DCN: 12262

DEPARTMENT OF THE ARMY
DEPUTY CHIEF OF STAFF, G-8
700 ARMY PENTAGON
WASHINGTON DC 20310-0700
HSA-JCSG-D-05-497

DAPR-ZB 12 August 2005

MEMORANDUM FOR OSD BRAC Clearinghouse
SUBJECT: OSD BRAC Clearinghouse Tasker 0873C — Request for Infqrmation

1. Reference e-mail from Ms. M. Wasleski, BRAC Commission Staff, 9 August
2005, subject as above.

2. Issues/Questions: The following information on DFAS is requested.
a. DFAS's budget from 1991 to 2011 (as planned).

b. The number of military and civilian personnel, the number of contractors, the
total number of personnel from 1991 to 2011 (as planned). :

c. Performance information on each of the DFAS sites
d. Customer satiéfégtiéh metrics for each of the DFAS sites.

3. Response: The information requested is contained on the enclosed CD. A
copy of the CD was provided directly to the Commission staff on August 11, 2005.

4. Coordination: Mr. J. Chittick, DFAS, 11 August 2005.

Codlt. (onloy

1 Enclosure CARLA K. COULSON
As stated COL, GS
Deputy, Headquarters and
Support Activities JCSG

P:imedon@Recycdeaper
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o How to Use this Report

Iltem Results
» This section shows detailed resuits for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicabie, the number of respondents who indicated they had no basis to judge (NBJ).

> The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly). )

Core Dimensions
» This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the Iitem Results section, and are calculated as the average of item
scores.
» The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.

Comparison of Dimension Profiles
» This section compares the dimension scores from this year's survey to the results of other surveys.
» The information in this section is useful for making broad comparisons across surveys.

Comparison of Item Profiles
> This section compares the item scores, within dimension, from this year's survey to the results of other
surveys.
» The information in this section is useful for making specific comparisons across surveys.

Interpreting the Results
> Number of Surveys Sent: 2748
» Number of Undeliverables: 452
» Number of Surveys Delivered: 2296
> Number of Surveys Completed: 436
> Response Rate: 19%
> Sampling Error: + 4%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 1
Results for: 2004 Accounting Services
Total number of responses: 436
Item Results
% 25% 50% 75% 100% M sD N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 436
Services? (NOTE: response was system generated based on password)
o Ay . - -
b Navy 0% TR - . 43 -
c. Air Force 12% - - - 54 --
d. Marine Corps 2% 1 - - 8 -
e. Other DoD Agency - - - 36 -

8%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page2
Results for: 2004 Accounting Services
Total number of responses: 436
Item Results
0% 25% 50% 75% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 432
as a customer?
a. DFAS Arlington % - - 0 -
b. DFAS Cleveland " I - - 5 -
¢. DFAS Columbus o . - - 18 -
d. DFAS Denver % I - - 8 -
€. DFAS Indianapolis 13% - - - 56 -
g. DFAS Kansas City 1% ' - - 3 -
h. Charleston % I - - 8 -
i. Dayton % I -- - 5 -
j. Defense Agencies Financial Services (DAFS) 1% | -- - 3 --
k. Directorate of Network Operations (DNO) % . - - 26 -
1. Europe % I - . 12 -
m. Japan % ' - - 2 -
n. Kansas City Field Accounting % 1 - - 5 -
o. Lawton 8% - - - 36 -
p. Lexington % I : - - 5 -
q. Limestone % . - - 13 -
r. NAF Financial Services Texarkana % B - - 13 -
s. Norfolk o - - 25 -
t. Oakland % I - - 5 -
u. Omaha % I - - 9 -
v. Orlando % [ - - 34 -
w. Pacific (Hawaii) 1% l - - 6 -
x. Pensacola % l - - 12 -
y. Rock Island 5% . - - 22 -
z. Rome % - . - 74 -
aa. San Antonio % I - - 6 -
ab. San Bernadino % - - 0 -
ac. San Diego % - - 0 -
ad. Seaside - I - -- 7 -

ae. St. Louis w N - - 14 -
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 3
Results for: 2004 Accounting Services
Total number of responses: 436
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 429
generated or other services provided by DFAS?
a. Installation/Unit/Facility 5% — - - 237 -
b. Major Command or Major Claimant 18% - - -- 78 -
c. Military Department Agency or Activity 9% - - - 37 -
d. Military Department HQ ” . - - 16 -
€. DoD Agency % - - - 40 -
f. OSD Staff % - - 0 -
g. Not Applicable . . - - 21 -
3. Which best describes the type of fund for which you receive Accounting 436
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund 21% _ - - 93 -
b General Fund e - - m -
c. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military 1% l - -- 4 -
Retirement Truet Fund) N
d. Nonappropriated Fund (NAF) % - - - 41 -
4. For which of the following, if any, are you receiving departmental level 436
reports? (Mark all that apply)
a. Working Capital Fund 4% - . -- 60 -
b Genea Fund o I S
c. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military 1% l - - 5 -
Retirement Tn!ct Fundy °
d. Nonappropriated Fund (NAF) % - - - 35 -
e. Not Applicable _ - - 140 -

32%
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Customer Satisfaction report prepared for: DFAS Accounting Services Paged
Results for: 2004 Accounting Services
Total number of responses: 436
Item Results
Access
V7724 RN M sp N NBy
S . ; St
:;‘iy Agree Neither Disagree Dirs(:;?lei
5. It is easy to do business with DFAS Accounting Services. Y, 392 100 427 4
30% 46% 12%  9%2%
6. A§51stance from the DFAS Accounting Services staff is provided at a time ) 389 104 424 6
that is convenient to me.
29% 47% 11% 9% 4%
7. 1Itis ea:isy to find someone at DFAS Accounting Services who can answer 0, 3.69 1.09 423 6
m uestions. '
v 23% 45% 15% 13% 4%
8. I.do not have to cut through a lot of red tape to reach higher level DFAS w2 RN 383 1.10 393 36
Accounting Services staff.
30% 41% 15%  10% 4%
9. 1 have adequate access to my DFAS Accounting Services point of contact . N 4.01 1.01 422 7
for advice and assistance. ]
35% 45% 9% 9%3%
0% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 436
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 2% R - - 99 -
b. Telephone/e-mail messages are not returned 2% _ - - 97 -
c. Difficulty with automated phone service 0% - -- - 38 -
d. E-mail forwarded multiple times 10% - -- - 45 -
e. Telephone call transferred multiple times % [ | -- - 36 -
f. Kept on hold % . - - 21 -
2. Locating new contact due to DFAS tumover or reorganization 27% _ - - 116 -
h. Access to web-based accounting information/reports 10% [ ] - - 45 -
j. Not applicable 2w I - - 184 -
11. During the last year, how often did you experience the difficulties you
. R . . . 409
identified in the previous question?
a. Regularly 4% - - - 58 -
b- Occasionally v R S
c Sedom o I SR
4 Never E— S
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Customer Satisfaction report prepared for: DFAS Accounting Services Page$
Results for: 2004 Accounting Services
Total number of responses: 436
Item Results
V7% RN M sb N NE
SK‘;_'iy Agree Neither Disagree ]SJ?::;?:; :
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. . W RN 409 092 426 5
36% 46% 11% 5% 29,
13. The DFAS Accounting Services staff is courteous. vz 427 0.77 425 5
42% 47% 8% | %1%
14. The DFAS Accounting Services staff gives individual attention to my Y 403 099 423 7
requests for information or services. : y
37% 40% 14% 7% 2%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. B RN 3.84 1.00 425 5
24% 50% 15% 7% 4%
16. The DFAS Accounting Services staff has a good understanding of my e R AN 356 1.10 417 I
organization's operation and mission as it applies to accounting reports and ‘
services, 19% 42% 18% 16% 5%
17. Explanations of technical issues by the DFAS Accounting Services staff A N 3.76 1.00 423 6
d dable.
are undefstandable 21% 50% 17% 8% 4%
18. The DFAS Accounting Services staff is able to explain their products s R 382 096 420 9
d/ ices. )
ancror serviges 22% 51% 16%  7%3%
19. When someone at DFAS Accounting Services does not know the A T 3.79 1.05 413 16
answer, they refer me to an expert who does.
2% 42% 19% 8% 4%
Timeliness
20. The DFAS Accounting Services staff provides timely service. w2 R R 374 1.03 423 5
23% 46% 18% 10% 4%
Reliability
21. Qverall, DFAS Accounting Services provides accurate reports and Wi/ R O 38 095 421 8
serviees 24% 49% 18% 7% 3%
22. The DFAS Accounting Services staff provides services when promised. i R NN 376 098 421 7
22% 47% 19% 10% 2%
Choice
23. DFAS Accounting Services accounting and financial reports are G IR NN 357 103 401 24
designed to meet customer needs. y y
14% 50% 18% 13% 4%
24. DFAS Accounting Services staff uses suggestions from their customers e, N 357 101 371 55
to improve the quality of products and services.
18% 39% 30% 9% 4%
3.68 1.01 419 8

25. I am satisfied with the range of services provided by the DFAS
Accounting Services staff.

18% 1% 17% 11% 4%
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Results for: 2004 Accounting Services
Total number of responses: 436
Item Results
V772 BN M sb N NB
Strongly . . Strongly
Agree Agree Neither Disagree Disagree
Tangibles
26. I am satisfied with the appearance of financial and accounting reports 0 NS 368 094 389 27
prepared by DFAS Accounting Services. )
16% 50% 21% 10% 2%
27. 1 am satisfied with the appearance of the paper manuals, brochures, N 368 086 382 34
reports, and other communication materials provided by DFAS Accounting
Services. 13% 52% 26% 7% 2%
Recovery
28. Problems and complaints are resolved quickly by the DFAS Accounting vy R NN 3.57 1.04 411 18
Services staff.
16% 48% 18% 15% 4%
29. Problems and complaints concerning accounting services provided by wiiiity IR NN 3.41 1.12 404 24
DFAS are resolved with minimal effort on the customer's part. ;
14% 44% 17% 19% 6%
30. There are well defined processes for linking customer feedback and w2/ R N\ 342 1.07 363 63
complaints to DFAS Accounting Services staff members who can act on this
informatin. 14% 40% 26% 15% 5%
31. The DFAS Accounting Services staff is flexible in finding solutions to vy R N 3.61 1.00 412 16
roblems.
P 17% 45% 25% 10% 3%
32. I am satisfied with the way the DFAS Accounting Services staff handles 0 Ny 3.56 110 418 9
roblems or errors. ’
P 18% 43% 19% 14% 5%
27 R DR M sp N NBY
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, 7 I 395 0.89 354 73
status of fund reports) that you receive from DFAS Accounting Services? )
28% 46% 19% 6% 1%
34, How would you rate the quality of the analysis of financial reports that vy R DS 380 099 316 110
you receive from DFAS Accounting Services?
25% 42% 22% % 3%
35. How would you rate the quality of ad hoc/special reports that you receive N 389 0.87 250 174
from DFAS Accounting Services? - . ]
25% 47% 21% 6%1%

36. How would you rate the quality of data extraction from DFAS systems Y, N 384 089 273 153

for MIS applications in your organization?
23% 48% 22% 6% 1%

37. How would you rate the quality of Audited Financial Statements that you Y R 382 092 223 199

receive from DFAS Accounting Services?

24% 4% 25% 6% 2%
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) w7 R SR 363 097 314 111
DFAS Accounting Services develops? N S
18% 43% 2% %% 3%
39. Overall, how would you rate the quality of reports and services provided iy R 389 0388 387 40

by DFAS Accounting Services?
25% 45% 23% 5% 1%
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Results for: 2004 Accounting Services
Total number of responses: 436
Item Results
Overall Satisfaction
Very : . —_— Very M SD N NBJ
Satisfied Satisfied Neither  Dissatisfied Dissatisfied
40. Overall, how satisfied or dissatisfied are you with the services you are i R N 3.81 1.06 422 6
receiving from DFAS Accounting Services?
27% 45% 15% 9% 4%
V7772 RSN M sp N NBS
Very Good Value  Neither  Poor Value Very Poor
Value Velue
41. Overall, how would you rate the value of the products and services (i.e., i R NN 359 104 360 68
reports, data, and supporting service) provided by DFAS Accounting . . o o
Services? 19% 42% 23% 13% 4%
0% 25% 50% 75% 100% M SD N NBJ
42. If you had a choice of service providers, would you use DFAS 427
Accounting Services again?
2 Yes o S
b. No 1s% N - - 77 -
. - 9 -
c. Do not know 23% — 8
43. Would you recommend DFAS Accounting Services to others? 426
- Yo v, - -om -
b.No 200 N - - 87 -
¢. Do not know 2% — -- - 111 -
44. Please consider all your experience to date with DFAS Accounting 664 224 424 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 629 240 419 -
short or exceed your expectations?
46. Imagine an ideal organization providing accounting services. How well 6.00 2.49 419 .

would DFAS Accounting Services compare with that ideal organization?
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Results for: 2004 Accounting Services
Total number of responses: 436

Page 8

Core Dimensions

2/ R S\ R\ Averages
Fa\\'i!er:;)le Favorable Neither  Unfavorable U nf:,v::lable M SD N
Courtesy Yoy RN 4.13 0.90 425
39% 44% 11% 4% 2%
Access 0 N 387105 418
29% 45% 12% 10%3% .
Reliability Y A N 381 0.96 421
23% 48% 18% 8% 2%
Knowledge i R NN 375 1.02 420
23% 47% 17% 9% 4%
Quality NN R 38 0% 302
24% 45% 23% % 2%
Timeliness wsstn R SN 3.74 1.03 423
23% 46% 18% 10% 4%
Tangibles 4 R N\ 32 090 386
15% 51% 23% 8% 2%
Choice Y R 361 101 397
17% 46% 22% 11% 4%
Recovery V77777777074 KRNSO\ 351 107 402

16% 44% 21% 15% 5%

NBJ

12

123

31

29

26
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Results for: 2004 Accounting Services
Total number of responses: 436

Comparison of Dimension Profiles

(Percentage Favorable)
—&— 2004 Accounting Services —@—2001 —#&—2002 - 2003

100%

80% -
60% -
40% -
20% —

0% | T T T T T : T T
Access  Courtesy Knowledge Timeliness Reliability Choice Tangibles Recovery  Quality
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Customer Satisfaction report prepared for: DFAS Accounting Services

Results for: 2004 Accounting Services
Total number of responses: 436

Page 10

Comparison of Item Profiles
(Percentage Favorable)

—&~— 2004 Accounting Services —®2001 ~&-2002 #2003

Access Courtesy
100% 100%
J ]
80% - 80% -
60% - 60% -
40% - 40% A
] ]
20% - 20% 1
] .
0% r —— T —r 0% T T
Qs Q6 Q7 Q8 Qo Q12 QI3 Q14
Knowledge Timeliness
100% 100%
80% A 80% -
- 2 4 ﬂ
60% A 60% - L
40% - 40%
20% - 20% -
0% —r T T T 0%
Q15 Q16 Q17 Q18 Q19 Q20
L
Reliability Choice
100% 100%
80% - 80% -
60% 60% A
40% - 40% -
20% - 20% A
0% . 0% . -
Q21 Q22 Q23 Q24 Q25
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Results for: 2004 Accounting Services
Total number of responses: 436

Page 11

Comparison of Item Profiles
(Percentage Favorable)

—=— 2004 Accounting Services —@-2001 —#&--2002 ~&--2003

Tangibles Recovery
100% 100%
80% - 80% -
4 [ 4
o -
60% - = 60% -
40% - 40%
20% A 20% -
0% — 0% T T . .
Q26 Q27 Q28 Q29 Q30 Q31 Q32
Quality Overall Satisfaction
100% 100%
80% 4 o 80% o
1 1 n
60% - 60% - .
40% - 40% -
20% A 20% -
0% . r T T T y 0%
Q33 Q34 Q35 Q36 Q37 Q38 Q39 Q40
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o How to Use this Report

Item Results
» This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

» The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarty).

Core Dimensions 4
» This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the Item Results section, and are calculated as the average of item
SCOres.
» The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Page |
Results for: DFAS Columbus
Total number of responses: 18
Item Results
0% 25% 50% 75% 100% M SD N NBJ
Background .
1. For which organization do you work as a customer of DFAS Accounting 18
Services? (NOTE: response was system generated based on password)
a. Amy 17 (R - - 3 -
b Ny e -2
¢. Air Force % - - 0 -
d. Marine Corps % . . - 1 -
= Oter DoD Ageney o - - -
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Results for: DFAS Columbus
Total number of responses: 18
Item Results
% 25% 50% 75% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 18
as a customer?
a. DFAS Arlington % - - 0 -
b. DFAS Cleveland % - - 0 -
= DFAS Colunbus o, IR - - 5 -
d. DFAS Denver % - - 0 -
e. DFAS Indianapolis 0% - - 0 -
g. DFAS Kansas City 0% - - 0 -
h. Charleston % - - 0 -
i. Dayton 0% - - 0 -
J. Defe Agencies Fi ial Services (DAFS) % - -- 0 -
k. Directorate of Network Operations (DNO) 0% - - 0 -
1. Europe % - -- 0 -
m. Japan % - - 0 -
n. Kansas City Field Accounting % . - 0 -
o. Lawton % - - 0 -
p. Lexington % - - 0 -
q. Limestone % - - 0 -
r. NAF Financial Services Texarkana % - - 0 -
s. Norfolk % - - 0 -
t. Oakland % - - 0 -
u. Omaha % . - 0 -
v. Orlando % - - 0 -
w. Pacific (Hawaii) % - — 0 -
x. Pensacola % - - 0 -
y. Rock Island % - - 0 -
z. Rome % - - 0 -
aa. San Antonio % - - 0 -
ab. San Bernadino % - . 0 -
ac. San Diego "% - - 0 -
ad. Seaside % . - 0 -
ac. St. Louis - - 0 -

0%
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Results for: DFAS Columbus
Total number of responses: 18
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 18
generated or other services provided by DFAS?
a. Installation/Unit/Facility 1% - - - 2 --
b. Major C¢ d or Major Claimant 1% [ ] - - 2 -
¢. Military Department Agency or Activity 1% - - -- 2 -
d. Military Department HQ 0% -- -- 0 -
© DoD Agency o - - -
f. OSD Staff - - - 0 .
g. Not Applicable % -- -- 0 -
3. Which best describes the type of fund for which you receive Accounting 18
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund 50% — - - 9 -
b Geneal Fund . - M-
c. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military % . - - 1 -
Ratirement Triet Fund)
d. Nonappropriated Fund (NAF) % - . - 2 -
4. For which of the following, if any, are you receiving departmental level 18
reports? (Mark all that apply)
. . N ~ 5 .
a. Working Capital Fund 28% _
- - 1 -
b General Fund o 1
¢. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military % B - - 1 -
Retirement Truet Fund) °
d. Nonappropriated Fund (NAF) . R - - 2 -
. . . 5 .
e. Not Applicable 28% _
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Resuits for: DFAS Columbus
Total number of responses: 18
Item Results
Access X
V727Z24 XN M sb N NBY
Strongly R . Strongly
Agree Agree Neither Disagree Disagree
5. It is easy to do business with DFAS Accounting Services. Y N 3.72 1.02 18 0
17% 56% 17% 6%6%
6. Assistance from the DFAS Accounting Services staff is provided at a time w7 RN 3.72 1.23 18 0
that is convenient to me.
28% 44% % 17% 6%
T Itis egsy to find someone at DFAS Accounting Services who can answer vy N 3.72 1.07 18 0
my questions.
va 17% 61% 6% 11% 6%
8. 1do n(?t have tf’ cut through a lot of red tape to reach higher level DFAS Y ] 4.12 0.99 17 I
Accounting Services staff. : X o
35% 53% 6/1@2/«
9.1 ha\ie adequate'access to my DFAS Accounting Services point of contact B N 4.11 1.23 18 0
for advice and assistance.
50% 33% 0%l11% 6%
0% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 18
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 17% - - - 3 -
b. Telephone/e-mail messages are not retumed 28% _ - - 5 -
c. Difficulty with automated phone service 1% - - - 2 -
d. E-mail forwarded multiple times 1% - - - 3 -
e. Telephone call transferred multiple times - . -- -- 1 -
f. Kept on hold % - .- - 1 -
g. Locating new contact due to DFAS turnover or reorganization 17% - - -- 3 -
h. Access to web-based accounting information/reports % - - - 1 -
- Not applicable wy I - 8 -
11. During the last year, how often did you experience the difficulties you 15
identified in the previous question?
a. Regularly 20% ] - - 3 -
. ~ _ 5 __
b Occsinaly s I
- - 5 -
= Seldom s,
d. Never [ - - 2 -
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 5
Results for: DFAS Columbus
Total number of responses: 18
Item Results
V7772 NN M sp N NI
S:::iy Agree Neither Disagree Is)ti-rsoa';ii
Courtesy
[2. The DFAS Accounting Services staff is always willing to help me. U T 4.06 L1 18 0
39% 44% 6% 6% 6%
13. The DFAS Accounting Services staff is courteous. Y 4.11 1.02 18 0
39% 44% 11% 0% 6%
14. The DFAS Accounting Services staff gives individual attention to my U N 4.06 126 18 0
requests for information or services. —
50% 28% 6% 11% 6%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. VR 3.67 1.14 18 0
22% 44% 17% 11% 6%
16. The DFAS Accounting Services staff has a good understanding of my Y PSS 3.56 1.25 18 0
organization's operation and mission as it applies to accounting reports and
sefvices, 2% 4% 6% 2% &%
17. Explanations of technical issues by the DFAS Accounting Services staff iR NN 3.39 1.42 18 0
derstandable. ' -
are understandable 3 22% 39% 11% 11% 17%
18. The DFAS Accounting Services staff is able to explain their products W RSN 3.56 1.29 18 0
d/ ices. )
ancior services 22% 44% 11% 11% 11%
19. When someone at DFAS Accounting Services does not know the N 3.39 1.42 18 0
answer, they refer me to an expert who does.
28% 22% 28% 6% 17%
Timeliness
20. The DFAS Accounting Services staff provides timely service. ittt IR NN 3.17 1.34 18 0
1% 44% 11% 17% 17%
Reliability
21. Overall, DFAS Accounting Services provides accurate reports and N 350 129 18 0
serees 22% 39% 17% 1% 1%
22. The DFAS Accounting Services staff provides services when promised. Gy MR NN 335 122 17 1
18% 35% 18% 24% 6%
Choice
23. DFAS Accounting Services accounting and financial reports are By R 3.24 1.39 17 0
designed to meet customer needs. ’
12% 47% 18% 0% 24%
24. DFAS Accounting Services staff uses suggestions from their customers e, 341 112 17 1
to improve the quality of products and services.
12% 47% 18% 18% 6%
25. 1 am satisfied with the range of services provided by the DFAS S e Sy 333 124 18 0

Accounting Services staff.
17% 3%% 11% 28% 6%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: DFAS Columbus
Total number of responses: 18
Item Results
V777 IS M sp N NB
. . S |
SZ::iy Agree Neither Disagree Dti:(:;%e);
Tangibles
26. 1 am satisfied with the appearance of financial and accounting reports V7, 313 1.31 16 1
prepared by DFAS Accounting Services.
6% 50% 13% 13% 19%
27. 1 am satisfied with the appearance of the paper manuals, brochures, Y N 353 099 15 2
reports, and other communication materials provided by DFAS Accounting
Services. 7% 60% 20% % 7%
Recovery
28. Problems and complaints are resolved quickly by the DFAS Accounting eSS 3.24 1.15 17 1
Servi taff. ] ]
ervices sta 12% 35% 24% 24% 6%
29. Problems and complaints concerning accounting services provided by ittt I RN 312 1.32 17 1
DFAS are resolved with minimal effort on the customer's part.
12% 41% 6% 29% 12%
30. There are well defined processes for linking customer feedback and it RN RN 3.25 1.29 16 2
complaints to DFAS Accounting Services staff members who can act on this
informatin. 13% 44% 13% 19% 13%
31. The DFAS Accounting Services staff is flexible in finding solutions to ], o 324 135 17 1
blems.
proviems 12% 47% 12% 12% 18%
32. I am satisfied with the way the DFAS Accounting Services staff handles i RSN 318 151 17 1
bl . )
problems or errors 24% 2%% 6% 24% 18%
27 RN M sD N NB
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the qualitylof recurring reports (e.g., trial ba.lances, W Ew 339 L4 18 0
status of fund reports) that you receive from DFAS Accounting Services?
22% 17% 44% 11% 6%
34. How would you rate the quality of the analysis of financial reports that V2 3.20 1.42 15 3
you receive from DFAS Accounting Services? ) S
20% 27% 27% % 20%
35. How would you rate the quality of ad hoc/special reports that you receive Yy RN 379 119 14 3
from DFAS Accounting Services? )
29% 43% 14% 7% 7%
36. How woqld you rate the qualit)f of 'data extraction from DFAS systems By R 387 0.83 15 3
for MIS applications in your organization?
20% 53% 20% %%
37. How would you rate the quality of Audited Financial Statements that you v R NN 3.35 1.27 17 1
receive from DFAS Accounting Services?
24% 24% 24% 24% 6%
38. How would.you rate. the quality of the systems (e.g., DDRS, DCAS) vt R R 331 111 13 5
DFAS Accounting Services develops?
8% 46% 23% 15% 8%
39. Overall, how would you rate the quality of reports and services provided 344 110 18 0

by DFAS Accounting Services?

17% 33% 33% 11% 6%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page7
Results for: DFAS Columbus
Total number of responses: 18
Item Results
Overall Satisfaction
Very . . N Very M SD N NBJ
Satisfied Satisfied Neither  Dissatisfied Dissatisfied
40. Q‘{erall, how satisfied or d‘l.SSatlSﬁet.l are you with the services you are N 350 125 18 0
receiving from DFAS Accounting Services?
22% 33% 28% 6% 11%
2/ R D\ R M s N NBI
very Good Good Value  Neither  Poor Value Very Poor
Value Value
41. Overall, how would you rate t'he value.of the products and services (ie., s I S 300 117 17 1
reports, data, and supporting service) provided by DFAS Accounting
Services? 6% 35% 24% 24% 12%
0% 25% 50% 75% 0% M sD N  NBJ
42. If you had a choice of service providers, would you use DFAS 18
Accounting Services again?
o Yo s I - e -
b-No . | - - 6 -
¢ Do not know 1y N - - 6 -
43. Would you recommend DF AS Accounting Services to others? 18
a Yes NN - - 5 -
bNo o I SR
¢ Do not know 3 NN - - 6 -
44. Please consider all your experience to date with DFAS Accounting 567 250 18 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 500 265 17 --
short or exceed your expectations?
46. Imagine an ideal organization providing accounting services. How well 4.59 248 17 -

would DFAS Accounting Services compare with that ideal organization?
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Customer Satisfaction report prepared for: DFAS Accounting Services

Results for: DFAS Columbus
Total number of responses: 18

Courtesy

Access

Knowledge

Tangibles

Choice

Reliability

Timeliness

Quality

Recovery

Core Dimensions

Vi
ey Neither

Favorable Unfavorable

€l
Favorabie Unfavorable

V7272777 N

43% 39% 7% 6% 6%

29% 4% % 9% 6%

23% 39% 4% 12% 11%

6% 55% 16% 10% 13%

[ 77727770 NN\

13% 44% 15% 15% 12%

V7777778 TN\

20% 37% 1% 1% 8%

11% 44% 11% 17% 17%

20% 35% 26% 12% 7%

V7270777 RN

14% 39% 12% 21% 13%

M

4.07

3.88

3.51

3.33

3.33

3.43

3.17

348

3.20

Averages

SDb

1.13

L1l

1.30

1.26

1.34

1.32

N

17

NBJ
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o How to Use this Report

ltem Results
» This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

» The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
> This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the ltem Resuits section, and are calculated as the average of item
scores.
> The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Page1
Results for: Europe
Total number of responses: 12
Item Results
% 25% 50% 75% 100% sD N NBJ

N )

Background

1. For which organization do you work as a customer of DFAS Accounting
Services? (NOTE: response was system generated based on password)

'

i

'

i
o

H

a. Army 0%
b. Navy 1% - - 2 -
c. Air Force 0% - - 0 -
d. Marine Corps % - - 0 -
e. Other DoD Agency 1% - - 4 -
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 2
Results for: Europe
Total number of responses: 12
Item Results
% 25% 50% 75% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 12
as a customer?
a. DFAS Arlington % - . 0 --
b. DFAS Cleveland % - - 0 -
¢. DFAS Columbus % - - 0 -
d. DFAS Denver % -- -- 0 -
e. DFAS Indianapolis % - -- 0 --
g. DFAS Kansas City 0% - - 0 -
h. Charleston % - " 0 -
i. Dayton % - - 0 -
j. Defense Agencies Financial Services (DAFS) 0% - - 0 -
k. Directorate of Network Operations (DNO) 0% - - 0 -
| Burope v I - -
m. Japan % - - 0 -
n. Kansas City Field Accounting % - - 0 -
o. Lawton 0% - - 0 -
p. Lexington 0% - - 0 -
q. Limestone % - - 0 -
r. NAF Financial Services Texarkana % -- -- 0 -
s. Norfolk % - - 0 -
t. Oakland % - - 0 -
u. Omaha % - -- 0 -
v. Orlando % - - 0 -
w. Pacific (Hawaii) % - - 0 -
x. Pensacola % - - 0 -
y. Rock Island % - - 0 -
z. Rome % - - 0 -
aa. San Antonio 0% - - 0 -
ab. San Bernadino % - - 0 -
ac. San Diego % - - 0 -
ad. Scaside % - - 0 -
ae. St. Louis - - 0 -

0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 3

Results for: Europe
Total number of responses: 12

Item Results

0% 25% 50% 75% 100% M SD N NBJ

2. Which best describes your level of responsibility for Accounting Reports

generated or other services provided by DFAS? 12

a. Installation/Unit/Facility s0%

b. Major Command or Major Claimant 2%

c. Military Department Agency or Activity 0%

d. Military Department HQ %

e. DoD Agency %

f. OSD Staff 0%

g. Not Applicable 3%

3. Which best describes the type of fund for which you receive Accounting
Reports generataed by DFAS? (Mark all that apply)

a. Working Capital Fund 8%

E——
E—
-
-
b Genera Fnd . - -
-
-
I——
-

¢. Trust Fund (¢.g., Medicare Eligible Retiree health Fund, Military
Retirement Trict Fund)

d. Nonappropriated Fund (NAF)

(73
8%

4. For which of the following, if any, are you receiving departmental level
reports? (Mark all that apply)
a. Working Capital Fund 8%

b. Genera! Fund s0%
(]

c. Trust Fund (e.g., Medicare Eligible Retirce Health Fund, Military
Retirement Trnct Find)

d. Nonappropriated Fund (NAF)

0%

%

. -5

. Not Applicable
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Customer Satisfaction report prepared for: DFAS Accounting Services Paged
Results for: Europe
Total number of responses: 12
Item Results
Access
V724 RN M o N NEI
St . . Strongl
Al'::iy Agree Neither Disagree Dis?g;s'e);
5. It is easy to do business with DFAS Accounting Services. i RS 3.58 1.08 12 0
17% 50% 8% 285% 0%
6. Alssistance ﬁ'om the DFAS Accounting Services staff is provided at a time v R N R RN 358 116 12 0
that is convenient to me.
25% 33% 17% 25% 0%
7. Itis ea'sy to find someone at DFAS Accounting Services who can answer V0 ey 3.50 1.09 12 0
m t .
¥ questions 17% 42% 17% 25% 0%
8.1do nc'n have to cut through a lot of red tape to reach higher level DFAS A NS 3.64 112 11 1
Accounting Services staff.
27% 27% 27% 18% 0%
?. [ h:\{e ade(;uate-a;(;ess to my DFAS Accounting Services point of contact A NN 358 1.00 12 0
or advice and assistance. 8% 7% o 25%  o%
0% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 12
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 13% — - -- 4 -
b. Telephone/e-mail messages are not returned 17% - - - 2 -
c. Difficulty with automated phone service 0% - - 0 -
d. E-mail forwarded multiple times 1% - - - 2 -
¢. Telephone call transferred multiple times 17% - -- -t 2 -
f. Kept on hold % - - 0 -
8. Locating new contact due to DFAS turnover or reorganization 53% _ -- -- 7 -
h. Access to web-based accounting information/reports 8% [ ] - -- 1 -
- Not pplicabe e -
I1. During the last year, how often did you experience the difficulties you 12
identified in the previous question?
a. Regularly % - - 0 -
b-Occasionlly o e B
¢ Seldom 1 - - 2 -
d. Never - - - 2 -

17%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page §
Results for: Europe
Total number of responses: 12
Item Results
V7772 NN
Strongly Agree Neither Disagree Strongly M SD N NBJ
Agree Disagree
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. iy NS 400 095 12 0
33% 2% 17% 8%%
13. The DFAS Accounting Services staff is courteous. R 417 058 12 0
25% 67% 8%%
14. The DFAS Accounting Services staff gives individual attention to my i R SN 375 1.06 12 0
requests for information or services. ) ‘
25% 42% 17% 17% 0%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. i R 367 0.89 12 0
17% 42% 33% 8%0%
16. The DFAS Accounting Services staff has a good understanding of my 0 PN 350 117 12 0
organization's operation and mission as it applies to accounting reports and
services. 17% 42% 25% 8% 8%
17. Explanations of technical issues by the DFAS Accounting Services staff Ny 375 097 12 0
are understandable. ’ ]
25% 33% 33% 8%0%
18. The DFAS Accounting Services staff is able to explain their products i, 373 090 11 1
andlor services. 18% 5% 27% %%
19. When someone at DFAS Accounting Services does not know the i RN 392 Lo08 12 0
answer, they refer me to an expert who does. N "
33% 42% 8% 17% 0%
Timeliness
20. The DFAS Accounting Services staff provides timely service. Wiy IR N R\ 342 1.08 12 0
17% 33% 25% 25% 0%
Reliability
21. Overall, DFAS Accounting Services provides accurate reports and Y 392 067 12 0
services 17% 58% 25% 0%
22. The DFAS Accounting Services staff provides services when promised. e SN 3.64 1.03 1 1
18% 45% 18% 18% 0%
Choice
23. DFAS Accounting Services accounting and financial reports are T IR NN 375 097 12 0
designed to meet customer needs. —
17% 58% 8% 17% 0%
24, DFAS Accounting Services staff uses suggestions from their customers vy R N\ 356 113 9 3
to improve the quality of products and services. )
22% 33% 22% 22% 0%
367 1.07 12 0

25. I am satisfied with the range of services provided by the DFAS
Accounting Services staff.

25% 33% 25% 17% 0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: Europe
Total number of responses: 12
Item Results
ViZZz7Zd NN M sp N NBS
S:::fley Agree Neither Disagree ls):rs:r;?e,
Tangibles
26. I am satisfied with the appearance of financial and accounting reports e 370 082 10 1
prepared by DFAS Accounting Services.
10% 60% 20% 10%%
27. I am satisfied with the appearance of the paper manuals, brochures, Wit RN 3.44 1.24 9 2
reports, and other communication materials provided by DFAS Accounting
Services. 1% 56% 1% 1% 11%
Recovery
28. Problems and complaints are resolved quickly by the DFAS Accounting Vi ey 3.58 1.00 12 0
Servi fY.
ervices sta 17% 42% 25% 17% 0%
29. Problems and complaints concerning accounting services provided by 7777 hmmmmlmeas 3.00 126 I 1
DFAS are resolved with minimal effort on the customer's part.
% 36% 9% 36% 9%
30. There are well defined processes for linking customer feedback and 7, e 333 112 9 3
complaints to DFAS Accounting Services staff members who can act on this "
informatin, 1% 44% 1% 3% 0%
31. The DFAS Accounting Services staff is flexible in finding solutions to sy MR RN 350 109 12 0
bl X
problems 17% 42% 17% 25% 0%
32. I am satisfied with the way the DFAS Accounting Services staff handles V7 mammremsmmsss 333 1.15 12 0
bl X
probloms or erors 17% 33% 17% 33% 0%
V777 EXXXN M sp N NS
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, iy 4.30 0.67 10 1
status of fund reports) that you receive from DFAS Accounting Services?
40% 50% 10%%
34. How would you rate the quality of the analysis of financial reports that vy R SN 391 0.94 11 1
you receive from DFAS Accounting Services? ? ;
27% 45% 18% 9%0%
35. How would you rate the quality of ad hoc/special reponts that you receive W 400 082 10 2
from DFAS Accounting Services?
30% 40% 30% 0%
36. How would you rate the quality of data extraction from DFAS systems A N 370 095 ‘10 2
for MIS applications in your organization? ’ )
20% 40% 30% 10%%
37. How would you rate the quality of Audited Financial Statements that you vy 400 082 10 2
receive from DFAS Accounting Services?
30% 40% 30% 0%
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) w2 R N 3.67 1.00 9 3
DFAS Accounting Services develops?
22% 33% 33% 11%0%
39. Overall, how would you rate the quality of reports and services provided 400 074 12 0

by DFAS Accounting Services?

V77277722722 |

25% 50% 25% 0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page7
Results for: Europe
Total number of responses: 12
Item Results
Overall Satisfaction
Very . . N Very M SD N NBJ
Satisfied Satisfied Neither  Dissatisfied Dissatisfied
40. Overall, how satisfied or dissatisfied are you with the services you are sy 383 072 12 0
receiving from DFAS Accounting Services?
17% 50% 33% 0%
V27224 RN M sp N NBS
V‘“;"a S:"d Good Value  Neither  Poor Value Vizlz‘:"
41. Overall, how would you rate the value of the products and services (i.e., iy R 5 3.55 0.82 11 1
reports, data, and supporting service) provided by DFAS Accounting
Services? 9% 45% 36% SD%
0% 25% 50% 75% 100% M SD N  NBJ
42. If you had a choice of service providers, would you use DFAS it
Accounting Services again?
a Yes o, - T -
b. No 0% - - - 1 -
@ Donotinow e SR
43. Would you recommend DFAS Accounting Services to others? 11
- Yo s I - - s -
b No s - - 2 -
¢. Do not know 27% _ -- - 3 -
44 Please consider all your experience to date with DFAS Accounting 6.09 1.92 11 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 573 249 11 --
short or exceed your expectations?
46. 1 ine an ideal or ization providing accounting services. How well 591 2.51 11 -

would DFAS Accounting Services compare with that ideal organization?
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Customer Satisfaction report prepared for: DFAS Accoun‘ting Services

Results for: Europe
Total number of responses: 12

Page 8

Core Dimensions

Very . , Very
Favorable Favorable  Neither ~ Unfavorabie Unfavorsblo

Courtesy [ 0 N

28% 50% 14% 8% 0%

Quality 7 N

28% 43% 25% 4%0%

Reliability ) TR N\

17% 52% 2% %%

Tangibles V0 RN
1% 58% 16% 1% 6%

Choice G R DN

21% 2% 19% 19% 0%

Knowledge V27277722224 IS

22% 41% 25% 10% 2%

Access 77077 NN

19% 44% 14% 24% 0%

Recovery N R DN

14% 3% 16% 29% 2%

Timeliness 7777770 SN

17% 33% 25% 25% 0%

M

3.94

3.66

3.35

3.42

Averages

SD

0.86

0.85

103

1.06

1.00

1.09

1.08

12

11

11

NBJ
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6 How to Use this Report

Item Results
» This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

> The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
» This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the Item Results section, and are calculated as the average of item
scores.
> The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 1
Results for: Lawton
Total number of responses: 36
Item Results
0% 25% 50% 75% 0% M SO N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 36
Services? (NOTE: response was system generated based on password)
= Ay oo I - - Y -
b. Navy % - - 0 -
¢. Air Force % - - 0 --
d. Marine Corps 0% -- -- 0 -
- - 0 -

e. Other DoD Agency

0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page2
Results for: Lawton
Total number of responses: 36
Item Results
0% 25% 50% 75% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 36
as a customer?
a. DFAS Arlington % - - 0 -
b. DFAS Cleveland % - - 0 -
¢. DFAS Columbus 0% - - 0 -
d. DFAS Denver % - - 0 -
¢. DFAS Indianapolis 0% - - 0 -
g. DFAS Kansas City % - - 0 -
h. Charleston % -- - 0 -
i. Dayton % . - 0 -
. Defe A ies Fi ial Services (DAFS) 0% -- - 0 -
k. Directorate of Network Operations (DNO) % - - 0 -
1. Europe % - - 0 -
m. Japan % - - 0 .-
n. Kansas City Field Accounting % - - 0 -
o Lawon o I - - % -
p. Lexington % .- - 0 -
q. Limestone % -- - 0 -
r. NAF Financial Services Texarkana 0% - - 0 -
s. Norfotk % - - 0 -
t. Qakland % - - 0 -
u. Omaha % - - 0 -
v. Orlando % - - 0 -
w. Pacific (Hawaii) 0% - - 0 -
x. Pensacola % - - 0 -
y. Rock Island 0% - - 0 --
z. Rome % - - 0 -
aa. San Antonio % -- -- -
ab. San Bernadino 0% - - 0 -
ac. San Diego 0% - - 0 -
ad. Seaside % - - 0 -
ae. St. Louis . - 0 -

%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 3
Results for: Lawton
Total number of responses: 36
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 16
generated or other services provided by DFAS?
» Istllaion/UnivFasilcy .
b. Major Command or Major Claimant % - -- 0 -
c. Military Department Agency or Activity 0% - - 0 -
d. Military Department HQ % - - 0 -
e. DoD Agency % -- - 0 -
f. OSD Staff o - - 0 -
g. Not Applicable . - - - 3 -
3. Which best describes the type of fund for which you receive Accounting 36
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund % - - - 4 -
b GeneralFund o SR
c. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military % - - 0 -
Ratirement Tmer Fund) N .
d. Nonappropriated Fund (NAF) % . - -- -
4. For which of the following, if any, are you receiving departmental level 36
reports? (Mark all that apply)
a. Working Capital Fund % I - - 1 -
b Genea Fund o I - - w -
¢. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military % - - 0 -
Refirement Tn_l:t Fund) .
d. Nonappropriated Fund (NAF) % B - -- -
— - - -

e. Not Applicable

33%
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Customer Satisfaction report prepared for: DFAS Accounting Services Paged
Results for: Lawton
Total number of responses: 36
Item Results
Access
2277/ R\ v sp N NBY
Strongly . . Strongly
Agree Agree Neither Disagree Disagree
5. It is easy to do business with DFAS Accounting Services. | 400 0.87 35 1
29% 49% 20% 0%3%
6. Assistance f'rom the DFAS Accounting Services staff is provided at a time V07 | 4.11 0.80 35 1
that is convenient to me.
29% 60% 9“/&% 3%
7.1tis eaﬁsy to find someone at DFAS Accounting Services who can answer 7 N 388 091 34 1
my questions.
va 24% 50% 21% 3% 3%
8.1do n(}t have tf’ cut through a lot of red tape to reach higher level DFAS w7 R N 385 099 34 2
Accounting Services staff.
26% 44% 21% 6% 3%
9.1 hav'e adequate-access to my DFAS Accounting Services point of contact ] 414 085 35 1
for advice and assistance.
34% 51% 1%, 3%
% 25% 50% 75% 100% nm sp N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 36
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 31% _ - - 1l -
o
b. Telephone/e-mail messages are not returned 1% - - - 4 -
¢. Difficulty with automated phone service % - -- - 3 -
d. E-mail forwarded multiple times 1% - - - 4 -
e. Telephone call transferred multiple times % [ ] - - 1 -
f. Kept on hold % . - - 1 -
g Locating new contact due to DFAS turnover or reorganization 229 — - - 8 --
0
h. Access to web-based accounting information/reports % B -~ - 2 -
J. Not applicable v I - - s -
11. During the last year, how often did you experience the difficulties you 35
identified in the previous question?
a. Regularly % - -- - 3 -
b Occasonall . - - -
c. Seldom 1% - - - 4 -
o
o Neve o I R
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 5
Results for: Lawton
Total number of responses: 36
Item Resuits
ViiZZzZz BN
Strongly Agree Neither Disagree Strongly M Sp N NBJ
Agree Disagree
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. ity R 426 085 35 1
43% 46% 9%0 3%
13. The DFAS Accounting Services staff is courteous. L 438 070 34 1
47% 47% 3°/§%0%
14, The DFAS Accounting Services staff gives individual attention to my i 426 086 34 1
requests for information or services. =
41% 53% 0% 3%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. e R 38 085 35 1
17% 60% 17% 3% 3%
16. The DFAS Accounting Services staff has a good understanding of my L, 357 098 35 1
organization's operation and mission as it applies to accounting reports and
services. 14% 46% 26% 11% 3%
17. Explanations of technical issues by the DFAS Accounting Services staff D 0 N 371 0.87 34 2
are understandable. 12% so% W o g,
18. The DFAS Accounting Services staff is able to explain their products VA 380 0.80 35 1
andlor services. 14% 57% 26%  0%3%
19. When someone at DFAS Accounting Services does not know the 7l N 3.71 0.86 35 1
answer, they refer me to an expert who does. N :
14% 51% 29% 3% 3%
Timeliness
20. The DFAS Accounting Services staff provides timely service. iy R 400 087 35 1
2% 49% 20% 0%3%
Reliability
21. Qvemll, DFAS Accounting Services provides accurate reports and ] 400 080 35 1
serviees. 23% 60% 14% 0% 3%
22. The DFAS Accounting Services staff provides services when promised. Wi R 394 0.68 35 1
20% 54% 26% 0%
Choice
23. DFAS Accounting Services accounting and financial reports are Wit R N\ 369 0.78 32 4
designed to meet customer needs. y )
% 59% 22% % 0%
24. DFAS Accounting Services staff uses suggestions from their customers N 366 0.94 35 1
to improve the quality of products and services.
17% 43% 31% % 3%
25. 1 am satisfied with the range of services provided by the DFAS 380 087 35 1

Accounting Services staff.

