APPENDIX II: SUMMARY CHART OF PERFORMANCE GOALS AND MEASURES

As GSA moves towards complete integration of budget and performance, we have replaced our stand alone Performance Plan with a Performance Budget.  The following measures and targets were used in FY 2004 and were reflected in the FY 2005 Congressional Justifications, not the FY 2004 Performance Plan (dated April 2003).  The 21 Key Performance Measures are highlighted below.  A list of measures reported in the FY 2003 Performance and Accountability Report that are no longer reported externally can be found in Appendix III.  Dollars in millions (M).

	
	Performance Goals


	Performance Measures
	FY 2001
	FY 2002
	FY 2003
	FY 2004 Target
	FY 2004

Actual
	RESULTS

	1:  Provide Best Value for Customer Agencies and Taxpayers

	PBS
	Achieve a highly satisfied overall customer satisfaction rating leased space of 68% by FY 2004. 
	Percent highly satisfied tenants in leased space 
	82%
	84%
	66%
	68%
	70%
	Goal

Met

	PBS
	Deliver leased space to our clients at not less than 8% below industry for office space in FY 2004. 
	Cost of leased space relative to the market
	11.0%
	14.0%
	7.41%
	8.0%
	10.6%
	Goal

Met

	PBS
	Achieve an overall “highly satisfied customer satisfaction rating of 73% on the ordering official survey by FY 2004. 
	Percent of highly satisfied customers on the ordering official survey
	59%
	66%
	72%
	73%
	68%
	Goal Not Met

	PBS
	Execute energy conservation goals while increasing customer satisfaction rating to 69% by FY 2004 in owned space.
	Percent of highly satisfied tenants in owned space
	NA
	NA
	67.6%
	69.0%
	72%
	Goal 

Met

	PBS
	Attain a highly satisfied customer satisfaction score of 75% on the quality of service delivered by FY 2004. 
	Percentage of customers indicating satisfaction on annual customer survey (Real Property Disposal)

	NA
	NA
	75%
	75%
	70%
	Goal Not Met

	PBS
	Maintain “highly satisfied” ratings of 93% on the Property Disposal Survey.
	Percentage of customers indicating satisfaction on customer property disposal transactional surveys 
	NA
	NA
	90%
	92%
	94%
	Goal

Met

	PBS
	By FY 2004, Real Property Disposal will complete 73% of 49 Act disposals within 320 days. 

	Percentage of disposals completed within 320 days 
	NA
	NA
	68%
	73%
	89%
	Goal 

Met

	FSS
	Maintain 20% or better discount from manufacturer’s invoice price (Vehicle Acquisition). 
	Percentage discount to customers from invoice price.
	19.1%
	27.3%
	26.3%
	(20%
	33.1%
	Goal

Met

	FSS
	Increase fill rate by 0.1% per year from 95.2% to 95.4% while maximizing inventory turns. 
	Fill rate for requisitions
	NA
	NA
	95.3%
	95.3%
	95.7%
	Goal Met

	FSS
	Increase customer satisfaction to the 75th percentile or better for customer satisfaction in the government. 
	GSA Global Supply external customer satisfaction survey score
	NA
	75
	79.6
	79
	79
	Goal Met

	
	
	GSA Automotive external customer satisfaction survey score
	NA
	78.7
	75.7
	78
	77.3
	Goal Not Met

	
	
	GSA Fleet external customer satisfaction survey score
	NA
	83
	83.7
	83
	84.9
	Goal Met

	
	
	Personal Property Management external customer satisfaction survey score
	NA
	73
	75
	77
	75.6
	Goal Not Met

	
	
	Travel Program external customer satisfaction survey score
	NA
	72
	72
	71
	70.2
	Goal Not Met

	FSS
	Manage direct costs to ensure that best value is provided to customer agencies and the taxpayer. 
	Direct cost as a percentage of revenue (Commercial 

Acquisition) 
	NA
	11.6%
	11.9%
	11.7%
	11.6%
	Goal Met

	FSS
	Increase the number of federal agency customers through TMSS. 
	Number of TMSS users
	NA
	NA
	NA
	1850
	1718
	Goal Not Met

	FTS
	Provide federal customers with substantial savings as a result of purchasing FTS telecommunications products and services. 
	FTS Telecommunications pricing as compared to best commercial prices
	NA
	$32.8M
	$574.1M
	$514M
	$705M
	Goal

