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


2004 (FY 2003) ISR Services 

Service Performance Standards

SERVICE:  89. Complaint/Assistance Services

PERFORMANCE MEASURE 89 - 01:  Percentage of complaints and requests for assistance acknowledged within 10 working days.
PERFORMANCE MEASURE 89 - 02:  Percentage of complaints and requests for assistance referred, if necessary, to the appropriate IG within 10 working days.

PERFORMANCE MEASURE 89 - 03:  Percentage of updates provided to the complainant every 60 days.

PERFORMANCE MEASURE 89 - 04:  Percentage of final notification of outcomes provided within 10 working days after the completion of the inquiry.

These Performance Measures were added for ISR 2004.

Major Service Area:  Command And Staff
Service Function:  Inspector General
SERVICE:  89. Complaint/Assistance Services
Service Definition:  Manage and resolve IG complaints and/or assistance requests.
PERFORMANCE MEASURE 89 - 01:  Percentage of complaints and requests for assistance acknowledged within 10 working days.
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	Barbara Frank

	Email Address:
	frankb@daig.ignet.army.mil

	Comm Phone:
	(703) 697-3278

	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                    
	Rating
	
	Standards

	Green
	
	100% down to 90%

	Amber
	
	Less than 90% down to 80%

	Red
	
	Less than 80%


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

	a = Number of complaints and request for assistance acknowledged within 10 working days.
	
	0
	UND

	b = Total number of complaints and request for assistance.
	
	1
	UND


Data Source:
Inspector General Action Requests (IGARS) database.

NOTE FOR THE ARNG and AR:  This Performance Measure does not apply to the ARNG and AR and will be toploaded as Not Applicable (N/A).
Performance Measure Calculation Formula (automatically calculated by software):
([a]/[b])*100 = The percentage of the number of complaints and request for assistance acknowledged within 10 working days divided by the total number of complaints and request for assistance.
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  





Major Service Area:  Command And Staff
Service Function:  Inspector General
SERVICE:  89. Complaint/Assistance Services
Service Definition:  Manage and resolve IG complaints and/or assistance requests.
PERFORMANCE MEASURE 89 - 02:  Percentage of complaints and requests for assistance referred, if necessary, to the appropriate IG within 10 working days.
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	Barbara Frank

	Email Address:
	frankb@daig.ignet.army.mil

	Comm Phone:
	(703) 697-3278

	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                    
	Rating
	
	Standards

	Green
	
	100% down to 90%

	Amber
	
	Less than 90% down to 75%

	Red
	
	Less than 75%


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

	a = Number of complaints and requests for assistance referred, if necessary, to the appropriate IG within 10 working days.
	
	0
	UND

	b = Total number of complaints and requests for assistance referred, if necessary, to the appropriate IG.
	
	1
	UND


Data Source:
Inspector General Action Requests (IGARS) database.

NOTE FOR THE ARNG and AR:  This Performance Measure does not apply to the ARNG and AR and will be toploaded as Not Applicable (N/A).
Performance Measure Calculation Formula (automatically calculated by software):
([a]/[b])*100 = The percentage of the number of complaints and requests for assistance referred, if necessary, to the appropriate IG within 10 working days divided by the number of complaints and requests for assistance referred, if necessary, to the appropriate IG.
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  





Major Service Area:  Command And Staff
Service Function:  Inspector General
SERVICE:  89. Complaint/Assistance Services
Service Definition:  Manage and resolve IG complaints and/or assistance requests.
PERFORMANCE MEASURE 89 - 03:  Percentage of updates provided to the complainant every 60 days.
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	Barbara Frank

	Email Address:
	frankb@daig.ignet.army.mil

	Comm Phone:
	(703) 697-3278

	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                    
	Rating
	
	Standards

	Green
	
	100% down to 90%

	Amber
	
	Less than 90% down to 75%

	Red
	
	Less than 75%


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

	a = Number of updates provided to the complainant every 60 days.
	
	0
	UND

	b = Total number of updates provided to the complainant.
	
	1
	UND


Data Source:
Inspector General Action Requests (IGARS) database.

NOTE FOR THE ARNG and AR:  This Performance Measure does not apply to the ARNG and AR and will be toploaded as Not Applicable (N/A).
Performance Measure Calculation Formula (automatically calculated by software):
([a]/[b])*100 = The percentage of the number of updates provided to the complainant every 60 days divided by the total number of updates provided.
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  





Major Service Area:  Command And Staff
Service Function:  Inspector General
SERVICE:  89. Complaint/Assistance Services
Service Definition:  Manage and resolve IG complaints and/or assistance requests.
PERFORMANCE MEASURE 89 - 04:  Percentage of final notification of outcomes provided within 10 working days after the completion of the inquiry.
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	Barbara Frank

	Email Address:
	frankb@daig.ignet.army.mil

	Comm Phone:
	(703) 697-3278

	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                    
	Rating
	
	Standards

	Green
	
	100% down to 90%

	Amber
	
	Less than 90% down to 75%

	Red
	
	Less than 75%


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

	a = Number of final notification of outcomes provided within 10 working days after the completion of the inquiry.
	
	0
	UND

	b = Total number of final notification of outcomes provided after the completion of the inquiry.
	
	1
	UND


Data Source:
Inspector General Action Requests (IGARS) database.

NOTE FOR THE ARNG and AR:  This Performance Measure does not apply to the ARNG and AR and will be toploaded as Not Applicable (N/A).
Performance Measure Calculation Formula (automatically calculated by software):
([a]/[b])*100 = The percentage of the number of final notification of outcomes provided within 10 working days after the completion of the inquiry divided by the total number of final notification of outcomes provided after the completion of the inquiry.
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  
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