17% 54% 2% 3% 3%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: Lawton
Total number of responses: 36
Item Results
V7724 NN M sp N NBY
S:::eg:y Agree Neither Disagree [S)?S:l;fle);
Tangibles
26. 1 am satisfied with the appearance of financial and accounting reports vty R 394 057 31 5
prepared by DFAS Accounting Services. ?
13% 68% 19% 0%
27. 1 am satisfied with the appearance of the paper manuals, brochures, N 381 065 31 S
reports, and other communication materials provided by DFAS Accounting
Services. 10% 65% 23% 399%
Recovery
28. Problems and complaints are resolved quickly by the DFAS Accounting 0 N 371 086 35 1
Services staff. 1% 60% 20% 6% 3%
29. Problems and complaints concerning accounting services provided by 0 NN 356 093 34 2
DFAS are resolved with minimal effort on the customer's part. °
12% 47% 2%% 9% 3%
30. There are well defined processes for linking customer feedback and B R 5N 347 0.80 32 4
complaints to DFAS Accounting Services staff members who can act on this N
informatin., 6% 4% ) 34% 13%0%
31. The DFAS Accounting Services staff is flexible in finding solutions to B IR 363 088 35 1
lems, 4 i
problems 1% 51% 29% 6% 3%
32. I am satisfied with the way the DFAS Accounting Services staff handles vy R 3 371 091 34 1
bl .
problems or errors. 5% % % %
77772 KNI M sp N NBY
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, D | 404  0.65 27 9
status of fund reports) that you receive from DFAS Accounting Services? .
22% 59% 19% 0%
34. How would you rate the quality of the analysis of financial reports that s R 396 073 25 11
you receive from DFAS Accounting Services?
24% 48% 28% %
35. How would you rate the quality of ad hoc/special reports that you receive 0 418 0.73 17 18
from DFAS Accounting Services? .
35% 47% 18% 0%
36. How would you rate the quality of data extraction from DF AS systems V7 400 071 21 15
for MIS applications in your organization? )
24% 52% 24% 0%
37. How would you rate the quality of Audited Financial Statements that you Yy 413 081 16 19
receive from DFAS Accounting Services? “
38% 38% 25% 0%
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) 7 N 387 0.76 31 5
DFAS Accounting Services develops? ‘
19% 52% 26% 3%0%
39. Overall, how would you rate the quality of reports and services provided R 390 0.87 31 5

by DFAS Accounting Services?
23% 52% 23% 0% 3%



DCN: 12262

Customer Satisfaction report prepared for: DFAS Accounting Services Page7
Results for: Lawton
Total number of responses: 36
Item Results
Overall Satisfaction
Very X . N Very M SD N NBJ
Satisfied Satisfied Neither  Dissatisfied Dissatisfied
40. (.)Yerall, how satisfied or di§saﬁsﬁeq are you with the services you are e, 389 093 35 1
receiving from DFAS Accounting Services?
23% 54% 14% 6% 39
V727 RN M sp N NBS
Very Good (i Value  Neither  Poor Value ¥ PO
Value Value
41. Overall, how would you rate Fhe value of the products and serYices (ie., i R 3.68 0.83 31 5
reports, data, and supporting service) provided by DFAS Accounting ., . . .
Services? 13% 48% 35% 0% 3%
% 25% 50% 75% 100% M SD N NBJ
42 If you had a choice of service providers, would you use DFAS 36
Accounting Services again?
" Yos v - -l -
b.No nw TR - - 4 -
¢ Do ot know o I S
43. Would you recommend DFAS Accounting Services to others? 36
Yoo . - - -
b.No TN | - - 6 -
¢ Donat know . =B -
44. Please consider all your experience to date with DFAS Accounting 6.89 1.97 35 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 6.24 1.86 34 --
short or exceed your expectations? ‘
46. Imagine an ideal or ing services. How well 6.09 1.99 35 -

ion providing
would DFAS Accounting Services compare with that ideal organization?
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Results for: Lawton
Total number of responses: 36

Core Dimensions

V7722 YRS Averages
Very Favorable =~ Neither ~ Unfavorable Very M SD N NBJ
Favorable Unfavorable

Courtesy N 43 o080 3
44% 49% 4‘72‘, % 2%
Access I 400 oss 35

28% 51% 16% 2% 3%

Reliability W R 397 0.74 35 1

21% 57% 20% 0%l%

Tangibles Yy 387 061 3l 5

1% 66% 21% 2% 0%

Timeliness ] 400 087 35 1

2% 49% 20% 0%3%

Quality ) R 400 075 24 12

26% 50% 23% 0% g

Knowledge V /777 N 373 087 35 !

14% 55% WUh % 3%
Choice V7777772774 N\ 371 08 34 2

15% 52% 25% 6% 2%

Recovery A T .\

11% 52% 27% 8% 2%

362 087 34 2

%
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O How to Use this Report

Item Results
> This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

» The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
» This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the ltem Results section, and are calculated as the average of item
scores.
> The information in this section is usefut for benchmarking and for identifying broad areas of strength and
opportunity.
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Results for: NAF Texarkana
Total number of responses: 13
Item Results
0% 25% 50% 75% T100% SD N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 13
Services? (NOTE: response was system generated based on password)
= Army I
b. Navy % -- - 0 -
c. Air Force 0% - - 0 -
d. Marine Corps % - - 0 -

€. Other DoD Agency

v 1
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Resulits for: NAF Texarkana
Total number of responses: 13
1tem Results
0% 25% 0% 15% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 13
as a customer?
a. DFAS Arlington 0% - - 0 -
b. DFAS Cleveland 0% -- - 0 -
¢. DFAS Columbus % - - 0 -
d. DFAS Denver % - - 0 -
e. DFAS Indianapolis % - - 0 -
g. DFAS Kansas City 0% - - i) -
h. Charleston % - - 0 -
i. Dayton % - - 0 -
j. Def A ies Fi ial Services (DAFS) 0% - - 0 -
k. Directorate of Network Operations (DNO) 0% - - 0 -
1. Europe % - - 0 -
m. Japan % - - 0 -
n. Kansas City Field Accounting % - - 0 -
o. Lawton 0% - - 0 -
p. Lexington % -- -- 0 -
q. Limestone 0% - - 0 -
r. NAF Financial Services Texarkana 100% — - - 13 -
s. Norfolk % - - 0 -
t. Oakland % - - 0 -
u. Omaha 0% - - 0 -
v. Orlando % - - Q -
w. Pacific (Hawaii) 0% - - 0 -
x. Pensacola % - - 0 -
y. Rock Island % - - 0 -
z. Rome % - - 0 -
aa. San Antonio % - - 0 -
ab. San Bernadino 0% - - 0 -
ac. San Diego % - - 0 -
ad. Seaside % - - 0 -
ae. St. Louis - - 0 -

%
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Total number of responses: 13
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 12
generated or other services provided by DFAS?
s Inallaion Ui Fasity - S - - -
b. Major Cc d or Major Clai % - - 0 -
c. Military Department Agency or Activity 8% - - - 1 -
d. Military Department HQ % - - 0 -
e. DoD Agency 0% - - 0 -
f. OSD Staff % - - 0 -
g. Not Applicable 0% -- - 0 -
3. Which best describes the type of fund for which you receive Accounting 13
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund % - - 0 -
b. General Fund 0% - - 0 -
¢. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military % - -- 0 -
Refirement Troct Fund) ’
o Noappropriatd Fund (NAP) o, I - 7 -
4. For which of the following, if any, are you receiving departmental level 13
reports? (Mark all that apply)
a. Working Capital Fund % - - 0 -
b. General Fund % - - 0 -
c. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military o% - - 0 -
Retirement Trct Fund) ° "
& Nonapproprsed Fund (NAP) o I - -
- - 0 -

€. Not Applicable

0%
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Results for: NAF Texarkana
Total number of responses: 13
Item Results
Access
77224 RN M sp N NE
Strongly . . Strongly
Agree Agree Neither Disagree Disagree
5. It is easy to do business with DFAS Accounting Services. vy 4.31 0.63 13 0
38% 54% 8%* A;O%
6. Assistance from the DFAS Accounting Services staff is provided at a time s R RN 392 086 13 0
that is convenient to me.
23% 54% 15% 8% 0%
7. It is easy to find someone at DFAS Accounting Services who can answer sy R 423 073 13 0
my questions.
v 38% 46% 15% 0%
8. 1 do not have to cut through a lot of red tape to reach higher level DFAS R NS 408  1.00 12 1
Accounting Services staff.
42% 33% 17% 8% 0%
9. 1 have adequate access to my DFAS Accounting Services point of contact U | 438 065 13 0
for advice and assistance.
46% 46% 8% 0%
0%
0% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 13
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 15% - -- - 2 -
b. Telephone/e-mail messages are not returned % - - 0 -
¢. Difficulty with automated phone service 0% - -- 0 -
d. E-mail forwarded multiple times % - -- 0 -
¢. Telephone call transferred multiple times % - - 0 -
f. Kept on hold % - - - 1 -
g. Locating new contact due to DFAS turnover or reorganization % - -- 0 -
h. Access to web-based accounting information/reports | - - 1 -
. Not applicable 85% _ - - 1 -
1 1. During the last year, how often did you experience the difficulties you 13
identified in the previous question?
a. Regularly 0% - - 0 -
b. Occasionally 15% - - - 2 -
c. Seldom % - -- -- 1 -
- Nover . -0 -
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Results for: NAF Texarkana
Total number of responses: 13
Item Results
V7224 TN M sp N NBI
S';:’iy Agree Neither Disagree ]S;lr:::l;
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. | 454 066 13 0
62% 31% 8‘@, A,O%
13. The DFAS Accounting Services staff is courteous. | 454  0.66 13 0
62% 31% 8"//0%
14. The DFAS Accounting Services staff gives individual attention to my | 467 0.65 12 1
requests for information or services.
75% 17% 8% 0%
0%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. w7 446 066 13 0
54% 38% 8‘%02%
16. Tl.le DFAS Accounting Services staff has a good understanding of my Vo NN 433 098 12 1
organization's operation and mission as it applies to accounting reports and N
services. 58% 25% 8% 8% 0%
17. Explanations of technical issues by the DFAS Accounting Services staff ] 423 073 13 0
derstandable.
are wnders e 38% 46% 15% 0%
IS(.]/The DFAS Accounting Services staff is able to explain their products Y | 433 065 12 1
and/or .
serviees 42% 50% 8%/0%
0%
19. When someone at DFAS Accounting Services does not know the ety R 436 0.8l 11 2
answer, they refer me to an expert who does.
55% 27% 18% 0%
Timeliness
20. The DFAS Accounting Services staff provides timely service. sy R 433 078 12 0
50% 33% 17% 0%
Reliability
21. Overall, DFAS Accounting Services provides accurate reports and | 442 067 12 1
serviees: 50% 42% 8% 0%
A
22. The DFAS Accounting Services staff provides services when promised. Y | 442 067 12 1
50% 42% 8% 0%
0%
Choice
23. DFAS Accounting Services accounting and financial reports are vt R RN 392 086 13 0
designed to meet customer needs.
23% 54% 15% 8% 0%
24. DFAS Accounting Services staff uses suggestions from their customers vy N 392 090 12 1
to improve the quality of products and services.
33% 25% 42% %
4.00 091 13 0

25. 1 am satisfied with the range of services provided by the DFAS
Accounting Services staff.

31% 46% 15% 8% 0%
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Results for: NAF Texarkana
Total number of responses: 13
Item Results
V72224 NS M sp N NB
S:;‘fley Agree Neither Disagree lS)tirsoalgle);
Tangibles
26. I am satisfied with the appearance of financial and accounting reports Y o 392 0.86 13 0
prepared by DFAS Accounting Services. }
23% 54% 15% 8% 0%
27. 1 am satisfied with the appearance of the paper manuals, brochures, sy R AN 377 073 13 0
reports, and other communication materials provided by DFAS Accounting
Services. 8% 69% 15% 8% (o4
Recovery
28. Problems and complaints are resolved quickly by the DFAS Accounting iy R 38 098 11 2
i ff.
Services sta 27% 36% 2% 9%
29. Problems and complaints conceming accounting services provided by T N 391 094 11 2
DFAS are resolved with minimal effort on the customer's part.
27% 45% 18% 9%
30. There are well defined processes for linking customer feedback and Y ] 364 0.67 11 2
complaints to DFAS Accounting Services staff members who can act on this
informatin. 9% 45% 45% 0%
31. The DFAS Accounting Services staff is flexible in finding solutions to By R 375 087 12 1
blems.
problems 7% 50% 25% 8%0%
32. I am satisfied with the way the DFAS Accounting Services staff handles Wiy 408 0.76 13 0
problems or errors. % 6% 5% 0%
V777772 TN M sp N NBY
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, L | 427 065 11 2
status of fund reports) that you receive from DFAS Accounting Services?
36% 55% P%h%
34. How would you rate the quality of the analysis of financial reports that i | 4.18 0.60 11 2
you receive from DFAS Accounting Services?
2% 64% 9%d0%
35. How would you rate the quality of ad hoc/special reports that you receive Y 433 050 9 4
from DFAS Accounting Services? )
33% 67% 0%
36. How would you rate the quality of data extraction from DFAS systems Wty 3.60 1.07 10 3
for MIS applications in your organization? -
10% 60% 20%  0%d0%
37. How would you rate the quality of Audited Financial Statements that you 00 400 0.76 8 5
receive from DFAS Accounting Services? ?
25% 50% 25% 0%
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) Gy R 400 0.63 6 7
DFAS Accounting Services develops?
17% 67% 17% %
4.17 0.94 12 1

39. Overall, how would you rate the quality of reports and services provided
by DFAS Accounting Services?

V777777777777 RN

42% 2% 8% 8%W%
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Total number of responses: 13
Item Results
Overall Satisfaction
Very : . - Very M SD N NBJ
Satisfied Satisfied Neither  Dissatisfied Dissatisfied
40. Overall, how satisfied or dissatisfied are you with the services you are sty R 433 078 12 1
receiving from DFAS Accounting Services?
50% 33% 17% 0%
V272720 RN M sp N NBI
Very Good Good Value  Neither  Poor Value Very Poor
Value Value
41. Overall, how would you rate the value of the products and services (i.e., e, 417 094 12 1
reports, data, and supporting service) provided by DFAS Accounting
Services? 42% 42% 8% 8% ‘0%
% 25% 50% 75% 100% M SD N NBJ
42, if you had a choice of service providers, would you use DFAS 13
Accounting Services again?
" Yes e - -0
b-No s -t -
¢. Do not know 5% - - - 2 -
43. Would you recommend DFAS Accounting Services to others? 13
- - 10 -
a ves e
- - 1 -
b. No 8% -
c. Do not know 1% - - - 2 -
44. Please consider all your experience to date with DFAS Accounting 7.54 1.61 13 --
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 7.08 1.89 13 -
short or exceed your expectations?
46. Imagine an ideal organization providing a ing services. How well 6.69 1.89 13 -

would DFAS Accounting Services compare with that ideal organization?
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Customer Satisfaction report prepared for: DFAS Accounting Services

Results for: NAF Texarkana
Total number of responses: 13

Courtesy

Reliability

Knowledge

Quality

Access

Timeliness

Tangibles

Choice

Recovery

Core Dimensions

Very Unfavorable

Favorable

. Very
Neither Unfavorable

Favorable

V772774 |

66% 26% 8% 0%
0%
U

50% 2% 8% 0%
b%

V77272772 R

4% 37% 12%2ﬂ 0%
(]

27% 58% 13% 1%1%

38% 47% 13% 3%0%

7077 ]

50% 33% 17% 0%

15% 62% 15%

2% 2% 24% 5%0%

22% 45% 28% 5% 0%

o~

8% 0%

M

4.58

4.42

4.19

433

385

3.84

Averages

Sb

0.66

0.67

0.77

0.74

0.78

0.79

0.85

N

13

12

10

NBJ
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9 How to Use this Report

Iltem Results
> This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

» The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
» This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the Iltem Results section, and are calculated as the average of item
scores. .
> The information in this section is useful for benchmarking and for identifying broad areas of strength and

opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services . Pagel

Results for: Pensacola
Total number of responses: 12

Item Results
0% 25% 50% 75% 100% M SD N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 12
Services? (NOTE: response was system generated based on password)
a. Army % - - 0 -

c. Air Force 0%

d. Marine Corps %

e. Other DoD Agency

b. Navy . L

33%
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Results for: Pensacola
Total number of responses: 12
Item Results
0% 25% 50% 5% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 12
as a customer?
a. DFAS Arlington % - - 0 -
b. DFAS Cleveland 0% -- - 0 -
c. DFAS Columbus % - - 0 -
d. DFAS Denver % - - 0 -
e. DFAS Indianapolis 0% - - 0 -
g. DFAS Kansas City % -- L. 0 -
h. Charleston 0% - . 0 -
i. Dayton % - - 0 --
J. Defe Agencies Fi ial Services (DAFS) 0% - - 0 -
k. Directorate of Network Operations (DNO) o% - - 0 -
1. Europe 0% - - 0 -
m. Japan % - - 0 -
n. Kansas City Field Accounting % -- - 0 --
o. Lawton % - - 0 .-
p. Lexington 0% -- -- 0 -
q. Limestone 0% - - 0 -
r. NAF Financial Services Texarkana % - - 0 -
s. Norfolk % . - 0 -
t. Oakland % - - 0 -
u. Omaha % - - 0 -
v. Orlando % - - 0 -
w. Pacific (Hawaii) % - - 0 -
v Penscole o I - - 2 -
y. Rock Island % - - 0 -
2. Rome 0% — - 0 —
aa. San Antonio 0% - - 0 -
ab. San Bernadino % - - 0 -
ac. San Diego % - - 0 -
ad. Seaside % - - 0 -
ae. St. Louis - - 0 -

4
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Results for: Pensacola
Total number of responses: 12
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 12
generated or other services provided by DFAS?
a. Installation/Unit/Facility 2% _ - - 5 -
b. Major Command or Major Claimant 7% - - - 2 -
c. Military Department Agency or Activity 8% - - - 1 -
d. Military Department HQ % - - - 1 -
© Do Agency o S R
f. OSD Staff % - - 0 -
g. Not Applicable 0% - - 0 -
3. Which best describes the type of fund for which you receive Accounting 12
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund 7% _ - - 2 -
b General Fund - I - - -
c. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military 8% - - - 1 -
Retirament Tret Find) >
d. Nonappropriated Fund (NAF) - - 0 -
%
4. For which of the following, if any, are you receiving departmental level 12
reports? (Mark all that apply)
a. Working Capital Fund % - .- - 1 -
b Genera Fund o I R
¢. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military 8% - - - 1 -
Refirement Traet Fund) °
d. Nonappropriated Fund (NAF) - - 0 -
0%
] R

e. Not Applicable

25%
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Results for: Pensacola
Total number of responses: 12

Item Results

Access
Y R N M sp N NBY
Strongly . . Strongly
Agree Agree Neither Disagree Disagree
5. It is easy to do business with DFAS Accounting Services. w2 RN 3.67 1.37 12 0
33% 33% 8% 17% 3%
6. Assistance from the DFAS Accounting Services staff is provided at a time ] N 3.67 1.56 12 0
that is convenient to me.
42% 25% 8% 8% 17%
7. It is easy to find someone at DFAS Accounting Services who can answer B RN 3.67 1.15 12 0
my questions.
4 17% 58% 8% 8% 8%
8. 1 do not have to cut through a lot of red tape to reach higher level DFAS v RN 3.73 1.35 11 1
Accounting Services staff.
36% 27% 18% % 9%
9. I have adequate access to my DFAS Accounting Services point of contact 2 RN 3.83 1.47 12 0
for advice and assistance. ’
50% 17% 8% 17% 8%
0% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 12
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 0% - - 0 -
(]
b. Telephone/e-mail messages are not returned 33% _ - -- 4 -
(3
¢. Difficulty with automated phone service 0% - - 0 -
0
d. E-mail forwarded multiple times 25% _ - - 3 -
e. Telephone call transferred multiple times 0% -- - 0 -
(]
f. Kept on hold % . - - 0 -
g. Locating new contact due to DFAS turnover or reorganization 33% — - - 4 -
0
h. Access to web-based accounting information/reports 1 R - - 2 -
5 Notsppicabe o - -5 -
11. During the last year, how often did you experience the difficulties you 12
identified in the previous question?
® Regulry s, I - -4 -
b. Occasionally 1% - - - 2 -
c. Seldom % - - -- 2 -
(]
o Newr e I S
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Resulits for: Pensacola
Total number of responses: 12
Item Results
V77778 TN M o N Nm
S:;:fiy Agree Neither Disagree ]S):::;i};
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. L Ny 417  1.03 12 0
50% 25% 17% 8%%
13. The DFAS Accounting Services staff is courteous. vy 433 089 12 0
58% 17% 25% 0%
14. The DFAS Accounting Services staff gives individual attention to my vy R 400 121 12 0
requests for information or services. :
42% 33% 17% 098%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. RN 350 124 12 0
17% 50% 8% 17% 8%
16. The DFAS Accounting Services staff has a good understanding of my ] S 350 145 12 0
organization's operation and mission as it applies to accounting reports and
services. 25% 42% 8% % 17%
17. Explanations of technical issues by the DFAS Accounting Services staff BN 350 138 12 0
derstandable.
Are understandable 17% 58% 0%8% 17%
18. The DFAS Accounting Services staff is able to explain their products i N 345 144 11 1
d/ ices.
andion services 18% 55% 0%0% 18%
19. When someone at DFAS Accounting Services does not know the i RN 358 131 12 0
answer, they refer me to an expert who does. ° )
25% 42% 8% 17% 8%
Timeliness
20. The DFAS Accounting Services staff provides timely service. ittt RN 333 130 12 0
17% 42% 8% 25% 8%
Reliability
21. Overall, DFAS Accounting Services provides accurate reports and NS 400 095 12 [
serviees 33% 2% 17%  8%%
22. The DFAS Accounting Services staff provides services when promised. 7 N 350 109 12 0
8% 58% 17% 8% 8%
Choice
23. DFAS Accounting Services accounting and financial reports are W RSN 375 122 12 0
designed to meet customer needs.
25% 50% 8% 8% 8%
24. DFAS Accounting Services staff uses suggestions from their customers vy R 5N 345 1.29 11 1
to improve the quality of products and services.
27% 18% 36% 9% %
3.75 1.06 12 0

25. I am satisfied with the range of services provided by the DFAS
Accounting Services staff.

Vi

17% 58% 17% 098%
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Results for: Pensacola
Total number of responses: 12
Item Resuits
ViZZzZz7] TSN M sp N N
SK‘;‘::? Agree Neither Disagree ]S)?:;%l;
Tangibles
26. 1 am satisfied with the appearance of financial and accounting reports v RN 390 110 10 1
prepared by DFAS Accounting Services.
30% 50% 0% 20% 0%
27. 1 am satisfied with the appearance of the paper manuals, brochures, % R RN RN 340 107 10 1
reports, and other communication materials provided by DFAS Accounting
Services. 10% 50% 10% 0% 0%
Recovery
28. P'roblems and complaints are resolved quickly by the DFAS Accounting NN 333 123 12 0
Services staff 8% 58% 0%  25% 8%
29. Problems and complaints concerning accounting services provided by w2 NN 3.25 1.22 12 0
DFAS are resolved with minimal effort on the customer's part. ]
8% 50% 8% 25% 8%
30. There are well defined processes for linking customer feedback and 0 N 3.20 1.14 10 2
complaints to DFAS Accounting Services staff members who can act on this "
informatin. 10% 30% 40% 10% 10%
31. The DFAS Accounting Services staff is flexible in finding solutions to vy R A\ 333 1.07 12 0
lems.
problems 8% 42% 33% 8% 8%
32. 1 am satisfied with the way the DFAS Accounting Services staff handles vt RN 342 116 12 0
problems or errors. 5% 58% % 1% 8%
V7227777 NN v sp N Nm
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, 0, N 392 090 12 0
status of fund reports) that you receive from DFAS Accounting Services?
25% 50% 17%  8%0%
34. How would you rate the quality of the analysis of financial reports that Uy 3.90 1.20 i0 2
you receive from DFAS Accounting Services?
30% 50% 10%0%4 0%
35. How would you rate the quality of ad hoc/special reports that you receive i R 400 0.76 8 4
from DFAS Accounting Services?
25% 50% 25% 0%
36. How would you rate the quality of data extraction from DFAS systems iy R 438 074 8 3
for MIS applications in your organization?
50% 38% 13%0%
37. How would you rate the quality of Audited Financial Statements that you W NN 400 122 5 6
receive from DFAS Accounting Services? -
40% 40% % 20% 0%
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) R 440 055 5 6
DFAS Accounting Services develops?
40% 60% %
4.00 0.89 11 1

39. Overall, how would you rate the quality of reports and services provided
by DFAS Accounting Services?

V777 NN

27% 55% % 9%0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page7
Results for: Pensacola
Total number of responses: 12
Item Results
Overall Satisfaction
Very . . L Very M SD N NBJ
Satisfied Satisfied Neither  Dissatisfied Dissatisfied
40. Overall, how satisfied or dissatisfied are you with the services you are 2 IR NN 3.92 1.16 12 0
receiving from DFAS Accounting Services?
42% 25% 17% 17% 0%
774 KXY M sp N NBI
Very Good Good Value  Neither  Poor Value Very Poor
Value Value
41. Ovenall, how would you rate the value of the products and services (i.e., 100 RN 364 143 1 1
reports, data, and supporting service) provided by DFAS Accounting , . .
Services? 36% 27% %  18% 9%
0% 25% 50% 75% 100% M SD N NBJ
42. If you had a choice of service providers, would you use DFAS 12
Accounting Services again?
a. Yes 67% — - - 8 -
b. No % [ ] -- -- ] -
- - 3 -
¢- Do not know 25 NN
43. Would you recommend DFAS Accounting Services to others? 12
- - 7 -
a Yes s I
b No s - -
¢. Do not know 17% - - - 2 -
44. Please consider all your experience to date with DFAS Accounting 692 227 12 --
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services. .
45. Considering all your expectations, does DFAS Accounting Services fall 625 256 12 -~
short or exceed your expectations?
46. Imagine an ideal organization providing accounting services. How well 6.17 2.82 12 -

would DFAS Accounting Services compare with that ideal organization?
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Customer Satisfaction report prepared for: DFAS Accounting Services

Results for: Pensacola
Total number of responses: 12

Page 8

Core Dimensions

Very . Very
Favorable Favorable  Neither Unfavorable Unfavorgble

Quality . N
34% 49% 10% 5% 1%
Courtesy |77
50% 25% 19% 3% 3%
Reliability iy RN
21% 50% 17% 8% 4%
Tangibles U BN
20% 50% 5% 25% 0%
Knowledge RN
20% 49% 5% 12% 14%
Access U RN
36% 32% 10% 12% 10%
Choice . N
23% 42% 20% &% 9%
Timeliness ) S SN
17% 42% 8% 25% 8%

Recovery v IR N\

% 48% 18% 17% 9%

3.51

371

Averages
SO . N
0.89 8
1.04 12
1.02 12
1.09 10
1.36 12
1.38 12
1.19 12
1.30 12

1.16

NBJ
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o How to Use this Report

Item Results
> This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

» The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
> This section summarizes your organization's scores on OPM's core customer service dimensions. The

statistics are the same as those in the Item Results section, and are calculated as the average of item

scores.
» The information in this section is useful for benchmarking and for identifying broad areas of strength and

opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 1
Results for: Rome
Total number of responses: 74
Item Results
0% 25% 50% 75% 100% M SD N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 74
Services? (NOTE: response was system generated based on password)
o Ay v I - -7 -
b. Navy 0% - - 0 -
c. Air Force % - - 0 -
d. Marine Corps 0% - - 0 -

e. Other DoD Agency

1%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page2
Results for: Rome
Total number of responses: 74
Item Results
0% 25% 50% 75% 100% M SD N NBJ

" . 2 ;

1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the

primary site that provides accounting reports, data, or related services to you 74
as a customer?
a. DFAS Arlington % - - 0 -
b. DFAS Cleveland 0% -- - 0 -
¢. DFAS Columbus 0% - - 0 -
d. DFAS Denver 0% -- - 0 -
¢. DFAS Indianapolis 0% - - 0 -
g. DFAS Kansas City % . - - 0 -
h. Charleston 0% - -- 0 -
i. Dayton % - - 0 -
j. Defe Agencies Fi ial Services (DAFS) % - - 0 -
k. Directorate of Network Operations (DNO) 0% - -- 0 -
L. Europe % - - 0 -
m. Japan 0% -- -- 0 -
n. Kansas City Field Accounting % - - 0 -
o. Lawton 0% - - 0 -
p. Lexington % - -- 0 -
q. Limestone % - - 0 -
r. NAF Financial Services Texarkana 0% -- - 0 --
s. Norfolk 0% - - 0 -
t. Oakland % - - 0 -
u. Omaha % - - 0 -
v. Orlando % - - 0 -
w. Pacific (Hawaii) % - - 0 -
x. Pensacola % - - 0 -
y. Rock Island % - .- 0 -
= Rome oo I - ¢ -
aa. San Antonio % - - 0 -
ab. San Bernadino % - - 0 -
ac. San Diego % - - 0 -
ad. Seaside 0% - - 0 -
ae. St. Louis - - 0 -

%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page3
Results for: Rome
Total number of responses: 74
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 73
generated or other services provided by DFAS?
o Inllaion/Un il o I o
b. Major Cc d or Major Clai 12% - - - 9 -
c. Military Department Agency or Activity 3% l -- - 2 -
d. Military Department HQ 1% I - - 1 -
e. DoD Agency 10% - - - 7 -
f. OSD Staff % - - 0 -
g. Not Applicable 1% - - - 8 -
3. Which best describes the type of fund for which you receive Accounting 74
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund 19% - - - 14 -
‘0
b General Fund o I - - e -
c. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military 1% I -- - 1 -
Retirement Trict Fand) ’
d. Nonappropriated Fund (NAF) % - -- - 6 -
4. For which of the following, if any, are you receiving departmental level 74
reports? (Mark all that apply)
a. Working Capital Fund 16% - - - 12 -
(]
b- General Fund s NN L
¢. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military 1% l -- - 1 -
Retirement Tret Fund) °
d. Nonappropriated Fund (NAF) % - - - 5 -
e. Not Applicable 30% — - - 22 -
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Customer Satisfaction report prepared for: DFAS Accounting Services Paged
Results for: Rome
Total number of responses: 74
Item Results
Access
V/ZzZZZ4 RO M sp N NEI
Strongly . . Strongly
Agree Agree Neither Disagree Disagree
5. Itis easy to do business with DFAS Accounting Services. V] N 4.01 0.90 74 0
28% 54% 11% 4%%
6. Assistance from the DFAS Accounting Services staff is provided at a time TN 393 1.03 73 0
that is convenient to me. ) )
30% 48% N% 7%4%
7. It is easy to find someone at DFAS Accounting Services who can answer B R N 382 099 71 2
my questions. ;
va 24% 48% 17% 8% 3%
8. 1 do not have to cut through a lot of red tape to reach higher level DFAS i RN 390 098 63 10
Accounting Services staff.
27% 49% 14% 6%3%
9. I have adequate access to my DFAS Accounting Services point of contact Y N 4.11 0.90 71 2
for advice and assistance.
35% 49% 10%3%%
0% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 74
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 19% — -- - 14 -
b. Telephone/c-mail messages are not returned 129 - - - 9 -
(]
c. Difficulty with automated phone service 4% . - - 3 -
d. E-mail forwarded multiple times % - - - 6 -
e. Telephone call transferred multiple times 7% - - - 5 -
f. Kept on hold P | - - 2 -
g. Locating new contact due to DFAS turnover or reorganization 32% _ - - 24 -
h. Access to web-based accounting information/reports o R - - 7 -
3 Notapplicavle . - ® -
11. During the last year, how often did you experience the difficulties you 70
identified in the previous question?
a. Regularly e R - - 7 -
b. Occasionally 349 — - - 24 -
¢. Seldom 21% _ - -- 15 -
i Nevr e I - - u -
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Customer Satisfaction report prepared for: DFAS Accounting Services Page S
Results for: Rome
Total number of responses: 74
Item Results
V7774 TSN
Strongly . . Strongly M SD N NBJ
Agree Agree Neither Disagree Disagree
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. VA N 4.21 0.89 72 2
40% 49% 6Y38%%
13. The DFAS Accounting Services staff is courteous. e | 439 074 72 2
50% 42% T42%
14. The DFAS Accounting Services staff gives individual attention to my R 414 095 72 2
requests for information or services.
42% 39% 14% 3%%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. Y N 399 089 73 1
29% 49% 15% 5%%
16. The DFAS Accounting Services staff has a good understanding of my i RN 3.77 1.09 69 3
organization's operation and mission as it applies to accounting reports and " .
services. 26% 45% 12% 14% 3%
17. Explanations of technical issues by the DFAS Accounting Services staff s R R 396 093 73 0
are understandable. . % 1% $93%
18. The DFAS Accounting Services staff is able to explain their products N 401 08S 72 1
and/or services. 25% 0% (0% 3%
19. When someone at DFAS Accounting Services does not know the Wty RN 396 101 7 2
answer, they refer me to an expert who does.
34% 39% 18% 6%3%
Timeliness
20. The DFAS Accounting Services staff provides timely service. i 393 100 72 1
31% 44% 15% 7%3%
Reliability
21 Qverall, DFAS Accounting Services provides accurate reports and Vi NN 4.00 096 72 1
serviees 31% 51% 8% 7%3%
22. The DFAS Accounting Services staff provides services when promised. L N 389 098 73 0
26% S$1% 12% 8%3%
Choice
23. DFAS Accounting Services accounting and financial reports are By R NN 367 096 67 5
designed to meet customer needs.
15% 54% 18% 10% 3%
24. DFAS Accounting Services staff uses suggestions from their customers N 369 096 58 14
to improve the quality of products and services.
21% 38% 34% 3%%
3.79 0.99 70 3

25. 1 am satisfied with the range of services provided by the DFAS
Accounting Services staff.

V777000777777 Y

20% 54% 14% 7% 4%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: Rome
Total number of responses: 74
Item Results
V22777 I M so N NB
. . Si
S:;xiy Agree Neither Disagree Dti::;?e)t;
Tangibles
26. I am satisfied with the appearance of financial and accounting reports 0 P 370 095 67 6
prepared by DFAS Accounting Services.
19% 45% 24% 10%1%
27. 1 am satisfied with the appearance of the paper manuals, brochures, vy I 373  0.89 66 7
reports, and other communication materials provided by DFAS Accounting ’ .
Services. 20% 41% 33% 5%%
Recovery
28. Problems and complaints are resolved quickly by the DFAS Accounting i NN 3.81 1.01 70 4
Services staff.
ervices st 24% 49% 14% 10%3%
29. Problems and complaints concerning accounting services provided by 0, S 3.63 1.14 67 7
DFAS are resolved with minimal effort on the customer's part.
22% 43% 13% 16% 4%
30. There are well defined processes for linking customer feedback and iy IR NS 3.53 L13 59 13
complaints to DFAS Accounting Services staff members who can act on this ]
informatin. 20% 37% 22% 15% 5%
31. The DFAS Accounting Services staff is flexible in finding solutions to Y . N 381 099 72 2
blems.
provlems 22% 50% 18%  6%4%
32. I am satisfied with the way the DFAS Accounting Services staff handles v R NN 378 101 72 2
bl .
provlems or efrors 22% 49% 18%  7%4%
ViZzZd BN M o N NBI
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, B vy R 418 0.76 61 13
status of fund reports) that you receive from DFAS Accounting Services?
38% 44% 16% D
34. How would you rate the quality of the analysis of financial reports that BN 404 087 48 23
you receive from DFAS Accounting Services?
33% 44% 17% 6%%
35. How would you rate the quality of ad hoc/special reports that you receive . N 395 085 37 36
from DFAS Accounting Services? ]
30% 38% 30% 30%
36. How would you rate the quality of data extraction from DFAS systems V7 0 388 079 40 33
for MIS applications in your organization?
23% 45% 30% %
37. How would you rate the quality of Audited Financial Statements that you iy 388 074 33 40
receive from DFAS Accounting Services?
21% 45% 33% %
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) . 378 088 60 14
DFAS Accounting Services develops? )
20% 47% 27% 59%%
401 070 68 6

39. Overall, how would you rate the quality of reports and services provided
by DFAS Accounting Services?

V707000 ]

25% 51% 24% %
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would DFAS Accounting Services compare with that ideal organization?

Customer Satisfaction report prepared for: DFAS Accounting Services Page7
Results for: Rome
Total number of responses: 74
Item Results
Overall Satisfaction
Very . . issatisfi Very M SD N NBJ
Safisfied Satisfied Neither  Dissatisfied Dissatisfied
40. Overall, how satisfied or dissatisfied are you with the services you are vy RN 385 110 73 0
receiving from DFAS Accounting Services?
29% 45% 15% 4%7%
Y/ N\ N\ M sp N NI
Very Good Good Value  Neither  Poor Value Very Poor
Value Value
41. Overall, how would you rate t.he value‘ofthe products and services (ie., i R N 378 098 65 8
reports, data, and supporting service) provided by DFAS Accounting
Services? 2% 49% 18% 8%3%
0% 25% 50% 75% 100% SD N  NBJ
42. If you had a choice of service providers, would you use DFAS 73
Accounting Services again?
. Yes o I - e -
b o i S I
¢. Do not know 18% _ - - 13 -
43. Would you recommend DFAS Accounting Services to others? 73
o Yoo w: I - - w -
b.No e, IR - - 10 -
¢. Do not know 18% - - - 13 -
44. Please consider all your experience to date with DFAS Accounting 6.95 213 73 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 6.88 223 74 -
short or exceed your expectations?
46. Imagine an ideal organization providing accounting services. How well 6.75 2.35 72 -
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Customer Satisfaction report prepared for: DFAS Accounting Services

Results for: Rome
Total number of responses: 74

Page 8

Courtesy

Reliability

Access

Knowledge

Timeliness

Quality

Recovery

Choice

Tangibles

Core Dimensions

Very Neither  Unfavorable Very

Favorable Favorable Unfavorable

V777777777 N
44% 43% 9% 2%2%
28% 51% 10% 8% 3%
V77777777 N
20% 0% 13% 6% 3%
28% 49% 13% 7% 3%
V77772227 NN
31% 44% 15% 7% 3%
V77777777 R
27% 45% 5% 3% 0%
22% 46% 17% 1% 4%
V720777774 RN
19% 49% 2% %A%

20% 43% 2% 7% 2%

3.96

394

372

371

Averages
SD N
0.86 72
0.97 73
0.96 70
0.95 72
1.00 72
0.80 50
1.06 68
0.97 65
0.92 67

NBJ

24
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0 How to Use this Report

Item Results
> This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

> The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
> This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the item Results section, and are calculated as the average of item
scores.
> The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 1
Resuilts for: Air Force
Total number of responses: 54
Item Results
0% 25% 50% 75% 100% M SDh N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 54
Services? (NOTE: response was system generated based on password)
a. Amy 0% - - 0 -
b. Navy % - - 0 -
o A Fore o I - ¢ -
d. Marine Corps 0% - - 0 -
e. Other DoD Agency - - ) -

0%
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Customer Satisfaction report prepared for; DFAS Accounting Services Pagel
Resuits for: Air Force
Total number of responses: 54
Item Results
0% 25% 50% 5% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 54
as a customer?
a. DFAS Arlington % -- - 0 -
b. DFAS Cleveland 0% - - 0 -
¢. DFAS Columbus % - - 0 .-
d. DFAS Denver % - - - 5 -
e. DFAS Indianapolis 0% - - 0 -
g. DFAS Kansas City % - - 0 -
h. Charleston % - - 0 -
i. Dayton % - - - 5 -
j. Defense Agencies Financial Services (DAFS) % - - 0 -
k. Directorate of Network Operations (DNQO) % - -- 0 -
1. Europe % - - 0 -
m. Japan % -- - 0 -
n. Kansas City Field Accounting % - - 0 -
o. Lawton % - - 0 -
p. Lexington % -- - 0 -
q. Limestone 24% _ - - 13 -
r. NAF Financial Services Texarkana % - - 0 -
s. Norfolk 0% - - 0 -
t. Oakland % - - 0 -
u. Omaha 3% - - - 7 -
v. Orlando v RN - - 15 -
w. Pacific (Hawaii) % . - - 3 -
x. Pensacola 0% - - 0 -
y. Rock Island % - - 0 -
z. Rome % - - 0 .-
aa. San Antonio 1% - - - 6 -
ab. San Bemnadino % - - 0 -
ac. San Diego % - - 0 -
ad. Seaside 0% - - 0 -
ae. St. Louis . - 0 -

%



DCN: 12262

Customer Satisfaction report prepared for: DFAS Accounting Services Page 3
Results for: Air Force
Total number of responses: 54
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 54
generated or other services provided by DFAS?
. Inallaion/UniFasily o - -
b. Major Command or Major Claimant % - - - 4 -
c. Military Department Agency or Activity 2% I - -- 1 -
d. Military Department HQ % . - - 2 -
¢. DoD Agency % - -- 0 -
f. OSD Staff % - - 0 -
g. Not Applicable % . - -- 2 -
3. Which best describes the type of fund for which you receive Accounting 54
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund 1% - - - 9 -
b Genea Fund . - - s -
¢. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military 0% - -- 0 -
Retirement Tn!et Find) °
d. Nonappropriated Fund (NAF) % - .- -- 4 -
4. For which of the following, if any, are you receiving departmental level 54
reports? (Mark all that apply)
a. Working Capital Fund 3% - - -- 7 -
b General Fund e I - s -
c. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military 0% - - 0 -
Retirement Tn,ct Fund) °
d. Nonappropriated Fund (NAF) . . - .- 3 -
e. Not Applicable — - - 18 -
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Customer Satisfaction report prepared for: DFAS Accounting Services Paged
Results for: Air Force
Total number of responses: 54
Item Results
Access
V7274 XN M sp N NB
Strongly . . Strongly
Agree Agree Neither Disagree Disagree
5. It is easy to do business with DFAS Accounting Setvices. D, N 396 099 52 2
31% 48% 10% 10% 2%
6. Assistance from the DFAS Accounting Services staff is provided at a time i RN 388 090 52 2
that is convenient to me.
23% 52% 17% 6% 2%
7. Itis ea.sy to find someone at DFAS Accounting Services who can answer v RS 373 1.12 52 2
my questions.
va 29% 37% 15% 17% 2%
8.1do th have tp cut through a lot of red tape to reach higher level DFAS v R S 3.94 1.09 49 5
Accounting Services staff.
37% 35% 18%  6%4%
9.1 hav_e adequateAaccess to my DFAS Accounting Services point of contact ], NN 402 095 51 3
for advice and assistance.
31% 51% 8% 8% 2%
0% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 54
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 26% _ - - 14 -
b. Telephone/e-mail messages are not retumed 26% _ -- -- 14 -
¢. Difficulty with automated phone service % - - - 4 -
d. E-mail forwarded multiple times 15% - -- - 8 -
e. Telephone call transferred multiple times 13% - -- - 7 --
f. Kept on hold % | - - 4 -
g. Locating new contact due to DFAS turnover or reorganization 30% _ - - 16 -
(]
h. Access to web-based accounting information/reports 2% l -- - 1 -

Jj. Not applicable 41%

11. During the last year, how often did you experience the difficulties you
identified in the previous question?

a. Regularly %

. - - 15 -
b Ocasionaly e I

53

8

c. Seldom 26%

d. Never 36%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 5
Results for: Air Force
Total number of responses: 54
Item Results
iz BN
Strongly . . Strongly M SD N NBJ
Agree Agree Neither Disagree Disagree
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. v RS 4.08 1.00 53 1
38% 43% 11% 4%%
13. The DFAS Accounting Services staff is courteous. . 1 417 094 53 1
40% 47% 8%2% 4%
14. The DFAS Accounting Services staff gives individual attention to my v IR 4.02 1.07 53 1
requests for information or services. y )
38% 2% 9% 8%4%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. e RN 3.92 1.02 53 1
28% 51% %% 8%4%
16. The DFAS Accounting Services staff has a good understanding of my 0, T 3.60 1.10 53 1
organization's operation and mission as it applies to accounting reports and
services. 17% 49% 19% 8% 8%
17. Explanations of technical issues by the DFAS Accounting Services staff R 388 094 52 2
derstandable. —
are uncerstandable 19% 63% 10%2% 6%
18. The DFAS Accounting Services staff is able to explain their products B RS 387 102 53 1
d/ ices. N
andlon services 25% 53% 13% 4% 6%
19. When someone at DFAS Accounting Services does not know the . BN 3.88 1.06 52 2
answer, they refer me to an expert who does. ‘ ]
33% 37% 21% % 4%
Timeliness
20. The DFAS Accounting Services staff provides timely service. w72 R RS 3.70 1.03 53 1
21% 45% 21% 9% 4%
Reliability
21. Qvera]l, DFAS Accounting Services provides accurate reports and Y R NN 385 1.01 53 1
serviees 25% 51% 13%  8%4%
22. The DFAS Accounting Services staff provides services when promised. L KN 3.74 1.00 53 I
23% 42% 26% 6%A4%
Choice
23. DFAS Accounting Services accounting and financial reports are Y 376  0.90 49 5
designed to meet customer needs. )
16% 55% 18% 8% 2%
24. DFAS Accounting Services staff uses suggestions from their customers iy R NS 366 101 47 7
to improve the quality of products and services. :
21% 38% 28% 11% 2%
3.87 0.84 52 2

25. 1 am satisfied with the range of services provided by the DFAS
Accounting Services staff.