Met

	OGP
	Develop and issue effective guidance and policies in support of the federal E-Authentication initiative.
	Number of agency applications meeting E-Authentication credentialing policy standards (out of universe of 24)
	NA
	NA
	NA
	4
	2
	Goal Not

Met

	OGP
	Deliver assisted services that demonstrate acquisition and project management excellence and result in solutions that meet customer mission requirements.
	Number of agencies using Federal Identity Credentialing Committee policy standards for credentialing employees and contractors
	NA
	NA
	NA
	7
	8
	Goal Met

	OGP
	Establish a Component Organization and Registration Environment Registry and increase adoption of common business processes and/or key components that enable these processes.
	Number of common business processes and/or key components adopted by federal programs
	NA
	NA
	NA
	12
	9
	Goal Not Met

	OCSC
	Leverage FirstGov technologies and solutions across the federal government. 
	Tax dollars saved as a result of agencies sharing FirstGov technologies
	NA
	$9.0M
	$18.0M
	$30.6M
	$19.8M
	Goal

Not

Met

	OCSC
	Help the federal government become more citizen-centric by increasing the magnitude, quality, and outreach of federal information via various channels. 
	Total number of multi-channel contacts with the public (citizen, business, government) per year
	40.8M
	59.1M
	209.7M
	224.9M
	241.9M
	Goal

Met

	OCSC
	Government web sites that are citizen-centric and user friendly.
	Agencies adopting FirstGov common content model
	NA
	NA
	0 of 75
	4 of 75
	O of 75

	Goal Not Met

	OCAO
	80% of all changes to the Federal Acquisition Regulation are accomplished within 40 weeks. 
	Percent of new FAR rules completed within 40 weeks
	NA
	10%
	10%
	80%
	42%
	Goal Not Met

	OCAO
	Increase GSA Performance Based Service contracting actions. 
	Percent of GSA eligible service contract dollars awarded as performance-based contracts
	15%
	9%
	24%
	40%
	NA

	NA

	2:  Achieve Responsible Asset Management

	PBS
	Maintain the amount of vacant leased space in PBS’s leased inventory at 1.5% in FY 2004. 
	Maintain vacant space in the existing inventory of space leased by PBS
	2.2%
	2.0%
	1.4%
	1.5%
	1.2%
	Goal

Met

	PBS
	New construction projects on schedule 84% of the time by FY 2004. 
	Percent of construction projects completed on schedule
	75%
	78%
	68%
	84%
	80%
	Goal Not

Met

	PBS
	Improve the percentage of repair and alterations projects on schedule to 86% in FY 2004. 
	Percent of  R & A Projects on schedule
	75%
	87%
	78%
	86%
	78%
	Goal Not

Met

	PBS
	Obligate 75% of Basic Repairs and Alterations budget for planned projects by the end of FY 2005.
	Percent of basic R&A obligated on planned projects by the end of the fiscal year.
	NA
	NA
	NA
	Baseline
	87%
	Goal

Met

	PBS
	Maintain the percent of escalations on R&A projects at or below 1.5% by FY 2004. 
	Percent of escalations on R&A projects
	(1.0%)
	3.0%
	0.5%
	1.5%
	0.5%
	Goal

Met

	PBS
	Increase to 65% the percentage of government owned assets with a Return on Equity of at least 6% by FY 2004.
	Percentage of government-owned assets with an ROE of at least 6% 
	NA
	54%
	64%
	65%
	70%
	Goal

Met

	PBS
	Increase the percentage of government owned assets with a positive Funds From Operations to 75% by FY 2004. 
	Percentage of government-owned assets achieving a positive FFO
	NA
	74%
	73%
	75%
	78%
	Goal

Met

	PBS
	Funds From Operations from leased inventory should be no less than $0 in FY 2004. 
	Funds From Operations (FFO) from leased inventory
	NA
	$78M
	$45M
	$0
	$77M
	Goal

Met

	PBS
	Decrease the vacant (available and committed) space to 7.6% of the owned inventory by FY 2004. 
	Percentage of vacant and committed space in the government-owned inventory
	NA
	9.2%
	8.3%
	7.6%
	7.9%
	Goal Not

Met

	FTS
	Improve the financial condition of Professional Services. 
	Direct operating expense as a percentage of gross margin
	NA
	NA
	NA
	52%
	64%
	Goal Not Met

	FTS
	Improve the financial condition of the IT Fund. 