19% 56% 1% 4% 2%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: Air Force
Total number of responses: 54
Item Results
0 R SN M sp N NB
S:‘::iy Agree Neither Disagree ISJTSZI;?;
Tangibles
26. 1 am satisfied with the appearance of financial and accounting reports By R 394 076 48 5
prepared by DFAS Accounting Services.
1%% 60% 19% 0%2%
27. I am satisfied with the appearance of the paper manuals, brochures, V77N 380 0.8l 50 4
reports, and other communication materials provided by DFAS Accounting
Services. 16% 54% 6% 2%2%
Recovery
28. Problems and complaints are resolved quickly by the DFAS Accounting ey R RN\ 358 099 50 4
Servi ff.
crvices sta 14% 50% 18% 16% 2%
29. Problems and complaints concerning accounting services provided by Bt/ NN 349 112 49 4
DFAS are resolved with minimal effort on the customer's part. ’ ]
16% 45% 14% 20% 4%
30. There are well defined processes for linking customer feedback and 0, N 364 101 47 7
complaints to DFAS Accounting Services staff members who can act on this '
informatin. 19% 3% 23% 13% 2%
31. The DFAS Accounting Services staff is flexible in finding solutions to A o 368 096 50 4
blems. ’ y
problems 18% 46% 24% 10%2%
32. 1 am satisfied with the way the DFAS Accounting Services staff handles O 361 1.08 51 3
bl . ] ]
problems or errors 22% 37% 25% 12% 4%
V77277 LN M sp N NBI
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, i IR 416 072 38 16
status of fund reports) that you receive from DFAS Accounting Services?
29% 63% 3% 50§%
34. How would you rate the quality of the analysis of financial reports that B R 4.09 0.61 35 19
you receive from DFAS Accounting Services?
23% 63% 14% 0%
irS. How would you rate the quality of ad hoc/special reports that you receive T 407 055 27 27
DFAS A ing Services?
om ccounting Services 1% 0% 119, 06
36. How would you rate the quality of data extraction from DFAS systems B IR 397 068 33 21
for MIS applications in your organization?
18% 64% 15% 3% 0%
37. How would you rate the quality of Audited Financial Statements that you iy, 4.00 065 25 28
receive from DFAS Accounting Services? ’
20% 60% 20% 0%
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) i R 369 100 32 22
DFAS Accounting Services develops?
19% 44% 31% 0% 6%
39. Overall, how would you rate the quality of reports and services provided 398 077 46 8

V7777707077 N

by DFAS Accounting Services?
26% 48% 24% 2% 0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page?
Results for: Air Force
Total number of responses: 54
Item Results
Overall Satisfaction
Ve Gafisfied  Neither Dissatisfied . ', M SD N NB
Satisfied atisfi either 1ssatistie Dissatisfied
40. Overall, how satisfied or dissatisfied are you with the services you are Y 419 074 52 2
receiving from DFAS Accounting Services?
38% 42% 19% 0%
V727774 RN M sp N NBI
Very Good Good Value  Neither  Poor Value Very Poor
Value Value
41. Overall, how would you rate the value of the products and services (i.e., w7 R N\ 3.78 0.87 46 8
reports, data, and supporting service) provided by DFAS Accounting . . N
Services? 20% . 48% 24% 9%0%
0% 25% 50% 75% 100% m  sp N  NBJ
42. If you had a choice of service providers, would you use DFAS 54
Accounting Services again?
o Yes . - - % -
b. No 1 R - - 9 -
c. Do not know 17% - - -- 9 -
43. Would you recommend DFAS Accounting Services to others? 54
- - 34 -
a Yes s [N
b No 3 R - - 7 -
¢. Do not know 24% _ - - 13 -
44. Please consider all your experience to date with DFAS Accounting 7.13 1.71 54 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 679 221 52 -~
short or exceed your expectations?
46. Imagine an ideal or ization providing accc ing services. How well 6.12 2.37 52 -

would DFAS Accounting Services compare with that ideal organization?
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 8

Results for: Air Force
Total number of responses: 54

Core Dimensions

V72Z77) KN Averages

Very . Very
Favorable Favorable  Neither ~ Unfavorable Unfavorable M Sb N NBJ

Courtesy . N 409 100 53 1

8% 44% 9% 4% 4%

Quality U R 39% 071 34 20

2% 5% 17% 1%l%

Knowledge VA TN 383 1.03 53 1

24% 51% 14% 5%5%

Access Ui R NN 391 1.01 51 3

30% 44% 14%  9%2%

Tangibles 70 v 381078 49 5

17% 57% 2%  1%2%

Reliability Wm//’///ﬁ_“ 3.79 1.01 53 1

24% 46% 20% 7%4%

Choice Y NN 376 092 49 5

19% 50% 22% 8% 2%

Timeliness Y N 3.70 1.03 53 1

21% 45% 21% 9% 4%

Recovery A R \ R\ 8\ 360 103 49 4

18% 44% 21% 14% 3%
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O How to Use this Report

Item Results
> This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

» The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
> This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the Item Results section, and are calculated as the average of item
scores.
» The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Page
Results for: Navy
Total number of responses: 45
Item Results
0% 25% 50% 75% 100% M SD N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 45
Services? (NOTE: response was system generated based on password)
a. Army % - - 0 -
b Navy oo N = 22— Y -
c. Air Force % - - 0 -
d. Marine Corps 0% - - 0 -
¢. Other DoD Agency - -- 0 -

%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page2
Results for: Navy
Total number of responses: 45
Item Results
0% 25% 50% 75% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 45
as a customer?
a. DFAS Arlington 0% - - 0 -
o
b. DFAS Cleveland % - - - 3 -
¢. DFAS Columbus % . - . 2 -
d. DFAS Denver o% - - 0 -
Cl
¢. DFAS Indianapolis "~ . - - 2 -
g. DFAS Kansas City 0% - - 0 -
h. Charleston % - - - 6 -
0
1. Dayton vy - - 0 -
0
Jj. Def Agencies Fi ial Services (DAFS) % - - 0 -
k. Directorate of Network Operations (DNO) 0% -- - 0 -
(]
1. Europe % . - - 2 -
m. Japan 2% l - - 1 -
n. Kansas City Field Accounting % - - 0 -
o. Lawton 0% - - 0 -
p. Lexington 0% - .- 0 -
0
q. Limestone 0% - -- 0 -
1. NAF Financial Services Texarkana - - 0 -
0%
s. Norfolk w - e -
t. Oakland 9% - - - 4 --
u. Omaha % I - - 1 -
v. Orlando % -- - 0 -
w. Pacific (Hawaii) 0% - .- 0 -
x. Pensacola | - - 8 -
]
y. Rock Island % - - 0 -
z. Rome % - - 0 -
aa. San Antonio % - - 0 -
ab. San Bernadino % -- - 0 -
ac. San Diego 0% - - 0 -
ad. Seaside % - - 0 -
ae. St. Louis - - 0 --

%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page3
Results for: Navy
Total number of responses: 45
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 45
generated or other services provided by DFAS?
a. Installation/Unit/Facility 36% — - - 16 -
b. Major Cc 1 or Major C 29% — - .- 13 -
c. Military Department Agency or Activity 20% _ .- - 9 -
d. Military Department HQ % I - - 1 -
e. DoD Agency % - - - 4 -
f. OSD Staff % - - 0 -
g. Not Applicable - . -- - 2 -
3. Which best describes the type of fund for which you receive Accounting 45
Reports generataed by DFAS? (Mark all that apply)
a Working Capital Fund _ - - -
b General Fund e S
¢. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military 0% - - i] -
Retirement Tenat Fund) N
d. Nonappropriated Fund (NAF) % . - - 2 -
4. For which of the following, if any, are you receiving departmental level 45
reports? (Mark all that apply)
a. Working Capital Fund 8% _ - .- 17 -
b Genera Fund v I S R
¢. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military % - - 0 -
Retirement Tn?et Fund) °
d. Nonappropriated Fund (NAF) % I - - 1 -
— ST

e. Not Applicable

16%
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Customer Satisfaction report prepared for: DFAS Accounting Services Paged
Results for: Navy
Total number of responses: 45
Item Results
Access
7727 RN M sp N NBS
S:::eg:y Agree Neither Disagree g:‘::z
5. 1t is easy to do business with DFAS Accounting Services. i RN 347 1.18 45 0
20% 38% 16% 22% 4%
6. Assistance from the DFAS Accounting Services staff is provided at a time 0 S S 3.31 1.33 45 0
that is convenient to me. 2% % 1% 7 %
7. 1t is easy to find someone at DFAS Accounting Services who can answer Y, S S 3.04 1.26 45 0
T questions. %% 42% 4% 33% 1%
8. I do not have to cut through a lot of red tape to reach higher level DFAS V0 g 331 1.18 42 3
Accounting Services staff. ‘
14% 38% 19% 21% 7%
9. I'have adequate access to my DFAS Accounting Services point of contact i RN 3.64 1.13 45 0
for advice and assistance.
22% 44% 13% 16% 4%
% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 45

from DFAS Accounting Services to assist you? (Mark all that apply.)

a. Telephone rang without answer or stayed busy

~

3
X
¢
'
|
|
<
.
i

2%
b. Telephone/e-mail messages are not retuned 38%

¢. Difficulty with automated phone service

d. E-mail forwarded multiple times 2%

¢. Telephone call transferred multiple times %

f. Kept on hold %

8. Locating new contact due to DFAS turnover or reorganization 33%
(3
h. Access to web-based accounting information/reports

Jj- Not applicable

11. During the last year, how often did you experience the difficulties you
identified in the previous question?

43

a. Regularly 30% - - 13 -
b. Occasionally 0% - - 13 -
c. Seldom 19% - - 8 -
d. Never 1% - - 9 -
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Customer Satisfaction report prepared for: DFAS Accounting Services Page
Results for: Navy
Total number of responses: 45
Item Results
V2772  INYNNN M 0 N Nm
SX::;:I)’ Agree Neither Disagree g:r:;z
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. . ey 353 108 45 0
18% 42% 18% 20% 2%
13. The DFAS Accounting Services staff is courteous. iy IR NN 396 0385 45 0
24% 56% 11% 9%0%
14. The DFAS Accounting Services staff gives individual attention to my i R RN 353 108 45 0
requests for information or services. ' )
18% 42% 18% 20% 2%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. vy RN 295 128 44 1
7% 39% 16% 20% 18%
16. The DFAS Accounting Services staff has a good understanding of my iy R R SRR 289 L17 44 1
organization's operation and mission as it applies to accounting reports and ] ]
services, % 30% 20% 2% 11%
17. Explanations of technical issues by the DFAS Accounting Services staff Y SN eSS 307 LI 44 1
derstandable.
are understandable 7% 36% 20% 30% 7%
18. The DFAS Accounting Services staff is able to explain their products V7 haaeeesSt: 317 103 42 3
d/ ices.
ancior sefvices 7% 38% 21% 31% 2%
19. When someone at DFAS Accounting Services does not know the v IR NN 325 1.12 44 1
answer, they refer me to an expert who does. y
9% 43% 18% 23% %
Timeliness
20. The DFAS Accounting Services staff provides timely service. Y, e 3.13 1.08 45 0
9% 31% 31% 22% 7%
Reliability
21. Overall, DFAS Accounting Services provides accurate reports and sy R S 329 108 45 0
serviees 13% 31% 31% 20% 4%
22. The DFAS Accounting Services staff provides services when promised. Wiz R NS Y 314 105 42 2
% 36% 26% 26% 5%
Choice
23. DFAS Accounting Services accounting and financial reports are it IR 2SN\ NN 314 115 44 1
designed to meet customer needs. N
1% 32% 23% 27% %
24. DFAS Accounting Services staff uses suggestions from their customers Y, s 3.02 1.20 42 3
to improve the quality of products and services. y
12% 24% 31% 21% 12%
3.13 1.14 45 0

25. I am satisfied with the range of services provided by the DFAS
Accounting Services staff.

V7777 RN

% 38% 18% 29% %
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: Navy
Total number of responses: 45
Item Results
V7 RN M sp N NBI
. . Si )
S:‘;‘:ﬂ Y Agree Neither Disagree D:::;%:;
Tangibles
26. 1 am satisfied with the appearance of financial and accounting reports A N 334 1.04 41 1
prepared by DFAS Accounting Services.
15% 32% 27% 27% 0%
27. 1 am satisfied with the e'xppe.arance 0f" the papx?r manuals, brochures, ) Dt R 55N 314 098 37 4
reports, and other communication materials provided by DFAS Accounting
Services. 5% 2% 38% 19% 5%
Recovery
28. Problems and complaints are resolved quickly by the DFAS Accounting V77 e ryr,rr ms: 2.81 1.12 43 2
Servi taff.
ervices sia 5% 30% 16% 40% 9%
29. Problems and complaints conceming accounting services provided by V77777 e hrskys : 270 113 44 1
DFAS are resolved with minimal effort on the customer's part.
5% 25% 20% 36% 14%
30. ﬂle.re are well defined processes ff)r linking customer feedback and ' W R X R 274 1.08 38 7
complaints to DFAS Accounting Services staff members who can act on this
informatin. 5% 18% 34% 29% 13%
31. The DFAS Accounting Services staff is flexible in finding solutions to w4 R ) NN 300 096 42 3
roblems.
P 5% 29% 31% 33% 2%
32. I am satisfied with the way the DFAS Accounting Services staff handles V277770 SharierersaDsy 291 1.07 44 1
blems or errors.
proplems @ % 25% 27% 34% %
7774 RN M sp N NEs
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the qualitylof recurring reports (e.g.., trial ba']ances, iy R RN 343 103 40 5
status of fund reports) that you receive from DFAS Accounting Services?
18% 30% 30% 23% 0%
34. How would you rate the quality of the analysis of financial reports that P @ 3.19 1.31 36 9
you receive from DFAS Accounting Services? ‘
19% 28% 14% 31% 8%
35. How would you rate the quality of ad hoc/special reports that you receive vy IR DN 352 1.02 29 14
from DFAS Accounting Services?
17% 38% 24% 21% 0%
36. How wou.ld you r’:ite the qualit)f of 'data extraction from DFAS systems iy R NS 358 123 33 10
for MIS applications in your organization?
27% 30% 21% 15% 6%
37. How would you rate the quality o'f Audited Financial Statements that you W R 5 RS 325 114 28 14
receive from DFAS Accounting Services?
18% 21% 32% 25% 4%
38. How would.you rate' the quality of the systems (e.g., DDRS, DCAS) 77 S reOaesSS 288 121 26 17
DFAS Accounting Services develops?
15% 12% 27% 38% 8%
39. Overall, how would you rate the quality of reports and services provided v R 3\ S N 340 110 40 4



DCN: 12262

Customer Satisfaction report prepared for: DFAS Accounting Services Page 7
Results for: Navy
Total number of responses: 45
Item Results
Overall Satisfaction
Very . . ssatisfied Ve M SD N NBJ
Satisfied Satisfied Neither  Dissatisfie Dissatisfied
40. (_)\(erall, how satisfied or di§satisﬁe§ are you with the services you are w0 R SN NN 3.04 1.21 45 0
receiving from DFAS Accounting Services?
13% 27% 18% 36% 7%
V72727 RN M sb N NBY
Very Good Value  Neither  Poor Value Very Poor
Value Value
41. Overall, how would you rate Fhe value f’f the products and ser\.n'ces (ie., V7 e rr,:s::r::y 290 1.24 41 4
reports, data, and supporting service) provided by DFAS Accounting
Services? 15% 17% 22% 37% 10%
0% 25% 50% 75% 100% M SD N NBJ
42. lf you had a choice of service providers, would you use DFAS 45
Accounting Services again?
o ves o, I - - B -
b. No s NN - - 27 -
e Dot know v -0 -
43. Would you recommend DFAS Accounting Services to others? 45
o Yes . SR
b-Yo v R
c. Do not know 18% - - - 8 -
44. Please consider all your experience to date with DFAS Accounting 493 241 44 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 449 274 45 -
short or exceed your expectations?
46. Imagine an ideal organization providing ing services. How well 448 269 44 -

would DFAS Accounting Services compare with that ideal organization?
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Customer Satisfaction report prepared for: DFAS Accounting Services Page$

Results for: Navy
Total number of responses: 45

Core Dimensions

4 R D\ Averages
Very i Very
Favorable Favorable ~ Neither  Unfavorable Unfavorable M SD N NBJ

Courtesy Ut RN 3.67 1.00 45 0

20% 47% 16% 16% 1%

Access 5 RN 3.36 1.22 44 1

18% 39% 13% 24% %

Quality 7 SN 3.32 1.15 33 10

19% 27% 25% 26% 4%

Knowledge Uity IR DN 3.07 1.14 44 1

7% 37% 19% 27% 9%

Reliability Uy R\ 322 1.06 44 1

10% 33% 29% 23% 5%

Tangibles 777770 e 324100 3% 3

10% 32% 32% 23% 3%

Choice v R NN 3.10 1.16 44 1

1% 31% 24% 26% 8%

Timeliness it R SR\ 3.13 1.08 45 0

9% 31% 31% 2% %

Recovery A R\ R W\ R Y 28107 4 3

% 25% 26% 34% %o
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o How to Use this Report

Item Results
» This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

» The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
> This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the Item Results section, and are calculated as the average of item
scores.
» The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 1
Results for: 2004 Defense Agency Network
Total number of responses: 21
Item Results
0% 25% 50% 75% 100% mM  SD N  NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 21
Services? (NOTE: response was system generated based on password)
a. Army 0% - - 0 -
b. Navy % - - 0 -
c. Air Force % - - 0 -
d. Marine Corps 0% - - 0 --
¢. Other DoD Agency - - 21 -

100%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 2
Results for: 2004 Defense Agency Network
Total number of responses: 21
Item Results
0% 25% 50% 75% 100% M SD N  NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 21
as a customer?
a. DFAS Arlington % - - 0 -
b. DFAS Cleveland % - - 0 -
¢. DFAS Columbus S1% — - - 12 -
d. DFAS Denver % - - 0 -
¢. DFAS Indianapolis 20% _ - - 6 -
g. DFAS Kansas City 0% - - 0 -
h. Charleston 10% - . - - 2 -
i. Dayton % - - 0 -
j- Defense Agencies Financial Services (DAFS) % . . - 1 -
k. Directorate of Network Operations (DNO) 0% - - 0 -
1. Europe 0% - - 0 --
m. Japan 0% - - 0 .
n. Kansas City Field Accounting 0% - - 0 -
o. Lawton % - - 0 -
p. Lexington % - - 0 -
q. Limestone 0% - - 0 -
r. NAF Financial Services Texarkana % - -- 0 -
s. Norfolk 0% - - 0 -
t. Oakland % - - 0 .-
u. Omaha % - - 0 -
v. Orlando % - - 0 -
w. Pacific (Hawaii) % - - 0 -
x. Pensacola % - - 0 -
y. Rock Island % — - 0 -
z. Rome 0% - - 0 -
aa. San Antonio % - - 0 -
ab. San Bemadino % - - 0 -
ac. San Diego % - - 0 -
ad. Seaside % - - 0 -
ae. St. Louis - - 0 -

0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page3
Results for: 2004 Defense Agency Network
Total number of responses: 21
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 2
generated or other services provided by DFAS?
a. Installation/Unit/Facility % . - -- 1 -
b. Major Cc d or Major Clai % - - 0 -
c. Military Department Agency or Activity 5% . -- -- 1 -
d. Military Department HQ 0% - - 0 -
© DoD Agency o I - - Y -
f. OSD Staff % - - 0 -
g. Not Applicable 0% - - 0 -
3. Which best describes the type of fund for which you receive Accounting 21
Reports generataed by DFAS? (Mark all that apply)
. . . . 3 .
s Working Cpital Fund v,
b.Genera Fund e - .-
c. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military Y . - - 1 -
Retiremant Trust Fund) °
d. Nonappropriated Fund (NAF) 10% - - - 2 -
4. For which of the following, if any, are you receiving departmental level 21
reports? (Mark all that apply)
. . . _ 3 ~
a. Working Capital Fund 14% s
- - 13 -
b. Geneal Fund o
c. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military % . - - 1 --
Refirament Tmet Fund) ’
d. Nonappropriated Fund (NAF) 10% - - - 2 -
. . . 6 .
e. Not Applicable 20% _
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Customer Satisfaction report prepared for: DFAS Accounting Services Paged

Results for: 2004 Defense Agency Network
Total number of responses: 21

Item Results

Access
27 RN M o N NBI
. . S 1
Szzrﬂeg:y Agree Neither Disagree Dti:::e);
5. It is easy to do business with DFAS Accounting Services. Y N 405 0.80 21 0
29% 52% 14% 5%0%
6. Assistance from the DFAS Accounting Services staff is provided at a time NN 414 101 21 0
that is convenient to me.
43% 43% 0% 14% 0%
7.1tis easy to find someone at DFAS Accounting Services who can answer Wi R NN 38 091 21 0
tons.
T questions 24% 48% 19% 10%%
8. I do not have to cut through a lot of red tape to reach higher level DFAS i/ RS 419 081 21 0
Accounting Services staff.
38% 48% 10% 5%0%
9.1 ha\(c adequate-access to my DFAS Accounting Services point of contact W NN 4.29 1.06 21 0
for advice and assistance.
57% 29% 0% 14% 0%
0% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 21
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy % . - -- 1 -

b. Telephone/e-mail messages are not returned

c. Difficulty with automated phone service

d. E-mail forwarded multiple times

e. Telephone call transferred multiple times

f. Kept on hold

g. Locating new contact due to DFAS tumover or reorganization

h. Access to web-based accounting information/reports -
3 Not ppliable . - - -

11. During the last year, how often did you experience the difficulties you
identified in the previous question?

a. Regularly 1%
b. Occasionally
¢c. Seldom

d. Never
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Customer Satisfaction report prepared for: DFAS Accounting Services Page S
Results for: 2004 Defense Agency Network
Total number of responses: 21
Item Results
77274 TNXONON
Strongly Agree Neither Disagree Strongly M Sb N NBJ
Agree 8r 8 Disagree
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. U N 429 085 21 0
48% 38% 10% 5%0%
13. The DFAS Accounting Services staff is courteous. V) 452 060 21 0
57% 38% 5"602%
14. The DFAS Accounting Services staff gives individual attention to my v RN 443 081 21 0
requests for information or services. )
57% 33% 5%5%0%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. Y R 410 0.77 21 0
29% 57% 10% 5%0%
16. The DFAS Accounting Services staff has a good understanding of my i RN 3.71 1.15 21 0
organization's operation and mission as it applies to accounting reports and ]
services. 29% 38% 10%  24% 0%
17. Explanations of technical issues by the DFAS Accounting Services staff v RN 376 126 21 0
derstandable.
are undersiandable 2% 48% 5% 10% 10%
18. The DFAS Accounting Services staff is able to explain their products A, 3.81 1.12 21 0
d/ ices. ]
andlon services 2% 43% 14%  10% 5%
19. When someone at DFAS Accounting Services does not know the vy 3.75 1.25 20 1
answer, they refer me to an expert who does. y
35% 25% 30% 0% 10%
Timeliness
20. The DFAS Accounting Services staff provides timely service. e, o) 3.57 1.29 21 0
24% 43% 10% 4% 10%
Reliability
21. Overall, DFAS Accounting Services provides accurate reports and Yty R 3.65 1.23 20 1
services.
ervices 25% 40% 20% 5% 10%
22. The DFAS Accounting Services staff provides services when promised. B R R NS 3.76 0.94 21 0
19% 2% 14% 14% 0%
Choice
23. DFAS Accounting Services accounting and financial reports are Bt R 339 133 18 2
designed to meet customer needs. ;
17% 44% 17% 6% 17%
24. DFAS Accounting Services staff uses suggestions from their customers i R 5 361 092 18 3
to improve the quality of products and services. )
17% 39% 33% 11%0%
350 115 20 1

25. I am satisfied with the range of services provided by the DFAS
Accounting Services staff.

25% 25% 25% 25% 0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: 2004 Defense Agency Network
Total number of responses: 21
Item Results
ViZzZzzZZd  TNNNN M sp N NB
Strongly . , Strongly
Agree Agree Neither Disagree Disagree
Tangibles
26. 1 am satisfied with the appearance of financial and accounting reports TN 3.28 1.32 18 3
prepared by DFAS Accounting Services. ]
11% 50% 11% 11% 17%
27. I am satisfied with the z-appc?arance of" the papf.r manuals, brochures, ) NN 3.83 0.71 18 3
reports, and other communication materials provided by DFAS Accounting
Services. 1% 67% 17%  6%0%
Recovery
gz;j?ble?;f and complaints are resolved quickly by the DFAS Accounting w R NN 357 098 21 0
1CEs starl.
14% 48% 19% 19% 0%
29. Problems and complaints concerning accounting services provided by V77 eSS 3.29 1.19 21 0
DFAS are resolved with minimal effort on the customer's part. >
14% 38% 14% 29% 5%
30. The.re are well defined processes f9r linking customer feedback and . ey R NN 3.61 1.09 18 3
complaints to DFAS Accounting Services staff members who can act on this
informatin. 17% 50% 17% 1% 6%
3:01’11':; Is)FAS Accounting Services staff is flexible in finding solutions to N 348 112 21 0
) 14% 3% 2% 5% 10%
if‘.);l:::ztriif:::rswith the way the DFAS Accounting Services staff handles Y ey 343 133 21 0
' 24% 33% 4% 19%  10%
V7277 KX M sp N NBS
Very Good  Good Fair Poor Very Poor
Quality
33. How would you rate the quality of recurring reports {e.g., trial balances, 2 R 25N 350 120 18 2
status of fund reports) that you receive from DFAS Accounting Services? )
28% 1% 39% 11% 6%
34, How would you rate the quality of the analysis of financial reports that w2 IR SN 318 1.47 17 4
you receive from DFAS Accounting Services? :
24% 24% 18% 18% 18%
25 nl]{ol; f\\vso;ld )")(::, tl;ate tshe quali;y of ad hoc/special reports that you receive s NS 415 090 13 7
ol cc ng Services?
38% 46% 8% 8% 0%
36. How wmfld you rate the qualit}f of.data extraction from DFAS systems Wiy R NN 365 117 17 4
for MIS applications in your organization?
24% 41% 18% 12% 6%
37. How would you rate the quality of Audited Financial Statements that you 2 IR SN\ 3.40 1.40 15 5
receive from DFAS Accounting Services?
33% 13% 20% 27% 7%
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) Y R 000N 338 104 13 7
DFAS Accounting Services develops? N
15% 31% 31% 2% 0%
360 114 20 1

39. Overall, how would you rate the quality of reports and services provided vy IR S

by DFAS Accounting Services?
25% 30% 30% 10% 5%
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46. Imagine an ideal organization providing accounting services. How well

would DFAS Accounting Services compare with that ideal organization?

Customer Satisfaction report prepared for: DFAS Accounting Services Page?
Results for: 2004 Defense Agency Network
Total number of responses: 21
Item Results
Overall Satisfaction
Very . . I Very M SD N NBJ
Satisfied Satisfied Neither  Dissatisfied Dissatisfied
40. Overall, how satisfied or dissatisfied are you with the services you are N 3.81 1.08 21 0
receiving from DFAS Accounting Services?
29% 38% 24% 5%5%
V2277720 RN M sb N NB
Ve\r/ya Jue Good Value  Neither  Poor Value Ve‘;}‘;lzzor
41. Overall, how would you rate the value of the products and services (i.e., A 333 1.11 21 0
reports, data, and supporting service) provided by DFAS Accounting
Services? 14% 3% 29% 19% 5%
0% 25% 50% 75% 100% M SD N NBJ
42. If you had a choice of service providers, would you use DFAS 21
Accounting Services again?
o Yes . - s w0 -
bNo . S R
¢. Do not know 2 N - - 6 -
43. Would you recommend DFAS Accounting Services to others? 21
- Yo s I S B
b No uv - - 5 -
¢ Do not know swve S
44. Please consider all your experience to date with DFAS Accounting 624 249 21 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 595 248 20 -
short or exceed your expectations?
5.50 242 20 -
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 8

Results for: 2004 Defense Agency Network
Total number of responses: 21

Core Dimensions

L/ R\ Averages

Very . Very
Favorable Favorable  Neither ~ Unfavorable - afvorable M SD N NBJ

Courtesy N 441 075 21 0

54% 37% 6% 0%
3%
Access Wy IR NN 4.10 0.92 21 0

38% 44% 9% 100%

Knowledge 0 N 383 1.11 21 0

30% 42% 4% 10% 5%

Tangibles N 3.56 1.01 18 3

11% 58% 14% 8% 8%

Reliability Bt RN 371 1.08 21 1

22% 46% 17%  10% 5%

Timeliness 0, 357 129 21 0

24% 43% 10% 14% 10%

Recovery DA TR D QN 347 L1420 !

17% 2% 19% 17% 6%

Choice Ut R S\ 350 L1319 2

19% 36% 25% 14% 6%

Quality V27272 NN 3551116 4

2% 29% 23% 15% 6%
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o How to Use this Report

Item Results
» This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

> The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
> This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the ltem Results section, and are calculated as the average of item
scores.
> The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Pagel
Results for: DNO
Total number of responses: 26
Item Results
0% 25% 50% 75% 100% M SD N NBIJ
Background
1. For which organization do you work as a customer of DFAS Accounting %
Services? (NOTE: response was system generated based on password)
a. Army oo NN - - ¢ -
b. Navy 0% - - 0 -
¢. Air Force % .- - 0 -
d. Marine Corps % . - 0 -
- - 0 -

e. Other DoD Agency

0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page2
Results for: DNO
Total number of responses: 26
Item Results
% 25% 50% 75% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 26
as a customer?
a. DFAS Arlington % - -- 0 -
b. DFAS Cleveland % - - 0 -
<. DFAS Columbus 0% - - 0 -
d. DFAS Denver 0% - - 0 -
¢. DFAS Indianapolis % - - 0 -
g. DFAS Kansas City % .- - 0 --
h. Charleston % - - 0 -
i. Dayton % - - 0 -
j. Defense Agencies Financial Services (DAFS) 0% - -- 0 -
k. Directorate of Network Operations (DNO) 100% _ - - 26 -
1. Europe % - - 0 --
m. Japan % - - 0 -
n. Kansas City Field Accounting 0% - - 0 -
o. Lawton % - - 0 -
p. Lexington 0% - - 0 -
q. Limestone % - - [} -
r. NAF Financial Services Texarkana % - -- 0 -
s. Norfolk . - - 0 -
t. Oakland 0% - - 0 -
u. Omaha % - - 0 -
v. Orlando % - - 0 -
w. Pacific (Hawaii) 0% - - 0 -
x. Pensacola % - - 0 -
y. Rock Island 0% - - 0 -
z. Rome 0% - - 0 -
aa. San Antonio % - -- 0 -
ab. San Bernadino % - - 0 -
ac. San Diego 0% - - 0 -
ad. Seaside % - - 0 -
ae. St. Louis - - 0 --

%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page3
Results for: DNO
Total number of responses: 26
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 2
generated or other services provided by DFAS?
a. Installation/Unit/Facility 23% _ - - 6 -
b. Major Co d or Major Clai 1% — - - 8 -
¢. Military Department Agency or Activity 23% — - - 6 -
d. Military Department HQ 19% — -- - 5 -
e. DoD Agency 0% - - 0 -
f. OSD Staff % - - 0 -
g. Not Applicable % l - - 1 -
3. Which best describes the type of fund for which you receive Accounting 2%
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund 19% _ - - 5 -
b Genera Fund o I - M -
c. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military 4% . -- -- 1 -
Retirement Triet Fand) °
d. Nonappropriated Fund (NAF) % - - 0 -
4. For which of the following, if any, are you receiving departmental level 2
reports? (Mark all that apply)
a. Working Capital Fund % - - - 2 .-
b GeneralFund . - - v -
c. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military % l -- - 1 -
Retirement Triet Fund) ’
d. Nonappropriated Fund (NAF) % - - 0 -
e. Not Applicable 1% _ - - 8 -



DCN: 12262

Customer Satisfaction report prepared for: DFAS Accounting Services Page 4
Results for: DNO
Total number of responses: 26
Item Results
Access
Y4 R D\ M o N NBS
. . Si
SZ:‘iy Agree Neither Disagree Dti‘:;?le};
5. It is easy to do business with DFAS Accounting Services. v RN 396 096 26 0
31% 46% 12%  12%0%
6. Assistance from the DFAS Accounting Services staff is provided at a time ] T ) 396 111 26 0
that is convenient to me. ’
35% 46% 4% 12% 4%
7. It is easy to find someone at DFAS Accounting Services who can answer Y, S 3.54 1.27 26 0
my questions. °
va 23% 42% 8% 19% 8%
8.1 do not have to cut through a lot of red tape to reach higher level DFAS Wikt R X 392 093 24 2
Accounting Services staff.
29% 42% 21% 8%%
9. I have adequate access to my DFAS Accounting Services point of contact wiinnri NN 3.96 1.04 26 0
for advice and assistance. )
35% 42% 8% 15% 0%
0% 25% 50% 5% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 2%
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 7% _ -- - 7 -
b. Telephone/e-mail messages are not returned 31% — -- - 8 -
c. Difficulty with automated phone service 15% - -- -- 4 -
d. E-mail forwarded multiple times % - - - 2 -
e. Telephone call transferred multiple times o - - 0 -
(]
f. Kept on hold % - - -- 2 -
8. Locating new contact due to DFAS turnover or reorganization 12% _ - -- 11 -
(]
h. Access to web-based accounting information/reports 213% _ - - 6 -
j- Not applicable auy NN - - 8 -
11. During the last year, how often did you experience the difficulties you 2
identified in the previous question?
» Regulary e - e s -
b- Occaionally . I -2 -
¢. Seldom % - - - 2 -
d. Never - - 7 -

v R
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 5
Results for: DNO
Total number of responses: 26
Item Results
Y7 R N
Strongly Agree Neither Disagree Strongly M b N NBJ
Agree Disagree
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. i NN 404 092 26 0
31% 54% 4% 12%0%
13. The DFAS Accounting Services staff is courteous. Y | 435 0.56 26 0
38% 58% %%
14. The DFAS Accounting Services staff gives individual attention to my i RN 412 091 26 0
requests for information or services. <
38% 2% 12% 8%0%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. v R 404 072 26 0
27% 50% 23% 0%
16. The DFAS Accounting Services staff has a good understanding of my vy IR SN\ 342 0.99 26 0
organization's operation and mission as it applies to accounting reports and ’ y
services. 12% Q% 23% 2% %
17. Explanations of technical issues by the DFAS Accounting Services staff L, oy 369 093 26 0
are understandable. 19% 2% 27% 12%0%
18. The DFAS Accounting Services staff is able to explain their products Yy R 385 083 26 0
and/or services. 1% 4% % 290%
19. When someone at DFAS Accounting Services does not know the 0 R 3.81 0.94 26 0
answer, they refer me to an expert who does. ’ )
23% 46% 1%% 12%0%
Timeliness
20. The DFAS Accounting Services staff provides timely service. s R NS 362 098 26 0
12% 58% 15% 12% 4%
Reliability
21. Qverall, DFAS Accounting Services provides accurate reports and R TN 388 082 26 0
serviees 19% 58% 15%  8%%
22. The DFAS Accounting Services staff provides services when promised. V0 N 3.81 0.90 26 0
19% 54% 15% 12%0%
Choice
23. DFAS Accounting Services accounting and financial reports are w2 R NN 338 102 26 0
designed to meet customer needs.
12% 42% 1%% 27% 0%
24. DFAS Accounting Services staff uses suggestions from their customers sy R ) 361 084 23 3
to improve the quality of products and services. )
13% 43% 35% 9%0%
3.54 0.99 26 0

25. 1 am satisfied with the range of services provided by the DFAS
Accounting Services staff.

12% 50% 8% 12% 4%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page6
Resulits for: DNO
Total number of responses: 26
Item Results
Vizzzd RN M s N NEI
Strongly Agree Neither Disagree St:rongly
Agree Disagree
Tangibles
26. 1 am satisfied with the appeararnce of financial and accounting reports V77777 oS 3.35 1.07 23 0
prepared by DFAS Accounting Services. y % 0% 0%
13% 3%% % o %
27. 1 am satisfied with the appearance of. the paper manuals, brochures, . it R 2N\ AR 343 095 23 0
reports, and other communication materials provided by DFAS Accounting
Services, 9% 48% 22% 2% 0%
Recovery

28. Problems and complaints are resolved quickly by the DFAS Accounting i NN 350 1.07 26 0

Services staff.
12% 54% 12% 19% 4%

29. Problems and complaints concemning accounting services provided by A 346 1.07 26 0

DFAS are resolved with minimal effort on the customer’s part.

12% 50% 15% 19% 4%
30. There are well defined processes for linking customer feedback and R S 3.35 1.07 23 3
complaints to DFAS Accounting Services staff members who can act on this
informatin. % 48% 17% 2% 4%
31. The DFAS Accounting Services staff is flexible in finding solutions to B Y 350 086 26 0
problems.
12% 38% 38% 12%0%
32. 1 am satisfied with the way the DFAS Accounting Services staff handles W TR NN 327 119 26 0
roblems or errors. ‘ ]
P 12% 2% 15% 23% 8%
2 R A\ M sp N NBI
Very Good Good Fair Poor Very Poor

Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, 0 PN 365 0.89 26 0

status of fund reports) that you receive from DFAS Accounting Services?

15% 46% 27% 12%0%
34. How would you rate the quality of the analysis of financial reports that Y N 3.52 0.82 25 1
you receive from DFAS Accounting Services?
12% 36% 44% 8%

35. How would you rate the quality of ad hoc/special reports that you receive i Ny 374 099 19 7

from DFAS Accounting Services?
21% 4% 16% 16% 0%

36. How would you rate the quality of data extraction from DFAS systems vy A R 379 098 19 7

for MIS applications in your organization?

26% 3% 26% 11%40%

37. How would you rate the quality of Audited Financial Statements that you Uiy 387 074 15 11
receive from DFAS Accounting Services? ’

20% 47% 33% 0%
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) w2 R DN\ 3.50 1.02 24 2
DFAS Accounting Services develops? )

. 13% 46% 25% 13% 4%

39. Overall, how would you rate the quality of reports and services provided sy A ) 358 090 26 0

by DFAS Accounting Services?
15% 38% 35% 12%0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 7
Results for: DNO
Total number of responses: 26
Item Results
Overall Satisfaction
Very isfi ith issatisfied Very M Sb N NBJ
Satisfied Satisfied Neither  Dissatisfies Dissatisfied
40. C-)\ferall, how satisfied or dlfssatlsﬁe(_i are you with the services you are iy R N 3.46 1.07 26 0
receiving from DFAS Accounting Services?
8% 58% 15% 12% 8%
ViZZ2Zz4 RN M sb N NI
Very Good Good Value  Neither  Poor Value Very Poor
Value Value
41. Overall, how would you rate t'he value.ofthe products and serYices (ie., vy IR 5 ) 329 085 17 9
reports, data, and supporting service) provided by DFAS Accounting
Services? % 35% 41% 18% 0%
0% 25% 50% 75% 100% M SD N NBJ
42. If you had a choice of service providers, would you use DFAS 26
Accounting Services again?
o Yes w: - -on -
bNo s I SR
¢. Do not know 23% _ - -- 6 -
43. Would you recommend DFAS Accounting Services to others? 25
a Yes so N A
b. No 2 (NG - - 7 -
¢ Do ot know o S A
44. Please consider all your experience to date with DFAS Accounting 596 216 26 --
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 5.58 239 26 -
short or exceed your expectations?
5.27 2.47 26 -

46. 1 ine an ideal organization providing accounting services. How well
would DFAS Accounting Services compare with that ideal organization?
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Customer Satisfaction report prepared for: DFAS Accounting Services

Results for: DNO
Total number of responses: 26

Page 8

Core Dimensions

Very . Very
Favorable Favorable Neither  Unfavorable Unfavorable

Courtesy V720 ] DN

36% 51% 6% 6% 0%,

Reliability A R N

19% 56% 15% 10% 0%

Access V22770727

30% 4% 10%  13% 2%

Timeliness V7 NN

12% 58% 15%  12% 4%

Knowledge A R N\

20% 4% 2% 11%0%

Quality vy R\

18% 42% 29% 10% 1%

Recovery U R D\

1% 46% 20% 19% 4%

Choice D R\ X\

12% 45% 26% 16% 1%

Tangibles V777727727 NSy

11% 43% 20% 26% 0%

M

4.17

3.76

3.66

3.42

351

3.39

Averages

SD N
0.80 26
0.86 26
1.06 26
0.98 26
0.88 26
091 22
1.05 25
0.95 25

1.01

23

NBJ
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o How to Use this Report

Item Results
> This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

» The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
> This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the Item Results section, and are calculated as the average of item
scores. ,
> The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 1
Results for: DFAS Indianapolis
Total number of responses: 56
Item Results
% 25% 50% 75% 100% g SD N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 56
Services? (NOTE: response was system generated based on password)
s Ay .. - - . -
b. Navy o 1 - - 2 -
¢. Air Force 0% - - 0 -
d. Marine Corps % -- - 0 -
- .- 6 -

e. Other DoD Agency 11% -
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 2
Results for: DFAS Indianapolis
Total number of responses: 56
Item Results
(3 25% 50% 75% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 56
as a customer?
a. DFAS Arlington % - - 0 -
b. DFAS Cleveland % - - 0 -
c. DFAS Columbus % - - 0 -
d. DFAS Denver % -- - 0 -
= DFAS Idisnapols oo . ¢ -
8. DFAS Kansas City 0% - - 0 -
h. Charleston % - - 0 -
i. Dayton % - - 0 -
Jj. Defense Agencies Financial Services (DAFS) % - - 0 -
k. Directorate of Network Operations (DNO) 0% -- - 0 -
1. Europe % - - 0 --
m. Japan 0% - - 0 -
n. Kansas City Field Accounting 0% - - 0 -
o. Lawton % - - 0 -
p. Lexington % -- - 0 -
q. Limestone % - .- 0 --
r. NAF Financial Services Texarkana - -- 0 -
0%
s. Norfolk % - - 0 .-
t. Oakland % - - 0 -
u. Omaha % - - 0 -
v. Orlando % - - 0 -
w. Pacific (Hawaii) 0% - - 0 —
x. Pensacola % - - 0 -
y. Rock Island % - - 0 .
z. Rome 0% - - [} -
aa. San Antonio % - - 0 --
ab. San Bernadino % -- - 0 -
ac. San Diego 0% - - 0 -
ad. Seaside % - - 0 -
ae. St. Louis - - 0 -

0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page3
Results for: DFAS Indianapolis
Total number of responses: 56
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 56
generated or other services provided by DFAS?
a. Installation/Unit/Facility 2% - - - 12 -
b. Major Command or Major Clai 39% — - - 22 -
c. Military Department Agency or Activity 1% - - - 6 -
d. Military Department HQ 1% - - - 6 -
€. DoD Agency 14% - - - 8 -
f. OSD Staff % - -- 4] -
g. Not Applicable % . - - 2 -
3. Which best describes the type of fund for which you receive Accounting 56
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund 14% - -- -- 8 -
- - 8 -
b.Genera Fund - s
c. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military 0% -- -- 0 -
Retirement Tn!qt Fund) ° 4
d. Nonappropriated Fund (NAF) % - - - --
4. For which of the following, if any, are you receiving departmental level 56
reports? (Mark all that apply)
. . B B 5 _
a. Working Capital Fund 9% -
b. Geneal Fund s, I - - -
¢. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military % -- -- 0 -
Retirement Tn!et Fund) ° )
d. Nonappropriated Fund (NAF) % . -- - --
€. Not Applicable _ - - 20 -

36%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 4
Results for: DFAS Indianapolis
Total number of responses: 56
Item Results
Access
V772 RN
Suongly Agree Neither ~ Disagree Strongly M sp N NBJ
Agree 87 ad Disagree
5. Itis easy to do business with DFAS Accounting Services. T NN 396 097 56 0
32% 45% 11% 13%0%
6. Assistance from the DFAS Accounting Services staff is provided at a time e oS 404 082 55 1
that is convenient to me.
27% 56% 9% % 0%

7. It is easy to find someone at DFAS Accounting Services who can answer v RS 359 093 56 0

my questions.

13% 50% 3% 13% 2%
8.1do n9t have ‘f’ cut through a lot of red tape to reach higher level DFAS w2 RN 3.78 116 49 6
Accounting Services staff. 1% 3% 2% 14% 4%
9.1 hav'e adequate' access to my DFAS Accounting Services point of contact i RN 395 1.03 55 0
for advice and assistance. 1% % s 13% 2%
0% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 56
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 16% - - - 9 -
-mai - - 16 -
b. Telephone/e-mail messages are not returned 20% _
c. Difficulty with automated phone service 7% [ ] - - 4 -
d. E-mail forwarded multiple times % . - - 3 -
e. Telephone call transferred multiple imes 14% - -- - 8 -
0
f. Kept on hold % - - 0 -
8. Locating new contact due to DFAS turnover or reorganization 27% _ - - 15 -
h. Access to web-based accounting information/reports 20% ] - -- 11 -
j- Not applicable e - - 19 -
11. During the last year, how often did you experience the difficulties you 50
identified in the previous question?
a. Regularly 12% - - - 6 -
i - - 20 -
b Occasonal v I
- - 15 -
« Seldom e
dNever we N L
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 5
Results for: DFAS Indianapolis
Total number of responses: 56
Item Results
L R SR\
Strongly Agree Neither Disagree Strongly M Sp N NBJ
Agree Disagree
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. G RS 405 0.76 55 0
27% 55% 15% 4%0%
13. The DFAS Accounting Services staff is courteous. Y 427 062 55 0
36% 55% 0%
14. The DFAS Accounting Services staff gives individual attention to my N 398 078 55 0
requests for information or services. ’
25% 51% 20%  4%0%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. Y R 398 073 55 0
20% 64% 11% 5% 0%
16. The DFAS Accounting Services staff has a good understanding of my L s 3.50 1.06 54 1
organization's operation and mission as it applies to accounting reports and ]
services. 15% 44% 20% 17% 4%
17. Explanations of technical issues by the DFAS Accounting Services staff Y, oy 369 094 55 0
are understandable. 1% 1% 0% % 2%
18. The DFAS Accounting Services staff is able to explain their products T R DN 378 0.85 55 0
d/ ices. "
andior services 18% 51% 22% %%
19. When someone at DFAS Accounting Services does not know the TN 383 0.88 52 3
answer, they refer me to an expert who does. ) 3
19% 54% 19% 6% 2%
Timeliness
20. The DFAS Accounting Services staff provides timely service. Yttt RN 375  0.89 55 0
16% 55% 16% 13%0%
Reliability
2L Qvemll, DFAS Accounting Services provides accurate reports and N 370 0.89 53 2
senees 15% 51% 5% 8% 2%
22. The DFAS Accounting Services staff provides services when promised. VL N 38 083 55 (1]
20% 51% 22% TA%
Choice
23. DFAS Accounting Services accounting and financial reports are e R NN 3.39 1.10 51 4
designed to meet customer needs. - "
8% 53% 20% 10% 10%
24. DFAS Accounting Services staff uses suggestions from their customers B R o 356 092 48 7
to improve the quality of products and services. )
13% 46% 29% 10% 2%
361 094 54 1

25. 1 am satisfied with the range of services provided by the DFAS
Accounting Services staff.

D R N\

1% 56% 20% % 4%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: DFAS Indianapolis
Total number of responses: 56
Item Results
V7722 RN M sp N NBI
Strongly R . Strongly
Agree Agree Neither ~ Disagree Disagree

Tangibles

26. I am satisfied with the appearance of financial and accounting reports 0 343 1.10 51 3

prepared by DFAS Accounting Services.

10% 53% 16% 14% 8%

27. I am satisfied with the appearance of.' the paper manuals, brochures, ‘ G R 362 0.84 53 2

reports, and other communication materials provided by DFAS Accounting

Services. 8% 58% 26% 4%4%
Recovery

28. Problems and complaints are resolved quickly by the DFAS Accounting i R S % 357 093 53 2

Services staff.

11% 51% 23% 13% 2%
29. Problems and complaints concerning accounting services provided by vy R 5\ 339 106 51 4
DFAS are resolved with minimal effort on the customer's part.
12% 41% 27% 14% 6%
30. There are well defined processes for linking customer feedback and i R NN 343 1.02 44 11
complaints to DFAS Accounting Services staff members who can act on this
informatin. 1% 43% 27% 14% 5%
31. The DFAS Accounting Services staff is flexible in finding solutions to sy R 362 097 52 2
roblems.
P 7% 40% 33% 6%A%
32. I am satisfied with the way the DFAS Accounting Services staff handles Y R NN 349 107 55 0
roblems or errors.
P ® i 15% 45% 18% 18% 4%
V77 RN M sp N NBI
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, U RN 371 1.01 48 7
status of fund reports) that you receive from DFAS Accounting Services?
21% 44% 25% 6%4%
34. How would you rate the quality of the analysis of financial reports that s R S 3.60 1.11 42 13
you receive from DFAS Accounting Services?
21% 38% 24% 12% 5%
35. How would you rate the quality of ad hoc/special reports that you receive i R S 372 100 36 19
from DFAS Accounting Services?
22% 2% 25% 8%3%
36. How would you rate the quality of data extraction from DFAS systems Y NSNS 359 108 34 21
for MIS applications in your organization? )
21% 38% 24% 15% 3%
37. How would you rate the quality of Audited Financial Statements that you i TR 365 109 26 29
receive from DFAS Accounting Services? 3% " 8%
19% 46% o 4% 8%

38. How would you rate the quality of the systems (e.g., DDRS, DCAS) vy R 3.53 0.91 43 12

DFAS Accounting Services develops?
12% 44% 33% 9% 2%

39. Overall, how would you rate the quality of reports and services provided VN 377 096 52 3

by DFAS Accounting Services?
21% 46% 25% 4% 4%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page7

Resulits for: DFAS Indianapolis
Total number of responses: 56

Item Results

Overall Satisfaction

T TR SN M SD N NBJ

Very . . I Very
Satisfied Satisfied Neither  Dissatisfied Dissatisfied
40. Overall, how satisfied or dissatisfied are you with the services you are vy RN 384 098 55 0
receiving from DFAS Accounting Services? i 1% i~ ) 119 2%
24% o (3 2%

Good M SDh N NBJ
very Good Value  Neither  Poor Value Very Poor
Value Value
41. Overall, how would you rate @e valuevof the products and serYices (ie, Ny 3.51 1.08 49 6
reports, data, and supporting service) provided by DFAS Accounting
Services? 18% 37% 27% 14% 4%
% 25% 50% 75% 100% M SD N NBJ
42. If you had a choice of service providers, would you use DFAS 55
Accounting Services again?
o Yes s I - - -
b No 1% - - 8 -
- - 2 -
¢. Do not know 2% _ 1
43. Would you recommend DFAS Accounting Services to others? . 55
Yes e o
bNo o L
e Bo not kaow e I - - B -
44. Please consider all your experience to date with DFAS Accounting 6.55 232 55 --

Services. Using the 10-point scale, indicate how satisfied you are with

DFAS Accounting Services.

45. Considering all your expectations, does DFAS Accounting Services fall 637 206 54 --
short or exceed your expectations?

222 55 -

46. 1 ine an ideal organization providing ing services. How well 595
would DFAS Accounting Services compare with that ideal organization?
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Customer Satisfaction report prepared for: DFAS Accounting Services

Results for: DFAS Indianapolis
Total pumber of responses: 56

Page 8

Core Dimensions

Very . Very
Favorable Favorable ~ Neither  Unfavorable Unfavorable

Courtesy V772777777 N

30% 53% 15% 2%0%

Access V77727727 RN

2% 48% 12%  12%2%

Timeliness U R NN\

16% 55% 16% 13%0%

Knowledge Vi 27772724 N\

18% 53% 18% 10%1%

Reliability V777 KN

18% 51% 23% % 1%

Tangibles 7 N

% 56% 21% % 6%

Quality Y R )\

20% 43% 25% 8% 4%

Choice V2007 RN

10% 51% 23% 10% 5%

Recovery D R\

13% 4% 26% 13% 4%

3.86

3.75

3.76

3.77

3.50

Averages

SD N
0.72 55
0.98 54
0.89 55
0.89 54
0.86 54
0.97 52
1.02 40
0.99 51

1.01

51

NBJ
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o How to Use this Report

Item Results
» This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

> The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
> This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the ltem Results section, and are calculated as the average of item
scores.
> The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Page |
Results for: Limestone
Total number of responses: 13
Item Results
0% 25% 50% 75% 100% am SD N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 13
Services? (NOTE: response was system generated based on password)
a. Army % - - 0 -
b. Navy 0% - - 0 -
o Air Fore . I - - 0 -
d. Marine Corps % - - 0 -
- - 0 -

e. Other DoD Agency %
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 2
Results for: Limestone
Total number of responses: 13
Item Results
0% 25% 50% 75% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 13
as a customer?
a. DFAS Arlington 0% -- - 0 -
b. DFAS Cleveland % - - 0 -
c. DFAS Columbus % - - 0 -
d. DFAS Denver % - - 0 -
e. DFAS Indianapolis 0% - - 0 -
g. DFAS Kansas City % - - 0 -
h. Charleston % - - 0 -
i. Dayton o - - 0 -
Jj. Defe Agencies Fi ial Services (DAFS) 0% - - 0 --
k. Directorate of Network Operations (DNO) % ) -- - 0 -
1. Europe % - - 0 -
m. Japan % - - 0 -
n. Kansas City Field Accounting % - - 0 -
o. Lawton 0% - - 0 -
p. Lexington % -- - 0 -
® Limesione o I - - D -
r. NAF Financial Services Texarkana % - - 0 -
s. Norfolk % - - 0 -
t. Qakland % - - 0 -
u. Omaha % -- -- 0 -
v. Orlando o -- - 0 -
w. Pacific (Hawaii) 0% - - 0 -
x. Pensacola % - - 0 -
y. Rock Island 0% - - 0 .
z. Rome % - - 0 -
aa. San Antonio % - . 0 -
ab. San Bernadino % - - 0 -
ac. San Diego % - - 0 -
ad. Seaside % - - 0 -
ae. St. Louis - - 0 -

0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page3
Results for: Limestone
Total number of responses: 13
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 13
generated or other services provided by DFAS?
o IslladonUnFasily o I - 2 -
b. Major Cc d or Major Clai % - - - 1 -
c. Military Department Agency or Activity 0% - - 0 -
d. Military Department HQ % - - o -
e. DoD Agency 0% - - 0 -
£ OSD Staff " - - 0 -
g. Not Applicable 0% - - 0 -
3. Which best describes the type of fund for which you receive Accounting 13
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund 15% - - - 2 -
b General Fund o~ HNEEE— - - 2 -
c. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military 0% - - 0 -
Retirement Truct Fund) ?
d. Nonappropriated Fund (NAF) % -- -- 0 -
4. For which of the following, if any, are you receiving departmental level 13
reports? (Mark all that apply)
a. Working Capital Fund % [ - - 1 -
b, Gesers Fund v - -0 -
c. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military % -- -- 0 -
Retirement Truct Find) °
d. Nonappropriated Fund (NAF) % - - - 1 -
- - 3 -

e. Not Applicable

»w NN
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Customer Satisfaction report prepared for: DFAS Accounting Services Paged
Results for: Limestone
Total number of responses: 13
Item Results
Access
V77220 XN M b N NE
Strongly . . Strongly
Agree Agree Neither Disagree Disagree
5. It is easy to do business with DFAS Accounting Services. A NN 385 1.14 13 0
31% 46% 0% 23% 0%
6. Assistance from the DFAS Accounting Services staff is provided at a time TSN 3.85 1.07 13 0
that is convenient to me.
31% 38% 15% 15% 0%
7. It is easy to find someone at DFAS Accounting Services who can answer R NN 369 125 13 0
my questions. N
va 31% 38% % 31% 0%
8. I do not have to cut through a lot of red tape to reach higher level DFAS wiy RN 408 095 13 0
Accounting Services staff.
38% 38% 15% 8% 0%
9. I have adequate access to my DFAS Accounting Services point of contact Y NN 392 1.04 13 0
for advice and assistance. ;
31% 46% 8% 15% 0%
% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 13
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 6% _ -- - 6 -
0
b. Telephone/e-mail messages are not returned 2% _ - - 3 -
c. Difficulty with automated phone service % -- -- 0 -
d. E-mail forwarded multiple times % [ | - -- 1 -
e. Telephone call transferred multiple times % - - -- 1 -
f. Kept on hold % - - - 1 -
g. Locating new contact due to DFAS turnover or reorganization 3% _ -- - 4 -
h. Access to web-based accounting information/reports 0% - -- 0 -
J. Not applicable 31% _ - - 4 -
11. During the last year, how often did you experience the difficulties you 13
identified in the previous question?
a. Regularly % - - - 1 -
b. Occasionally 1 R -- - 2 -
¢ Seldom . - s -
& Never e I R
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Customer Satisfaction report prepared for: DFAS Accounting Services Page§
Results for: Limestone
Total number of responses: 13
Item Results
W R D\ M sp N NBJ
s:;::: Y Agree Neither Disagree ;:rs:r:le);
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. vy 446  0.66 13 0
54% 38% 8%
13. The DFAS Accounting Services staff is courteous. 2227 454 078 13 0
69% 15% 15% 0%
14. The DFAS Accounting Services staff gives individual attention to my w0 RN 438 096 13 0
requests for information or services. ’
62% 23% 8% 8% 0%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. ' DN 423 083 13 0
38% 54% % 8%0%
16. The DFAS Accounting Services staff has a good understanding of my iy R 392 0.64 13 0
organization's operation and mission as it applies to accounting reports and
services. 15% 62% 23% 0%
17. Explanations of technical issues by the DFAS Accounting Services staff | 423 0.60 13 0
d dable.
are understandable 1% 62% 8*’{9%)%
18. The DFAS Accounting Services staff is able to explain their products Wiy 423 073 13 0
and/or services. % % 1% 0%
19. When someone at DFAS Accounting Services does not know the iy RN 4.23 1.01 13 0
answer, they refer me to an expert who does. ] y
54% 23% 15% 8% 0%
Timeliness
20. The DFAS Accounting Services staff provides timely service. Dy R 408 0.64 13 0
23% 62% 15% 0%
Reliability
21. Qverall, DFAS Accounting Services provides accurate reports and L ) 423 0.44 13 0
senees. 3% 7% 0%
22. The DFAS Accounting Services staff provides services when promised. vy RN 400 091 13 0
31% L ae% 15% 8% 0%
Choice
23. DFAS Accounting Services accounting and financial reports are Y, hS 385 099 13 0
designed to meet customer needs. —
23% 54% 8% 15% 0%
24. DFAS Accounting Services staff uses suggestions from their customers sy R 408 0.79 12 1
to improve the quality of products and services.
33% 42% 25% 0%
400 0.58 13 0

25. 1 am satisfied with the range of services provided by the DFAS
Accounting Services staff.

7777 ]

15% 69% 15% 0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: Limestone
Total number of responses: 13
Item Results
V72777 EXNNN
Strongly A Neith Di Strongly M SD N NBJ
Agree gree either isagree Disagree
Tangibles
26. 1 am satisfied with the appearance of financial and accounting reports T 408 0.51 12 1
prepared by DFAS Accounting Services.
17% 75% 8%0%%
27. 1 am satisfied with the appearance of the paper manuals, brochures, Wy R N 369 075 13 0
reports, and other communication materials provided by DFAS Accounting
Services. 8% 62% 23% 8% 0%
Recovery
28. ?roblems and complaints are resolved quickly by the DFAS Accounting N N 3.77 1.09 13 0
Services staff 23% 54% % 23% 0%
29. Problems and complaints concerning accounting services provided by w2 RN 367 LIS 12 0
DFAS are resolved with minimal effort on the customer's part. ’ ]
25% 2% 8% 25% 0%
30. There are well defined processes for linking customer feedback and NN 364 121 1 2
complaints to DFAS Accounting Services staff members who can act on this
informatin. 2% 36% 9% 2% 0%
31. The DFAS Accounting Services staff is flexible in finding solutions to Y Sy 354 113 13 0
problems 2% 3% 23% B% %
32.1 am satisfied with the way the DFAS Accounting Services staff handles Yy 392 076 13 0
problems or errors, % 6% o %
ViZzzzz4 NN M s N NB
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the quah'ty‘of Tecurring reports (e.g.A, trial ba.lances, i 411 033 9 4
status of fund reports) that you receive from DFAS Accounting Services? 1% a0% 0%
34. How wo:ld you ratse the quality of the analysis of financial reports that Yty 400 053 8 5
you receive from DFAS Accounting Services?
13% 75% 13%0%
35. How would you rate the quality of ad hoc/special reports that you receive Wy 389 0.60 9 4
from DFAS Accounting Services? 1% 7% % %
36. How would you rate the quality of data extraction from DFAS systems vy 411 060 9 4
for MIS applications in your organization?
22% 67% 11%0%
37. How would you rate the quality of Audited Financial Statements that you w 400 063 6 6
receive from DFAS Accounting Services?
17% 67% 17% 0%
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) e 375 071 8 5
DFAS Accounting Services develops?
3% 50% 38% 0%
39. Overall, how would you rate the quality of reports and services provided By R 400 0.60 12 1

by DFAS Accounting Services?
17% 67% 17% 0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 7
Results for: Limestone
Total number of responses: 13
Item Results
Overall Satisfaction
Very . . issatisied VY M SD N NBJ
Satisfied Satisfied Neither  Dissatisfie Dissatisfied
40. Overall, how satisfied or dissatisfied are you with the services you are | 438 077 13 0
receiving from DFAS Accounting Services?
54% 31% 15% 0%
V727220 RN M sp N NB
Very Good Good Value  Neither  Poor Value Very Poor
Value Value
41. Overall, how would you rate t.he value .of the products and ser\(ices Gi.e., W R NN 400 095 12 1
reports, data, and supporting service) provided by DFAS Accounting ., .
Services? 33% 42% 17% 8%0%
% 25% 50% 75% 0% M sp N  NBJ
42. If you had a choice of service providers, would you use DFAS 13
Accounting Services again?
Yo . - - -
b. No 8% - - - 1 -
¢. Do not know 23% _ - - 3 -
43. Would you recommend DFAS Accounting Services to others? 13
o Yes o I - - -
b. No w R - - ! -
¢. Do not know 23% - - - 3 -
44. Please consider all your experience to date with DFAS Accounting 7.38 1.50 13 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 6.92 227 12 -
short or exceed your expectations?
6.09 2.39 11 -

46. I ine an ideal organization providing ing services. How well
would DFAS Accounting Services compare with that ideal organization?
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Results for: Limestone
Total number of responses: 13

Core Dimensions

R N N Averages
F Ve povorsble  Neither  Unfavorable - VY M SD N NBJ
avorable Unfavorable

Reliability N 4.12 0.68 13 0

27% 62% 8‘%‘:‘% %

Courtesy v RN 446  0.80 13 0

62% 26% 10%_ 0%
3%

Timeliness e R 408 064 13 0

3% 62% 15% 0%

Knowledge PR 4.17  0.76 13 0

35% 49% 12%30,, 0%

Quality . | 398 057 9 4

15% 69% 17% 0%

Tangibles . N 389 063 13 !

12% 68% 16%  4%0%

Choice it RN 398 079 13 0

24% 55% 16%  5%0%

Access it NN 388 1.09 13 0

2% 2% 8% 18% 0%

Recovery RN i o120

24% 42% 14% 20% 0%
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O How to Use this Report

Item Results
> This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

> The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
> This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the ltem Resulis section, and are calculated as the average of item
scores.
> The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 1
Results for: Orlando
Total number of responses: 34
Item Results
0% 25% 50% 75% 100% M SD N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 34
Services? (NOTE: response was system generated based on password)
o Ammy o - e -
b. Navy % - - 0 .-
o Air Force we I S LR
d. Marine Corps 0% -- - 0 -
¢. Other DoD Agency 0% - - - 3 -
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Customer Satisfaction report prepared for: DFAS Accounting Services Page2

Results for: Orlando
Total number of responses: 34

Item Resuits
0% 25% 50% 75% 100% M SD N NBJ

1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the

primary site that provides accounting reports, data, or related services to you 34

as a customer?
a. DFAS Arlington 0% - - 0 -
b. DFAS Cleveland - .- - 0 -
¢. DFAS Columbus % - . 0 -
d. DFAS Denver % - - 0 -
¢. DFAS Indianapolis % - - 0 -
g. DFAS Kansas City % - - 0 -
h. Charleston % - - 0 -
i. Dayton % - - 0 -
j. Defense Agencies Financial Services (DAFS) 0% - -- 0 -
k. Directorate of Network Operations (DNO) 0% - -- 0 -
1. Europe % - - 0 -
m. Japan % - - 0 -
n. Kansas City Field Accounting 0% - - 0 -
o. Lawton % - - 0 -
p. Lexington % - - 0 -
q. Limestone % - - 0 -
r. NAF Financial Services Texarkana % - - 0 -
s. Norfolk % - - 0 -
t. Oakland % - - 0 -
u. Omaha % - - 0 -
v-Orlando oo I - - ¢ -
w. Pacific (Hawaii) % - - [} -
x. Pensacola % - - 0 -
y. Rock Island % - - 0 -
z. Rome % - - 0 -
aa. San Antonio % - - 0 -
ab. San Bernadino % - - 0 -
ac. San Diego % - - 0 -
ad. Seaside % - - 0 -
ae. St. Louis - - 0 -

0%
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Results for: Orlando
Total number of responses: 34
Item Results
% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 34
generated or other services provided by DFAS?
e Intalaion/UnivFasiy o - - B -
b. Major Cc 1 or Major C 2% _ - - 7 -
c. Military Department Agency or Activity 12% - - - 4 -
d. Military Department HQ % - - 0 -
e. DoD Agency % - - 0 -
f. OSD Staff % - - 0 -
8. Not Applicable % - - 0 -
3. Which best describes the type of fund for which you receive Accounting 3
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund 15% - - - 5 -
b Genea Fund v I - - -
¢. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military 0% - -- 0 -
Retirement Trnet Fund) ® ;
d. Nonappropriated Fund (NAF) % - . - -
4. For which of the following, if any, are you receiving departmental level 34
reports? (Mark all that apply)
a. Working Capital Fund 2% - - - 4 -
b General Fund o I - - s -
¢. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military % - - 0 -
Retirement Truct Find) °
d. Nonappropriated Fund (NAF) % ] - - 1 -
e. Not Applicable _ - - 12 -

35%
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Customer Satisfaction report prepared for: DFAS Accounting Services Paged
Results for: Orlando
Total number of responses: 34
Item Results
Access
% R\ S\ M sb N NE
SK(;:eg‘l,y Agree Neither Disagree IS;::;?:;
5. It is easy to do business with DFAS Accounting Services. T 394 098 32 2
31% 44% 13% 13%0%
tGl;aAssistance ?i'o:nt the DFAS Accounting Services staff is provided at a time Y I 400 082 31 3
t 1S nvenient to me.
eonv ¢ 26% 55% 13% 6%%
7. Itis ea;y to find someone at DFAS Accounting Services who can answer Y, ey 3.72 1.02 32 2
my questions.
v © 25% 38% 22% 16% 0%
8. I do not have t9 cut through a lot of red tape to reach higher level DFAS it/ RN 4.13 1.06 31 3
Accounting Services staff.
48% 29% 10% 13%0%
9. I have adequate access to my DFAS Accounting Services point of contact vt NN 4.19 1.00 2 2
for advice and assistance.
47% 38% 3% 13%0%
% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 34
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 21% _ - - 7 -
0
b. Telephone/e-mail messages are not returned 2 T - - 10 -
<. Difficulty with automated phone service 15% - - -- 5 -
d. E-mail forwarded multiple times 15% - - - 6 -
e. Telephone call transferred multiple times V2% - - -- 4 -
f. Kept on hold 12% - - - 4 -
g. Locating new contact due to DFAS turnover or reorganization 21% _ - - 7 -
h. Access to web-based accounting information/reports % l - - 1 -
) Not applicable o I - - -
11. During the last year, how often did you experience the difficulties you 12
identified in the previous question?
= Regaly o N SR
b. Occasionally 2% _ ; - - 7 -
c. Seldom 9% - - - 6 -
o
d Never . - - -
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25. I am satisfied with the range of services provided by the DFAS
Accounting Services staff.

26% 48% 19%  6%%

Customer Satisfaction report prepared for: DFAS Accounting Services Page 5
Results for: Orlando
Total number of responses: 34
Item Results
727  TNNXXN
Strongly . . Strongly M SD N NBJ
Agree Agree Neither Disagree Disagree
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. Y N 409 089 32 2
38% 41% 16%  6%%
13. The DFAS Accounting Services staff is courteous. . N 422 075 32 2
38% 50% 9% 30%,
14. The DFAS Accounting Services staff gives individual attention to my i RN 403 093 32 2
requests for information or services. N N
34% 44% 13%  9%0%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. v RN 400 086 31 2
29% 48% 16% 6%%
16. Tl?e DFAS Acco@ﬁng Ser‘vic.es sta(ff has a good understfmding of my vt R NN 352 115 31 2
organization's operation and mission as it applies to accounting reports and
services. 19% 39% 23% 13% 6%
17. Explanations of technical issues by the DFAS Accounting Services staff v R S 390 096 30 3
derstandable. ‘ y
fre unders e 27% 47% 20% 3%%
18. The DFAS Accounting Services staff is able to explain their products -§ 403 095 31 2
d/ ices. “ R
ancior services 32% 48% 13% 3%%
19. When someone at DFAS Accounting Services does not know the Uiy 410 0.77 29 4
answer, they refer me to an expert who does. :
34% 41% 2% %
Timeliness
20. The DFAS Accounting Services staff provides timely service. et R NN 381 091 31 2
23% 45% 23% 10%%
Reliability
21. Overall, DFAS Accounting Services provides accurate reports and ] 410 076 30 3
serces 33% 3% 2% 0%
22. The DFAS Accounting Services staff provides services when promised. w7 384 082 31 2
23% 42% 32% 38%
Choice
23. DFAS Accounting Services accounting and financial reports are i R NN\ 377 097 30 3
designed to meet customer needs. ] y
23% 43% 20% 13% 0%
241 DFAS Accounti-ng Services staff uses sgggesﬁons from their customers vy R 368 098 28 S
to improve the quality of products and services.
25% 29% 36% 11%0%
3.94 0.85 31 2



DCN: 12262

Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: Orlando
Total number of responses: 34
Item Results
Vidzzz2z4 NN M sp N NI
S . . S
::lgiy Agree Neither Disagree Dti:;:?e};
Tangibles
26. [ am satisfied with the appearance of financial and accounting reports iy 400 072 28 3
prepared by DFAS Accounting Services.
25% 50% 25% 0%
27. I am satisfied with the appearance of the paper manuals, brochures, Uy 400 074 30 2
reports, and other communication materials provided by DFAS Accounting )
Services. 27% 47% 27% 0%
Recovery
28. Problems and complaints are resolved quickly by the DF AS Accounting i, Y 387 081 31 2
Servi ff. "
ervices st 19% 55% 19% 6%%
29. Problems and complaints concerning accounting services provided by W RN 374 109 31 2
DFAS are resolved with minimal effort on the customer's part. ]
23% 52% &% 16% 3%
30. There are well defined processes for linking customer feedback and i R NN 385 099 27 5
complaints to DFAS Accounting Services staff members who can act on this
informatin. 30% 37% 22% 11%0%
31. The DFAS Accounting Services staff is flexible in finding solutions to s R 384 086 31 2
blems. ‘ )
problems 23% 45% 26% 6%%
32. I am satisfied with the way the DFAS Accounting Services staff handles . N 377 1.02 31 2
bl X
problems or efrors 26% 39% 26% 6%3%
94/ R N\ NN M sp N NBJ
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, 4 | 433 064 24 9
status of fund reports) that you receive from DFAS Accounting Services?
42% 50% 8%%
34. How would you rate the quality of the analysis of financial reports that vy iR 421 072 24 9
you receive from DFAS Accounting Services?
38% 46% 17% 0%
35. How would you rate the quality of ad hoc/special reports that you receive ] 435  0.67 20 13
from DFAS Accounting Services?
45% 45% 10%%
36. How would you rate the quality of data extraction from DFAS systems G R 400 063 21 12
for MiS applications in your organization?
19% 62% 1% 0%
37. How would you rate the quality of Audited Financial Statements that you ey 400 073 16 17
receive from DFAS Accounting Services?
25% 50% 25% 0%
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) vy IR 382 091 22 i1
DFAS Accounting Services develops? N J
27% 32% 36% S9%
4.14 0.71 28 5

39. Overall, how would you rate the quality of reports and services provided
by DFAS Accounting Services?

V2777777777
32% 50% 18% 0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page7
Results for: Orlando
Total number of responses: 34
Item Results
Overall Satisfaction
Very . . . Very M SD N NBJ
Satisfied Satisfied Neither  Dissatisfied Dissatisfied
40. C.)v.emll, how satisfied or dt'ssansﬁe('l are you with the services you are v R 416 0.73 31 2
receiving from DFAS Accounting Services?
35% 45% 1% 0%
%47/ R N\ M sp N NBJ
Very Good i vatue  Neither  Poor Value ¥ PO
Value Value
41. Overall, how would you rate t.he va]ue‘of the products and ser\'nces (ie., e R N 369 088 26 7
teports, data, and supporting service) provided by DFAS Accounting
Services? 15% 50% 23% 12%0%
0% 25% 50% 75% 0% M sp N NI
42. If you had a choice of service providers, would you use DFAS 33
Accounting Services again?
o Yes o I - -
b No e - 6 -
¢ Do not know w TR - - -
43. Would you recommend DFAS Accounting Services to others? 33
 Yes o I SRR
b.No It - - 7 -
¢ Do not know . - - -
44. Please consider all your experience to date with DFAS Accounting 738 190 32 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 648 239 31 -
short or exceed your expectations?
6.22 2.43 32 -

46. Imagine an ideal organization providing accounting services. How well
would DFAS Accounting Services compare with that ideal organization?
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Customer Satisfaction report prepared for: DFAS Accounting Services

Results for: Orlando
Total number of responses: 34

Page 8

Core Dimensions

72720 KXY

Fa\‘/:)err:ble Favorable Neither  Unfavorable Un fa‘?g able
Courtesy I NS
36% 45% 13% 6% 0%
Quality 7
33% 48% 19% 1%0%
Access U RN
35% 41% 12%  12% 0%
Tangibles 7
26% 48% 26% 0%
Knowledge 7 N
28% 45% 19% 5% 3%
Reliability N R,
28% 43% 28% 2% 0%
Recovery A R N\
24% 45% 20% 9% 1%
Timeliness 7 SN
23% 45% 23% 10%9%
Choice i R N\

25% 40% 25% 10%%

3.99

4.00

391

397

382

3.79

~ Averages
SD N
0.86 32
0.71 22
0.98 32
0.73 29
0.94 30
0.79 31
0.95 30
0.91 31
0.94 30

NBJ

11
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o How to Use this Report

Item Results :

» This section shows detailed resulits for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

» The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
» This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the ltem Results section, and are calculated as the average of item
Scores.
» The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 1
Results for: Rock Island
Total number of responses: 22
Item Results
0% 25% 30% 15% 100% M SD N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 2
Services? (NOTE: response was system generated based on password)
o Amy oo IR - - 2 -
b. Navy % - - 0 -
c. Air Force % - - 0 -
d. Marine Corps % - - 0 -
- - 0 -

e. Other DoD Agency 0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page2
Results for: Rock Island
Total number of responses: 22
Item Results
(3 25% 50% 75% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 22
as a customer?
a. DFAS Arlington - - - 0 -
b. DFAS Cleveland % - - 0 -
¢. DFAS Columbus % - - 0 -
d. DFAS Denver % - - 0 -
. DFAS Indianapolis 0% .- - 0 -
g. DFAS Kansas City % - - 0 -
h. Charleston % - - 0 -
i. Dayton % - - 0 -
3. Def A ies Fi ial Services (DAFS) % - - 0 -
k. Directorate of Network Operations (DNO) % .- - 0 -
1. Europe % - - 0 -
m. Japan 0% - - 0 -
n. Kansas City Field Accounting % - - 0 --
o. Lawton % - - 0 -
p. Lexington 0% - - 0 -
q. Limestone 0% - - 0 -
r. NAF Financial Services Texarkana % - - 0 -
s. Norfolk 0% » - - 0 -
t. Oakland % - - 0 -
u. Omaha % - - 0 -
v. Orlando % - - 0 -
w. Pacific (Hawaii) % - - 0 -
x. Pensacola % - - 0 -
¥ Rock land oo NN, - - 2 -
z. Rome % - - 0 -
aa. San Antonio % - - 0 -
ab. San Bernadino % - - 0 -
ac. San Diego % - - 0 -
ad. Seaside % - - 0 -
ae. St. Louis - - 0 -

0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 3
Results for: Rock Island
Total number of responses: 22
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 2
generated or other services provided by DFAS?
a. Installation/Unit/Facility 6% — - - 19 -
. B L
b. Major Cc 1 or Major Cl % . - - 1 -
¢. Military Department Agency or Activity % . -- - 1 -
d. Military Department HQ - - 0 -
%
e. DoD Agency 0% - -- 0 -
f. OSD Staff % - - 0 -
g. Not Applicable % . -- -- 1 -
3. Which best describes the type of fund for which you receive Accounting 2
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund 2% _ - - 6 -
b Generl Fund i I - s -
¢. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military % - - 0 -
Retirement Trnat Fynd) °
d. Nonappropriated Fund (NAF) 4% - - -- 3 -
4. For which of the following, if any, are you receiving departmental level 2
reports? (Mark all that apply)
a. Working Capital Fund 18% - - - 4 -
b Generl Fund i I s s m -
c. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military " . - - 1 -
. 5%
Ratirement Tn,ef Fund)
d. Nonappropriated Fund (NAF) % . - - 2 -
e Nt Applicble o I SRR
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 4
Results for: Rock Island
Total number of responses: 22
Item Results
Access
27/ R DR\ M s N NBS
Str ’ . Strongl:
A‘;“iy Agree Neither Disagree Dis:rgl;s'e);
5. It is easy to do business with DFAS Accounting Services. L R 433 073 21 0
48% 38% 14% 0%
6. Assistance from the DFAS Accounting Services staff is provided at a time L | 429 096 21 0
that is convenient to me.
48% 43% 5980
7. 1t is easy to find someone at DFAS Accounting Services who can answer 2 RS 405 112 21 0
my questions. °
4 43% 33% 14%  5%5%
8. I do not have to cut through a lot of red tape to reach higher level DFAS G R 395 1.03 19 2
Accounting Services staff.
32% 42% 21%  0%%
9. I have adequate access to my DFAS Accounting Sesvices point of contact D RN 429  0.85 21 0
for advice and assistance, ]
48% 38% 10% S¥®%6
0% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 2
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 21 _ - - 5 -
b. Telephone/e-mail messages are not returned 14% - - - 3 --
c. Difficulty with automated phone service 0% - - - 2 -~
d. E-mail forwarded muitiple times - - 0 -
%
e. Telephone call transferred multiple times % . - -- 1 -
f. Kept on hold 0% - - - 2 -
g. Locating new contact due to DFAS tumover or reorganization 14% - - - 3 -
h. Access to web-based accounting information/reparts 0% - - - 2 -
i Notsoplisabi o S
11. During the last year, how often did you experience the difficulties you 20
identified in the previous question?
a Regularly T | - - 3 -
b Occasionally o I -
c. Seldom 5% - - - 3 -
o Nevr o: - - -
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Customer Satisfaction report prepared for: DFAS Accounting Services Page$
Results for: Rock Island
Total number of responses: 22
Item Results
Strongly . ; Strongly M SD N NBJ
Agree Agree Neither Disagree Disagree
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. vy 450 0.67 22 0
59% 32% 9%d0%
13. The DFAS Accounting Services staff is courteous. | 464 058 22 0
68% 27% 5o
14. The DFAS Acco@ﬁng Sen"ices staff gives individual attention to my V| 450 074 22 0
requests for information or services.
64% 23% 14% 0%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. . N 423 0.87 22 0
45% 36% 14% 5%%
16. The DFAS Accounting Services staff has a good understanding of my Wit RN 409 081 22 0
organization's operation and mission as it applies to accounting reports and
services. 32% 50% 14% 5%
17. Explanations of technical issues by the DFAS Accounting Services staff | 418 0.59 22 0
d dable.
are understandable. % 4% %
18. The DFAS Accounting Services staff is able to explain their products | 423 061 22 0
and/or services. 129 5% .
19. When someone at DFAS Accounting Services does not know the Y R 424 077 21 1
answer, they refer me to an expert who does. )
38% 52% 5%S %o
Timeliness
20. The DFAS Accounting Services staff provides timely service. ] 409 1.02 22 0
41% 36% 18% 0%
Reliability
21. Overall, DFAS Accounting Services provides accurate reports and | 436  0.58 22 0
Services. 4% 5% su
22. The DFAS Accounting Services staff provides services when promised. By R 4.09 1.02 22 0
41% 36% 18% 0%
Choice
23. DFAS Accounting Services accounting and financial reports are L RN 395 0.76 20 0
designed to meet customer needs.
20% 60% 15% 5%
24. DFAS Accounting Services staff uses suggestions from their customers iy R 400 077 18 2
to improve the quality of products and services.
28% 44% 28% 0%
410 0.97 20 0

25. 1 am satisfied with the range of services provided by the DFAS
Accounting Services staff.

/e
35% 50% 10%%2%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: Rock Island
Total number of responses: 22
Item Results
iz NN M sp N NBY
St:;i Y Agree Neither Disagree ;:rs:l;i};
Tangibles
26. 1 am satisfied with the appearance of financial and accounting reports U, N 421 085 19 0
prepared by DFAS Accounting Services. ’
2% 42% 11% 5%%
27. I am satisfied with the appearance of the paper manuals, brochures, D 426 056 19 0
reports, and other communication materials provided by DFAS Accounting
Services. 32% 63% %%
Recovery
28. Problems and complaints are resolved quickly by the DFAS Accounting iy 385 1.04 20 1
Servi ff.
ervices sta 30% 35% 30% o773
29. Problems and complaints concerning accounting services provided by vty 380 095 20 1
DFAS are resolved with minimal effort on the customer's part.
20% 50% 25% 0%o
30. There are well defined processes for linking customer feedback and Wiy 374 099 19 2
complaints to DFAS Accounting Services staff members who can act on this ]
informatin. 21% 2% 2% 0%
31. The DFAS Accounting Services staff is flexible in finding solutions to sy R 400 079 20 1
blems. : )
provlems 25% 55% 15% 5%%
32. I am satisfied with the way the DFAS Accounting Services staff handles | 410 097 20 1
problems or errors. 15% 0% -
V2774 I M o N NBI
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, DN 438 081 16 5
status of fund reports) that you receive from DFAS Accounting Services? -
50% 44% 0%%%
34. How would you rate the quality of the analysis of financial reports that vy 427 070 15 6
you receive from DFAS Accounting Services?
40% 47% 13% 0%
35. How would you rate the quality of ad hoc/special reports that you receive iy R 409 0.54 11 10
from DFAS A ing Services? .
om ccounting Services 1% 7% 0%
36. How would you rate the quality of data extraction from DFAS systems Y ] 429 073 14 7
for MIS applications in your organization? )
43% 43% 14% 0%
37. How would you rate the quality of Audited Financial Statements that you i 447 052 15 6
receive from DFAS Accounting Services? °
47% 53% 0%
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) Yy R 400 0.78 14 6
DFAS Accounting Services develops?
29% 43% 29% 0%
447 051 17 3

39. Overall, how would you rate the quality of reports and services provided
by DFAS Accounting Services?

VA

4% 53% 0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 7
Results for: Rock Island
Total number of responses: 22
Item Results
Overall Satisfaction
Very . . issatisfied Very M SD N NBJ
Satisfied Satisfied Neither  Dissatisfie Dissatisfied
40. Qv_emll, how satisfied or dl;satlsﬁec.i are you with the services you are 7 N 429 0.78 21 0
receiving from DFAS Accounting Services?
43% 48% 5%5%%
V772 NI M s N NBI
very Good Value  Neither  Poor Value Very Poor
Value Value
41. Overall, how would you rate Qle value.of the products and services (i.e., | 400 069 18 3
reports, data, and supporting service) provided by DFAS Accounting
Services? 2% 56% 2% 0%
0% 25% 50% 75% 100% sD N  NBJ
42. If you had a choice of service providers, would you use DFAS 2
Accounting Services again?
s Yor v I - -
b. No 0% - - 0 -
¢. Do not know 10% - - - 2 -
43. Would you recommend DFAS Accounting Services to others? 21
o Yos o -
b. No 0% - - 0 -
¢. Do not know 19% - - - 4 -
44. Please consider all your experience to date with DFAS Accounting 7.62 1.88 21 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations; does DFAS Accounting Services fall 719 202 21 -
short or exceed your expectations?
46. Imagine an ideal organization providing accounting services. How well 7.14 1.98 21 -

would DFAS Accounting Services compare with that ideal organization?
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Customer Satisfaction report prepared for: DFAS Accounting Services Page$

Results for: Rock Island
Total number of responses: 22

Core Dimensions

777 RN Averages

Very R Very
Favorable Favorable  Neither Unfavorable Unfavorable M SD N NBJ

Courtesy W 455 066 22 0

64% 2% 9% 0%%

Quality 7§ 4% 066 15 6

3% 51% 9% 1%%

Tangibles e N 424 071 19 0

3% 53% 8%3%0%

Knowledge T 419 073 22 0

35% 52% 10% 3%0%

Reliability ] 423 0.80 22 0

41% 45% 11% 0%2%

Access iy R 418 093 21 0

43% 39% 13% 2%3%

Choice A R 402 083 19 !

28% 51% 18% 2%2%

Timeliness V| 4.09 1.02 22 0

41% 36% 18% 0%5%

Recovery YN R, 390 055 20 !

26% 46% 2% 1% 4%
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o How to Use this Report

Item Results
» This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

» The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
> This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the Item Results section, and are calculated as the average of item
scores.
> The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Page1
Results for: St. Louis
Total number of responses: 14
Item Results
0% 25% 50% 75% 100% M SD N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 14
Services? (NOTE: response was system generated based on password)
- - 4 -
a Army 100 !
b. Navy 0% - - 0 -
c. Air Force % - - 0 -
d. Marine Corps % - - 0 -
- - 0 -

e. Other DoD Agency %
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Customer Satisfaction report prepared for: DFAS Accounting Services Page2
Results for: St. Louis
Total number of responses: 14
Item Results
% 25% 50% 75% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 14
as a customer?
a. DFAS Arlington % - -- 0 -
b. DFAS Cleveland % - - 0 -
¢. DFAS Columbus 0% -- - 0 -
d. DFAS Denver % . - 0 -
e. DFAS Indianapolis % - - 0 -
g. DFAS Kansas City % - - 0 -
h. Charleston % -- .- 0 -
i. Dayton 0% - - 0 -
j- Defense Agencies Fi ial Services (DAFS) % - - 0 -
k. Directorate of Network Operations (DNO) 0% - - 0 -
1. Europe % - .- 0 -
m. Japan % - - 0 -
n. Kansas City Field Accounting % - - 0 --
o. Lawton 0% - - 0 -
p. Lexington 0% -- - 0 -
q. Limestone % . - 0 -
r. NAF Financial Services Texarkana 0% - - 0 -
s. Norfolk 0% - - 0 -
t. Oakland % - - 0 .
u. Omaha 0% - - 0 -
v. Orlando % - - 0 -
w. Pacific (Hawaii) % - - 0 -
x. Pensacola 0% - - 0 -
y. Rock Island 0% - - 0 -
z. Rome % - - 0 -
aa. San Antonio % - - 0 -
ab. San Bernadino % - - 0 -
ac. San Diego % -- - 0 -
ad. Seaside % - - 0 -
e St Lot v I M-
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 3

Results for: St. Louis
Total number of responses: 14

Item Results

0% 25% 50% 75% 10% M Sp N  NBJ

L . L s )

2. Which best describes your level of responsibility for Accounting Reports 13
generated or other services provided by DFAS?

a. Installation/Unit/Facility

- - 5 -
i

b. Major Cc d or Major Clai 31% - - - 4 -

<. Military Department Agency or Activity 15% - - - 2 -

d. Military Department HQ % - - . 1 -

e. DoD Agency 8% - - - 1 -

f. OSD Staff % -- - 0 -

g. Not Applicable 0% - - 0 -
3. Which best describes the type of fund for which you receive Accounting 14

Reports generataed by DFAS? (Mark all that apply)

a. Working Capital Fund

- - 5 -
e NG

- - 12 -
s N

b. General Fund

¢. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military o% -- - 0 -
Retirament Troct Fund) °
d. Nonappropriated Fund (NAF) 0% - - 0 -
o
4. For which of the following, if any, are you receiving departmental level 14
reports? (Mark all that apply)
. . . . 1 .
a. Working Capital Fund % -
- - 5 -
b-General Fund e I
c. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military % -- - 0 -
Retiremant Truct Fund) ¢
d. Nonappropriated Fund (NAF) % - - 0 -

¢. Not Applicable

] I
57%
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Customer Satisfaction report prepared for: DFAS Accounting Services Paged
Results for: St. Louis
Total number of responses: 14
Item Results
Access
7 R RN\ M s N N
. , Strong]
S:&;n:iy Agree Neither Disagree Disagfe};
5. It is easy to do business with DFAS Accounting Services. N 3.36 1.34 14 0
21% 29% 29% 7% 14%
6. Assistance ﬁ-om the DFAS Accounting Services staff is provided at a time 0 350 129 14 0
that is convenient to me.
29% 21% 29% 14% 7%
7.1tis ea§y to find someone at DFAS Accounting Services who can answer Y, 3.50 1.29 14 0
my questions. .
va ons 21% 43% % 21% 7%
8.1do nf)t have tf’ cut through a lot of red tape to reach higher level DFAS iGN 343 1.40 14 0
Accounting Services staff.
21% 3% % 14% 14%
9.1 hav.e adequate'access to my DFAS Accounting Services point of contact Y NN 371 1.20 14 0
for advice and assistance.
29% 36% 21% 7% %
0% 25% 50% 75% 100% M SD N  NBJ
10. What difficulties, if any, have you experienced in trying to find someone 14
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 16% — - - 5 -
b. Telephone/e-mail messages are not returned a% _ -- - 6 -
c. Difficulty with automated phone service 36% _ -- -- 5 -
. . . - - 1 -
d. E-mail forwarded multiple times 9% -
e. Telephone call transferred multiple times _ - - 4 -
29%
f. Kept on hold % [ - - 1 -
g. Locating new contact due to DFAS turnover or reorganization 29% _ - - 4 -
h. Access to web-based accounting information/reports 14% - -- - 2 -
j- Not applicable 1 NN - - 3 -
L1. During the last year, how often did you experience the difficulties you 14
identified in the previous question?
a. Regularly 14% [ ] - -- 2 -
b Occaionlly e I SR
© Seldom . - e -
& Never I o
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 5
Results for: St. Louis
Total number of responses: 14
Item Resuits
V772 PN
Strongty . . Strongly M SD N NBJ
Agree Agree Neither Disagree Disagree
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. vt 3.71 1.07 14 0
21% 43% 29% 0%%
13. The DFAS Accounting Sf.rvices staff is courteous. | 4.00 1.04 14 0
29% 57% 7%%3%
14. The DFAS Accounting Services staff gives individual attention to my | 3.64 1.01 14 0
requests for information or services.
14% 50% 29% 0%9%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. N 343 1.02 14 0
% 50% 29% % 7%
16. The DFAS Accounting Services staff has a good understanding of my 7 PSSOk 300 115 13 1
organization's operation and mission as it applies to accounting reports and
services. 8% 31% 23% 31% 8%
17. Explanations of technical issues by the DFAS Accounting Services staff s 357 1.02 14 0
are understandable. 1% % s% Pa%
18. The DFAS Accounting Services staff is able to explain their products Wiy R 357 116 14 0
andlor services. 21% 36% 20% % 1%
19. When someone at DFAS Accounting Services does not know the . SN 329 120 14 0
answer, they refer me to an expert who does. ] )
14% 36% 21% 21% 7%
Timeliness
20. The DFAS Accounting Services staff provides timely service. ity R S5 323 109 13 1
8% 38% 31% 15% 8%
Reliability
21. Qvemll, DFAS Accounting Services provides accurate reports and N 343 109 14 0
services 14% 36% 36% % %
22. The DFAS Accounting Services staff provides services when promised. Wit R NN 315 114 13 1
8% 38% 23% 23% 8%
Choice
23. DFAS Accounting Services accounting and financial reports are it R N\ 321 105 14 0
designed to meet customer needs. ] ;
™% 36% 36% 14% %
24. DFAS Accounting Services staff uses suggestions from their customers iy R NN\ 3.08  LI2 13 1
to improve the quality of products and services.
8% 31% 31% 23% 8%
321 LI2 14 0

25. I am satisfied with the range of services provided by the DFAS
Accounting Services staff.

V7777 NN\

7% 43% 21% 21% %
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: St. Louis
Total number of respounses: 14
Item Resuits
U R\ NN M sp N NBS
S:;\iy Agree Neither Disagree ]S)::::z
Tangibles
26. I am satisfied with the appearance of financial and accounting reports i R N\ 364 074 14 0
prepared by DFAS Accounting Services. ‘ ]
% 57% 2%% %%
27. 1 am satisfied with the appearance of the paper manuals, brochures, By R 346 066 13 1
reports, and other communication materials provided by DFAS Accounting : ‘
Services. 0% 54% 38% 8%
Recovery
28. Problems and complaints are resolved quickly by the DFAS Accounting V7 s 314 17 14 0
Servi taff.
ervices s % 43% 14% 29% %
29. Problems and complaints concerning accounting services provided by 2907 IR N RN 293 114 14 0
DFAS are resolved with minimal effort on the customer's part. ‘
7% 29% 21% 36% 7%
30. There are well defined processes for linking customer feedback and w5 300 104 14 0
complaints to DFAS Accounting Services staff members who can act on this y
informatin. % 21% 43% 2% %
31. The DFAS Accounting Services staff is flexible in finding solutions to G R D\ 329 107 14 0
oblems.
P e 7% 43% 29% 14% 7%
32. I am satisfied with the way the DFAS Accounting Services staff handles V77 s ts 307 121 14 0
oblems OTS. —
P or emors % 43% 7% 36% 7%
V2724 IR M sp N Nmy
Very Good Good Fair Poor Very Poor
Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, Wi R 383  0.72 12 2
status of fund reports) that you receive from DFAS Accounting Services? y
17% 50% 33% 0%
34. How would you rate the quality of the analysis of financial reports that vy R ) 3.50 0.80 12 2
you receive from DFAS Accounting Services?
8% 2% 2% 8%%
35. How would you rate the quality of ad hoc/special reports that you receive iy . ] 333 050 9 5
from DFAS Accounting Services?
0% 33% 67% 0%
36. How would you rate the quality of data extraction from DFAS systems i R | 3.56 0.3 9 5
for MIS applications in your organization?
0% 56% 44% 0%
37. How would you rate the quality of Audited Financial Statements that you P | 343 053 7 7
receive from DFAS Accounting Services?
0% 43% 57% 0%
38. How would you rate the quality of the systems (e.g., DDRS, DCAS) Y, m 325 071 8 6
DFAS Accounting Services develops? ‘
0% 38% 50% 13%0%
39. Overall, how would you rate the quality of reports and services provided 375 075 12 2

by DFAS Accounting Services?