	Direct operating expense as percent of gross margin 

(Regional IT Solutions) 
	NA
	50%
	57%
	48%
	52%
	Goal Not Met

	
	
	Direct operating expense as percent of gross margin

(National IT Solutions)
	NA
	82%
	81%
	67%
	78%
	Goal Not Met

	
	
	Direct operating expense as percent of gross margin 

(Regional Telecommunications) 
	NA
	52%
	59%
	67%
	56%
	Goal Met

	
	
	Direct operating expense as percent of gross margin 

(Long Distance)
	NA
	33%
	95%
	52%
	41%
	Goal Met

	OGP
	Improve software asset management in government. 
	Number of agencies (out of 24 major agencies) that implement the standard software asset management policy
	NA
	NA
	NA
	4
	1
	Goal Not Met

	OGP
	Increase the number of federal programs using effective web-enabled real property management systems. 
	Number of federal programs with effective web-enabled software for the management of real property
	NA
	NA
	NA
	3
	3
	Goal Met

	OGP
	Implement eTravel Service. 
	Number of vouchers processed through eTravel Service
	NA
	NA
	NA
	68,000
	586

	Goal Not Met

	3:  Operate Efficiently and Effectively

	PBS
	Maintain operating service costs in office and similarly serviced space at 12% or more below private sector benchmarks. 
	Cleaning, maintenance, and utility costs in office and similarly serviced space- percent below private sector benchmarks
	16.1%
	17.0%
	14.8%
	13.4%
	14.5%
	Goal

Met

	PBS
	Maintain the percentage of escalation on construction projects at 1%. 
	Percentage of escalations on construction projects
	6%
	7%
	0.6%
	1.5%
	1.6%
	Goal Not Met

	FSS
	Reduce the cycle time to process contract offers (Commercial Acquisition). 
	Cycle time to process offers (days)
	115

Days
	110 Days
	92

Days
	105 Days
	87

Days
	Goal

Met

	FSS
	Reduce the mark-up for GSA stocked supply items toward the goal of 34.0%. 
	Percent of mark-up for stocked items
	NA
	48.5%
	45.9%
	45.0%
	42.8%
	Goal

Met

	FSS
	Maintain the gap between GSA Fleet rates and commercial rates at 20% or more.  (Vehicle Leasing) 
	Percentage GSA leasing rates below commercial rates on the GSA Vehicle Leasing Schedule
	NA
	NA
	36.86%
	(20%
	31.67 %
	Goal

Met

	FSS
	Reduce cycle time to process modifications from 23 to 20 days (Commercial Acquisition). 
	Cycle time to process modifications (days)
	NA
	23
	16
	22
	14
	Goal Met

	FSS
	Rationalize Government-wide Acquisition Contract’s to reduce overlap and result in contract vehicles that are more complementary to MAS. 
	Percentage of new GWACs and GWACs with significant changes reviewed by Contract Vehicle Review Board
	NA
	NA
	NA
	100%
	NA

	NA

	FSS
	Ensure the timely, effective, and efficient disposition of excess and surplus personal property by decreasing the time it takes to complete disposal action for excess property from 99 to 86 days. 
	Cycle time for disposal process (days) for personal property
	NA
	99
	83
	87
	71.5
	Goal Met

	
	
	Percent of personal property reported electronically
	NA
	NA
	86%
	99%
	98.37%
	Goal Not Met

	FSS
	Maximize percentage discount savings from the City Pair Program. 
	Percentage discount from walk-up fare
	NA
	72%
	72%
	74%
	74%
	Goal Met

	FSS
	Implement transition of Federal agencies to e-Travel Service by Dec 31, 2004 and complete migration to eTS by Sept 30, 2006. 
	Number of agencies migrating to eTravel Service
	NA
	NA
	NA
	8
	8
	Goal Met

	FTS
	Increase operational capacity for   Professional Services.
	Number of FSS Schedules for which we provide acquisition support
	NA
	NA
	3
	8
	8
	Goal Met

	FTS
	Meet customer requirements for transaction cycle time. 
	Percentage of negotiated award dates for service and commodities that are met or bettered (Regional IT Solutions)
	NA
	93%
	91%
	> 93%
	88%
	Goal Not