V7777777724

17% 42% 2%

8
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 7
Results for: St. Louis
Total number of responses: 14
Item Results
Overall Satisfaction
Very ] ) T Very M SD N NBJ
Satisfied Satisfied Neither  Dissatisfied Dissatisfied
40. Q\(emll, how satisfied or di.ssatisﬁecli are you with the services you are 7 S 343 116 14 0
receiving from DFAS Accounting Services?
21% 29% 21% 29% 0%
V777 RN M sp N NI
Very Good (o g Value  Neither  Poor Value ¥ o PO
Value Value
41, Overall, how would ypu rate t.he value ‘of the products and serYices (ie., 2 R S0 3.56 1.24 9 5
reports, data, and supporting service) provided by DFAS Accounting
Services? 33% 1% 33% 2% 0%
0% 25% 50% 75% 100% M sSD N NBJ
42. If you had a choice of service providers, would you use DFAS 14
Accounting Services again?
a. Yes 43% — - - 6 -
b. No | - - 2 -
= Do ot know o I - -6 -
43. Would you recommend DFAS Accounting Services to others? 14
a. Yes s NN - - 6 -
b-No v R - - 2 -
e Bo not knaw o I s e 6 -
44. Please consider all your experience to date with DFAS Accounting 6.14 251 14 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 638 263 13 -
short or exceed your expectations?
46. Imagine an ideal organization providing accounting services. How well 571 2.89 14 -

would DFAS Accounting Services compare with that ideal organization?
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Results for: St. Louis
Total number of responses: 14

Page 8

Core Dimensions

Very . Very
Favorable Favorable  Neither Unfavorable Unfavorable

Courtesy V7

21% 50% 21%  0%7%

Tangibles W NN

4% 55% 34% 7% 0%

Access i R N\

24% 34% 1% 3% 10%

Knowledge it R N\

13% 3% 2% 13% 7%

Quality

§

% 43% 48% 3%0%

Reliability V7777 RN

11% 3% 29% 15% 7%

Timeliness WP S

8% 38% 31% 15% 8%

Choice N SO

7% 36% 29% 20% 7%

Recovery 77 NN

% 36% 23% 27% 7%

M

3.55

3.50

3.37

352

329

3.23

3.17

3.09

Averages
SD N
1.04 14
0.70 14
1.30 14
1.11 14
0.65 10
1.12 14
1.09 13
1.10 14
112 14

NBJ
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o How to Use this Report

Item Results
> This section shows detaited results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

» The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
» This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the Item Results section, and are calculated as the average of item
scores.
» The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Pagel
Results for: Army
Total number of responses: 293
Item Results
% 25% 50% 75% 100% M SD N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 203
Services? (NOTE: response was system generated based on password)
- - 9 -
» Ay oo I 193
b. Navy 0% - - 0 -
c. Air Force 0% - -- 0 -
d. Marine Corps % - - 0 -
- - 0 -

e. Other DoD Agency 0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page2
Results for: Army
Total number of responses: 293
Item Results
0% 25% 50% 75% 100% M SD N NBJ
1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the
primary site that provides accounting reports, data, or related services to you 290
as a customer?
a. DFAS Arlington % - -- 0 --
b. DFAS Cleveland % I - - 2 .
c. DFAS Columbus 1% I - - 3 -
d. DFAS Denver % I - - 3 -
e. DFAS Indianapolis 1% - - . 48 -
g. DFAS Kansas City 0% - - 0 -
h. Charleston % - - 0 -
i. Dayton 0% . - 0 -
J- Defense Agencies Financial Services (DAFS) % ] - - 2 -
k. Directorate of Network Operations (DNO) % - - -- 26 -
1. Europe % l -- - 6 -
m. Japan % I - - 1 -
n. Kansas City Field Accounting 1% l - - 2 -
o. Lawton 12% - - - 36 -
p. Lexington % I - - 5 -
q. Limestone % - - 0 -
r. NAF Financial Services Texarkana 4% [ ] - -- 12 -
s. Norfolk % . - - 9 -
t. Oakland oo | - - 1 -
u. Omaha % - - 0 -
v. Orlando . . - - 16 -
w. Pacific (Hawaii) % I - - 2 -
x. Pensacola % - - 0 -
y. Rock Island % - - - 22 -
= Rome 2 -em -
aa. San Antonio 0% - - 0 -
ab. San Bernadino % - - 0 -
ac. San Diego % - - 0 -
ad. Seaside 2% . — - 7 -

ae. St. Louis

M R
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Customer Satisfaction report prepared for: DFAS Accounting Services Page3
Results for: Army
Total number of responses: 293
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports
; . 287
generated or other services provided by DFAS?
o Insaladon/UnivFasily s - e -
b. Major Cc d or Major C| 15% _ - - 55 -
c. Military Department Agency or Activity 0% - - - 26 -
d. Military Department HQ 5% [ ] - - 13 -
e. DoD Agency % . - - 14 -
f. OSD Staff % - - 0 -
g. Not Applicable % . - - 16 -
3. Which best describes the type of fund for which you receive Accounting 293
Reports generataed by DFAS? (Mark all that apply)
a. Working Capital Fund 18% - - - 52 -
b Generl Fund . .- B -
c. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military 1% | - - 2 -
Retirement Traict Fund) ° "
d. Nonappropriated Fund (NAF) 1% - - - -
4. For which of the following, if any, are you receiving departmental level
293
reports? (Mark all that apply)
a. Working Capital Fund 1% - - - 32 -
b General Fund o I - - M -
c. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military 1% ' - - 3 -
Reatiremeant Tn,et Fund) ¢ 27
d. Nonappropriated Fund (NAF) % - - - -
I— A

e. Not Applicable

34%
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Customer Satisfaction report prepared for: DFAS Accounting Services Paged
Results for: Army
Total number of responses: 293
Item Results
Access
Strongly 5 i M Sb N NBJ
Agree Agree Neither Disagree
5. It is easy to do business with DFAS Accounting Services. Wt RSN 400 096 288 2
. 33% 46% 12% 7% 2%
6. Assistance from the DFAS Accounting Services staff is provided at a time ] N 400 096 286 3
that is convenient to me. ’
32% 49% 10% 6%3%
7. It is easy to find someone at DFAS Accounting Services who can answer V0 3.79 1.04 284 4
my questions.
25% 46% 15% 10% 4%
8. I do not have to cut through a lot of red tape to reach higher level DFAS iy NN 3.89 1.07 262 26
Accounting Services staff. ’ "
31% 43% 14% 8% 4%
9. I have adequate access to my DFAS Accounting Services point of contact S 408 097 284 4
for advice and assistance.
37% 45% 8% 7T9%R%
0% 25% 50% 75% 100% M SD N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 293
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 23% _ - - 67 -
b. Telephone/e-mail messages are not returned 18% - -- - 53 -
0
c. Difficulty with automated phone service 10% - - -- 28 -
d. E-mail forwarded multiple times % - - - 20 -
e. Telephone call transferred multiple times % - -- - 25 -
f. Kept on hold % - - - 15 -
8. Locating new contact due to DFAS turnover or reorganization 25% _ - - 74 -
h. Access to web-based accounting information/reports we B - - 30 -
3 Not pplicable . .- -
11. During the last year, how often did you experience the difficulties you
. . . R . 274
identified in the previous question?
a. Regularly 12% - - . 34 -
b-Occasionaly . oL
c. Seldom 18% - - . 49 -
d Nowr — - - -
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 5
Results for: Army
Total number of responses: 293
Item Results
Y R\ M sp N NES
S:Z:iy Agree Neither Disagree ]S;lr:;?;
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. i N 419 087 286 4
40% 47% 8% 4% 2%
13. The DFAS Accounting Services staff is courteous. | 435 072 285 4
46% 46% 7%0/ 1%
14. The DFA'xS Acco@ﬁng Ser\(ices staff gives individual attention to my W RS 412 094 284 5
requests for information or services.
40% 41% 13% 4% 204
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. w27 RN 397 088 286 3
27% 52% 15% 4% 2%
16. Tl'le DfAS Accognting Ser-vic.es staff has a good underst.anding of my iy IR N\ 3.69 1.04 278 9
organization's operation and mission as it applies to accounting reports and
services. 22% 44% 18% 13% 3%
17. f:::antatignzl(;f technical issues by the DFAS Accounting Services staff 0 N 38 092 285 3
are rstandal N
24% 50% 19% 6% 2%
18. The DFAS Accounting Services staff is able to explain their products ] N 393 0.87 283 5
d/ ices. : k
andion services 24% 54% 16% 4% 2%
19. When someone at DFAS Accounting Services does not know the Wi R RN 388 099 278 10
answer, they refer me to an expert who does. - ]
28% 44% 18%  7%3%
Timeliness
20. The DFAS Accounting Services staff provides timely service. Y 389 096 283 4
2% 48% 16% 6%3%
Reliability
21. Qverall, DFAS Accounting Services provides accurate reports and iy RS 397 087 282 6
serviees. 27% 52% 16% 4% 2%
22. The DFAS Accounting Services staff provides services when promised. A N 388 094 284 4
25% 48% 17% 8% 2%
Choice
23. DFAS Accounting Services accounting and financial reports are i R NN 363 099 271 14
designed to meet customer needs.
15% 52% 18% 11% 4%
24. DFAS Accounting Services staff uses suggestions from their customers Yty R )\ 367 096 247 38
to improve the quality of products and services. )
19% 41% 30% 7% 3%
3.76 0.98 281 5

25. I am satisfied with the range of services provided by the DFAS
Accounting Services staff.

20% 53% 16% 8% 4%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Results for: Army
Total number of responses: 293
Item Results
V7777 I
Strongly Strongly M SD N NBJ

Agree Agree Neither Disagree Disagree

Tangibles

26. I am satisfied with the appearance of financial and accounting reports w7/ R NN 372 092 265 16

prepared by DFAS Accounting Services.

17% 51% 20% 9% 2%
27. 1 am satisfied with the appearance of the paper manuals, brochures, Y R 374 083 260 21
reports, and other communication materials provided by DFAS Accounting
Services. 15% 53% 2%  SR%
Recovery

28. Problems and complaints are resolved quickly by the DFAS Accounting e R NN 37 1.00 276 12

Services staff.

19% 50% 17% 11% 3%

29. Problems and com'plain‘tsAconceming accounting services provided by i R NN 355 107 270 18
DFAS are resolved with minimal effort on the customer's part.

16% 47% 18% 14% 5%
30. The're are well defined processes f9r linking customer feedback and ' iy R SN 349 104 242 43
complaints to DFAS Accounting Services staff members who can act on this
informatin, 15% 42% 26% 13% 5%
31 t:he DFAS Accounting Services staff is flexible in finding solutions to R 372 096 278 9

roblems.

P 19% 47% 23% 7%3%

32. I am satisfied with the way the DFAS Accounting Services staff handles Y 369 106 281 5

problems or errors.
20% 48% 16% 11% 5%

Very Good Good Fair Poor Very Poor

Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, N 4.05 0.83 240 47

status of fund reports) that you receive from DFAS Accounting Services?

31% 48% 17% 3%19,
34, How would you rate the quality of the analysis of financial reports that s R 391 0.89 214 71
you receive from DFAS Accounting Services? - ’
28% 43% 24% 5% 1%
35. How would you rate the quality of ad hoc/special reports that you receive iy IR S 392 089 165 121
from DFAS Accounting Services? ’
27% 45% 22% 5% 1%
36. How would you rate the quality of data extraction from DFAS systems N 391 083 176 11
for MIS applications in your organization? ) )
24% 48% 23% 4% 1%
37. How would you rate the quality of Audited Financial Statements that you vy 395 082 146 140
receive from DFAS Accounting Services? 8% : 24% 1%
25% 48% 4% 1%1%

38. How would you rate the quality of the systems (e.g., DDRS, DCAS) . N 371 092 228 59

DFAS Accounting Services develops?
18% 46% 28% 6% 3%

39. Overall, how would you rate the quality of reports and services provided N 397 083 263 24
by DFAS Accounting Services? " " 219 % 1%
27% 48% 1% 3%1%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 7

Results for: Army
Total number of responses: 293

Item Results

Overall Satisfaction

Very . ) L, Very M SDh N NBJ
Satisfied Satisfied Neither  Dissatisfied Dissatisfied

40. Overall, how satisfied or dissatisfied are you with the services you are Wiy NS 387 1.04 283 4

receiving from DFAS Accounting Services?

27% 48% 13% 7%5%
V774 RXXXY M Sp N NBI
Very Good Good Value  Neither  Poor Value Very Poor
Value Value
41. Overall, how would you rate the value of the products and services (i.e., vty RSN 371 098 235 52
reports, data, and supporting service) provided by DFAS Accounting , o )
Services? 20% 46% 23% 9% 3%
% 25% 50% 75% 100% s sp N NBJ
42. If you had a choice of service providers, would you use DFAS 287

Accounting Services again?
a. Yes 64%

b. No 13%

|
[
¢. Do not know . | ) - - 67 -
|
L
I

43. Would you recommend DFAS Accounting Services to others? 286

a. Yes 58%

b. No 16%

¢. Do not know - - 76 -

27%

44 Please consider all your experience to date with DFAS Accounting 686 218 285 -
Services. Using the 10-point scale, indicate how satisfied you are with

DFAS Accounting Services.

45. Considering all your expectations, does DFAS Accounting Services fall 657 222 283 -
short or exceed your expectations?

46. Imagine an ideal organization providing accounting services. How well 6.31 2.37 283
would DFAS Accounting Services compare with that ideal organization?
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Customer Satisfaction report prepared for: DFAS Accounting Services

Results for: Army
Total number of responses: 293

Page 8

Core Dimensions

Very . Very
Favorable Favorable  Neither  Unfavorable Unfavorable

Courtesy V77770707 N

42% 44% 9% 3% 2%
Access B RN
32% 46% 12% 8%3%
Reliability e RS
26% 50% 16% 6% 2%
Timeliness U R
27% 48% 16% 6% 3%
Knowledge 7 N
25% 49% 1% ™% 2%
Quality N R
26% 46% 23% 4% 1%
Tangibles 7 NS
16% 52% 23% TYR2%
Choice A R N\
18% 49% 21% 9% 3%
Recovery V77 NS

18% 47% 20% 11% 4%

M

422

3.92

3.73

3.69

3.63

Averages
SD N
0.84 285
1.00 281
090 283
096 283
094 282
08 205
0.88 263
0.98 266
1.03 269

NBJ

82

19
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o How to Use this Report

Item Results
> This section shows detailed results for each item on the survey. The report shows the percentage and
number (N) of respondents who chose each response option. For items scored on a scale, the report
also shows the average, or mean, of the ratings (M), the standard deviation of the ratings (SD), and,
when applicable, the number of respondents who indicated they had no basis to judge (NBJ).

» The information in this section is useful for identifying specific strengths and targeting specific areas for
improvement. For items scored on a scale, the percentages show the distribution of responses, the mean
provides a single summary score, and the standard deviation indicates the degree to which your
customers agreed in the ratings (a low standard deviation means that your customers all responded
similarly).

Core Dimensions
» This section summarizes your organization's scores on OPM's core customer service dimensions. The
statistics are the same as those in the ltem Results section, and are calculated as the average of item
scores.
» The information in this section is useful for benchmarking and for identifying broad areas of strength and
opportunity.
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Customer Satisfaction report prepared for: DFAS Accounting Services Pagel
Results for: Other DoD Agency
Total number of responses: 36
Item Results
0% 25% 50% 75% 100% M sD N NBJ
Background
1. For which organization do you work as a customer of DFAS Accounting 36
Services? (NOTE: response was system generated based on password)
a. Army 0% - - 0 -
b. Navy % - - 0 --
¢. Air Force % - - 0 -
d. Marine Corps 0% - - 0 -
- - 36 -

e. Other DoD Agency

o,
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Customer Satisfaction report prepared for: DFAS Accounting Services Page2

Results for: Other DoD Agency
Total number of responses: 36

Item Results
0% 25% 50% 75% 100% M SD N NBJ

1. Which DFAS Central Site (Service Center) or Field Site (OPLOC) is the

primary site that provides accounting reports, data, or related services to you 35

as a customer?
a. DFAS Arlington % -- -- 0 -
b. DFAS Cleveland % - - 0 -
¢. DFAS Columbus 34% _ - - 12 -
d. DFAS Denver % - -- 0 -
e. DFAS Indianapolis 17% - - - 6 -
g. DFAS Kansas City % - - 0 -
h. Charleston % - - - 2 -
i. Dayton % - - 0 -
J. Defense Agencies Financial Services (DAFS) % . - - 1 -
k. Directorate of Network Operations (DNO) 0% - - 0 -
1. Europe 1% - .- - 4 -
m. Japan % - - 0 -
n. Kansas City Field Accounting % - - 0 -
0. Lawton % - - 0 -
p. Lexington % - - 0 -
q. Limestone % - - 0 -
r. NAF Financial Services Texarkana 3% . -- - 1 -
s. Norfolk % - - 0 -
t. Oakland % - - 0 -
u. Omaha % . - - 1 -
v. Orlando % - - - 3 -
w. Pacific (Hawaii) % - - 0 -
x. Pensacola 1% - - - 4 -
y. Rock Island % -- - 0 -
2. Rome % . - - 1 -
aa. San Antonio % - - 0 -
ab. San Bernadino % - - 0 .
ac. San Diego % - - 0 -
ad. Seaside % - - 0 -

- . 0 -

ae. St. Louis 0%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page3
Resulits for: Other DoD Agency
Total number of responses: 36
Item Results
0% 25% 50% 75% 100% M SD N NBJ
2. Which best describes your level of responsibility for Accounting Reports 35
generated or other services provided by DFAS?
a. Installation/Unit/Facility 7% - - - 6 -
b. Major Cc d or Major Clai 14% - -- - 5 -
c. Military Department Agency or Activity % l - - 1 -
d. Military Department HQ % - - 0 -
© Do Agency o I - -om -
f. OSD Staff % - - 0 -
g. Not Applicable 1% . - - 1 -
3. Which best describes the type of fund for which you receive Accounting 36
Reports generataed by DF AS? (Mark all that apply)
a. Working Capital Fund 28% _ . - 10 -
b General Fund s I - -
c. Trust Fund (e.g., Medicare Eligible Retiree health Fund, Military 6% | ] - - 2 -
Retirement Trict Fund) °
d. Nonappropriated Fund (NAF) 1% - -- - 4 -
4. For which of the following, if any, are you receiving departmental level 16
reports? (Mark all that apply)
a. Working Capital Fund 1% - -- - 4 -
b Genera Fond soc - I - - m -
c. Trust Fund (e.g., Medicare Eligible Retiree Health Fund, Military % . - - 2 --
Retirement Truet Fund) °
d. Nonappropriated Fund (NAF) 1% - . - 4 .
e. Not Applicable 33% — - - 12 -
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Customer Satisfaction report prepared for: DFAS Accounting Services Paged
Results for: Other DoD Agency
Total number of responses: 36
Item Results
Access
V74 XX M o N NE
Strongly 5 . Strongly
Agree Agree Neither Disagree Disagree
5. Itis easy to do business with DFAS Accounting Services. i R RN 380 1.02 35 0
23% 51% 1% 11% 3%
6. Assistance from the DFAS Accounting Services staff is provided at a time BN 382 122 34 1
that is convenient to me.
32% 44% 3% 15% 6%
7. Itis easy to find someone at DFAS Accounting Services who can answer T 374 098 35 0
tions.
T questions 20% 49% 20% 9%3%
8. I do not have to cut through a lot of red tape to reach higher level DFAS . 391 1.13 33 2
Accounting Services staff.
36% 36% 12%  12% 3%
9. 1 have adequate access to my DFAS Accounting Services point of contact Y 406 116 35 0
for advice and assistance.
46% 34% 3% 14% 3%
0% 25% 50% 75% 100% M SO 0N NBJ
10. What difficulties, if any, have you experienced in trying to find someone 36
from DFAS Accounting Services to assist you? (Mark all that apply.)
a. Telephone rang without answer or stayed busy 1% - -- - 4 -
b. Telephone/e-mail messages are not returned 2% _ - - 8 -
c. Difficulty with automated phone service N | - - 1 -
d. E-mail forwarded multiple times 1% - - - 6 -
e. Telephone call transferred multiple times 3% I - - 1 -
f. Kept on hold % - - 0 -
g. Locating new contact due to DFAS turnover or reorganization 1% - - - [3 -
h. Access to web-based accounting information/reports 14% - - -- 5 -
j- Not applicable sos NN - - 18 -
11. During the last year, how often did you experience the difficulties you 3
identified in the previous question?
3. Regularly 1w TR - . 5 -
. _ . 3 .
b. Occasionally 25% —
- - 9 -
¢ Seldom v NN
4 Never — - - m -

31%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page5

Results for: Other DoD Agency
Total number of responses: 36

Item Results
V7772 TN M sp N NBY
SK:lrlegley Agree Neither Disagree ls):;:‘;fz
Courtesy
12. The DFAS Accounting Services staff is always willing to help me. R N 420 080 35 0
40% 43% 14% 3%0%
13. The DFAS Accounting Services staff is courteous. D | 437 ' 0.65 35 0
46% 46% 9%0%
14. The DFAS Accounting Services staff gives individual attention to my Y TN 414  1.03 35 0
requests for information or services. ) )
46% 34% 1% 6% 3%
Knowledge
15. The DFAS Accounting Services staff is knowledgeable. v NN 38 097 35 0
. 23% 54% 11% 9%3%
16. The DFAS Accounting Services staff has a good understanding of my Wi RN 3.49 1.25 35 0
organization's operation and mission as it applies to accounting reports and “ y
services. 23% 37% 11% 23% 6%
17. Explanations of technical issues by the DFAS Accounting Services staff vy RN 3.71 1.25 35 0
are understandable. 26% 4% P % 11%
18. The DFAS Accounting Services staff is able to explain their products i RN 377 119 35 0
andlor services. 29% 3% 14% 6% 9%
19. When someone at DFAS Accounting Services does not know the Y N 3.82 1.21 33 2
answer, they refer me to an expert who does. -
33% 36% 18% 3% %%
Timeliness
20. The DFAS Accounting Services staff provides timely service. Y, SN 343 1.22 35 0
17% 43% 14% 17% 9%
Reliability
21. Qverall, DFAS Accounting Services provides accurate reports and Yy R NS 374 1.08 34 1
serniess 24% 44% 20% 6% 6%
22. The DFAS Accounting Services staff provides services when promised. Wit RN 369 096 35 0
14% 57% 14% 11% 3%
Choice
23. DFAS Accounting Services accounting and financial reports are iy RN 332 125 31 3
designed to meet customer needs. - :
13% 45% 16% 13% 13%
24. DFAS Accounting Services staff uses suggestions from their customers iy R )} 347 097 30 5
to improve the quality of products and services. ]
13% 37% 37% 10% 3%
25. I am satisfied with the range of services provided by the DFAS vy NN 350 108 34 i

Accounting Services staff.
18% 38% 24% 18% 3%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page 6
Resulits for: Other DoD Agency
Total number of responses: 36
Item Results
Vi7zZz74 NN M sp N NBS
Strongly Agree Neither Disagree St.rongly
Agree Disagree
Tangibles
26. 1 am satisfied with the appearance of financial and accounting reports w2 RN 3.32 1.16 28 5
prepared by DFAS Accounting Services.
. % 54% 14% 14% 1%
27. I am satisfied with the appearance of the paper manuals, brochures, ' NN 369 093 29 4
reports, and other communication materials provided by DFAS Accounting
Services. 10% 66% 10% 10%3%
Recovery

28. Problems and complaints are resolved quickly by the DFAS Accounting o 3.46 1.04 35 0

Services staff.

1% 49% 17% 20% 3%
29. Problems and complaints concerning accounting setvices provided by Dt IR NN 315 1.21 34 1
DFAS are resolved with minimal effort on the customer’s part. )
9% 44% % 29% 9%
30. There are well defined processes for linking customer feedback and W R R 3.40 1.13 30 5
complaints to DFAS Accounting Services staff members who can act on this
informatin. 13% 3% 20% 17% 1%
31. The DFAS Accounting Services staff is flexible in finding solutions to s R DX 3.46 1.12 35 0
blems.
prove 14% 43% 26% %% 9%
32. I am satisfied with the way the DFAS Accounting Services staff handles . e 334 1.24 35 4]
blem. Ors.
provlems or erors 17% 37% 17% 20% 9%
V7777 RN M sb N NBI
Very Good Good Fair Poor Very Poor

Quality
33. How would you rate the quality of recurring reports (e.g., trial balances, L IS 3.62 1.05 29 5

status of fund reports) that you receive from DFAS Accounting Services?

24% 28% 38% 7%3%
34, How would you rate the quality of the analysis of financial reports that w7 R N\ 3.33 1.27 27 8
you receive from DFAS Accounting Services?
19% 33% 22% 1% 1%
35. How would you rate the quality of ad hoc/special reports that you receive B R Y 400 0.83 24 10
from DFAS Accounting Services?
2% 46% 21%  4%0%
36. How would you rate the quality of data extraction from DFAS systems ] 3.56 1.01 27 8
for MIS applications in your organization?
15% 44% 26% 11% 4%
37. Qow would you rate the quality of Audited Financial Statements that you V7272 ey 355 122 22 12
receive from DFAS Accounting Services?
27% 27% 23% 18% 5%

38. How would you rate the quality of the systems (e.g., DDRS, DCAS) iy R Y 355 096 22 12

DFAS Accounting Services develops?
14% 45% 23% 18% 0%

39. Overall, how would you rate the quality of reports and services provided vy IR 365 098 31 4

by DFAS Accounting Services?
19% 39% 32% % 3%
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Customer Satisfaction report prepared for: DFAS Accounting Services Page7
Results for: Other DoD Agency
Total number of responses: 36
Item Results
Overall Satisfaction
Very ] ) < satish Very M SDh N NBJ
Satisfied Satisfied Neither  Dissatisfied Dissatisfied
40. Overall, how satisfied or dissatisfied are you with the services you are vy R 3.80 1.02 35 0
receiving from DFAS Accounting Services? ;
26% 43% 20% 9% 3%
V7274 KN M sb N NBY
Very Good Good Value  Neither  Poor Value Very Poor
Value Value
41. Overall, how would you rate t.he value‘of the products and mices (e, w2 R NN 3.34 115 32 3
reports, data, and supporting service) provided by DFAS Accounting
Services? 16% 34% 25% 19% 6%
% 25% 50% 75% 100% M SD N NBJ
42. If you had a choice of service providers, would you use DFAS 34
Accounting Services again?
o Yos s, I - - -
bo e I - -7 -
e Donotknow o S
43. Would you recc d DFAS Accounting Services to others? 34
o Yes e - s -
b.No a0 - - 7 -
¢ Do not kaow e I S
44, Please consider all your experience to date with DFAS Accounting 6.50 239 34 -
Services. Using the 10-point scale, indicate how satisfied you are with
DFAS Accounting Services.
45. Considering all your expectations, does DFAS Accounting Services fall 588 260 32 --
short or exceed your expectations?
46. Imagine an ideal organization providing accounting services. How well 5.58 2.57 33 --

would DFAS Accounting Services compare with that ideal organization?
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Customer Satisfaction report prepared for: DFAS Accounting Services Page38

Results for: Other DoD Agency
Total number of responses: 36

Core Dimensions

2442/ R NN\ Averages

Very . Very
Favorable Favorable  Neither  Unfavorable Unfevorable M SD N NBJ

Conery 770N M 08 3 o
4% 41% 1% 3%1%
Access vt RN 387 1.10 34 1
31% 43% 10% 12% 3%
Knowledge i RN 373 1.17 35 0
27% 44% 13% 9% 8%
Reliability Y . NS 37 1.02 35 1
19% 51% 17% 9% 4%
Tangibles N/ DN S04 29 s
% 60% 12% 12% ™%
Timeliness Wm-m 343 1.22 35 0
17% 43% 14% 17% %%
Qualiy iy IEECE U I
21% 38% 26% 11% 4%
Recovery NN RN 336 Lo
13% 43% 18% 19% 7%
Choice 7777 NS 343 110 323

15% 40% 25% 14% 6%



-
.
.

12262

Your Financial

Partner @ Work
ir Force

DFAS-DENVER
As of June 2005

Integrity - Service - Innovation




DCN: 12262

Intransits (Net Aged > 30) - Denver

JAN 05 FEBO5 | MAROS5 | APR05 | MAY 05 | JUN 05
Denver Network | Plan (essthanorequaito) | $152.9M | $32.9M | $32.5M | $32.1M | $31.7M | $30.0M

Actual $152.9M | $150.7M | $288.6M | $143.9M | $43.0M | $77.90M
Individual Field Sites
' JAN 05 FEB 05 MAR 05 APR 05 MAY 05 JUN 05
Dayton Plan (less than or equal to) $60.3M $13.0M $12.8M $12.6M $14.3M $13.6M
Actual $96.1M $53.4M $240.1M $94.5M $(7.5M $75.2M
Limestone Plan (less than or equal to) $8.6M $1.8M $1.8M $1.8M $1.8M $1.7M
Actual $8.8M $7.4M $7.9M $(0.2)M $2.5M $1.2M
Omaha Plan (less than or equal to) $8.9M $1.9M $1.9M $1.9M * *
Actual ' $4.0M $4.2M $2.3M $1.9M * *
Pacific Plan (less than or equal to) $0.7M $0.1M $0.1M $0.1M $0.1M $0.1M
Actual $0.0M $0.0M $0.0M $0.0M $0.1M $0.0M
Japan Plan (less than or equal to) $1.6M $0.3M $0.3M $0.3M $0.3M $0.3M
- Actual $0.0M $0.0M $0.0M $0.0M $5.0M $1.5M
Non Field Sites** - Plan (less than or equal to) $72.8M $15.5M $15.4M $15.2M $15.0M $14.3M
sl Actual $43.8M $85.6M $38.2M $47.6M $42.8M $0.0M

*Omaha was merged to Dayton Effective May 05

**Non Field Sites consist of Information Security Activity Group (ISAG), Military Sealift Command (MSC), Military Surface Deploymenf and Distribution
Command (MSDDC), National Geospatial Intelligence Agency (NGA), Uniformed Services University Health Sciences (USUHS), Secretary of the Air Force
(SAF), Departmental Accounting, and Security Assistance
In-transits are reported in Net Value and can report a negative balance when credits exceed debits

12/22/2005 Integrity - Service - Innovation 20f5
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ACCOUNTING SERVICES BUSINESS LINE

BSC FYO05

3d Quarter 2005 SUMMARY OF MEASURES:

April May June

e RED - 4 4 3
e YELLOW — 2 2 3
* GREEN - 5 5 5
» No Rating - [/ 0 0
e Not Applicable - 0 o o

11 11 11
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ACCOUNTING SERVICES BUSINESS LINE

Customer Perspective

ABL# CUSTOMER PERSPECTIVE FY05 GOAL

Operational Performance Index (OPI) Goal: Execute to planned
(Quad) (See next page for details) goal each month
(Suspense Account (3000 Non-Exempt |GREEN =4 Green

over 60 Days old), Overaged Intransits, |YELLOW =No Red or Any
Total UMDs and Timeliness of Yellow

Accounting Reports) RED =1 or more Red

Target =$52,712
Close Benchmark and Service Gaps - |GREEN =<$8

2 Average Salary YELLOW => $8 and < $12
RED =>$12
Target =408

3 Close Benchmark and Service Gaps - |GREEN =<5

Employee Certifications YELLOW=>5and<8
RED=>8
. . . GREEN =>75%
4 Customer Satisfaction with DFAS YELLOW = > 65% and < 75%

Experience RED =<65%

12/22/2005 Integrity - Service - Innovation 3of19
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Operational Performance Index - OPI
Perspective: Customer

SCORECARD
Rating: RED
Data Reporting: June

BSC #:
Measure #:

Goal  [Planned  Actual  Rating |Planned  Actual Rating
 Suspense Account (3000 Non- FREQUENCY: Monthly
Exempt Over 60 Days Oid) 10% 10% 9% 1% MEASURE:
Executed to planned goal each month.
Overaged Intransits $125M  1$706M $609M $691M Measure consists of: Suspense Account (3000
series non-exempt over 60 days old), Overaged
Total UMDs $712M $4568M $4520M $4098M Intransits, Total UMDs, and Timeliness of
) , Accounting reports.
Timeliness of Accounting Rep. 95% 95% 87% 100%
RATING SCALE:
GREEN = <10%
YELLOW = >10% and < 15%
RED = >15%
Analysis: Actions:

Overall Operational Performance Index is red.

each measure.

See attached subsequent charts for detailed anélysis of

12/22/2005
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Suspense Accounts (3000 Series Non-exempt Over 60 Days)

Perspective: Customer

Suspense Account- Overaged (3000 Non-Exempt Series Over 60 SCOREC ARD
Days Old)

100% -~
90% 4
80% -+
70% -
60% -

50% -+

$Milions

40% -

30%

20% -~

10% -

Rating: RED
Data Reporting: June

OSD Measurei#

FREQUENCY: Monthly
MEASURE: Reduce balance by 10% per

year from FY 2004 balance of $1,189M.

* The Overaged Suspense amount for June was 21% of the Total Suspense. There
was an increase of $185 million in Overaged Suspense from May to June. However,
in May $177.2M of Suspense transactions were submitted to OSD for discontinued
research consideration, and not included in the overaged Suspense balance. After
clarification of OSD guidance on reporting Suspense, the discontinued research
transactions will continued to be reported in this measure until reclassified by OSD.
if our discontinued research transactions were approved, we would have made our
June goal of 10%.

* " » A RPN x o » x e
0% K o x
Jun-04 | Jul-04 | Aug-04 | Sep-04 | Oct-04 [ Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 [May-05| Jun-05
Actual 2,033 | 1,651 1,636 | 1,688 | 1,465 | 1,329 1,311 1.319 743 671 598 123 310
Goal 331 282 208 3568 230 253 240 244 182 163 134 145 150
DFAS Center 1,807 1,526 1,511 1,539 | 1,362 | 1,266 1,237 | 1,245 663 599 580 103 288 RATING SCALE.
Military Sendce/DoD Agency 126 125 125 149 103 73 74 74 80 72 18 20 22 *
—e— Actual % 81% 59% 55% 47% 84% 53% 55% 54% 41% 41% 45% 9% 21% GREEN =< 1 0%
o, 0, ™ 0, 0, ™ 0, 0, O 0, o, 0, -
—e-— Goal % 10% 10% 10% 10% 10% 10% 10% 10% 10% 10% 10% 10% 10% YELLOW = > 10% and < 20%
DFAS Center % 58% 54% 51% 43% 59% 50% 51% 51% 37% 37% 43% 7% 19% 0,
i ; D D s D D 5 5 s D 0 5 3 v RED >=20%
x - Military Senice/DoD Agency% 4% 4% 4% 4% 4% 3% 3% 3% 4% 4% 1% 1% 1%
" .
Analysis: Actions:

Indianapolis-21. Decrease due to clearance of Interfund and IPAC
transactions. Discontinued research: $9.3M

Cleveland. Increase due primarily to the reporting of unreconciled
differences in the Suspense Aging Report (SAR) of $167.9 for which
discontinued research has been requested.

Denver. Increase due to a backlog caused by co-locating all IPAC workload
to DFAS Omaha.

Columbus. Decrease due to 3885 Interfund Aged Reduction transactions.

12/22/2005 Integrity - Service - Innovation 5of 19
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Overaged In-Transits
Perspective: Customer

Overaged In-Transit Disbursements & Collections
By DFAS Center

SCORECARD
Rating: RED

3,450 . .
'S Data Reporting: June
2,950 i
2,450 AR OSD Measure# 0.1.2. IT.C
1,950 i \
s \ FREQUENCY: Monthly
; i "
; A
950 /
- . M \ i MEASURE: Reduce balance by 75% from FY
450 e e 2004 year end balance of $502M.
Jun-04 | JukG4 | Aug-04 | Sep-04 | Oct04 | Nov-04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 .
indianapois | 3509 | 36.90 | 2618 | -3188 | 23668 | 17653 | 197.49 | 5470 | 7592 | 2587 an.ss 2516 | 3727 RATING SCALE:
Cleveland | 8802 | 9938 | 56.17 | 4334 | -229 441 683 | -8021 | 491.46 | 33362 | 50822 | 410.85 | 400.41 GREEN = <=-102% but <=2%
Denver 130.84 | 15500 | 16644 | 16689 | 25364 |2,70907 | 954.76 | 152.88 | 150.75 | 28860 | 14393 | 4298 | 77.90 YELLOW = >2% but < 5% or <-105%
Kansas 0.01 003 | 002 0.01 0.00 000 | 000 0.01 0.01 000 | 017 | 023 | o037 RED = > >=5% or <= -105%
Colmbus | 340.55 | 33466 | 35693 | 32403 | 384.64 | 37220 | 31547 | 27353 | 12871 | 12315 | 9862 | 13043 | 175.08
= Total 504561 | 62606 | 60574 | 50239 | 87268 | 3.262.30 | 1,473.95 | 400.91 | 84605 | 771.34 | 779.29 | 609.65 | 691.03
% - Goal 000 | 000 | 000 | 000 | 12600 | 12600 | 12600 | 126.00 | 126.00 | 126.00 | 126.00 | 126.00 | 126.00
Analysis: | Actions:

Aged in-transits for June increased $81.4M resulting in a balance of $691.0M.
Cleveland posted the only reduction this month.

Cleveland decreased $10.4M to $400.4M. This decrease is mainly due to the
correction of various aged Authorization Accounting Activity transactions.

Denver increased $34.9M to $77.9M. Reporting TI97 Non-AF allocated funds for the
first time caused a $45.6M decrease. Interfund increased by $64.5M in invalid
Unmatched Buyers.

Columbus (provides accounting for Defense Agencies) increased $44.6M to $175.1 MT
DLA Fuels increased $132.2M. Foreign currency vouchers caused an increase of
$10.6M in DLA Business System Modernization (BSM). Washington Headquarters
Services (WHS) implemented systems changes causing an increase of $9.7M

Cleveland: Tiger Teams from Network researching and clearing FY 02
and prior transactions.

Denver: Tiger Teams organized to clean up interfund transactions from
San Bemardino

Columbus: Temporary fixes established for DLA Fuels and BSM issues;
Working long term fixes. Waiver package submitted to OSD for WHS
Workload Capitalization

12/22/2005
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Total Unmatched Disbursements

Perspective: Customer 7 K’f

Unmatched Disbursements (UMDs) ORD
By Military Service/DoD Agency Rating: RED

9,000 . .
M\ Data Reporting: June
7.000
[Z — OSD Measure# 0.1.1.UM
/ e — FREQUENCY: Monthly
4,000
3,000 / . . I
- / MEASURE: Maintain or reduce UMDs Within
1'000 T o Timeframe from the FY 2004 year-end balance of
- — $712M.
Jun-04 Jul-04 Aug-04 Sep-04 Oct-04 Nov-04 | Dec-04 Jan-05 Feb-05 Mar-05 | Apr-05 | May-05 | Jjun-05

Army 357.00 | 274.00 | 291.00 | 157.50 | 167.00 | 204.00 | 198.00 | 172.66 | 313.54 | 14931 | 102.16 | 9111 | 95.65

Navy 1,361.00 | 307.00 | 291.00 | 207.00 | 376.00 | 332.00 | 361.00 |5,887.00 | 5,762.00 | 4,339.00 | 3,977.00 | 3,622.00 | 2,892.00 RATING SCALE:

Air Force 116.50 | 202.80 | 203.30 | 169.00 | 246.80 | 287.90 | 367.40 | 1,512.60 | 1,573.40 | 965.30 | 1,055.80 | 437.20 | 594.40 GREEN =< 2%

Marine Corps _ 6334 | 6374 | 68.91 | 4403 | 13652 | 11570 | 128.93 | 83.12 | 77.31 | 93.30 | 145.96 | 4598 | s6.27 YELLOW = > 2% and > 5%

Defense Agencies | 180.66 | 14522 | 153.59 | 146.62 | 209.19 | 21561 | 23519 | 283.77 | 406.48 | 311.88 | 22040 | 257.17 | 230.60 o

FMS 18.12 | 30.75 | 25.54 1040 | 1586 | 1743 | 4560 | 128.01 | 129.99 | 60.88 | 8542 | 66.28 | 228.96 RED = > 5%

et Total 2,096.62 | 1,023.51 | 1,033.34 | 734.55 | 1,151.37 | 1,172.64 | 1,336.12 | 8,067.16 | 8,262.72 | 5,919.67 | 5,586.74 | 4,519.74 | 4,097.88 =
. .
Analysis: Actions: (Below information is from May Quad Charts)

Cleveland: The Navy decreased $730M. The processing of BUPERS NC1081 ; :
corrections by DFAS-PE, further refining of BUPERS summary to detail match-off Cleveland. Navy requested a temporary waiver from OSD

corrections for prior-year disbursements and NSMA system enhancements to the Obligation Requirements
NSMA-DCAS interface file process resulted in decreases. Denver: Software fix for MOCAS posting issues scheduled for
Denver: Residual system problems from the CPAS/BQ database mergers in implementation in July 2005.

October; a new method of processing MOCAS transactions; and a process change Defense Agencies requested a temporary waiver from OSD
allowing us to immediately reclassify non matching items as UMDs are the main Obligation Requirements for WHS
causes for the Denver UMD balance )

FMS: timing issues and MOCAS undistributed was the primary cause of the
increase. The majority of these transactions are corrected and processed within 15
days.

12/22/2005 Integrity - Service - Innovation 7 of 19
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Close Benchmark and Service Gaps — Average Salary

Perspective: Customer

Sepldf  Oct0d{ NowOd| Decddi Jan05)  Feb05| Mar05| Apr03) May05] Jun05
o AR A AR A B

Actid § S007(§ SMT|S S306918 52063 (8 S2%19(§ 52698 (8§ 52750

§ 5096

§ 86| § s

Vaince  [§ S[§ (8 7S u(s 2s 6§ (1)

§ 1

boms

Cunmuaie O O T O O

§

§ (166§ (319

SCORECARD
Rating: YELLOW
Data Reporting: June

BSC #:
Measure #:

FREQUENCY: Monthly
MEASURE:

RATING SCALE:

GREEN =<$8

YELLOW = >$8and <$ 12
RED = >$12

NOTE: The cumulative variance in the charts is calculated as the difference between Sept. 04 Goal and Current Month Actual. Overall decrease in
average salary is calculated as the difference between Sept. 04 Actual and Current Month Actual, which would be $374 (rather than $319).

Analysis:

Subject all GS13 — GS15 fill actions to rigorous classification reviews
« Target high-graded positions for VSIP/VERA offerings

e Restructure the functions and responsibilities of positions to reduce grade

levels.

iImplement HPOs

«Initiate benchmark study to collect relevant data and use results to build
« Organizational structure and staffing plan for ABL HPOs
» Conduct benchmark study( in Draft), on target

» Use NSPS flexibilities to further develop and staff HPO organizations

Actions:

» Classification reviews — ongoing

* Targeted high grades for VSIP/VERA — ongoing

* Restructuring of functions and responsibilities — ongoing

» Organization structure and staffing plans for HPO — completed

* Benchmark study — completed

« NSPS flexibility study — TBD

12/22/2005 ' Integrity - Service - Innovation
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DCN: 12262

Customer Satisfaction with DFAS Exp»erience
Perspective: Customer

Goal
Actual

=75%
=71%

SCORECARD
Rating: YELLOW
Data Reporting: June

BSC #:
Measure #:

FREQUENCY: Monthly
MEASURE:

RATING SCALE:

GREEN <75%

YELLOW = > 65% and < 75%
RED > 65%

Analysis:

Actual customer service is 4% below goal. Customer
satisfaction results based on feedback, ICE surveys and other
indicate lower than expected satisfaction with accounting
services. Number of actions initiated to elevate customer
satisfaction to goal of 75% or higher.

Actions:
¢ Increase Training Opportunities for DFAS Customer Service Emp.
« Offer Netg Learning Courses (Completed)
» Customer Relationship Management Series
» Excellence in Service Series
« Conduct Customer Symposiums
* Navy FS
* Def. Agencies hosted a Customer Service Conference 06/21-24
* Received complimentary feedback regarding topicyg
» Client Advocates hosted breakout session to
address a variety of issues
* One on One Contacts {Completed)
» Army, Marine Corps and Air Force have initiated
programs to contact dis-satisfied customers

(Completed)

12/22/2005

Integrity - Service - Innovation
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ACCOUNTING SERVICES BUSINESS LINE LFAS

Financial Perspective

FINANCIAL PERSPECTIVE FY0S5 GOAL May-05 Jun-05
Goal: Execute to
plan
Financial Performance Index GREEN =+<2%
(See next page for details) YELLOW = +> 2%
and < 4%
RED =+>4%

12/22/2005 Integrity - Service - Innovation 10 of 19
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inancial Performance Index

Perspective: Financial

SCORECARD
Work Years June FYTD Rating: RED
Data Reporting: June
Plan 474.7 4,299.30
BSC #:
Actual 444.2 4,079.60 Measure #:
. N 0 - 0
Variance 6.4% 5.1% FREQUENCY: Monthly
. MEASURE:
Budget Execution June FYTD Definition, Compare actual to planned,
Plan $50,782,679  $445,404,847 FYTD.
Actual $45,556,718  $420,115,537 RATING SCALE
Variance -10.3% -9.7% GREEN = <2%
YELLOW = >2% and < 4%
RED = > 4%
Analysis: Actions:
~ Modified our monthly spending plan that is reflected in the =Revise Network Spending Plans Complete
AOB. - Columbus, Arlington, Kansas City Complete
~ Customers request to reduce DFAS costs for FYOS5. - gev_e'a"ddeenve’v a"I‘t’ '"‘?3;1 BLE gompllette
. e . * Review mi ear resuits wi omplete
~ Begin pre-positioning for HPO =Working issuyes with networks Comzlete
=Based on mid year results review, revise spending plan
accordingly Complete
»Submit mid year budget and FY2007 - FY2011 Complete

12/22/2005 Integrity - Service - iInnovation 110of19




DCN: 12262

ACCOUNTING SERVICES BUSINESS LINE

ABL # INTERNAL PERSPECTIVE

# of DFAS actions met as
stated in financial plans

Internal Perspective

FY05 GOAL

GREEN = Milestone slippage does not impact final
completion date.

YELLOW = Incomplete or revised milestones result in "at
risk' completion date.

RED = Incomplete or revised milestones result in high
probability of missing completion date.

7 Audit Deficiencies Corrected

GREEN = All milestones met or incomplete actions have
no impact on assertion date.

YELLOW = Incomplete or revised actions place
assertions 'at risk’.

RED = Incomplete or revised actions result in high
probability of missing final assertion dates.

FMFIA Material Weaknesses
Corrected

GREEN = All milestones met or incomplete actions have
no impact on assertion date.

YELLOW = Incomplete or revised actions place
assertions "at risk’.

RED = Incomplete or revised actions result in high
probability of missing final assertion dates.

9 OSD Metrics

See next page for details

12/22/2005

Integrity - Service - Innovation
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DCN: 12262

OSD Metrics - Accounting
Perspective: Internal

MAY* JUNE*
GOVERNMENT-WIDE METRICS FY2005 GOALS SCORE SCORE
* Fund Balance with Treasury Reconciled/Unreconciled Cash Balances
> 98% Reconciled GREEN GREEN
* Delinquent Accounts Receivable from Intragovernmental over 180 days
(3 Quarter) < 10% Delinquent GREEN GREEN
* Delinquent Accounts Receivable from Public over 180 days < 10% Delinquent J RED RED
(3 Quarter) "
« Suspense Clearing (Absolute) Greater than 60 days (3™ Quarter) <10% Aged RED RED
» Suspense Clearing (Net) Greater than 60 days (3" Quarter) <10% Aged RED RED
|

12/22/2005 Integrity - Service - Innovation 13 of 19
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DCN: 12262

ACCOUNTING SERVICES BUSINESS LINE

Remaining OSD Metrics

Unmatched Disbursements (UMDs) Over 120 Days

Goal = zero in overaged (over 120 days) $0

Actual = increase of $503.33M from May ($1190.31M) $1693.64M
Negative Unliquidated Obligations (NULOs) Under

120 Days June
Goal = maintain or reduce from FY 04 year end balance $94M
Actual = decrease of $190.10M from May ($487.54M) $297.44M

120 Days

Negative Unliquidated Obligations (NULOs) Over

Goal = zero in overaged (over 120 days)

Actual = increase of $1.54M from June ($8.06M)

$9.60M

12/22/2005

Integrity - Service - Innovation
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DCN: 12262

ACCOUNTING SERVICES BUSINESS LINE

Remaining OSD Metrics - continued
AR Available for Collection (Quarterly)

Goal = reduce 75% from Sep 2003 actual of $3,456M $1,296M
Actual = decrease of $1,358M from previous quarter ($4,014M) $2,656M
'Public AR Requiring Due Process at Field Level >

90 Days (Quarterly)

Goal = reduce 95% from Sep 2003 balance of $290M $65M
Actual = decrease of $95M from previous quarter ($276M) $181M

'Reduction of Public Debt > 180 Days Residing in the
Debt Management Systems (Quarterly)
Goal = reduce 95% from Sep 2003 balance of $136M $30M

Actual = increase of $46M from previous quarter ($706M) $752M

Note: due to rounding, some totals may not total
12/22/2005 Integrity - Service - Innovation 17 of 19




DCN: 12262

ACCOUNTING SERVICES BUSINESS LINE

Growth and Learning Perspective

ABL # GROWTH AND LEARNING PERSPECTIVE FY05 GOAL May-05 Jun-05

GREEN = > 41% of Employees
having a degree

YELLOW = > 35% and < 41% of
10 |# of Employees with Degrees Employees having a degree
RED = < 35% of Employees having a
‘ degree

GREEN = > 4.5% of Employees
particpating in DAs

YELLOW = > 3.5% and < 4.5% of
Employees participating in DAs
RED = < 3.5% of Employees
participating in DAs

11 Employees in Developmental Assighments -
Accounting

12/22/2005 Integrity - Service - Innovation 18 of 19




DCN: 12262

Number of employees with Degrees

Perspective: Growth and Learning

Goal =42%
Actual = 40%

SCORECARD
Rating: YELLOW
Data Reporting: June

BSC #:

FREQUENCY: Monthly
it MEASURE:

RATING SCALE:

GREEN = >41%

YELLOW = > 35% and < 41%
RED less than 35%

Analysis:

Slightly lower percentage of employees with degrees than anticipated.

Using Skills Inventory to identify and encourage employees to pursue
professional degrees and certifications.

Actions:

® Defense Agencies - Additional ELPA hires planned for May, June,
July, and 5eptember expected to see increase  ECD: July 2005
* 15 ELPAs have been hired YTD in Def. Agencies
* Total number of employees w/degrees has increased
by 17
« ldentify a current state of the overall skills of our workforce using Skill

Inventory DB. ECD: Rev. Aug 2005
* 20% of ABL employees have Managerial approved
Skills Inventory
* 42% of ABL employees have initiated a Skills
Inventory

* Create a skills snapshot to establish a baseline using the Skills DB

input. ECD: Rev Sep 2005

* Use the baseline to assess ABL skill gaps as the ABL progress
through various transformation initiatives in the future. This will help us
better understand our skill requirements ECD: FY2006

12/22/2005 Integrity - Service - Innovation 19 0of 19




DCN: 12262

i OPERATIONAL [ CUSTOMER " FINANCIAL ASSERTION AUDIT | MATERIAL : DEVELOPMENTAL
~ SITES | PERFORMANCE tVERf‘fE SALARY | CERTIFICATIONS| 5ATISFACTION |PERFORMANCE| MILESTONES | DEFICIENCIES | WEAKNESSES  OSCMETRICS | DEGREES | =)o GNMENTS
.1 Goal | Actual Goal | Actual | Goal | Actual | Goal j Actual | Goal | Actual | Goal | Actual | Goal | Actual Goal } Actual | Goal !Actual| Goal |Actuall Goal Actual _
Accounting | . .

Services - 1 i |

AirForce | 4 | 2 | 853071853255 | 255 | 68 | 75% | 75% | 101.7 | 1008 | 100% | 100% | 100% | 100% | 100% | 100% | GREEN; RED | 534 | 484 | 57 | a2

Dever | 4| 2 |$53971 | $53255 | 98 42 | 75% . 75% | 388 | 393 | 100% | 100% | 100% | 100% | 100% | 100% | GREEN: RED | 205 | 240 | 22 7

[Dayton | Note1 | Note1 | NA NA | 44 8 | NA | wA | 186 | 33 | NA | NA | 100% | 100% | 100% | 100% | N/A . N/A | 92 | 63 | 10 0|

Limestone | Note1 | Note1 | NA | NA 37 6 | NA | NA | 161 | 161 | NA | NA | 100% | 100% | 100% | 100% | NA | NA | 78 | 75 | 8 13 ]

Omaha Note 1 Note1 | NA | NA 29 3 N/A N/A 9.6 0.5 N/A N/A | 100% | 100% 100% 100% N/A ° NA 60 43 6 3

san T ‘ R = i ' ; p o

Antorio | Note1 | Note1 T NA | NA 34 8 | WA | NA | 129 | 13 | NA | NA : 100% | 100% | 100% | 100% | N/A_ N 72 |38 | 8 19

San .

Bomardino | Note! | Note? | NA | NA 13 1 | NA | NA | 58 | 01 | NA | NA | 100% | 100% | 100% | 100% | NA | NIA | 27 | 25 | 3 0o |

[Note1:  Though our field sites are not rated on the overall OPI, they are rated on InTransits and UMDs. Please see | o 'h‘

|attached data. B B o - N
| i

Note2: Of the 21 OSD Metrics, 9 are green equalling 43% of the measures. j | L
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DCN: 12262

Marine Corps Accounting Services Business Line

EsFAS
ACCOUNTING SCORECARD
SUMMARY
Data Reporting: June
RED 0
YELLOW 1
GREEN 8
Not Reported 2
Total 1%

12/22/2005 Integrity — Service - Innovation 3of 17




DCN: 12262

Customer Satisfaction with the DFAS Experience — Marine Corps
Perspective: Customer Accounting Services LJEAS

Customer Satisfaction . SCORECARD
Rating: GREEN
‘ e Total Responses % Rated 4 or 5 Data Reporting: June
H 150 GOAL.:
- Over 75% of Customer responses are rated 4
2 | (GOOD) or 5 (EXCELLENT).
] 100 4=
< : MEASURE:
2 50 Compare the number of responses that were
5 rated 4 or 5 by our customers to the total number
2 of response received.
o 0
3 Jan-05 Feb-05 Mar-05 Apr-05 May-05 Jun-05 RATING SCALE:
4 1 1 1 1 GREEN =>75%
Total Responses 5 YELLOW = > 65% or < 75%
% Rated 4 or 5 75 33 100 100 100 100 RED =<65%

e

Performance Summary: June

~ 1 Response was received from customers, the same count as received
in March and May. One response is not enough to provide a good
statistical measurement.

Performance Summary: FYTD Jan 2005 — June 2005
= Total Responses FYTD 13

= The FYTD customer satisfaction is 84.66%, a Green rating on the rating
scale.

Network Performance Current Month:
* The number of responses that we receive drives the score. The higher the response rate, the better chance we have of gettmg a good ratlng Other
drivers are the ratings themselves: One ICE survey was returned, with 100% rating.

= Post-site visit ICE Surveys are administered to measure customer expectations and satisfaction. Customers are randomly asked to partxc:pate in
feedback through use of ICE Survey email links.

12/22/2005 Integrity — Service - Innovation 4 of 17




DCN: 12262

Customer Satisfaction with DFAS Experience — Marine Corps
Perspective: Customer Accounting Services

Variance Analysis:

The average customer satisfaction rating for January - June is 84.6% (GREEN).

*Note: The FYTD variance analysis on a percentage basis became effective January 2005.

Initiatives ECD

»"Continue monitoring the ICE survey cards results and outline regularly
occurring problem areas and corrective actions. Ongoing

*Review and monitor how and when the ICE sUrvey cards are sent out, in effort
to increase the number of responses received. Ongoing

*Contact the dissatisfied customers to better understand their issues/concerns
and to determine root cause(s) to prevent similar problems from occurring
in the future. Ongoing

12/22/2005 Integrity — Service - Innovation 50f17




DCN: 12262

Operational Performance Index (OPI) — Marine Corps
Perspective: Customer Accounting Services

X,

SCORECARD

Rating: Green
Data Reporting: June

GOAL:
Execute to the planned goal each month.
[ . MEASURE:
suspen' ekcoupt (3000 Non Monthly actual balances compared to planned
Erompt Over 002y 0) monthly balances
: ; RATING SCALE:
Overageg Intransits GREEN = 4Green
? YELLOW = None Red/Any Yellow
Total UMDs RED = 1 or more Red
Timefiness of Accounting Rep. - 95%
Performance Summary: June Performance Summary: FYTD
« 4 of the four metrics in this index are rated GREEN * FYTD Average Rating: 2.85

» Positive Trend for Index as of January's performance.

* Numerous initiatives in process include customer business practices
and system related issues which are expected to render an overall
reduction that impacts 3 of the 4 measures.

Monthiy Variance: Explanations of Rating on following slides:

Metric ; _ May June +- Rating
| Suspense Overagéd e 01M 01M =0 - Green
Overaged In-Transits s 02M @ 0O3M + Green

|| Total Unmatched Disbursements 46M  56M +  Green
100% = _ Green

Timeliness of Acocuntmg Reports

100%

|

12/22/2005 Integrity ~ Service - Innovation 6 of 17



DCN: 12262

Financial Performance Index — Marine Corps Accounting Services
Perspective: Financial 1S

Work Years* Dollars* DBH Work Counts
Planned Actual Planned Actual Planned Actual . SCORECARD

Rating: N/R

Oct 193 193 1372810 1372810 31081 31080 Data Reporting: June

Nov 394 394 3451212 3451212 62563 62562 GOAL:

Dec 610 605 5510809 5503319 96015 94006 Execute to Plan.

Jan 818 786 7506005 7844746 127883 120697 RATING SCALE:
GREEN =>75%

Feb 1010 968 9486777 10101607 158167 154285 YELLOW = > 60% or < 75%
RED =<60%

Mar 1229  117.1 12855835 12686172 203958 184548
DEFINITION:

Apr 1359 1351 14722660 14222863 236245 231318 Successfully meet deliverables for all three
financial performance metrics: Workyear

May 1534  155.2 16808389 16204830 268113 251407 Execution, Budget Execution to Spending Plan,

and Revenue Execution.

1749 . 173.2 18889185 18125946 281682 281937

Performance Summary: May Work year, dollar execution, and

Performance Summary: FYTD
DBH are under plans.

» Work year, dollar execution, and DBH FYTD remain under plans.

Network Perfoi'mance.
Work years are executing at 99%of the KC spending. plan projection and the total dollars are executing at 95.9 % of the plan

The DBH work ount re cted in executnon repcrts dnspiays a rate of 100% of the KC Spendmg plan.

12/22/2005 Integrity — Service - Innovation 7of 17




DCN: 12262

Close Benchmark and Service Gaps — Avg. Salary — Marine Corps

Perspective: Customer Accounting ServicesbiFAS
SCORECARD
Average Salary Rating: N/R

Data Reporting: June

mmm Avg. Salary Actual —e— Awg. Salary Goal

GOAL.:

60000 June Goal = $54,974
RATING SCALE:
GREEN = > 95%

YELLOW = > 85% or < 90%
RED =<85%

57500

55000

52500

Average Salary

DEFINITION:

Reduce the average salary per employee by
$500 for the FY2005. Scale for goal is a sliding
scale and will adjust monthly.

50000

Oct-04 | Nov-04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 y-05 Jun-05

Avg. Salary Actual| 55442 | 55494 | 55594 | 55694 | 55890 | 56028 | 56425 | 56022 | 55977
Avg. Salary Goal | 55310 | 55268 | 55226 | 55184 | 55142 | 55100 | 55058 | 55016 | 54974

—

Performance Summary: June Performance Summary: FYTD
* Average Salary Actual = $55,977 * Average Salary FYTD = $55,840

* Average Salary Goal = $54,974 * Sept 2005 Goal is $54,842
* Approx.$ variance from goal = $1,003

Network Performance: ]
*Marine Corps Accounting ge salary for September 2004 was $55352, and we used a sliding scale of $42 reductionper
month: $500/12 months. The number of employees has reduced by 8 from the Sept 2004 count of 203.

=Marine Corps Accounting is currently offering VERA/VSIPs for GS-7 through GS-15s. In addition, as attrition occurs, we are ~
attempting to restructure the functions and responsibilities of the posmons to reduce grade levels.

12/22/2005

Integrity — Service - Innovation




DCN: 12262

Close Benchmark and Service Gaps — Employee Certifications —

Perspective: Customer Marine Corps Accounting Services 15

Employee Certifications SCORECARD
Rating: GREEN
Data Reporting: June

mmmm Certifications Actual —e— Certifications Goal

GOAL:

Increase number of certifications by 5%

RATING SCALE:
GREEN =>90%

YELLOW = > 85% or < 90%
| RED =<85%

DEFINITION:
Increase the total number of certifications of
Jun-05 employees by 5% from the September 2004

Oct-04 Nov- | Dec~ Jan-05 Feb- | Mar- | Apr- | May-
04 04 05 05 05 05 goal. Scale for goal is a sliding scale and will

Number of Employees with Certification

Certifications Actual| 17 | 17 | 17 | 20 | 20 | 21 | 21 | 21 | 21 adjust monthly.

Certifications Goal 18 18 18 22 22 22 22 22 22

Performance Summary: June
« Total Certifications Actual = 21 * Certifications FYTD = 21

* Total Certification Goal = 22 * Certification Goal for FY = 22
* No change from May *21/22 = 95%

Performance Summary: FYTD

Network Performance:
Marine Corps Accounting has 18 GS 510s with Certifications, out of 83 GS 510 employees, for 21. 7% of GS 510s certified. We
expect to have several mdwiduals certified before the end of FY 05.

i

12/22/2005 Integrity — Service - Innovation 9 of 17



DCN: 12262

Close Benchmark and Service Gaps — Employee Certifications —
Perspective: Customer Marine Corps Accounting Services &

Variance Analysis:

The ICE Survey achieved a 59.3% response rate with 136 out of 229 employees participating in the survey.
The results of the survey are:

Of those who attended a CDFM training class, 29% actually tested.

Of those who attended a CGFM training class, 13% actually tested.

Those who intend to take either the CDFM or CGFM equaled 71%

Initiatives . ECD
*Provide local study group to assist COFM/CGFM candidates in achieving certifications Ongoing
sEncourage employees to register and test for certification Ongoing

|

II

e s
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DCN: 12262

Close Benchmark and Service Gaps — Timeliness of Acctg. Reports/—
Perspective: Customer Marine Corps Accounting Services &3EAS

Timeliness of Accounting Reports Rating: Gi%gEECARD

Data Reporting: June

m Timeliness Actual —e— Timeliness Goal

GOAL:
" 100 Produce financial reports in 10 calendar days
S 75 RATING SCALE:
@ GREEN =>95%
o 50 YELLOW = > 85% or < 90%
b= RED =<85%
3 25
@ DEFINITION:
o 0

' Financial reports, SF133s, 1002's and 1307s are
Nov-04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 due on the 10t calendar day of the month. This

m re tracks total number of reports against
Timelness Actuall 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 |||l the total number of reports late,
Timeliness Goal 95 95 95 95 95 95 95 95

Performance Summary: June Percent of reports actual delivered Performance Summary: FYTD
on Time = 100% »Percent of reports FYTD delivered on Time = 100%
* Percent of reports goal delivered on Time = 95% +Goal has been surpassed every month this fiscal year.

o

Network Performance:
Marine Corps Accounting will continue with streamlined processes to meet accelerated reporting goals. No current outstanding

issues. o .
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DCN: 12262

Critical Initiatives Required for Assertion — Marine Corps
Perspective: Customer Accountina Services 1S

FY2005 Critical Actions-ABL SCORECARD
Percent Monthly Actions Completed as Planned Rating: Green
Data Reporting: June
L_ Met mmmm Planned —— Revised - % Complete ]
GOAL.:
100 Complete Critical Milestones for Critical
Initiatives as planned.
80
60 RATING SCALE:
40 GREEN = > 95%
20 YELLOW = > 85% or < 95%
o RED =<85%
Oct-04 | Nov04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05
Met 1 0 7 0 6 3 0 0 1 DEFINITION:
Track the progress of Critical Milestone
Planned 1 0 10 0 6 3 0 3 3 completion as identified in the Financial
Revised 0 0 3 0 0 0 0 3 2 improvement Plans. Specific questions relate
% Complete; 100 100 70 100 100 100 100 0 33% to total number of Critical Milestones Planned,
Met, and Revised.

Performance Summary: June
~ 3 critical actions were planned for completion
~ 1 actions were met as planned

~ 2 actions were revised for completion dates

Performance Summary: FYTD
=Total Actions FYTD Planned = 25
«=Total Actions FYTD Met =17
«=Total Actions FYTD Revised = 8

Network Performance:
Completion of the receivables initiatives are dependent on the SCR that won't go into effect until 9/30/05.
Marine Corps Accounting is Green for June, and all milestones met or revised have
no impact on assertion date.
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DCN: 12262

FMFIA Material Weaknesses — Marine Corps Accounting Services

Perspective: Customer EEAS
SCORECARD
FMFIA Material Weaknesses .
Rating: GREEN
» E== Met s Revised ) Missed % Planned Data Reportmg: June
]
g GOAL:
- 10 Achieve 90% of scheduled milestones
8
@
= 6 RATING SCALE:
—— 4 GREEN =>90%
2 2 YELLOW = > 80% or < 90%
o RED =<80%
2 0+
£
> DEFINITION:
Z | Met 0 0 0 0 0 0 0 0 0 This measure is designed to manage the
Revised| 0O 0 0 0 0 0 0 0 0 elimination of Section 2 Material Weaknesses.
For each material weakness, a plan of action
Mssed 0 0 0 0 0 0 0 0 0 and milestones have been established to
| Panned 0 0 0 0 0 0 0 0 0 ensure that steps are taken to correct the
weakness.
Performance Summary: June 0 milestones were planned for Performance Summary: FYTD
completion 0 milestones were planned for completion
* 0 revised \ 0 revised

Network Performance:
Marine Corps Accounting has no material weaknesses or planned milestones.
Marine Corps Acoountmgis Greea for June, and all milestones met or revised have no :mpact on assertion date
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DCN: 12262

Audit Deficiencies — Marine Corps Accounting Services

Perspective: Customer ﬂF S
. . SCORECARD
Audit Deficiencies Rating: GREEN
& Planned m Met Data Reporting: June
o GOAL:
c Achieve 90% of all outstanding audits
o
o RATING SCALE:
; GREEN =>90%
= YELLOW = > 80% or < 90%
1) RED =<80%
o
a
£
=3
=
Planned 0 0 0 0 0 0 0 0 0
Met 0 0 0 0 0 0 0 0 0
Performance Sufnmary: June Performance Summary: FYTD
» 0 milestones were planned for completion 0 milestones were planned for completion
+ 0 revised 0 revised

—
—
———

Network Performance.
Marine Corps Accounting has no audit deficiencies or planned milestones.
Marine Corps Accountmg is Green for June, and all m:lestones met or revised have no impact on assertuon date.
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DCN: 12262

OSD Metrics — Marine Corps Accounting Services
Perspective: Internal

GOVERNMENT-WIDE METRICS B FY2005 GOALS
*Fund Balance with Treasury Reconciled/Unreconciled Cash Balances > 98% Reconciled GREEN
*Delinquent Accounts Receivable from Intragovernmental over 180 < 10% Delinquent GREEN
days
*Delinquent Accounts Receivable from Public over 180 days < 10% Delinquent RED
*Suspense Clearing (Absolute) Greater than 60 days < 10% Aged GREEN
*Suspense Clearing (Net) Greater than 60 days < 10% Aged GREEN
QUAD METRICS FY2005 GOALS SCORE
«Suspense Overaged (3000 Non-Exempt over 60 days old) 10% Reduction 12/31/04 Balance GREEN
Overaged In-Transit Disbursements & Collections 75% Reduction FY04 YE Balance GREEN
*Unmatched Disbursements (UMDs) Total Maintain FY04 Within Timeframe YE
Balance GREEN
*Timeliness of Accounting Reports to Customers > 95% On-time Delivery GREEN
REMAINING OSD METRICS 7 FY2005 GOALS SCORE
Unmatched Disbursements (UMDs) Under 120 Days Old Maintain FY04 YE Balance GREEN
*Unmatched Disbursements (UMDs) Over 120 Days Old Zero Overaged GREEN
*Negative Unliquidated Obligations (NULOs) Under 120 Days Oid Maintain FY04 YE Balance GREEN
*Negative Unliquidated Obligations (NULOs) Over 120 Days Old Zero Overaged GREEN
*Suspense Account — 3000 Non-Exempt Within Allowable 10% Reduction from FY04 Average
60-Day Timeframe Balance GREEN
«Appropriations with Negative Balances None over 3 months old GREEN
*Deposit Accounts with Negative Balances None over 3 months old GREEN
*A/R Available for Collection 75% Reduction FY03 YE Bal i GREEN
*Public AIR Requiring Due Process At Field Level > 90 Days 95% Reduction FYO3YEBal [ RED

i “*Reduction of Public Debt > 180 Days Resadmg in Debt Management
' Systems el
‘ nsupported Accountmg Adjustments

95% Reduction FY03 YE Bal
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DCN: 12262

Developmental Assignments — Marine Corps Accounting Services
Perspective: Learning and Growth

. SCORECARD
Developmental Assignments .
evelopme g Rating: GREEN
w B Actual @ Goal Data Reporting: June
<
= GOAL.:
£ Achieve 4.5% (11) of total end-strength from
4 September 2004 (239 employees).
[
b
K’ RATING SCALE:
g- GREEN =>90%
T YELLOW = > 75% or < 90%
Y= RED =<75%
o .
1=
3 DEFINITION:
£ Oct-04 | Nov-04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 This measure focuses on broadening
2z employees skills and knowledge through well
Actual| 32 32 32 38 36 37 37 31 35 defined Developmental Assignments.
Goal 11 11 1 11 11 11 11 11 1
Performance Summary: June Performance Summary: FYTD
* Total number of employees in DAs = 35 * Total FYTD Average = 34.43
» Total number of employees goal in DAs = 11 * Overall number of employees in DAs ‘increased by 3 since October 2004
Network Perférmance:
Marine Corps Accounting had 205 civilian employees and 34 military employees as of 10/31/04, and as of 1/31/05, we had 203
civilians and 29 military. We have consistently surpassed our goal, with an average of 34.9 employees, or over 300%, in
Developmental Assignmnts oyer the past 6 months. Learning objectives for these developmental assignments are to expand }
develop and improve current financial and aceountmg skills. These assignments provide cross training while maintaining ]
oversight on current year transactions. Developmental Assignments are essentia! to meet our goals, objectives and the mtss:on }
s weﬁ as mamtalnmg cont;nuaus outstanding customer service. ' . -

m—" st

s
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DCN: 12262

PMI #295:  Timeliness of Accounting Reports to Customers (SF 133 & AR 1307)
Perspective: Customer

Objective:  Deliver the DoD Accounting Reports 95% on time
Target: SF 133 & AR 1307- 10 workdays

Green = 95% and above
Yellow = Between 90% and 95%
Red = 89% and below

100% 100% 100% 100% 100%  100%

100%
99% |
98% -
97%
96%
95% -
94% -
93% A
92%
91% -
90% - —_—
89% -
Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05
Percentage 100% | 100% | 100% | 100% | 100% | 100% | 100%
Total # of reports 215 215 215 215 215 220 218
Late due to DFAS 0 0 0 0 0 0 0 0
Late due to Non-DFAS 0 0 0 o 0 0 0 0
e € (=Y 95% 95% 95% 95% 95% 95% 95% 95% 95% 95% 95%
Yellow 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Red 89% 89% 89% 89% 89% 89% 89% 89% 89% 89% 89%
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DCN: 12262

PMI #296: Timeliness of Accounting Reports to Customers (AR (M) 1002)
Perspective: Customer

Objective:  Deliver the DoD Accounting Reports 95% on time
Target: Acctg Rpt (M) 1002 - 15 work days

Green = 95% and above
Yellow = Between 90% and 95%
Red = 89% and below

100% 100% 100% 100% 100% 100% 100% 100%

100%
99%
98%
97%
96%
95%
94%
93%
92%
91%
90%

89% Now04 | Dec-04 Mar-05 | Apr-05 Jun-05 | Jul-05 | Aug-05 | Sep-05
Percentage 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
Total # of reports 117 178 177 177 178 177 180 184
Late due to DFAS 0 0 0 0 0 0 o 0
Late due to Non-DFAS 0 0 o 0 0 0 0 0
s GrEEN 95% 95% 95% 95% 95% 95% 95% 95% 95% 95% 95%
Yellow 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
—— Red 89% 89% 89% 89% 89% 89% 89% 89% 89% 89% 89%
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DCN: 12262

BSC #612:

Perspective: Customer

Objective:

Target: Achieve an overall Critical Initiative rating of 3
('g:"i.e:i.c];ll Status of PKIS
In—:—:_t_:?;‘ Definition I:::::::i‘ Ratin

dreen All Critical Actions met for a given Initiative

initiative.

on Scheduls

3

Yell
ellow missed for a given initiative.

All but: one or two Critical Actions

Initiative
in Jeopardy

for a given inltiative.

Red Three or more Critical Actions missed

Initiative
Impacted

DFAS Critical Initiatives Required for Assertion by FY 2007
as Stated in the Financial Improvement Plans

Achieve 100% of scheduled DFAS Ceritical Initiatives required to
meet the goal of an Unqualified Audit Opinion by FY 2007

Green =2.6to 3

Yellow = <2.6 but > 2.0

Red = Less than 2.0

b 3 e} 2
3'07
26— ]
2.2
1.8 40—
1.4
1
1.0
Oct-04 Jul-05 | Aug-05 | Sep-05
3 Overall Rating 1 . 3 3 3
s (TG 3 3 3 3 3 3 3 3 3 3 3 3
Yellow 2.6 2.6 2.6 2.6 2.6 2.6 2.6 26 2.6 2.6 2.6 2.6
——Red 1.9 19 | 1.9 1.9 1.9 1.9 1.9 1.9 1.9 1.9 1.9 1.9

12/22/2005
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DCN: 12262

PMI1 #180: Reduce Aged Intransit Disbursements
Perspective: Internal

Objective:  The Agency plan is to reduce aged Intransit Disbursements by 75%
Target: The FY 2005 goal is a 75% reduction from the FY 2004 year-end balance.
This is measured in net dollars.

$160

\

$120

R
[
/
|

N AN

$40 8379

$0 |
sths

-840 Sep-04 | Oct-04 | Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05
FY 2005 Goal -$7.9 | $79 | -$79 | -$79 | -$7.9 -$79 | $79 | -$79 | -$79 $79 | $79 | -$7.9 -$7.9
Green -$7.9 | -$7.9 -$79 | $79 | -$79 $79 | $79 | -$7.9 | $7.9 -$79 | -$7.9 | -$7.9
~ |ewe=Current Month Bal | -$31.8 | $236.7 | $176.5 | $197.2 | $55.0 | $75.1 | $25.9 | $28.3 | $25.0 | $37.2

_ Note: Numbers are in millions. The \\S‘igptember 2004 balance was (31.8). Our September 30, 2005 goal is,, (7.9). ‘

i sk
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DCN: 12262

PMI #180: Reduce Aged Intransit Disbursements

Rept
DATE Month

sepo
Dec
Fob-o
 maros |
s

DATE Month

| Nov-0s | Nov-os |

|

| sanos | sanos |
b-08

Note: Numbers are in millions. N/Met stands for Not Met. o
12/22/2005 Integrity - Service - Innovation




DCN: 12262

BSC #517: Audit Deficiencies Corrected

Perspective: Internal OBF S

Objective:  Improve the quality (Accuracy & Timeliness) of Accounting Products,
Services & Processes

Green =90% or ab
Target: Correct 90% or above of all outstanding audits - |
Yellow = > 80% to < 90%

Red = Less than 80 %

90% -
33.3% | o o
. (]
80% +— ?_ H ! — ]
5.0% L
70% S S—— D7
64.3%
J— 61.5% p1.5%
60%
50.0%
50% -
40% -
Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05
mmm Percentage 50.0% | 75.0% | 83.3% | 61.5% | 61.5% | 64.3% | 68.8% | 80.8%
# of FYTD audit recommendations completed 2 3 5 8 8 9 11 21
# of FYTD audit recommendations scheduled 4 4 6 13 13 14 16 26
wmnr GrEEN 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Yellow 80% 80% 80% 80% 80% 80% 80% 80% 80% 80% 80%
e Red 79% 79% 79% 79% 79% 79% 79% 79% 79% 79% 79%

12/22/2005 Integrity - Service - Innovation 9




DCN: 12262

BSC #531: FMFIA Material Weaknesses Corrected

Perspective: Internal

i Acc i rvi '
Improve Quality of Accounting Products, Services & Processes Groon — 90% or above
Yellow = > 80% to < 90%

Objective:

Target: Achieve 90% of scheduled milestones

Red = Less than 80 %

100% 100% 100% 100% 100% 100% 100% 100% 100%
0 ;
90%
80% - —
70% -}
60% -
50% -
Dec-04 Jan-05 Feb-05 Mar-05 Apr-05 May-05 Jun-05 Jul-05 Aug-05 Sep-05
Percentage 100% 100% 100% 100% 100% 100% 100% 100%
# of FYTD milestones completed 0 0 0 0 1 1 1 1
# of FYTD milestones scheduled 0 0 0 0 1 1 1 1
e (SIEEN 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Yellow 80% 80% 80% 80% 80% 80% 80% 80% 80% 80% 80%
——Red 79% 79% 79% 79% 79% 79% 79% 79% 79% 79% 79%
Integrity - Service - Innovation 10

12/22/2005




DCN: 12262

BSC #543:  Fund Balance With Treasury (FBWT) Deficiency Rate
Perspective: Internal

Objective:  Improve the auditability of FBWT
Target: Total deficiencies are 3% or less of the current FY month end FBWT amount (abs)

Green =<3%

Yellow => 3% but < 5%

Red =>5%

2. 1U%
5%
4.47% 2837 4.45%
3.99% ] ] ]
. (+]
4% — 3.66%
] B
2%
1.52%
19 1.07 0.98%
. ||
0% A

Oct-04 Now04 Dec-04 Jan-05 Feb-05 Mar-05 Apr-05 May-05 Jun-05 Jul-05 Aug-05 Sep-05
2.80% 1.01% 1.38% 1.07% 0.98% 0.52% 0.20% 0.83% 0.28%
B WCF Percentage| 2.92% 3.99% 4.47% 5.10% 4.63% 3.66% 1.15% 4.45% 1.52%

s GIGEN 3% 3% 3% 3% 3% 3% 3% 3% 3% 3% 3% 3%
Yellow 3.1% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1%
— Red 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1%

12/22/2005 Integrity - Service - Innovation 11




DCN: 12262

BSC #630:
Perspective:

Innovative Business Practices - Accounting
Internal

Objective:
Target:

Encourage innovation within DFAS
ABL- 24 IBPs approved by the end of FY05. Army - 4 approved by the end of FY05

Dec-04

Jan-05

Mar-05

Green =>4 Approved

Yellow =<4 but>2
Red = Less than 2

Apr05 May-05 Jun05 Jul-05

Aug-05

Sep05

S Approved

s (510N

| O

Yellow

IBP Submitted

1. DNO: DCAS/MOCAS
Automated Posting Program
(Frontend) - Submitted 1/19

2. SL: DSL-CARD
(Consolidated Acctg &
Reconciliation Database)-
Submitted 1/19

3. SL: MOCAS & Acctg
Comparison (MAC) Database
- Submitted 1/20

4, DNO: Automated
Notification of Missing RR-
Submitted 1/20

N O
.

- N e O

o R

—_

PN . 2 R O Y e )

_ N
- N

12/22/2005
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DCN: 12262

BSC #515:  Professional Certifications and Licenses and Certifications (Qualifications)

Perspective: Growth and Learning BF S

Objective: = Increase number of Individuals with Professional
Certifications/Licenses/Certificates (Qualifications)
Target: Achieve 90% or above target goal

Green = 90% or above target goal
Yellow = > 75% to < 90% of target goal
Red = Less than 75% of target goal

90%

80%

70% -

55.9% e
0,
51.9% 510y p1.9% P22 F’”

60%

cm——

6.1%
53.1% 53.4% ig_g_%___r_’—-'

50%

40% - Oct-04 | Nov04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 Jul-05 | Aug-05 | Sep-05
mmmm Percentage 53.1% | 53.4% | 53.8% | 56.1% | 61.9% | 61.0% | 61.9% | 63.2% | 65.9%
FYO0S Target 228—1 223 223 223 223 223 223 223 223
# with Cert/License 121 19 120 125 138 136 138 141 147
Green 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Yellow 75% 75% 75% 75% 75% 75% 75% 75% 75% 75% 75% 75%
— Red | 74.9% | 74.9% | 74.9% 749% | 74.9% | 749% | 74.9% | 749% | 74.9% | 74.9% | 74.9% | 74.9%

The FY05 target/goal/base number is 11% of the September 2004 end strength shown on the Flash Report.

s A RIS

12/22/2005 Integrity - Service - Innovation 13




DCN: 12262

BSC #515:  Professional Certifications and Licenses and Certifications (Qualifications)
Perspective: Growth and Learning

Objective:  Increase number of Individuals with Professional Sop 04 Ens S [TarasUCoaT (1%
Certifications/Licenses/Certificates (Qualifications) NG 553 55

Target: Achieve 90% or above target goal v 201 a1
LX 31 3
OR 132 15
RI 231 25
RO 263 29
SL 259 28
SS 29 3

135%

125%

116%

105%

95%

85%

75%

65%

55% -

45% -

35% -

25% -

16% -

5% 1 EU Lw LX OR RI RO st ss
mOct-04 100% 18.2% 66.7% 26.7% 52.0% 41.4% 14.3% 100%
@ Nov-04 100% 18.2% 66.7% 26.7% 52.0% 41.4% 14.3% 100%
@ Dec-04 42.9% 100% 18.2% 66.7% 26.7% 56.0% 41.4% 14.3% 100%
3Jan-05 42.9% 100% 27.3% 66.7% 26.7% 56.0% 41.4% 14.3% 100%
MmFeb-05 46.4% 100% 27.3% 66.7% 26.7% 60.0% 44.8% 25.0% 100%
mMar-06 42.9% : 100% 27.3% 66.7% 26.7% 80.0% 44.8% 28.6% 100%
WApr-05 - 50.0% 100% 27.3% 66.7% 26.7% 60.0% 41.4% 32.1% 133%
cIMay-05 50.0% 100% 27.3% 66.7% 26.7% 64.0% 41.4% 36.7% 133%
W|Iun-05 | 536% 100% 27.3% 33.3% 33.3% 64.0% 41.4% 35.7% 133%

: : DNO EU LW LX OR RI RO SL | =T
Oct-04 MN/R 3 2 2 4 13 12 4 3
Now-04 N 3 2 2 e 13 ol a2 s b 3

" Dec04 | T AZ T .3 ) 2 = 14 12 a 3

Jan-06___ Y > | 3 3 3 A 1a iz 2 2

. Feb-085 . 13 - 3 -3 2 . 15 1 13 7 3

Mar-05 12 = 2 3 2 4. 15 1 13 8 3

05 & 14 -3 3 2 4 15 12 o q.

‘May-05 ‘ : 14 3 3 2 A% 16 12 10 D4

Jun-05 : : 15, 3 3 1 5 [ s 12 . a0 4
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DCN: 12262

BSC #515:
Perspective:

Professional Certifications and Licenses and Certifications (Qualifications)
Growth and Learning

‘BF S

Objective:  Increase number of Individuals with Professional BSC #515
Certiﬁcations/Licenses/Certificates (Qualifications) Sep 04 End Strength|Target/Goal (11%)
Target: Achieve 90% or above target goal HQ/BO/PMO 59 6
CESG 12 1
Field Acctg 162 18
Deptl Acctg 149 16
Acctg System Dir 91 10
300% -
200% | [
260% ﬁ—{
240% —
220%
200%
180%
160%
140%
120%
100%
80%
60% . »
HQIPMO/BO CESG Field Acctg Dept'l Acctg Acctg Systems Dir
3 Dec-04 133% 500% 117% 125% 100%
A Jan-05 117% 500% 122% 131% 130%
23 Feb-05 117% 500% 144% 113% 150%
7 Mar-05 133% 500% 139% 106% 180%
mApr-05 167% 400% 133% 113% 160%
[A May-05 233% 300% 117% 119% 170%
3 Jun-05 233% 300% 128% 119% 190%
L HQ/PNMO/B O CESG Field Acctg Dpti Acctg Acctg Sy siterns Dir
Dec~0Od4 8 s 21 20 10
Jan-05 7 6 ‘ 22 21 13
Feb-05 e . 5 L e 18 A5
Mar-05 | L8 5 25 ’ 17 18
Apr-0s5 10 a 24 - v 18 16
May -05 14 3 21 I 10 17
Jun-0s5 B 14 3 23 19 %l g__

12/22/2005
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DCN: 12262

Perspective: Growth and Learning

BSC #548:  Number of Employees with Degrees O oEAs

Objective:  Increase Number of Employees with Degrees within the DFAS Workforce

Target: Achieve 90% or above target goal Green =90% or above target goal
Yellow = > 75% to < 90% of target goal
Red = Less than 75 % of target goal
110%
107%
104%
101%
98%
95%
92%
EZZ: 84.70% 590% 85.90% -25% 8555% ge 0sos s 709, 85-66%
83% b —H B
80% -
77% -
74%
Oct-04 | Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 Jul-05 | Aug-05 | Sep-05
C—— Percentage 84.70% | 82.84% | 85.90% | 85.90% | 86.25% | 85.55% | 85.08% | 84.72% | 85.66%
FY 05 Target 869 851 851 851 851 851 851 851 851 |
# Employees w/Degrees 736 705 731 731 734 728 724 721 729
e (GrEEN 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Yellow 75% 75% 75% 75% 75% 75% 75% 75% 75% 75% 75% 75%
— Red 74.9% | 74.9% | 74.9% | 74.9% 74.9% | 74.9% 74.9% 74.9% | 74.9% 74.9% 74.9% 74.9%

The FY05 target/goal/base number is 42% of the September 2004 end strength shown on the Flash Report.
The count of 736 for Sept included 31 employees in Disbursing.

12/22/2005
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DCN: 12262

BSC #548:  Number of Employees with Degrees
Perspective: Growth and Learning

(3 [ . . .
Objective:  Increase Number of Employees with Degrees within the DFAS Workforce
* &)
Target: Achieve 90% or above target goal Sep 04 End Strength |Target/Goal (42%
DNO 253 106
EU 23 10
LW 101 42
LX 31 13
OR 132 55
RI 231 97
RO 263 110
SL 259 109
SS 29 12
130.0%
120.0%
110.0%
100.0%
90.0% —
80.0%
70.0% -
6.0.0 % ~ -
50.0% EU R RO
mOct-04 120% 85.7% 92.3% 92.7% 90.7% 77.3%
ZiNov-04 110% 95.2% 92.3% 92.7% 89.7% 78.2%
emDec-04 68.9% 110% 96.2% 92.3% 92.7% 88.7% 78.2%
eidan-05. . 72.6% 110% 96.2% 92.3% 89.1% 88.7% 78.2%
mFebd-05 70.8% 100% 95.2% 92.3% 90.9% 89.7% 78.2%
mMar-05 172.6% 100% 95.2% 84.6% 892.7% 89.7% 76.4%
MADI-08& 70.8% 80.0% 97.6% 84.6% 842.7% 88.7% 74.5%
EIM ay-08 €9.8% 90.0% 85.2% 84.6% 94.5% 87.6% 73.6%
| dun-08 69.8% 90.0% 97.6% 76.9% 94.5% 89.7% 73.6%
» [=¥] LW L.X OR [ RO S SS
Oct-04 12 36 12 51 88 85 a3 8
New 04 11 40 12 51 87 86 54 8
Deac-04 Lo 40 12 : e 87 - 86 64 8
L Jan-08s 11 40 12 oAe . F o 86 86 1 - 69 8
Fab-05 10 30 AR B0 8 .86 L B9 8
Mar-0S5 10 40 11 51 . a7 84 L 70 a8
Apr-0&. O Lo o 11 o8 87 82 ' 69 B
May -08 ‘{ o 40 11 s> 1 85 a1 l oas 8
dJun-05 ) 41 1 10 Coosn ) a7 81 83 8
12/22/2005 Integrity - Service - Innovation 17




DCN: 12262

BSC #548:  Number of Employees with Degrees
Perspective: Growth and Learning

Objective:  Increase Number of Employees with Degrees within the DFAS Workforce

. 2 (1)
Target: Achieve 90% or above target goal 5SC 7548
Sep 04 End Strength|Target/Goal (42%)
HQ/BO/PMO 59 25
CESG 12 5
Field Acctg 162 68
Dept'l Acctg 149 63
Acctg System Dir 91 38

170.0%
160.0%
150.0%
140.0%
130.0%
120.0%
110.0%

~100.0% ﬁ

90.0%

HQ/BO/PMO Field Acctg Deptl Acctg Acctg System Dir

@ Dec-04 162% 160% 161.8% 147 .6% 134.2%
@ Jan-05 152% 160% 164.7% 133.3% 134.2%
wFeb-05 164% 160% 168% 114% 163%
EMar-05 160% 160% 157% 113% 168%
.Ap{-GS—j ey 176% 140% 157% 113% 166%
Vay-08 ; 212% 180% 156% 111% 147%
mJun-08 260% 160% 156% 108% 150%

] Field Acctg Dptl Acctg

Acctg Systerms Dir
Dec-04 , . 51
Jan_os o L 4 S 3 . ‘ ; ¥ Y P o oy o : ‘ 5 “ i pre iy 51
Apr-05 : . : ‘ i ; . . Lo O
May-05 | : 53 g : - :
Jun-05

12/22/2005 Integrity - Service - Innovation 18




DCN: 12262

BSC #614:  Monthly Employee Satisfaction
Perspective: Growth and Learning

Objective: Employee satisfaction should not fluctuate more than 5% from month to month.
Target: This measure does not receive a rating. It is used as an internal monitoring tool.