Met

	FTS
	Meet customer requirements for transaction cycle time. 
	Percentage of negotiated award dates for service and commodities that are met or bettered (National IT Solutions)
	NA
	88%
	95%
	> 93%
	92%
	Goal Not Meet

	4:  Ensure Financial Accountability

	FSS
	Consolidate other agencies’ vehicles to reduce the overall cost of fleet to the government.
	Annual Savings to the government ($ millions) per cost benefit study
	NA
	$1.87
	$3.10
	$3.56
	$1.55

	Goal Not Met 

	CFO
	Increase the percentage of vendor invoices received by Electronic Data Interchange through the Internet.
	Percent of vendor invoices received electronically
	24%
	38%
	44%
	50%
	56%
	Goal

Met

	CFO
	Increase the percentage of vendor payments by electronic media such as Electronic Funds Transfer and purchase card.
	Percent of vendor payments paid electronically
	79%
	79%
	88%
	85%
	92%
	Goal

Met

	5:  Maintain a World-Class Workforce and World-Class Workplace

	OCAO
	Increase the use of Federal Acquisition Institute Online training. (OCAO)
	Number of FAI Online training instances completed
	NA
	19,280
	19,390
	21,300
	36,379
	Goal Met

	CPO
	Increase GSA associate engagement. (CPO)
	Percentile rank in the Gallup Q12 survey, which measures the engagement of the workforce
	NA
	67th 
	75th 
	75th 
	69th 
	Goal Not

Met

	
	
	Grand Mean Score 
	NA
	3.76
	3.83
	3.88
	3.89
	

	6:  Carry Out Social, Environmental, and Other Responsibilities as a Federal Agency

	PBS
	Improve energy reduction in standard facilities to 22.6% below the FY 1985 baseline by FY 2004.
	Percent reduction on energy consumption from FY 1985 baseline
	18.4%
	22.5%
	18.6%
	22.6%
	22.4%
	Goal Not

Met

	FTS
	Obtain best value solutions through competition. 
	Percentage of task and delivery orders subject to fair opportunity process (Regional IT Solutions)
	70%
	70%
	86%
	> 85%
	96%
	Goal Met

	
	
	Percentage of task and delivery orders subject to fair opportunity process (National IT Solutions)
	NA
	70%
	86%
	> 85%
	98%
	Goal Met

	
	
	Percentage of task and delivery orders subject to fair opportunity process (Regional Telecommunications)
	NA
	NA
	NA
	>60%
	96% 
	Goal Met

	
	
	Percentage of dollar value of eligible service orders awarded with performance-based statements of work (Regional IT Solutions)
	NA
	NA
	NA
	40%
	62%
	Goal Met

	
	
	Percentage of dollar value of eligible service orders awarded with performance-based statements of work (National IT Solutions)
	NA
	NA
	NA
	40%
	58%
	Goal Met

	
	
	Percentage of dollar value of eligible service orders awarded with performance-based statements of work (Regional Telecommunications)
	NA
	NA
	NA
	40%
	47%
	Goal Met

	OSBU
	Meet or exceed goal of providing contracting opportunities to small businesses. 
	Percentage of contracting opportunities provided to small business
	40.1%
	44.35%
	45.72%
	43.0%
	TBD
	TBD


Notes:

� OCSC- This measure had originally been listed in the FY 2004 Performance Plan, however, as a result of the creation of the Interagency Committee on Government Information, OCSC did not use this measure in FY 2004.





� OCAO-  While no report is available now to verify GSA’s percentage of eligible service contract dollars awarded as performance-based contracts (PBC), the FPDS-NG contractor is working with OCAO to develop and refine this report.





� OGP- In the third quarter of FY04, the eTravel PMO re-baselined the eTS voucher performance measure from 68,000 to 543.  This change was generated by the protest of the initial eTS contract award, which delayed the program three months and impacted activities leading to voucher production.  While the eTravel PMO achieved its revised FY04 voucher goal, the greater accomplishment is in the alignment for the first time ever the Executive Branch Agencies to implement a standardized common travel management process. In FY05, Executive Branch agencies will continue their migration from their high-cost stovepipe travel systems to the government-wide world class travel model.





� FSS- We continue to use the Contract Vehicle Review Board to review contracts.  However, during FY2004 we recognized that the percentage measure is not an appropriate measure.  


� FSS- A consolidation of 1,980 vehicles was delayed until FY 2005, keeping us from meeting our FY04 target.
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