100%

90% -

80% -

74.0%

70%

60%

50%

Feb-05 Mar-05 Apr-05 May-05 Jun-05 Jul-05 Aug-05 Sep-05

A ESI Score| 74.0% 56.0% 52.0%
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DCN: 12262

BSC #625: Employees in Developmental Assignments - Accounting Services .
Perspective: Growth and Learning HF S

Objective: ~ Enhance breadth of employee competence Green =90% or above target goal
L) 2 0
Target: Achieve 90% or above target goal Yellow = > 75% to < 90% of target goal

Red = Less than 75 % of target goal

Z 70—

[849% | N~ 17.42%

s
- i G

Oct-04 Now-04 Dec-04 Jan-05 Feb-05 Mar-05 Apr05 | May-05 | Jun05 Jul-05 Aug-05 | Sep-05

140.86% | 137.63% | 130.11% | 94.62% | 78.49% | 90.32% | 86.02% | 77.42% | 68.82%
Target/Base 93 93 93 93 93 93 93 93 93
Total #in DA 131 128 121 88 73 84 80 72 64
e CI 90% 90% 90% 90% 90% 90% 90% 90% j 90% 90% 90% 90%
Yellow 5% 75% 75% 75% 75% 75% 75% 75% 75% 75% 5% 5%
w—Red 74.9% 74.9% 74.9% 749% | 74.9% 74.9% 74.9% 74.9% 74.9% 74.9% 74.9% 74.9%

The FYO5 target/goal/base number is 4.5% of the September 2004 end strength shown on the Flash Report.
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DCN: 12262

Unique #1: Utilization of Overtime Usage
Target: Use up to 4% Overtime in Lieu of Requesting Additional Workyears

-Data pulled from eBiz by pay periods for 6/10 & 6/24 Green => 4%

-OT Percentage = Overtime Hours/Regular Hours Yellow => 3% and < 4%

Red= <3%

8%

7%

6.51%

6%

5.75% YLy
0657

5.17%

90%
L.‘

5%

4%

3%

2%

Oct-04 | Novw04 | Dec04 | Jan05 | Feb-05 | Mar05 | Apr05 | May-05 | Jun05 | Jul05 | Aug-05 | Sep-05

Percentage| 7.35% | 6.27% 5.77% | 6.51% 5.75% 5.65% 4.98% 517% 4.90%
Prod Hrs 219,646 | 195,377 | 207,438 | 222,504 | 261,165 | 222,804 | 346,695 | 221,135 | 214,718
O/T Hrs 16,143 | 12,250 | 11,968 | 14,475 | 15,017 | 12,585 | 17,253 | 11,427 | 10,530
e (SFEEN 4% 4% 4% 4% 4% 4% 4% 4% 4% 4% 4% 4%
Yellow 3% 3% 3% 3% 3% 3% 3% 3% 3% 3% 3% 3%
e Red 2.9% 2.9% 2.9% 2.9% 2.9% 2.9% 2.9% 2.9% 2.9% 2.9% 2.9% 2.9%
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DCN: 12262

Unique #1: Utilization of Overtime Usage

-Data pulled from eBiz by pay periods for 6/10 & 6/24
-OT Percentage = Overtime Hours/Regular Hours

Green => 4%
Yellow = > 3% and < 4%
Red= <3%

0.0% LW OR
W Oct-04 3.56% 6.13% 6.07% 8.73% 6.65% 4.75% 6.81% 2.33% 9.52%
@ Nov-04 2.49% 7.79% 3.98% 8.93% 6.24% 3.90% 6.69% 1.98% 7.74%
@ Dec-04 2.06% 8.99% 4.09% 10.77% 6.04% 3.44% 555% 0.55% 581%
OJan-05 6.00% 11.70% 5.77% 9.38% 6.13% 4.48% 501% 1.24% 7.18%
W Feb-05 9.30%

467% 0.47% 6.97%

Bl Mar-05

517% ,

12/22/2005
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DCN: 12262

Unique #1: Utilization of Overtime Usage

-Data pulled from eBiz by pay periods for 6/10 & 6/24

Green => 4%
-OT Percentage = Overtime Hours/Regular Hours

Yellow = > 3% and < 4%

Red = <3%

20.0% ——

18.0%

16.0%

14.0%

12.0%

10.0%

8.0%

6.0%

4.0%

2.0%

0.0% -+ - £

Acct Svc Army HQ BO Field Acctg PMO DeptAcclg

W Oct-04 ‘7.35% 6.21% 2.84% 5.11% 4.89% 16.36%
[FANov-04 627% 3.66% 0.64% 4.81% 4.26% 9.56%
B Dec-04 577% 2:99% 0.00% 3.80% 4.78% 10.08%

Cdan-05 6.51% 2.95% 18.35%
MFeb-05 5.75% 88% | 374% _ »  10.98%
B Apr-05 498%  03% . = 291% | -
@May-05 |  5AT% | 4371% - taaw L o sae%
B Jun-05 490% ey 2. ‘ . 6.96% ~ 6.12%

12/22/2005
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DCN: 12262

Unique #2: Accuracy of Field Site Report Submissions

Target: FY2004-Receive Budget Execution, General Ledger, and Expenditure
Report Feeds from the Field Sites >98% Accurate

Green = 98% or above

Yellow = 97.9% - 95%

Red = 94.9% & below

9.0%

100% 98:6% 98.1%

98%
96%
94%
92%
90%
88% 6.0%
86%
84%
82%
80%
Oct-04 | Now-04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05
Combined Accuracy Rate | 98.6% | 86.0% | 98.1% | 97.6% | 98.7% | 98.9% | 98.9% | 99.0% | 99.0%
Status Accuracy Rate 98.5% | 82.8% | 97.7% | 97.2% | 98.5% | 98.8% | 98.7% | 98.9% | 98.9%
GL Accuracy Rate 99.0% | 99.2% | 99.2% | 99.4% | 99.2% | 99.2% | 99.0% | 98.8% | 99.0%
Exp Accuracy Rate 99.6% | 99.5% | 99.6% | 99.6% | 99.6% | 99.7% | 99.7% | 99.8% | 99.7%
s (SFQEN 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%
Yellow 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0%
—— Red 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9%

Data is reported one month in arrears. For example, Dec 04 represents November EOM data.

i o e, E S TN R IR
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DCN: 12262

Unique #2: Accuracy of Field Site Report Submissions

 Accon nting Scrvices, ;\'my Status  Status Acenr Gl Gl Aceur Exp v Ixp C Acour Al All Aceur

_ Errors Trans 2% Errors  Trans % Errors  Trans Errors Trans Yo
 DCD Accou nting 0 0: 100.0% 0 100.0% 2,737 99.9% 3 2,737 99.9%
DFAS Europe 180 45,367 99.6% 1,142 - 99.6% 9,978 99.9% 193 56,487 99.7%
DFAS-Pacific 33 28656  99.9% 554 99.1% 685, 99.7% 40 29,895
DFAS-Lawton 503 69,658 99.3% 878 . 100.0% 1,776 99.9% 505 72,312
DFAS-Lexington 108 14,571 99.3% 142 96.5% 1 100.0% 113 14,714
DFAS-Orlando 284 67451, 99.6% 797 1 982% 1988  99.7% 304 70,236
DFAS-Rome 1,315 174,636 99.2% 1,634 99.4% 18,723 99.9% 1,344 194,993
DFAS-Seaside 222 15,491 98.6% 215 99.5% 554 97.5% 237 16,260
 Directorate for Network Operations 1,067 122,522 99.1% 1,766 99.4% 5,665 99.7%: 1,093 129,953
Directorate for Network Operations - SC 104 2,139 95.1% 100.0% 0 100.0% 104 2,139
Japan 12 8,034 99.9% 100.0% 825 99.9% 13 8,859
Korea 35995 99.6% 100.0% 2378 99.8% 162 38,373
Military Pay Accounting 7,007 86.1% 100.0% 1,965 98.8% 998 8,972
National Guard Bureau 224,767 97.9% 100.0% 0! 100.0% 4,753 224,767
Corps of Engineers 97,561 99.5% 99.0% 5177, 99.9% 469 104,403
DFAS-Omaha 1,743 69.1% - 13.5% 0. 100.0% 578 1,894
DFAS-Rock Island f@,481 99.1% 98.9% 69,184: 100.0% 1,524 235514
DFAS-San Antonio 112,200 99.1% 100.0% 3474: 993% 1,0260 116,652
DFAS-St Louis 159,973 98.7% 99.3% 77,825  99.9% 2,243: 240,099
NSA 100.0% 100.0% 100.0% 0 0
Transportation & Settlements 100.0% 98.7% 100.0% 13 1,025
DEFAS-Clevetaind 100.0% 100.0% 94.0% 101 1,691
L D1 LS-Ponsacolu 100.0% 100.0% 100.0% 0
Finance & docounting Offices 100.0% 98.9% 100.0% 547
(S 100.0% 100.0% 99.6% 10,679
Dectense Threar Reduction Jecncy 100.0% A
:})1’((/& /,.)g‘l’?il," T 100;0“;’;? e Wy :
L TOTAL ACCOUNTING SERVICES . ARM 15 ig 1\,352,2529 98.9% W,.,,légi 1 A o 99.7%§ 16,084

st R i

ol oo oo o
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DCN: 12262

Unique #3 : Customer Index
Target: Achieve 80%

Green => 80%

Yellow = > 65% and < 80%

Red =< 65%
80% +
77%
* 74.63%
74% +{] %
1.08% 1.04%
71% T oU ¥___$.30n1
— 68.71% 51% e °
68% 4+ =
of 1]
65% 96-07% 62.65%
62% -T —
59% 1+
56%
Oct-04 | Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05
{—1 Percentage 74.63% | 69.53% | 71.08% | 63.37% | 62.65% | 68.71% | 68.51% | 71.04% | 69.30%
Total Possbile Points | 3410 3430 3440 3440 3440 3180 3160 3160 3160
Actual Score 2545 2385 2445 2180 2155 2185 2165 2245 2190
sz (GrQEN N 80% 80% 80% 80% 80% 80% 80% 80% 80% 80%ﬁ 80% 80%
Yellow 65% 65% 65% 65% 65% 65% 65% 65% 65% 65% 65% 65%
ww— Red 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9%
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DCN: 12262

Unique #3 : Customer Index

FY 2005 Monthly Customer Index
July 2005 Report from June 2005 Data

Cl # Moasure
1 Deimar Timeliness
2 Prior Year Funding
2
3 Current Year Funding
2
4 Status CER Variances
report ones month
£ Exo _‘:'\9 = 210
S5a Detlinquent
Receivables (Non
[:13) Delinquent
Receivables (Public)
Ga ULO - Clasing Yaar i
Appropriations Repoarted] Reported | Reported | Reported Reported Reported | Reported | Reported | Reported | Reported Reported
but not but not but not but not but not but hot but not but not but not but nat but not but not but not
3 Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated
6b Othar » Closing Year
Appropriationa Reported| Reported | Reported | Reported Reported | Reported | Reported Reported Reported | Reported | Reported | Reported Reported
but not but not but not but not but not but not but not but not but not but not but not but not but not
3 Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated
K4 ULO ~ Expired Year
Appropriatons Reported| Reported { Reportad | Reportad Reported | Reported | Reported Reported Reported | Reported | Reported | Reported Reported
but not but not but not but not but not but not but not but not but not but not but not but not but not
2 Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated
8 TOY Advances
Reported] Reported | Reported | Reported Reported | Reported | Reported Reported Reported | Reported | Reported | Reported Reported
but not but not but not but not but not but not but not but not but not but not but not but not but not
2 Rated Rated Rated Rated Rated Rated Rated Rated Ratad Rated Rated
=] Statue: Reports
1
10 CreditAccournts
Receiveibles
11 Credit Uniiiled Orders
12 |Refunds Receivabie -
Travel Related
Refunds Receivabia -
Vendor Pay Retated
BSF Gredit Tracking
Credit Accounts
Payable .
fedit Undetivared
Orders
ob Disb > 120 days
funds ,Racafvnblo -

12/22/12005
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DCN: 12262

Unique #4: PMI #178 - Reduction of NULOs . LiFAS

Target: Reduce NULOS 10% from the September 2003 goal

Green = at or below goal

Yellow = 1% - 15% above goal
Red = 15% above goal

$400
$375 | PHE
$350
$325 - ___4/_¥
$300 -
$275 1 | /
$250 - [/
$225 |-
$200 - y \
$175 - i \
$150 1 $448.6 /
$125 1 __—a / $133.0
$100 - B T N 83093 | «]
$75 : $ -—
$5°T $ R =61 -y
poiod rrrerre— .
Sep-04 | Oct-04 | Nov04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 Apr-05 | May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05
[ FY 2005 Goal $33.1 | $33.1 | $33.1 | $33.1 | $331 | $33.1 | $33.1 | $331 | $331 | $331 | $331 | $33.1 | $33.1
Green $33.1 | $33.1 | $331 | $33.1 | $33.1 | $33.1 | $33.1 | $331 | $331 | $331 | $33.1 | $33.1 | $33.4
Yellow $33.4 | $33.4 | $334 | $33.4 | $33.4 | $33.4 | $33.4 | $33.4 | $33.4 | $334 | $33.4 | $33.4 | $334
e Red $38.0 | $38.0 | $38.0 | $38.0 | $38.0 | $38.0 | $38.0 | $38.0 | $38.0 | $38.0 | $38.0 | $38.0 | $38.0
——Current Month Bal | $33.1 | $99.6 | $1486 | $80.4 | $100.3 | $103.3 | $62.7 | $59.1 | $374.1 | $133.0
—e— Monthly Plan $33.1 | $113.0 | $112.0 | $128.0 | $71.0 | $65.0 | $58.0 | $51.4 | $46.4 | $46.4

Note: Numbers are m mﬂhons

Each activity has a monthly plan in. order to meet the FY 2005 goal. ‘The rating of green/yellow/red (Met and Not Met) is baseé on the current
month balance compared to the monthly plan.

12/22/2005
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DCN: 12262

Unique #4: PMI #178 - Reduction of N ULOs

Rept

Dept'

Jun-05 Jun-05

Note: Numbers are in millions. N/Met stands for Not Met.

12/22/2005 Integrity - Service - Innovation




DCN: 12262

Unique #5: PMI #179 - Maintain Unmatched Disbursements (UMDs) Balance

Target: Maintain or reduce UMDs by September 2005, using the FY 2004 year-end
balance as the baseline. This is measured in absolute dollars.

$410
$385
$360 - \
5335 \
oot /- AN
$285
6260 / NI/ \
$235 1 \
s210 - g M) L
$185 / AN f e, —
s160 | St ®0 | | las _ —
$135
$110
$85 mw—*ﬁ 8
Sep-04 | Oct-04 | Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun05 | Jul-05 | Aug-05 | Sep-05
FY 2005 Goal $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7
Green $163.7 | $163.7 | $163.7 | $163.7 | $163.7 $163.ﬁ $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7
Red $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 £163.8 $163.8
e Current Month Bal | $167.3 | $171.0 | $221.1 | $221.6 | $175.1 | $316.2 | $159.9 | $103.7 | $91.8 | $97.8
—e— Monthly Pian $167.3 | $333.1 | $380.6 | $390.1 | $217.5 | $209.1 $200.?i$192.4 $184.0 | $184.0

Note Numbers are in mllhons

Each activity has a monthly plan in urder to meet the FY 2005 goal The ratmg of greenired (Met and Not Met) is based on the current month
balance compared to the mont}ﬂy plan

o —— O S B O SR A —— o S
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Unique #5: PMI #179 - Reduction of UMDs

Rept
DATE WMonth

=3
4

Dec-04|D

Jan-05|Jan-051

Feb-05 | Feb-05

Jun-05

g B
Q
&
(1]

Jun-05

Note: Numbers are in millions. N/Met stands for Not Met.
12/22/2005 Integrity - Service - Innovation
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Unique 6: Non Monetary Recognition Program
Target: 5% of end strength per month

Green =>5%

Yellow =>2.5% and < 5%

Red =<2.5%

11.54%

5.59%

" 2%

T]
Oct-04 | Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 { Apr-05 | May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05

9.33% | 5.00% | 6.42% | 9.38% | 6.98% | 5.59% 5'000/L 11.54% | 4.21%

Percentage

Indpls Ctr End Strength| 697 | 689 | 685 | 682 | 673 | 662 | 645 | 641 641 B
Target 35 34 34 34 34 33 32 32 32

# of Recognitions 65 34 44 64 47 37 32 74 - 27

5% 5% 5% 5% 5% 5% 5% 5% 5% 5% 4 5% 5%

wasnsn (STEEN
Yellow 2.5% 2.5% | 2.5% 2.5% 2.5% 2.5% 2.5% 2.5% 2.5% 2.5% 2.5% 2.5%
e Red 2.4% 24% | 2.4% 2.4% 2.4% 2.4% 2.4% 2.4% 2.4% 2.4% 2.4% 2.4%

12/22/2005 Integrity - Service - Innovation
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Unique 6: Non Monetary Recognition Program

Green => 5%
Yellow = >2.5% and < 5%
Red=<2.5%

O O 04 o V-4 e c-U4 an-{ eh-() ar-{ Apr-0 ay-0 ) A / o .
Acctg Svs, Army 65 34 a4 64 47 37 32 74 27 a1
% 4.93% 4.21%
T 17 0 0 0 0 0 43 3 8
B0 3.95%
Departmental Acctg 7 0 4 45 19 4 3 8 6 11
% 4.70% 2.76% 3.20%
NG 20 17 5 17 14 22 20 7 18 16
. 2.9%%
e 28 0 24 1 13 10 5 12 0 1
% | 3.03%
CESG 0 0 1 1 1 0 2 3 0 1
HQS/PMO/BO 1 0 0 0 0 1 2 1 0 1
L % ! 4.55% 2.86%
I . AgencyWrder , o
iy R
AuditsCompliance | | e e 0
12!2.52005 P | lntegri‘t;TService :nnovation Bk B 33
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Accounting Services - Navy |

gwmeFves| L
———————— <L ,,,f,\_,,*74, —— »7»7— ........... —

S S i - [ IV SO S | ]

S |
F"‘*"" B lBSC Metrics based on Site - Goal - Actual
ABL #1 Suspense Overaged 1 (3000 ) non-Exemp

‘Absolute (in millions)

Certlficatlon June FY(E -

‘ TP v‘ . -
S S ﬁlj’-* N T
| 'DFAS Cleveland i .

|Network Summary I l

. Charleston

— |
| !

r« 7—~ * - ‘Cleva;md _ 'L
|
1

Japan

~ _ Nerfolk_ . ,,F;ﬂ_‘,,ﬂm

o | | N 5
.. (Oakand . L L 0 ,\_iw -~
|

Pacific |

ottt PN U GRS S

I N Pensacola ‘t T 120
N 'San Diego 6.58 o
. j o “_+Navy/0ther er J jL 233.55
~ INABL Grand' ( ‘
$376.0 | $271.30 L |
! [
- | |

S AM’LHJ*,H

\
I
|
i ]
i
! JGoal 10% Reduction FY04 YE Balance (adjusted d for write-off packages)

- . e i
|

S (S U SOt SO R ;,,,,,,J,,,Nf [ ——

'BSC Metrics based on Site - _Goal - Actual

[ Aﬁf#T OVer;Ee:i In-Transit Dlsbursemelits & Collections —_L_:@ﬂ
'Absolute (in millions) T
" Certification - June FY05 ] I
| B | Site: Jr Goal Actual

'DFAS Cleveland x

\Network K Summary |

) ) |
I I S il Jlﬂ

I 'Charleston ]
- . Cleveland ,,,wi T__V,__MA | 1079 N
L Japan R R D T 0213 ‘

‘ |Norfolk j | 6.539

I R — o’x T B
- | %akland r I 0
i | Pacific | 0

I I Pensacola_ ’*’Ligﬁkwls_ﬂ_*ﬁv_q
| 1 [SanDiego ) I
I |Unassigned ] I
____[Navy/Other

‘l‘!ﬁ_4 [ | s480 | | 85040 | i
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BSC Metncs based ou S;te Goal - Actual

- ABL #1 Unmatched Dlsbursements (UMDs) Tlotal - T'Lﬁg“i—#:
) ] |

'Certification - June FY05

I on- JuneFY0S | [ | |

Slte

I _ | S SN Rt
\DFAS Cleveland ‘ | | ’
| Network Summary “L ’ J |
R \ . I

Charlestog - [

L___E;*__i ‘Lglevelgﬁ T N

|
O S ],*‘T S A S —
\

Oakland ' R ) - f

R e ]
APaclfic } | L
Pensacola }
'San Diego :

I
\
~ NABL Grand T }
|
\

~ Total ) \ $2.7 Billion |

R o ﬁoal ‘Maintain FY04 within Timeframe YE Balance

" BSC Metrics based on Site - Goal - Actual

- iBL #1 Timeliness of Accounting Reports to Customers

L "T W

| Certification - June FYOIS ) 7 |

* | Site: Goal | | Actual
T ) |

-

[

|

!
... Chareston . | | No L
F_,*,,i_%,_)mQ_ Cleveland C Apphcableﬁ

Norfolk
"~ Oakland
Pacific |

Pensacola |

- ~_ |SanDiego |
~ NABL Grand' ! ’}

,u_,__‘To_tal._u_L‘_ ;

BSC Metrics based on Site - Goal - Actual | ) |

" ABL#2 | | ] L t
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| | _ |
o [Average Salary - June FY05 YELLOW
:,w. ‘ » |Site: L Goal Actual
[DFAS Cleveland ; | I
i i Network Summary |
| } Unburdened 1’
‘ | Avg Salary
; ! ‘ | w/Locality |
o 'Charleston : $48,725
B ) _Cleveland | ] 1 10561
- - Japan 1 | 0
- Norfolk | | 45,164
o Pacific ‘ || 43,664
'Pensacola I ! 50,038
‘San Diego/Oakland ; 52,208 |
Avg, Total | j ‘
B Salary \ $52,696 | $51,726 |

,Goal: Reduce the average salary per employee by $500 to $52,696. ‘
The scale for measure is a sliding scale adjusted monthly from the | i
.Sept-04 baseline, Avg Salary with Locality of $53,196. L | \

|
BSC Metrics based on Site - Goal - Actual Q
__ ABL#3 i
| Certification - June FY(§ GREEN l
. - Site: Goal . Actual |
DFAS Cleveland ) 1
Network Summary 1
;%7 ‘Charleston | 1 ‘ 2 T{“
‘ Cleveland : 47
| | Japan 7
Norfolk i i 1
I L Oakland ' [ 2 |
i Pacific 1 13
‘ Pensacola - - 10
: San Diego 5
B NABL Grand. | l
Total o 83 ] 87
i | I
1Goal: Increase number of certifications by 15 from the September 30, 2004 baseline
| lof 76, which would be an increase of 20%.
| l
J
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'BSC Metric | | ] j
'ABL#4 | 1 B |
I 1 |
| [Customer Satisfaction - ICE Survey _ |  YELLOW | |
June FY05 _ Notavailablebysite - I
Y S o I B
Macro Level | | Goal Jr ! Actual
— I i Ty
o L Lol i
Goal: Over 75% of Customer responses are rated 4 (GOOD) or 5

|(EXCELLENT).

|  BSCMetrics, C | ]
. ABL®S ] 1 i

- - - . _ ‘\
| Financial Performance Index | . RED | |
| June FY05 | . |

3 |Cleveland Network monthly execution by site as of Jun-05
7777777777777777777 _|Planned goals not available by site at the Navy ABL Level |
T 'Site - Jun-05|
I \CL - Departmental : 1,318,626, )
. CL-BusinessOffice | | 3299866 . |
B . CL-FieldLevel Training| | 0 | |

: 'CH - Foreign Military . | | } | 1
- i ‘Sales \ 5859 | |
] o |CH - Field Level ! 945,898 1 o

i JA - Field Level | 50,098 !
* INO - Field Level 137,201, |
- PC - Field Level | 853,040

PE - Field Level 711,846 |
I SD/OK - Field Level 1,759,265 |

__ Total " 10,082,689 |

|
|

'BSC Metrics T

- ABL#T | | | |
] i | ‘
1 |
| Audit Deficiencies Corrected | GREEN | ] \
| o l | |
- W}#N,qtf Available by Site | Goal | Actual |
R 1 \L 5 \_ ]
\ J 1" i
e N 1 7
| P | L \ |
] ‘
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[ ]Goal: Close Audit recommendations within estimated timeframes.

FMFIA Material Weaknesses . }
__ Corrected |  GREEN |
B ~ l

I ; . ]
- _foét Available by Site JM_ Actual |
- IR ] ] |
S S —— .
R S B . | o
| L ‘Goal Correctlon  of Material Weaknesses as scheduled

_ BSC Metric |
ABL#9

L i
u | || | | | ]
S L | L
QSD Metncs I L
- Not Available by Site at‘
L |this time ; Goal | Actual
I — ( _—
B |
| ] | |
L ‘ | |
‘ |
o FY05 ’_)__Ag]{‘i ¥ &?5»5‘”“‘&-.{,, [ .
S 453 | Goam | Actual |
|DFAS Cleveland | ‘; W
Network Summary L N
‘ R I ) | | -
Charleston [ 1] 57 |
/Cleveland { + i 179 N
‘ Japan ! 14
'Norfolk l 48
| Pacific ; L 68
i o ‘Pensacola | [ 41
| San Diego/Oakland | | | 94
NABL Grand ‘\ : 1 |
 (Tota L 44 | 501 |
| . | | |

__",
! /Goal: Our goal is to have 41% of our employees with business related degrees by
| FYO0s.

| | [ | ! |
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i * 1
.BSC Metrics based on Site - Goal - Actual | |
ABL # 11 T ] L
u ] | |
‘Developmental Assignments ] GREEN |
. |JuneFY05 | L B
‘ Site:  Goal . " Actual |
! DFAS Cleveland ‘ ‘ ! ‘
L - ; Network Summary s |
| © " Charleston B | 8 |
- Cleveland L ﬁ 9 (
) |Japan T L 18 |
B ‘Norfolk | L 0 |
, ~ [Pacific | I T
| ‘ 7 IPensacola e ‘ 9 |
| B ‘San Diego/Oakland I | 5
NABL Grand . b | ‘
| Tota . o s L 80
o 0 P L |
‘ |Goal: Achieve 4.5% of our Accounting workforce in Developmental
! /Assignments each month.
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ACCOUNTING SERVICES BUSINESS LINE

BSC FY05

3d Quarter 2005 SUMMARY OF MEASURES:

EFAS

April May June

e RED - 4 4 3
o YELLOW — 2 2 3
~ » GREEN - 5 5 5
e No Rating - (/] o 0
» Not Applicable - 0 o (/]

11 11 11

12/22/2005 Integrity - Service - Innovation 20f 19
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ACCOUNTING SERVICES BUSINESS LINE

——
Cust P ti
ABL# CUSTOMER PERSPECTIVE FY05 GOAL
Operational Performance Index (OP1) Goal: Execute to planned
(Quad) (See next page for details) goal each month
1 (Suspense Account (3000 Non-Exempt |GREEN =4 Green .
over 60 Days old), Overaged Intransits, |YELLOW = No Red or Any
Total UMDs and Timeliness of Yellow
Accounting Reports) RED =1 or more Red
Target = $52,712
2 Close Benchmark and Service Gaps - |GREEN =<$8
Average Salary YELLOW => $8 and < $12
RED =>$12
Target =408
3 Close Benchmark and Service Gaps - |GREEN =<5
Employee Certifications YELLOW=>5and <8
RED=>8
. . . GREEN =>75%
4 g;ls:orime; eSatlsfactlon with DFAS YELLOW = > 65% and < 75%
perien RED =< 65%
12/22/2005 Integrity - Service - Innovation 3 of19
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Operational Performance Index - OPI

Perspective: Customer

Monthly
Goal |Planned  Actual Actual  Rating
Suspense Account (3000 Non-
Exempt Over 60 Days Old) 10% 10% 9% 21%
Overaged Intransits $125M  ($706M  $600M §691M
Total UMDs ST12M  |$4568M  $4520M $4098M
Timeliness of Accounting Rep. %%  [95% 87% 100%
Analysis: Actions:

Overall Operational Performance Index is red.

See attached subsequent charts for detailed analysis of
each measure.

SCORECARD
Rating: RED
Data Reporting: June

BSC #:
Measure #:

FREQUENCY: Monthly

MEASURE:

Executed to planned goal each month.
Measure consists of: Suspense Account (3000
series non-exempt over 60 days old), Overaged
Intransits, Total UMDs, and Timeliness of
Accounting reports.

RATING SCALE:

GREEN = <10%

YELLOW = >10% and < 15%
RED = >15%

12/22/2005

Integrity - Service - Innovation
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Suspense Accounts (3000 Series Non-exempt Over 60 Days)

Perspective: Customer BF S

Suspense Account- Overaged (3000 Non-Exempt Series Over 60 SCOREC ARD
Days Old)

100% -
90%
80% -
70%
80% -

50% <

$Miions

40%
30% 4
20% -J

10%

Rating: RED
Data Reporting: June

OSD Measureit

FREQUENCY: Monthly

year from FY 2004 balance of $1,189M.

MEASURE: Reduce balance by 10% per |

0% Jun-04 | Jul-04 | Aug-04 | Sep-04 | Oct-04 | Nov-04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 A‘p:OS Ma;—OS Jun-05
Actual 2,033 | 1,851 1,636 | 1,688 | 1,485 | 1,329 | 1,311 1,319 743 671 588 123 310
Goal 331 282 298 356 230 253 240 244 182 163 134 145 150
DFAS Center 1,907 | 1,526 | 1,511 1,539 | 1,362 | 1,256 | 1,237 | 1,245 663 599 580 103 288 RATING SCALE:
Military Senice/DoD Agency 126 125 125 149 103 73 74 74 80 72 18 20 22
—e— Actual % 61% 59% 55% 47% 84% 53% 55% 54% 41% 41% 45% 9% 21% GREEN a< 1 0%
—o— Goal % 10% 10% 10% 10% 10% 10% 10% 10% 10% 10% 10% 10% 10% YELLOW => 1 0% and < 20%
» - DFAS Center % 58% 54% 51% 43% 59% 50% 51% 51% 37% 37% 43% 7% 19% RED =5= 200/
- Military Senice/DoD Agency% | 4% 4% 4% 4% 4% 3% 3% 3% 4% 4% 1% 1% 1% == o
=
Analysis: Actions:

* The Overaged Suspense amount for June was 21% of the Total Suspense. There
was an increase of $185 million in Overaged Suspense from May to June. However
in May $177.2M of Suspense transactions were submitted to OSD for discontinued
research consideration, and not included in the overaged Suspense balance. After
clarification of OSD guidance on reporting Suspense, the discontinued research
transactions will continued to be reported in this measure until reclassified by OSD.
If our discontinued research transactions were approved, we would have made our
June goal of 10%.

Indianapolis-21. Decrease due to clearance of Interfund and IPAC
transactions. Discontinued research: $9.3M

Cleveland. Increase due primarily to the reporting of unreconciled
differences in the Suspense Aging Report (SAR) of $167.9 for which
discontinued research has been requested.

Denver. Increase due to a backlog caused by co-locating all IPAC workload
to DFAS Omaha.

Columbus. Decrease due to 3885 Interfund Aged Reduction transactions.

12/22/2005 Integrity - Service - Innovation 50f 19
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Overaged In-Transits

Perspective: Customer

Overaged In-Transit Disbursements & Collections

By DFAS Center

SCORECARD
Rating: RED

3,450 . .
Data Reporting: June
j/‘\
2,950 / -
2,450 /i k OSD Measure# 0.1.2. IT.C
A
1,950 H
vaso / \ FREQUENCY: Monthly
950 Z A
.- % N\ AW w MEASURE: Reduce balance by 75% from FY
450 N * 2004 year end balance of $502M.
50 Sy g TS CERRRRE G l CREREEEE ST [ IR p £ > SRR 4
dun-04 | Jur04 | Aug04 | Sep-04 [ Oct04 | Nov-04 | Dec-04 | Jan05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 .
ndianapolis 35.09 36.90 26.18 -31.88 236.69 176.53 197.19 54.70 75.12 2597 28.35 25.16 37.27 RATING SCALE' .
Ceveland | 88.02 | 9938 | 5617 | 43.34 | -229 441 683 | -8021 | 49145 | 33362 | 50822 | 410.85 | 400.41 GREEN = <=-102% but <=2%
Denver 130.84 | 15509 | 16644 | 166.89 | 253.64 |2,70007 | 954.76 | 15288 | 150.75 | 28860 | 14393 | 4298 | 77.90 YELLOW = >2% but < 5% or <-105%
Kansas 0.01 0.03 0.02 0.01 0.00 000 | 000 0.01 0.0t 0.00 017 023 0.37 RED = >>=5% or <= -105%
Coumbus | 340.55 | 334.66 | 356.93 | 324.03 | 384.64 | 37229 | 31517 | 27353 | 128.71 | 123.45 | 9862 | 13043 | 17508
el Tk 504.51 | 626.06 | 60574 | 502.39 | 87268 | 3,262.30 | 1,473.95 | 40091 | 846.05 | 771.54 | 77929 | 609.65 | 69103
% - Goal 0.00 0.00 0.00 0.00 | 12600 | 12600 | 126.00 | 12600 | 126.00 | 12600 | 12600 | 126.00 | 126.00
Analysis: Actions:

Aged in-transits for June increased $81.4M resulting in a balance of $691.0M.
Cleveland posted the only reduction this month.

Cleveland decreased $10.4M to $400.4M. This decrease is mainly due to the
correction of various aged Authorization Accounting Activity transactions.

Denver increased $34.9M to $77.9M. Reporting TI97 Non-AF allocated funds for the
first time caused a $45.6M decrease. Interfund increased by $64.5M in invalid
Unmatched Buyers.

Columbus (provides accounting for Defense Agencies) increased $44.6M to $175.1M,
DLA Fuels increased $132.2M. Foreign currency vouchers caused an increase of
$10.6M in DLA Business System Modemization (BSM). Washington Headquarters
Services (WHS) implemented systems changes causing an increase of $9.7M

Cleveland: Tiger Teams from Network researching and clearing FY 02
and prior transactions.

Denver: Tiger Teams organized to clean up interfund transactions from
San Bemnardino

Columbus: Temporary fixes established for DLA Fuels and BSM issues;
Working long term fixes. Waiver package submitted to OSD for WHS
Workload Capitalization

12/22/2005

Integrity - Service - Innovation
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Total Unmatched Disbursements

Perspective: Customer EF S

Unmatched Disbursements (UMDs) SCORECARD
By Military Service/DoD Agency Rating: RED

9,000 : .
6000 TN Data Reporting: June
7,000
6,000 /L ’"-\\\ OSD Measure# 0.1.1.UM
5.000 7 ~___ FREQUENCY: Monthly
4,000
3,000 7 . . b
N / MEASURE: Maintain or reduce UMDs Within
2,000 .
T e Timeframe from the FY 2004 year-end balance of
1,000 S $712M
0 Jun-04 Jul-04 Aug-04 Sep-04 Oct-04 Nov-04 Dec-04 Jan-05 Feb-05 Mar-05 Apr-05 | May-05 Jun-05
Army 357.00 | 274.00 | 291.00 | 157.50 | 167.00 | 20400 | 198.00 | 172.66 | 31354 | 14931 | 102.16 | 91.11 | 9s.65
Navy 1,361.00 | 307.00 | 291.00 | 207.00 [ 376.00 | 33200 | 361.00 [5337.00]5,762.00 | 4,339.00 | 3,977.00 | 3,622.00 | 2,892.00 RATING SCALE:
Air Force 116.50 | 202.80 | 203.30 | 169.00 | 246.80 [ 287.90 | 367.40 [1,512.60 | 1,573.40 | 965.30 [1,055.80 | 437.20 | 594.40 GREEN =< 2%
Marine Corps 6334 | 63.74 | 6891 | 4403 | 136.52 | 11570 | 128.93 | 8342 | 77.31 | 93.30 | 14596 | 4598 | s6.27 = > 99 > BO
Defensc Agencies | 180.66 | 14522 | 153.59 | 146.62 | 209.19 | 21561 | 235.19 | 283.77 | 406.48 | 311.88 | 220.40 | 257.17 | 230.60 YELLOW 2? and > 5%
FMS 1802 | 3075 | 2554 | 10.40 | 1586 | 17.43 | 45.60 | 128.01 | 129.99 | 60.88 | 85.42 | 6628 | 228.96 RED =>5%
st Total 2,096.62 [ 1,023.51 [ 1,033.34 | 734.55 | 1,151.37 [ 1,172.64 | 1,336.12 [ 8,067.16 | 8,262.72 | 5,919.67 | 5,586.74 | 4,510 74 | 4,097.88
Analysis: Actions: (Below information is from May Quad Charts)

Cleveland: The Navy decreased $730M. The processing of BUPERS NC1081 ) .
corrections by DFAS-PE, further refining of BUPERS summary to detail match-off glt:‘i;gaal::: h:;ﬁeﬁiﬁss ted a temporary waiver from OSD
corrections for prior-year disbursements and NSMA system enhancements to the

NSMA-DCAS interface file process resulted in decreases. Denver: Software fix for MOCAS posting issues scheduled for

ol Lo -
Denver: Residual system problems from the CPAS/BQ database mergers in implementation in July 2005

October; a new method of processing MOCAS transactions; and a process change

. L . Defense Agenci t iver fi OSD
allowing us to immediately reclassify non matching items as UMDs are the main Oﬁligr:astion %;;:;Z;?::;ngg Velfsmporary walver from
causes for the Denver UMD balance )

FMS: timing issues and MOCAS undistributed was the primary cause of the
increase. The majority of these transactions are corrected and processed within 15
days.

12/22/2005 Integrity - Service - Innovation 7 of 19
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Close Benchmark and Service Gaps — Average Salary
Perspective: Customer

SCORECARD
Rating: YELLOW
Data Reporting: June

Sep0d  Oct04l  Now0d)  Dec:0d| Jan05)  Feb0S| Mar0S|  Apr05] May-05|  Jun-05
o A AR A A A B A A
Actia § 5300718 S3047|§ S3069|% 5298319 5191919 5200018 27609 6|8 528768 5273 BSC #:

Vaace |5 B H|§ (s als 2§ 6§ (ms (s wl§ 1 Measure #:

Cummulaive § 5{8 TS (98 (28 (s )8 oS (eels (19 FREQUENCY: Monthly
MEASURE:

RATING SCALE:

GREEN =<$8

YELLOW = >$8and<$ 12
RED = >$§12

NOTE: The cumulative variance in the charts is calculated as the difference between Sept. 04 Goal and Current Month Actual. Overall decrease in
average salary is calculated as the difference between Sept. 04 Actual and Current Month Actual, which would be $374 (rather than $319).

Analysis: Actions:

Subject all GS13 ~ GS15 fill actions to rigorous classification reviews » Classification reviews — ongoing
e Target high-graded positions for VSIP/VERA offerings
e Restructure the functions and responsibilities of positions to reduce grade * Targeted high grades for VSIP/VERA — ongoing
levels.

*Implement HPOs » Restructuring of functions and responsibilities — ongoing
sInitiate benchmark study to collect relevant data and use results to build

* Organizational structure and staffing plan for ABL HPOs « Organization structure and staffing plans for HPO ~ completed
» Conduct benchmark study( in Draft), on target

* Benchmark study — completed
» Use NSPS flexibilities to further develop and staff HPO organizations

* NSPS flexibility study - TBD

12/22/2005 Integrity - Service - Innovation 8of 19
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Customer Satisfaction with DFAS Experience

Perspective: Customer

Goal =75%
Actual =71%

SCORECARD
Rating: YELLOW
Data Reporting: June

BSC #:
Measure #:

FREQUENCY: Monthly
MEASURE:

RATING SCALE:
GREEN = <75%
YELLOW = >65% and < 75%

RED = >65%
Analysis: Actions: ]l
¢ Increase Training Opportunities for DFAS Customer Service Emp.
¢ Offer Netg Learning Courses (Completed)

Actual customer service is 4% below goal. Customer

satisfaction results based on feedback, ICE surveys and other

indicate lower than expected satisfaction with accounting
services. Number of actions initiated to elevate customer
satisfaction to goal of 75% or higher.

¢Customer Relationship Management Series
¢Excellence in Service Series
¢ Conduct Customer Symposiums (Completed)
¢ Navy FS
¢ Def. Agencies hosted a Customer Service Conference 06/21-24
*Received complimentary feedback regarding topics|
¢ Client Advocates hosted breakout session to
address a variety of issues
¢0One on One Contacts (Completed)
¢ Army, Marine Corps and Air Force have initiated
programs to contact dis-satisfied customers

12/22/2005 Integrity - Service - Innovation 9of 19
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ACCOUNTING SERVICES BUSINESS LINE GFAS

Financial Perspective

FINANCIAL PERSPECTIVE FY05 GOAL VEVAR) Jun-05
Goal: Execute to
plan
Financial Performance Index GREEN=+<2%
(See next page for details) YELLOW =+ >2%
and <4%
RED =+ > 4%

12/22/2005 Integrity - Service - Innovation 10 of 19
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Financial Performance Index

Perspective: Financial HF S

AR
SCORECARD
Work Years June FYTD Rating: RED
Data Reporting: June
Plan 474.7 4,299.30
BSC #:
ACtual 4442 4,07960 Measure #:
1 - 0 N 0
Variance 6.4% 5.1% FREQUENCY: Monthly
. MEASURE:
BUdget Execution June FYTD Definition, Compare actual to planned,
Plan $50,782,679  $445,404,847 FYTD.
Actual $45,556,718  $420,115,537 RATING SCALE
Variance -10.3% 5.7% GREEN = <2%
' YELLOW = >2% and < 4%
RED = >4%
Analysis: Actions: '
~Modified our monthly spending plan that is reflected in the «Revise Network Spending Plans Complete
AOB. - Columbus, Arlington, Kansas City Complete
~Customers request to reduce DFAS costs for FY05. - ge‘{e'a"ddeenveﬂ anlft’ '"‘_’t!;‘ oLE gOmpl'ette
~ : _ Y : *Review mid year results wi omplete
Begin pre-positioning for HPO «Working issu{as with networks Complete
~Based on mid year results review, revise spending plan
accordingly Complete
«Submit mid year budget and FY2007 - FY2011 Complete

12/22/2005 Integrity - Service - Innovation 11 0of 19




DCN: 12262

ACCOUNTING SERVICES BUSINESS LINE

ABL # INTERNAL PERSPECTIVE

# of DFAS actions met as
stated in financial plans

Internal Perspective

FY05 GOAL

GREEN = Milestone slippage does not impact final
completion date.

YELLOW = Incomplete or revised milestones result in 'at
risk' completion date.

RED = Incomplete or revised milestones resuit in high
probability of missing completion date.

Jun-05

7 Audit Deficiencies Corrected

GREEN = All milestones met or incomplete actions have
no impact on assertion date.

YELLOW = Incomplete or revised actions place
assertions 'at risk'.

RED = Incomplete or revised actions result in high
probability of missing final assertion dates.

FMFIA Material Weaknesses
Corrected

GREEN = All milestones met or incomplete actions have
no impact on assertion date.

YELLOW = Incomplete or revised actions place
assertions ‘at risk'.

RED = Incomplete or revised actions result in high
probability of missing final assertion dates.

9 OSD Metrics

See next page for details

12/22/2005

Integrity - Service - Innovation
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DCN: 12262

OSD Metrics - Accounting
Perspective: Internal

[ ]
MAY* JUNE*
GOVERNMENT-WIDE METRICS FY2005 GOALS SCORE SCORE
¢ Fund Balance with Treasury Reconciled/Unreconciled Cash Balances
> 98% Reconciled GREEN GREEN
¢ Delinquent Accounts Receivable from Intragovernmental over 180 days
(3" Quarter) < 10% Delinquent GREEN GREEN
¢ Delinquent Accounts Receivable from Public over 180 days < 10% Delinquent RED RED
(3 Quarter)
¢ Suspense Clearing (Absolute) Greater than 60 days (3™ Quarter) < 10% Aged RED RED
¢ Suspense Clearing (Net) Greater than 60 days (3" Quarter) < 10% Aged RED RED
12/22/2005 Integrity - Service - Innovation 13 of 19




DCN: 12262

ACCOUNTING SERVICES BUSINESS LINE

B
7))

{

Government-Wide OSD Metrics

Delinquent Accounts Receivable from Public over 180

days (quarterly)

Goal = no more than 10% delinquent A/R over 180 days

Actual = decrease of $0.2B from Mar 05 ($4.3B) $4.1B (50.0%)

Suspense Clearing (Abs) Greater than 60 days (quarterly) -

Goal = no more than 10% suspense clearing account balance (abs)
greater than 60 days

Actual = There was a decrease of $355.2M absolute value in the
reater than 60 days category from the last quarter. $279.3M ( 19.3%)

Suspense Clearing (Net) Greater than 60 days (quarterly) -

Goal = less than 10% suspense clearing account balance (net)

greater than 60 days

Actual = There was an increase in the net amount from the last

quarter of $6.1M. The net amount over 60 days at June 30, 2005

totals $226.9M. $ 226.9M (79.0%)

12/2212005 Integrity - Service - innovation 14 of 19




DCN: 12262

OSD Metrics - Accounting
Perspective: Internal

MAY JUNE
REMAINING OSD METRICS SCORE SCORE
» Unmatched Disbursements (UMDs) Over 120 Days Old Zero Overaged RED RED
* Negative Unliquidated Obligations (NULOs) Under 120 Days OIld [| Maintain FY04 YE Balance RED YELLOW
* Negative Unliquidated Obligations (NULOs) Over 120 Days Old Zero Overaged RED RED
* Appropriations with Negative Balances None over 3 months old GREEN GREEN
* Deposit Accounts with Negative Balances None over 3 months old GREEN GREEN
» A/R Available for Collection (Quarterly) 75% Reduction FY03 YE RED RED
* Public A/R Requiring Due Process At Field Level > 90 Days
(Quarterly) 95% Reduction FY03 YE RED RED
* Reduction of Public Debt > 180 Days Residing in Debt
|LManagement Systems (Quarterly) 95% Reduction FY03 YE RED RED
12/22/2005 Integrity - Service - Innovation 15 of 19




DCN: 12262

ACCOUNTING SERVICES BUSINESS LINE GEAS

Remaining OSD Metrics

Unmatched Disbursements (UMDs) Over 120 Days -

Goal = zero in overaged (over 120 days) $0
Actual = increase of $503.33M from May ($1190.31M) $1693.64M

Negative Unliquidated Obligations (NULOs) Under

120 Days June
Goal = maintain or reduce from FY 04 year end balance $94M
Actual = decrease of $190.10M from May ($487.54M) $297.44M

Negative Unliquidated Obligations (NULOs) Over
120 Days

Goal = zero in overaged (over 120 days)

Actual = increase of $1.54M from June ($8.06M) $9.60M

12/22/2005 Integrity - Service - Innovation 16 of 19
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NTI B L
ACCOUNTING SERVICES BUSINESS LINE CFAS

Remaining OSD Metrics - continued

AR Available for Collection (Quarterly)
Goal = reduce 75% from Sep 2003 actual of $3,456M $1,296M
Actual = decrease of $1,358M from previous quarter ($4,014M) $2,656M

Public AR Requiring Due Process at Field Level >

90 Days (Quarterly)
Goal = reduce 95% from Sep 2003 balance of $290M $65M
Actual = decrease of $95M from previous quarter ($276M) $181M

'Reduction of Public Debt > 180 Days Residing in the
Debt Management Systems (Quarterly) |
Goal = reduce 95% from Sep 2003 balance of $136M $30M

Actual = increase of $46M from previous quarter ($706M) $752M

Note: due to rounding, some totals may not total
12/22/2005 Integrity - Service - Innovation 17 of 19
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ACCOUNTING SERVICES BUSINESS LINE CEAS

Growth and Learning Perspective

ABL # GROWTH AND LEARNING PERSPECTIVE FY05 GOAL May-05 Jun-05

GREEN = > 41% of Employees
having a degree

YELLOW = > 35% and < 41% of

10 |# of Employees with Degrees Employees having a degree
RED = < 35% of Employees having a
degree

GREEN = > 4.5% of Employees
particpating in DAs

. . =>3.59 < 4.59%
Employees in Developmental Assignments 1&';'}00;’:%; :r: é;::t(i’ng ‘i‘nsg’;:

Accounting RED = < 3.5% of Employees
participating in DAs

11
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Number of employees with Degrees

Perspective: Growth and Learning

Goal = 42%
Actual = 40%

SCORECARD
Rating: YELLOW
Data Reporting: June

BSC #:

FREQUENCY: Monthly
MEASURE:

RATING SCALE:

GREEN >M%

YELLOW = > 35% and < 41%
RED less than 35%

Analysis:

Slightly lower percentage of employees with degrees than anticipated.

Using Skills Inventory to identify and encourage employees to pursue
professional degrees and certifications.

Actions:

® Defense Agencies - Additional ELPA hires planned for May, June,

" July, and September expected to see increase  ECD: July 2005

=15 ELPAs have been hired YTD in Def. Agencies
=Total number of employees w/degrees has increased
by 17

= |dentify a current state of the overall skills of our workforce using Skill

Inventory DB. ECD: Rev. Aug 2005
«20% of ABL employees have Managerial approved
Skills Inventory
»42% of ABL employees have initiated a Skills
Inventory

= Create a skills snapshot to establish a baseline using the Skills DB

input. ECD: Rev Sep 2005

~Use the baseline to assess ABL skill gaps as the ABL progress
through various transformation initiatives in the future. This will help us
better understand our skill requirements ECD: FY2006

12/22/2005 Integrity - Service - Innovation 19 of 19
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DCN: 12262

PMI #295:  Timeliness of Accounting Reports to Customers (SF 133 & AR 1307)
Perspective: Customer

Objective:  Deliver the DoD Accounting Reports 95% on time Groen — 95% and above
Target: SF 133 & AR 1307- 10 workdays Yellow = Between 90% and 95%
Red = 89% and below
100% _10% 1 0% 100% 100% 100% 100% 100% 100%
99%
98%
97%
96%
95%
94%
93%
92%
91%
90% —
89% Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05
Percentage 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
Total # of reports 212 215 215 215 215 215 220 218
Late due to DFAS o 0 0 0 0 0] 0 o
Late due to Non-DFAS 0 0 0 0 0 0 0 0
wosssrzr (GFEEN 95% 95% 95% 95% 95% 95% 95% 95% 95% 95% 95%
Yellow 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
— Red 89% 89% 89% 89% 89% 89% 89% 89% 89% 89% 89%
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PMI #296: Timeliness of Accounting Reports to Customers (AR (M) 1002)
Perspective: Customer

Objective:  Deliver the DoD Accounting Reports 95% on time
Target: Acctg Rpt (M) 1002 - 15 work days

Green = 95% and above
Yellow = Between 90% and 95%
Red = 89% and below

100% 100% 100% 100% 100% 100% 100%  100%

100%

99% -

98% -

97%

96%

95% -

94%

93% -

92% -

91%

90% —

89% -

Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05
Percentage 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
Total # of reports 117 178 177 177 178 177 180 184
Late due to DFAS 0 0 0 0 0 0 0 0
Late due to Non-DFAS 0 0 0 0 0 0 0 0
s (GrQEN 95% 95% 95% 95% 95% 95% 95% 95% 95% 95% 95%

Y ellow 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Red 89% 89% 89% 89% 89% 89% 89% 89% 89% 89% 89%
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BSC#612:  DFAS Critical Initiatives Required for Assertion by FY 2007
as Stated in the Financial Improvement Plans

Perspective: Customer

. e . ops eps 4o . Green =2.6t03
Objective: Achieve 100% of scheduled DFAS Ceritical Initiatives required to
meet the goal of an Unqualified Audit Opinion by FY 2007 Yellow = <2.6 but > 2.0
Target: Achieve an overall Critical Initiative rating of 3 Red = Less than 2.0
(;r.v::;::llll St—‘t—u“—°£ PMI18
Do Definition Critical ——
______In:::::ivo Init:a::ve Rating
Green All Critical Actions mat for a given Initiative 3
initiative. on Schedule
All but one or two Critical Actions Initiative
Yellow 4 for a given initiative. in Jeopardy 2
Three or more Critical Actions missed Initiative
Red for ‘a given initiative. Impacted 1
3.0
26 +— —
2.2
1.8 4
1.4 4
1
1.0
Oct-04 Now04 Jul-05 Aug-05 Sep-05
7 Overall Rating 1 2.7 3 3 3 3 3 3 3
i GrEEN 3 3 3 3 3 3 3 3 3 3 3 3
Yellow 2.6 2.6 2.6 2.6 2.6 2.6 2.6 2.6 2.6 2.6 2.6 2.6
e R 1.9 1.9 1.9 1.9 1.9 1.9 1.9 1.9 1.9 1.9 1.9 1.9
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BSC #613:  Customer Satisfaction with DFAS Experience
Perspective: Customer

Objective: Capture the quality of customer service provided during an engagement (event) with DFAS

Target: Achieve an overall rating of 75% or above
Green =>75%
Yellow => 65% and < 75%
Red = <65%
100%
95%
90% 89%
85%
80% 7%
0,
75% 74%
70%
66%
65% 63% 63%
60% Il
Jan-05 Feb-05 Mar-05 Apr-05 May-05 Jun-05 Jul-05 Aug-05 Sep-05
1 Owerall Rating 66% 89% 63% 63% 74% 7%
mmaens (SFEEN 75% 75% 75% 75% 75% 75% 75% 75% 5%
Yellow 65% 65% 65% 65% 65% 65% 65% 65% 65%
a—— Red 64.9% 64.9% 64.9% 64.9% 64.9% 64.9% 64.9% 64.9% 64.9%

BSC #613 overall rating changed from a 5 point scale to a percentage effective January 2005.

12/22/2005 : Integrity - Service - Innovation 6
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DCN: 12262

PMI #180: Reduce Aged Intransit Disbursements

Rept
DATE Month

Sep04
Jan-0

Feb-05

Mar-0

 npr0s | apros |
| May.05 | May-05

Note: Numbers are in millions, N/Met stands for Not Met. =~
12/2212005 Integrity - Service - Innovation
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BSC #517: Audit Deficiencies Corrected

Perspective: Internal OBF S

Objective:  Improve the quality (Accuracy & Timeliness) of Accounting Products,
Services & Processes

Green = 90% or above

. o » .
Target: Correct 90% or above of all outstanding audits Yellow = > 80% 0 < 90%
Red = Less than 80 %
90%
33.3%
B0.8%
80% —— [] ! — ]
m% /-—_
70% 070 —
s 4.3% [
J— b1.5%  B1.5%
60% -
50.0%
50% A
40% -
Now04 | Dec-04 | Jan-05 | Feb-05 | Mar05 | Apr-05 | May-05 | Jun-05 Jul-05 | Aug-05 | Sep-05
mmma Percentage 500% | 75.0% | 83.3% | 61.5% | 61.5% | 64.3% | 68.8% | 80.8%
# of FYTD audit recommendations completed 2 3 5 8 8 9 11 21
# of FYTD audit recommendations scheduled 4 4 6 13 13 14 16 26
s (SrEEN 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Yellow 80% 80% 80% 80% 80% 80% 80% 80% 80% 80% 80%
e Red 79% 79% 79% 79% 79% 79% 79% 79% 79% 79% 79%

s e it
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BSC #531: FMFIA Material Weaknesses Corrected
Perspective: Internal

uality o in u i
Improve Quality of Accounting Products, Services & Processes Green = 90% or above

Objective:
Achieve 90% of scheduled milestones
Yellow = > 80% to < 90%

Target:

Red = Less than 80 %

100% - 100% 100% 10% 100% 100% 100%
90% -
80% - —
70% -
60% -
50% -
Now04 Dec-04 Jan-05 Feb-05 Apr-05 May-05 Jun-05 Jul-05 Aug-05 Sep-05
Percentage 100% 100% 100% 100% 100% 100% 100% 100%
# of FYTD milestones completed 0 0 0 0 1 1 1 1
# of FYTD milestones scheduled 0 Y 0 0 1 1 1 1
g €11 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Yellow 80% 80% 80% 80% 80% 80% 80% 80% 80% 80% 80%
v Red 79% 79% 79% 79% 79% 79% 79% 79% 79% 79% 79%
10
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BSC#543:  Fund Balance With Treasury (FBWT) Deficiency Rate
Perspective: Internal

Objective:  Improve the auditability of FBWT
Target: Total deficiencies are 3% or less of the current FY month end FBWT amount (abs)

Green =< 3%

Yellow => 3% but < 5%

Red => 5%

0. TU%
5%
4.47% .05% 4.45%
3.99% ] o
4% — 366%
5 ] |
2%
1.52%

19% 1.07 0_94/0

(+]

0.52%

Qct-04 Now04 Dec-04 Jan-05 Feb-05 Mar-05 pr—05 May-05 Jun-05 Jul-05 Aug-05 Sep-05
2.80% 1.01% 1.38% 1.07% 0.98% 0.52% 0.20% 0.83% 0.28%
R W CF Percentage | 2.92% 3.99% 4.47% 5.10% 4.63% 3.66% 1.15% 4.45% 1.52%

s GTQEN 3% 3% 3% 4 3% 3% 3% 3% 3% 3% 3% 3% 3%
Yellow 3.1% 3.1% 31% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1%
w—— Red 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1%

12/22/2005 integrity - Service - Innovation A 11
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BSC #630:  Innovative Business Practices - Accounting . BF S

Perspective: Internal

Objective: Encourage innovation within DFAS
Target: ABL- 24 IBPs approved by the end of FY0S. Army - 4 approved by the end of FY05

Green =>4 Approved

Yellow =<4 but > 2
Red = Less than 2

IBP Submitted

1. DNO: DCAS/MOCAS
Automated Posting Program
(Frontend) - Submitted 1/19

2. SL: DSL-CARD
(Consolidated Acctg &

11 Reconciliation Database)-
Submitted 1/19
3. SL: MOCAS & Acctg

Comparison (MAC) Database
- Submitted 1/20

4. DNO: Automated
0 0 Notification of Missing RR-
y Submitted 1/20

Dec-04 Jan-05 Mar-05 Apr05 May-05 Jun-05 Jul-05 Aug-05 Sep05

. Approved
s (S1EEN

~
F
S
S
-~
S

N O

Yellow

-n
<D
—-\N-hog

_ N | e
—
_—
—_
—_
—
—_
—_—

SRR S i
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BSC #515:  Professional Certifications and Licenses and Certifications (Qualifications)
Perspective: Growth and Learning

Increase number of Individuals with Professional [ Green = 90% or above target goal

Certifications/Licenses/Certificates (Qualifications)
Target: Achieve 90% or above target goal

Objective:

Yellow = > 75% to < 90% of target goal

Red = Less than 75% of target goal

90%

80%

70%

Lj1.9°/o 'P“ _00/0

60% 56. 1%
1%
53.1% b3‘4% és_j%__—/

ame——
50% -
400/0 T
Oct-04 | Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun05 | Jul-05 | Aug-05 | Sep-05
s Percentage 53.1% | 53.4% | 53.8% | 56.1% | 61.9% | 61.0% | 61.9% | 63.2% | 65.9%
FYO5 Target 228 223 223 223 223 223 223 223 223
# with Cert/License 121 119 120 125 138 136 138 141 147
o GrEEN 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Yellow 75% 75% 75% 75% 75% 75% 75% 75% 75% 75%4J 75% 75%
— Red 74.9% | 749% | 74.9% | 74.9% | 74.9% | 749% | 74.9% | 74.9% | 74.9% | 74.9% | 74.9% | 74.9%

The FY05 target/goal/base number Is 11% of the September 2004 end strength shown on the Flash Report.
The count of 121 for Sept mciudad 8 employees in Dlsbursmg

12/22/2005 Integrity - Serwce Innovatlon 13
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BSC #515:  Professional Certifications and Licenses and Certifications (Qualifications)
Perspective: Growth and Learning

. L L3 e g
Objective:  Increase number of Individuals with Professional Sop CAEon Se e [TargeTGoaT (1753
Certifications/Licenses/Certificates (Qualifications) SNG 553 5
.
Target: Achieve 90% or above target goal o 2 =
LX 31 3
OR 132 15
RI 231 25
RO 263 29
SL 259 28
1] 29 3
1356%
125%
115%
105%
95%
85%
75%
65%
55% j
45%
35% o
25% H
5% -
EU Lw LX OR Ri RO SL S§S
mOct-04 100% 18.2% 66.7% 26.7% 52.0% 41.4% 14.3% 100%
B Nov-04 100% 18.2% 66.7% 26.7% 52.0% 41.4% 14.3% 100%
mDec-04 100% . 18.2% 66.7% 26.7% 56.0% 41.4% 14.3% 100%
3Jan-05 100% 27.3% 66.7% 26.7% 56.0% 41.4% 14.3% 100%
mFeb-05 100% 27.3% 66.7% 26.7% 60.0% 44.8% 26.0% 100%
mMar-05 100% 27.3% 66.7% 26.7% 60.0% 44.8% 28.6% 100%
MmMApr-05 100% 27.3% 66.7% 26.7% 60.0% 41.4% 32.1% 133%
MmMay-05 100% 27.3% 66.7% 26.7% 64.0% 41.4% 35.7% 133%
| Jun-06 T 100% 27.3% 33.3% 33.3% 64.0% 41.4% 35.7% 133%

EuU LW X | OR | R RO | SL Ss
3 2 2 4 13 12 a 3
B 2 2 P 13 12 a 3
3 Z "z 4 14 1z 4 3
3 2 4 14 iz a 3
B 3 L2 4 15 13 7 3
3 3 Tz a 15 13 8 3
3 3 2 4 15 iz ) 4
3 3 g 4 16 12 10 —a
i A3 ~ a2 1 A s T i6_ 12 10 4
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BSC #515:  Professional Certifications and Licenses and Certifications (Qualifications)
Perspective: Growth and Learning

‘BF S

' Objective:  Increase number of Individuals with Professional BSC #515
Certifications/Licenses/Certificates (Qualifications) Sep 04 End Strength|Target/Goal (11%)
Target: Achieve 90% or above target goal HQ/BO/PNIC 5 5
CESG 12 1
Field Acctg 162 18
Dept'l Acctg 149 16
Acctg System Dir 91 10
300%
280% |— J
260% -
240%
220%
200%
180% |
160% -
140% -
120% -
100%
80% -
60% - _ ,
HQ/PMO/BO CESG Fisld Acctg Acctg Systems Dir
£ Dec-04 133% 500% 117% 100%
@ Jan-05 117% 500% 122% 130%
g3 Feb-05 117% 500% 144% 150%
Mar-05 133% 500% 139% 180%
W Apr-05 167% 400% 133% 160%
7 May-05 233% 300% 17% 170%
Jun-05 233% 300% 128% 190%
G : HOQO/PMO/BO CESG Field Acctg Dot Acctg Acctg Sy staerms Dir
Dec-04 5 21 20 10
Feb-05 L e . 26 ... 18 - .. a5
T Mar-06 - s s T aeee T aa
Apr-os o = 24a e 18 - _1e
May-05 Ad 3 21 T As . 17
Jun-0s5 3 23 1 - : ‘ 19
e RO et n NN
12/22/2005 Integrity - Service - Innovation 15
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DCN: 12262

BSC #548:  Number of Employees with Degrees

Perspective: Growth and Learning OBF S

Objective:  Increase Number of Employees with Degrees within the DFAS Workforce
Target: i °
arg Achieve 90% or above target goal BSC 7548
Sep 04 End Strength |Target/Goal (42%)

HQ/BO/PMO 59 25
CESG 12 5
Field Acctg 162 68
Depti Acctg 149 63

Acctg System Dir 91 38

170.0%
160.0%
150.0%
140.0%
130.0%
120.0%
110.0%
100.0%

90.0%

HQ/BO/PMO CE: P g cctg System Dir
7 Dec-04 '} T 152% 160% 161.8% 147.6% 134.2%
EgJan-05 | 152% 160% 164.7% 133.3% 134.2%
@ Feb-05 T 164% 160% 168% 114% 163%
@i Mar-05 160% 180% 157% 113% 168%
BApr-05 e 176% 140% 157% 113% 166%
A May -05 ‘ 212% 160% 156% 111% 147%
mun-05 | 260% 160% 156% 108% 150%

Dec-04. |

O Jan-085 )
Feb-05
o Bar-05
- Apr-05
- May-05
Jun-0O8s5

HQ/PMO/BO
238

Field Acctg | Dptl Acctg Acctg Systems Dir
: 3 51 g

S S S

1 . : S4

s 57

fqum@&mﬁ

S o i e i
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DCN: 12262

BSC #614:  Monthly Employee Satisfaction
Perspective: Growth and Learning

Objective: Employee satisfaction should not fluctuate more than 5% from month to month.

Target: This measure does not receive a rating. It is used as an internal monitoring tool.
100%
90% -
80% +—— — — —— ' _
74.0%
70% -
60% -
50%
Now04 Dec-04 Jan-05 Feb-05 | Mar-05 Apr-05 May-05 Jun-05 Jul-05 Aug-05 Sep-05
mESIScore| 740% | 56.0% | 52.0% | | |

12/22/2005 ' Integrity - Service - Innovation 19




DCN: 12262

BSC #625: Employees in Developmental Assignments - Accounting Services
Perspective: Growth and Learning

‘BF S

Green =90% or above target goal

Objective:  Enhance breadth of employee competence

. M (1)
Target: Achieve 90% or above target goal Yellow = > 75% to < 90% of target goal

Red = Less than 75 % of target goal

A (D0
VUL /0

N~ 17.42%

S

Oct-04 Now04 | Dec04 | Jan05 Feb-05 Mar-05 | Apr05 | May-05 | Jun-05 Jul-05

Aug-05 | Sep-05
Percentage | 140.86% | 137.63% | 130.11% | 94.62% | 78.49% | 90.32% | 86.02% | 77.42% | 68.82%
Target/Base 93 93 93 93 93 93 a3 93 93
Total #inDA| 131 128 121 88 73 84 80 72 64
e 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Yellow 75% 75% 75% 75% 75% 75% 75% 75% 75% 75% 75% 5%
e Red 74.9% 74.9% 74.9% 74.9% 74.9% 74.9% 74.9% 74.9% 74.9% 74.9% 74.9% 74.9%

The FYOS5 target/goal/base number is 4.5% of the September 2004 end strength shown on the Flash Report.

12/22/12005 Integrity - Service - Innovation 20




DCN: 12262

Unique #1: Utilization of Overtime Usage
Target: Use up to 4% Overtime in Lieu of Requesting Additional Workyears

-Data pulled from eBiz by pay periods for 6/10 & 6/24 Green => 4%
-OT Percentage = Overtime Hours/Regular Hours Yellow = > 3% and < 4%

Red= <3%

8%

7%

6.51%

6%

5%

4%

3%

2%

Oct-04 | Now04 | Dec-04 | Jan-05 | Feb-05 | Mar05 | Apr05 | May-05 | Jun05 Jul-05 | Aug05 | Sep-05
Percentage | 7.35% 6.27% 577% | 6.51% 5.75% 5.65% | 4.98% 5.17% 4.90%
Prod Hrs 219,646 | 195,377 | 207,438 | 222,504 | 261,165 | 222,804 | 346,695 | 221,135 | 214,718
O/T Hrs 16,143 | 12,250 | 11,968 | 14,475 | 15,017 | 12,585 | 17,253 | 11,427 | 10,530

e C11=2y) 4% 4% 4% 4% 4% 4% 4% 4% 4% 4% 4% 4%
Yellow 3% 3% 3% 3% 3% 3% 3% 3% 3% 3% 3% 3%

——Red 2.9% 2.9% 2.9% 2.9% 2.9% 2.9% 2.9% 2.9% 2.9% 2.9% 2.9% 2.9%

12/22/2005 Integrity - Service - Innovation 21



DCN: 12262

Unique #1: Utilization of Overtime Usage

-Data pulled from eBiz by pay periods for 6/10 & 6/24
-OT Percentage = Overtime Hours/Regular Hours

Green => 4%

Yellow => 3% and < 4%

Red= <3%

0.0% Lw SL SS DNO
3.56% 6.13% 6.07% 8.73% 6.65% 4.75% 6.81% 2.33% 9.52%
2.49% 7.79% 3.98% 8.93% 6.24% 3.90% 6.69% 1.98% 7.74%
8.99% 4.09% 10.77% 6.04% 3.44% 5.55% 0.55% 581%
5.01% 1.24%

467%

517%
2490%

568% | 657%

4.00%

524%

~ 5.06%

- 445% |

oo |

| 415%

- 565%

e

12/22/2005
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DCN: 12262

Unique #1: Utilization of Overtime Usage

-Data pulled from eBiz by pay periods for 6/10 & 6/24 Green => 4%

Yellow = > 3% and < 4%

-OT Percentage = Overtime Hours/Regular Hours

Red = <3%

20.0%

18.0%

16.0%

14.0%
12.0%

10.0%

8.0%

6.0%

4.0%
2.0%

0.0%

ield Acctg

Acct Svc Army

DeptAcctg

mOct-04 ©7.35% 6.21% 2.84% 3.72% 511% 4.89% 16.36%
mNov-04 |  627% 366% 064% 3.59% 4.81% 4.26% 9.56%
mDec-04 5.77% 2.99% 0.00% 147% 3.80% 4.78% 10.08%
OJan-06 651% 3.10% 0.58% 1.16% 2.95% 423% 18.35%

mFeb-05 5.75% 5.22% ’ 0.66% 2.88% 3.74% 2.95% 10.98%

WMar05 | » 583% | 117%

T T sew | s
7.21% o 2BT%
ElJun-05

 2.24% 6.96% 3.48%

i
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DCN: 12262

Unique #2: Accuracy of Field Site Report Submissions

Target: FY2004-Receive Budget Execution, General Ledger, and Expenditure
Report Feeds from the Field Sites >98% Accurate

Green = 98% or above
Yellow =97.9% - 95%
Red = 94.9% & below

100% 98:6%

7.6%
98% - f h
96% -
94% -
92% -
90% -
88% - 6.0% i
86% -
84% A -
82% A
80% -
Oct-04 | Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05
Combined Accuracy Rate | 98.6% | 86.0% | 98.1% | 97.6% | 98.7% | 98.9% | 98.9% | 99.0% | 99.0%
Status Accuracy Rate 98.5% | 82.8% | 97.7% | 97.2% | 98.5% | 98.8% | 98.7% | 98.9% | 98.9% 4L
GL Accuracy Rate 99.0% | 99.2% | 99.2% | 99.4% | 99.2% | 99.2% | 99.0% | 98.8% | 99.0%
Exp Accuracy Rate 99.6% | 99.5% | 99.6% | 99.6% | 99.6% | 99.7% | 99.7% | 99.8% | 99.7%
s (SrEEN 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%
Yellow 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0% | 95.0%
e Red 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9% | 94.9%

Data is reported one month in arrears. For example, Dec 04 represents November EOM data. | el

i

12/22/2005 Integrity - Service - Innovation 24
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DCN: 12262

Unique #3 : Customer Index
Target: Achieve 80%

Green => 80%
Yellow => 65% and < 80%

Red =< 65%
80%
77%
° 14.63%
74% ]
71.08% 71.04%
[T 20/ SN0/
71% T 0 68.71% 51% oM. 907
68% [ ] S ———
of 1]
65% 68-0%% §2.65%
62% F
59% -+ —
56%
Oct-04 | Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05
r— Percentage 74.63% | 69.53% | 71.08% | 63.37% | 62.65% | 68.71% | 68.51% | 71.04% | 69.30%
Total Possbile Points | 3410 3430 3440 3440 3440 3180 3160 3160 3160
Actual Score 2545 2385 2445 2180 2155 2185 2165 2245 2190
s (STEEN 80% 80% 80% 80% 80% 80% 80% 80% 80% 80% 80% 80%
Yellow 65% 65% 65% 65% 65% 65% 65% 65% 65% 65% 65% 65%
| == Red 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9% | 64.9%

i ikt —— i,

—i
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DCN: 12262

Unique #3 : Customer Index

FY 2005 Monthly Customer Index
July 2005 Report from June 2005 Data

1 # Moasure
1 Delmar Timeliness
1
2 Prior Year Funding
3 Current Year Funding

4 Status CER Vanancos

(reporting ore month
MO

Delinquent

Receivables (Non-

'Be.ﬁ;n quent
Receivables (Public)

Appropriations : v Repoaorted] Reportad | Reported | Reported Reported Reparted ] Reported | Reported Reported Reported
but not but not but not but not but not but not but not but not but not but not but not but not but not
3 Rated Rated Rated Rated Rated Rated Rated Rated Rated Ratad Rated Rated Rated
8b Other -~ Cilosing Year
Appropriatons Reported| Reported | Reported | Reported Reported | Reported | Reported Reported Reported Reported | Reported Reportad Reported
but not but not but not but not but not butnot but not but not but not but not but not but not but not
3 Rated Ratad Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated
7 ULO - Expired Yoor
Appropriaticns Reported| Reported | Reported | Reported Reported | Reported | Reported Reported Reported | Reported | Reported | Reported Reported
- ; but not but not butnot but not but not but not but not but not but not but not but not but not but not
2 Rated Ratead Rated Rated Rated Rated Rated Rated Ratod Rated Rated Rated Rated

8 TOY Advances
. Reported| Reported | Reported | Reported Reported | Reported | Reported Reported Reported | Reported | Reported | Reported Reported

but not but not but not but not but not but not but not butnot but not but not but not but not but not
Rated Rated Rated Rated Rated Rated Rated Rated Rated Rated

I, i T
o Status Reports: i
Lemin it - N,
10 Credit Accounts
Recelivabis :

71 |Credit Uniilied Orders

Refunds Rbcaivable -

Travel Related. 7
Refunds Recevable - |
Vendor Pay Relsted

SSFE Gredit Tracking

Credit Accouma .
EBayable. : g

CreditUnd
Ovdears :

Prob Disb = 120 days

Total Poasible Doore

Percentage.
Achieved .

12/22/2005
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DCN: 12262

Unique #4:

PMI #178 - Reduction of NULOs

Target: Reduce NULOS 10% from the September 2003 goal

Green = at or below goal
Yellow = 1% - 15% above goal
Red = 15% above goal

$400
$375 $3%4.
5o .
$325
$300 [ \
$275 \
$250 +—
$225
$200
$175 / \Y
$150 5448 6 I
$125 / $133.0
$100 % 84833 II
$75 + _h“f S N
$50 5 A e R .
$25 i i i & Ziiss G e e o G s
Sep-04 | Oct-04 | Nov04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 { Apr-05 | May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05
FY 2005 Goal $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1
Green $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1 $33.1
Yellow $33.4 $33.4 $334 | $334 $33.4 $33.4 $33.4 | $33.4 $33.4 $33.4 | $33.4 | $33.4 $33.4
— Red $38.0 $38.0 $38.0 | $38.0 $38.0 $38.0 $38.0 | $38.0 $38.0 $38.0 | $38.0 | $38.0 $38.0
— Current Month Bal | $33.1 $99.6 | $1486 | $80.4 | $100.3 | $103.3 | $62.7 | $59.1 | $374.1 | $133.0
—e— Monthly Plan $33.1 | $113.0 | $112.0 { $128.0 | $71.0 $65.0 $58.0 | $51.4 | $46.4 $46.4

Note Numbexs are in mﬂhons L

Each activity has a monthly pIan in arder tn meet the FY 2()05 goal. The ratmg of gzeen/yeﬂow/red (Met and Not Met) is based on the current
| month balance compared to the monthly plan

1 2/22/2005

i
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DCN: 12262

Unique #4: PMI #178 - Reduction of NULOs

Rept
DATE Month

m May-05
Note: Numbers are in millions. N/Met stands for Not Met.
12/22/2005 Integ

rity - Service - Innovation




DCN: 12262

Unique #5: PMI #179 - Maintain Unmatched Disbursements (UMDs) Balance

Target: Maintain or reduce UMDs by September 2005, using the FY 2004 year-end
balance as the baseline. This is measured in absolute dollars.

$410
$385 \
$360
$335 / \
$310 [ \ %2
$285 / \
$260 // \\ /
$235
$210 / Y i Wi " L
$185 / )y d N\ A . ™
$160 -@@'0 s h$ﬁ11 - - —
$135
$110
$85 I “;AWJQV.S
Sep-04 | Oct-04 | Nov04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 | Jul-05 Aug-05 | Sep-05
FY 2005 Goal $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7
Green $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7 | $163.7
Red $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8 | $163.8
= Current Month Bal | $167.3 | $171.0 | $221.1 | $221.6 | $175.1 | $316.2 | $159.9 | $103.7 | $91.8 | $97.8
—e— Monthly Plan $167.3 | $333.1 | $380.6 | $390.1 | $217.5 | $209.1 | $200.8 | $192.4 | $184.0 | $184.0

Note: Numbers are m mﬂhons

Each actnqty has a monthly plan in arder to meet the FY 2005 gcal The ratmg of green/red (Met and Not Met) is based on the current month ‘
ba!ance compared to the monthly plan.

i v .
s
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DCN: 12262

Unique #5: PMI #179 - Reduction of UMDs

Rept
DATE Month

L)

Dec-04|Dec-0

Jan-0
Feb-0
war-05
 Apr05
Mey-05

-2
O\

T

3un-05| sun-0s

Rept
Month

12/22/2005 Integrity - Service - Innovation




DCN: 12262

Unique 6: Non Monetary Recognition Program Q
Target: 5% of end strength per month BF S
Green =>5%

Yellow = >2.5% and < 5%
Red=<2.5%

12% 11.54%
1%
10% g-339
9%
8%
7%
6% 5.59%
5.00%
5% 2%
4%
3%
2% i I
Oct-04 | Nov04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 | Jul-05 | Aug-05 | Sep-05
ercentage 9.33% | 5.00% | 6.42% | 9.38% | 6.98% | 5.59% | 5.00% | 11.54% | 4.21%
Indpls Ctr End Strength | 697 689 685 682 673 662 645 641 641
Target 35 34 34 34 34 33 32 32 32
# of Recognitions 65 34 44 64 47 37 32 74 27
e (SrEEN 5% 5% 5% 5% 5% 5% 5% 5% 5% 5% 5% 5%
Yellow L&S% 25% | 25% | 2.5% 2.5% 25% | 2.5% 2.5% 2.5% 2.5% 25% | 2.5%
o Red 2.4% 248% | 24% | 2.4% 2.4% 24% | 2.4% 2.4% | 2.4% 2.4% 2.4% 2.4%

e R ——— b
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DCN: 12262

Unique 6: Non Monetary Recognition Program

Green = > 5%
Yellow = >2.5% and < 5%
Red =< 2.5%

FY 05 YTD
Average

47

Month Oct-04 Nov-04 Dec-04 Jan-05 Feb-05 Mar-05 Apr-05 May-05 Jun-05

65 34 64 47 37 74

Acctg Svs, Army

17

Field Acctg
" ;
CESG
%
HQS/PMO/BO
%
Agency Wide FS
Audit & Compliance

e
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Your Financial

Partner @ Work

S 2004 CPBL

Customer Satisfaction Results

Centralized Customer Service
Directorate

November 16, 2004

Integrity - Innovation - Service
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DCN: 12262

CP Customer Satisfaction Results

m—
| ——2004 CPBL _——2003 CPBL 2002 CPBL
90%
0
_g 80%
© 70%
o
})
; 60 /O
LL 50%
D  40%
(o)
&
- 30%
c
8 20%
| -
[ 10%
o. o
0 / 0 Recovery |Knowledge |Timeliness | Choice Quality | Tangibles | Reliability | Access Courtesy
-—— 2004 CPBL 49% 69% 69% 62% 70% 77% 72% 72% 83%
- 2003 CPBL 51% 69% 69% 50% 68% 77% 74% 76% 84%
2002 CPBL 43% 63% 62% 56% 65% 1% 69% 69% 80%
Note: Data includes Contractor and PMO Responses
12/22/2005 Integrity - Innovation - Service 3of22
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VP Customer Satisfaction Res‘ults

-—2004 CPBL --2003 CPBL 2002 CPBL
80%
()
- 70%
%
3 60%
> 50%
0
w
40%
0
>
© 30%
c
0
o 20%
o
o
a 10%
o
0 A) Recovery |Knowledge |Timeliness | Choice Quality | Tangibles | Reliability | Access Courtesy
=—— 2004 CPBL 46% 61% 58% 53% 62% 65% 63% 62% 75%
== 2003 CPBL 36% 56% 53% 43% 48% 59% 59% 56% 68%
2002 CPBL 27% 48% 44% 39% 42% 53% 52% 52% 68%
Note: Data includes Vendor and FM Responses
12/22/2005 Integrity - Innovation - Service 4 0f 22
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BSC #517: Audit Deficiencies Corrected
Perspective: Internal

Objective: ~ Improve the quality (Accuracy & Timeliness) of Accounting Products,
Services & Processes

Green =90% or above

. o . .
Target: Correct 90% or above of all outstanding audits Yollow= > 80% to < 0%
Red = Less than 80 %
90%
B83.3%
0.8%
g%l | M e ]
55.0% pa—

70% — o2

r—ﬂ’ 54.3%
— 1.5% %1.5%

60% =
50.0%
50% -
40% -
Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr05 | May-05 | Jun-05 Jul-05 | Aug-05 | Sep-05
mam Percentage 50.0% 75.0% 83.3% | 61.5% 61.5% 64.3% 68.8% 80.8%
# of FYTD audit recommendations completed 2 3 5 8 8 9 11 21
# of FYTD audit recommendations scheduled 4 4 6 13 13 14 16 26
s (SrQEN 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Yellow 80% 80% 80% 80% 80% 80% 80% 80% 80% 80% 80%
e R 79% 79% 79% 79% 79% 79% 79% 79% 79% 79% 79%

12/22/2005 Integrity - Service - Innovation 9
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BSC #531: FMFIA Material Weaknesses Corrected
Perspective: Internal S

Objective: = Improve Quality of Accounting Products, Services & Processes Groen —90% or above
Target: Achieve 90% of scheduled milestones
‘ Yellow = > 80% to < 90%

Red = Less than 80 %

100%

100% 100% 100% 100% 100% 100%

100% -
90% A
80% - —_
70% A
60% -
50% -
Jul-05 Aug-05 Sep-05
Percentage 100% 100% 100%
# of FYTD milestones completed 0 0 0 0 1 1 1 1
# of FYTD milestones scheduled 0 0 0 0 1 1 1 1
Green 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Yellow 80% 80% 80% 80% 80% 80% 80% 80% 80% 80% 80%
e Red 79% 79% 79% 79% 79% %% | 79% 79% 79% 79% 79%

12/22/2005 Integrity - Service - Innovation 10
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BSC #543:  Fund Balance With Treasury (FBWT) Deficiency Rate
Perspective: Internal

Objective:  Improve the auditability of FBWT
Target: Total deficiencies are 3% or less of the current FY month end FBWT amount (abs)

Green =< 3%

Yellow=>3%but< 5%
Red=>5%

9. U7
5% e
4.47% hade 4.45%
3.99% ] ]
4% — 3.66%
2 | 2.6802% [] |
2%
1.52%
1.15%
1% 1_0&/0 1.07 ° | naa .
0.52
° 0.20 0.28

0%
° Oct-04 Now-04 Dec-04 Jan-05 Feb-05 Mar-05 Apr-05 May-05 Jun-05 Jul-05 Aug-05 Sep-05

zza GF Percentage 2.80% 1.01% 1.38% 1.07% 0.98% 0.52% 0.20% 0.83% 0.28%
@R WCF Percentage | 2.92% 3.99% 4.47% 5.10% 4.63% 3.66% 1.15% 4.45% 1.52%

oo (GrEEN 3% 3% 3% 3% 3% 3% 3% 3% 3% 3% 3% 3%
Yellow 31% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1% 3.1% 31% 3.1% 3.1%
— Red 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 5.1% 51% 5.1%

e i

12/22/2005 Integrity - Service - Innovation 1"
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BSC #630:  Innovative Business Practices - Accounting
Perspective: Internal

Objective: Encourage innovation within DFAS
Target: ABL- 24 IBPs approved by the end of FY05. Army - 4 approved by the end of FY05

Green =>4 Approved

Yellow=<4but>2
Red = Less than 2

IBP Submitted

) . 1. DNO: DCAS/MOCAS
Automated Posting Program
(Frontend) - Submitted 1/19

2. SL: DSL-CARD
(Consolidated Acctg &
Reconciliation Database)-
Submitted 1/19

3. SL: MOCAS & Acctg
Comparison (MAC) Database

01 - Submitted 1/20
Decd | Jand5 | Febd5 | Mar05 | Aprd5 | Mayd5 | Jund5 | W05 | Awgd5 | Sepds ubrmitted 1/
4. DNO: Automated

W Approved 0 0 0 0 0 0 o 0 Notification of Missing RR-
e G 4 4 4 4 4 4 4 | 4 | 4 | 4 | [Submited1/20

Yellow 2 2 2 2 2 2 2 2 2 2
aname Rt 1 1 1 1 1 1 1 1 1 1

12/22/2005 Integrity - Service - Innovation 12
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BSC #515:  Professional Certifications and Licenses and Certifications (Qualifications)
Perspective: Growth and Learning

Objective:  Increase number of Individuals with Professional

Green =90% or above target goal
Certifications/Licenses/Certificates (Qualifications)

Yellow = > 75% to < 90% of target goal

. s o
Target: Achieve 90% or above target goal Red = Less than 75% of target goal
90% A
80%
o ~ —
70% 65.9% /,
b Ho,
51.9% k109 61.9% DA
60%
56.1%
53.1% 53.4% w——/
cm—-"
50%
40% -
Oct-04 | Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 Jul-05 | Aug-05 | Sep-05
mmmm Percentage 53.1% 53.4% 53.8% 56.1% 61.9% 61.0% 61.9% 63.2% 65.9%
FYO0S5S Target 228 223 223 223 223 223 223 223 223
# with Cert/License 121 119 120 125 138 136 138 141 147
s (GrEEN 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90% 90%
Yellow 75% 75% 75% 75% 75% 75% 75% 75% 75% 75% 75% 75%
= Red 74.9% 74.9°_/<_:; 1 ?_4:9"/0 Eig% 74.9% 74 9% 74.9% 74.9% 74.9% 74.9% 74.9% 74.9%

The FYGS target/goal/base number is 11% of the September 2004 end strength shown on the Flash Report.
 The count of 121 for Sept snduded 8 employees in Disbursing.

12122]2005 Integrity - Serwce - Innovation 13
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BSC #515:  Professional Certifications and Licenses and Certifications (Qualifications)
Perspective: Growth and Learning

3 ives ivi : 3 BSC #515
Objective:  Increase number of Individuals with Professional Sep T End S [Targs T Goal (1175
. . - . [ .

Certifications/Licenses/Certificates (Qualifications) NG 555 o

Target: Achieve 90% or above target goal e 23 =

LX 31 3

OR 132 15

RI 231 25

RO 263 29

Sk 259 28

SS 29 3
135%
125%
115%
105%
95%
85%
75%
65%
55%
45%
35%
25%

5% EU Lw LX OR R i RO " sL i ss
mOct-04 100% 18.2% 66.7% 26.7% 52.0% 41.4% 14.3% 100%
tANov-04 100% 18.2% 66.7% 26.7% 52.0% 41.4% 14.3% 100%
MmDec-04 42.9% 100% 18.2% 66.7% 26.7% 56.0% 41.4% 14.3% 100%
gJan-06 42.9% 100% 27.3% 86.7% 26.7% 56.0% 41.4% 14.3% 100%
mFeb-05 46.4% 100% 27.3% 66.7% 26.7% 60.0% 44.8% ) 25.0% 100%
mMar-05 42.9% 100% 27.3% 66.7% 26.7% 60.0% 44.8% 28.6% 100%
MmApr-05 50.0% 100% 27.3% 66.7% 26.7% 60.0% 41.4% 32.1% 133%
@ May-05 §0.0% 100% 27.3% 66.7% 26.7% 64.0% 41.4% 35.7% 133%
M Jun-05 53.6% 100% 27.3% 33.3% 33.3% 64.0% 41.4% 35.7% 133%

DNO =EuU LW | LX OR RI1 RO SL SS
Oct-04 N/R 3 2 2 4 13 12 4 3
: Now04 N/R 3 2 2 4 13 12 4 3
12 3 2 2 4 14 12 4 3
12 <) T3 2 4 ia 1 2 4 3 1
13 3 3 Tz a_ 15 13 l 7 3
12 3 3 - 4 15 13 8 3
14 3 3 2 '} 4 15 12 ) a
14 3 - : -3 4 16 12 10 a
15 3 i N i 57 1 16 12 10 a

12/22/2005 Integrity - Service - Innovation
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BSC #515:  Professional Certifications and Licenses and Certifications (Qualifications)
Perspective: Growth and Learning

’L’?l-' S

Objective:  Increase number of Individuals with Professional BSC #515
Certifications/Licenses/Certificates (Qualifications) Sep 04 End Strength |Target/Goal (11%)

Target: Achieve 90% or above target goal HQ/BO/PMO %9 6
CESG 12 1
Field Acctg 162 18
Dept'l Acctg 149 16
Acctg System Dir 91 10

300%

280%

260%

240%

220%
200%
180%
160%
140%
120%
100%

80%

60%

HQIPMQIBO CESG Field Acctg Dept'l Acctg Acctg Systems Dir
fm Dec-04 . 133% 500% 17% 125% 100%
B Jan-05 117% 500% 122% 131% ‘ 130%
@ Feb-05 117% 500% 144% B 113% 150%
& Mar-05 133% 500% 139% 106% 180%
| ADr-05 167% 400% 133% 113% 160%
8 May-05 233% 300% 117% 119% 170%
|@ Jun-05 233% 300% 128% 119% 190%
HQ/PNMO/BO CESG Field Acctg Dptl Acctg Acctg Systems Dir
Dec-04 8 5 21 20 10
Jan-OB 7 = 22 ; ' = 21 Y ey -
Fab-05 v B 26 - 18 ) 15
Mar-0O56 8 5 . 25 T 17 &N 18
Apr-065 10 a - =4 i 18 " 16
 May-05 14 omn 21 . 19 * ' 17
_Jun-05 14 3 I 3. 1 19 1 19

12/22/2005 Integrity - Service - Innovation 15
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BSC #548:  Number of Employees with Degrees
Perspective: Growth and Learning

Objective:  Increase Number of Employees with Degrees within the DFAS Workforce

Target: Achieve 90% or above target goal Green = 90% or above target goal
Yellow = > 75% to < 90% of target goal
Red = Less than 75 % of target goal
S
110%
107%
104%
101%

98%
95%
92%

89%
86% 84.70%

5.90% 85.90% -25%  g5.55%

5.08% 84.72% Op-66%

70

83%
80% -
77% -
74%

Oct-04 | Now04 | Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun-05 Jul-05 | Aug-05 | Sep-05

— Percentage 84.70% | 82.84% | 85.90% | 85.90% | 86.25% | 85.556% | 85.08% | 84.72% | 85.66%
FY 05 Target 869 851 851 851 851 851 851 851 851
# Employees w/Degrees | 736 705 731 731 734 728 724 721 729
s GGrEEN 90% | 90% 90% 0% | 90% 90% 90% | 90% 90% 90% 90% 90%
Yeliow 75% | 75% 75% 75% 75% 75% 75% | 75% 75% 75% 75% 75%
e Red 74.9% | 74.9% | 74.9% | 74.9% | 74.9% | 74.9% | 74.9% | 74.9% | 74.9% | 74.9% | 74.9% | 74.9%

The FYOS target]goal/base number is 42% of the September zom end strength shown on the Flash Report.
The count of 736 for Sept included 31 employees in D:sbursmg

4——-ﬁ-

12!22!2005 Integrity - Service - Innovation 16
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BSC #548: Number of Employees with Degrees
Perspective: Growth and Learning

. L] L] . .
Objective:  Increase Number of Employees with Degrees within the DFAS Workforce
2 o,
Target: Achieve 90% or above target goal Sep 04 End Strength Target/Goal (42%
DNO 253 106
EV 23 10
Lw 101 42
LX 31 13
1 OR 132 55
RI 231 97
RO 263 110
; SL 259 109
| sSs 29 12
| 130.0%
120.0%
110.0%
100.0%
90.0% -
80.0% -
70.0% o
60.0% =
s0.0% EU oR R RO
MmO ct-04 120% 85.7% 92.3% 92.7% 80.7% 77.3%
@BNov-04 i ) 110% 96.2% g92.3% 92.7% 89.7% 78.2%
mbDec-04 68.9% 110% 95.2% 92.3% 92.7% 8"9.7% 78.2%
£Jan-05 72.6% 110% 95.2% 92.3% 89.1% 88.7% 78.2%
mFeb-05 70.8% 100% 95.2% 92.3% 90.9% 89.7% 78.2%
-mM ar-0% 72.6% 100% 95.2% 84.6% 92.7% 89.7% 76.4%
mA pr-04 70.8% 80.0% 97 .6% 84.6% 82.7% 89.7% 74.5%
EBM ay-05 69.8% 90.0% 95.2% 84.6% 94.5% 87 .6% 73.6%
mJun=08 69.8% 80.0% 97.6% 76.9% 94.5% 89.7% 73.6%
DNO S ssS
Oct-04 NYR 63 8
Nov-04 N/IR 64 8
Dac-Qq4 73 64 : 8
Jan-05 ; 77 59 a8
Feb-05 : 75 69 .8 ,
‘Mar-0O85 77 7O 8
Apr‘fOG 75 69 8
| _May-085 74 a8 8
| S Jun-085 74 a3 8 E

—
ﬂ
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BSC #548:  Number of Employees with Degrees

Perspective: Growth and Learning OBF s

Objective:  Increase Number of Employees with Degrees within the DFAS Workforce
Target: Achieve 90% or above target goal
£ getg BSC #548
Sep 04 End Strength|Target/Goal (42%)
HQ/BO/PMO 59 25
CESG 12 5
Field Acctg 162 68
Dept'l Acctg 149 63
Acctg System Dir 91 38
170.0%
160.0%
150.0%
140.0%
130.0%
120.0%
110.0%
100.0%
90.0% HQ/BO/PMO Field Acctg Deptl Acctg Acctg System Dir
@ Dec-04 152% 160% 161.8% 147.6% 134.2%
@\ Jan-05 152% 160% 164.7% 133.3% 134.2%
B Feb-05 164% 160% 168% 114% 163%
@Mar-05 160% 160% 157% 113% 168%
mApr-05 176% 140% 187% 113% 166%
7 May-05 212% 160% 156% 111% 147%
BJun-05 260% 160% 156% 108% 150%
HQ/PMO/BO CESG Field Acctg Dptl Acctg Acctg Systems Dir
Dec-04 | — 38 8 110 o3 51
Jan-05 | 38 8 T35 B84 51
Feb-05 A 8 N N 72 62
Mar-085 il 40 - . 8 : 107 71 oS4
Apr-05 L aq 7 ; 107 A 63
May-05 " | 53 8 ] ~__A06 70 2,
Jun-65 |65 | 8 106 —_e8e 57
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BSC#614: Monthly Employee Satisfaction
Perspective: Growth and Learning

Objective: Employee satisfaction should not fluctuate more than 5% from month to month.
Target: This measure does not receive a rating. It is used as an internal monitoring tool.
100%
90% -
80% -
74.0%

70%

60% -

50% -

Now04
[BESIScore| 740% | 560% | 520%

Feb-05 Mar-05 Apr05 May-05 Jun-05 Jul-05 Aug-05 Sep-05

—
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BSC #625: Employees in Developmental Assignments - Accounting Services
Perspective: Growth and Learning

Objective:  Enhance breadth of employee competence

Green = 90% or above target goal
L] 3 0
Target: Achieve 90% or above target goal Yellow = > 75% to < 90% of target goal

Red = Less than 75 % of target goal

37.63%

9)4 An0/
02/

/]

B8.49% N 17.42%

<

Oct-04 Now-04 Dec-04 Jan-05 Feb-05 Mar05 Apr-05 | May-05 | Jun05 Jul-05

Aug-05 | Sep-05
m Percentage | 140.86% | 137.63% | 130.11% | 94.62% | 78.49% | 90.32% | 86.02% | 77.42% | 68.82%
Target/Base | 93 93 93 93 93 93 a3 93 93
Total #in DA| 131 128 | 121 88 73 84 80 72 64
e GrREN 90% 0% | 9% | 90% 90% 90% 90% 0% 90% 90% 90% 90%
Yellow 75% 75% 5% | 75% 75% 75% 75% 75% 75% 75% 75% 75%
a=—Red 749% | 749% | 749% | 749% | 749% | 749% | 749% | 749% | 749% | 749% | 749% | 74.9%

The FY05 target/goél/bm number is 4.5% of the September 2004 end strength shown on the Flash Report.

12/22/2005 Integrity - Service - Innovation 20
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Unique #1: Utilization of Overtime Usage
Target: Use up to 4% Overtime in Lieu of Requesting Additional Workyears

-Data pulled from eBiz by pay periods for 6/10 & 6/24 Green => 4%

-OT Percentage = Overtime Hours/Regular Hours Yellow = > 3% and < 4%

Red = <3%

Q0%

Oct-04 | Nowv04 | Dec-04 | Jan-05 | Feb-05 | Mar05 May-05 | Jun-05 Jul-05 Aug-05 | Sep-05

mm Percentage | 7.35% | 6.27% | 5.77% | 6.51% | 5.75% | 5.65% | | 517% | 4.90%
Prod Hrs | 219,646 | 195,377 | 207,438 | 222,504 | 261,165 | 222,804 221,135 | 214,718 |
OIT Hrs 16,143 | 12,250 | 11,968 | 14,475 | 15017 | 12,585 | 17,253 | 11,427 | 10,530
comme GreEN 4% 4% 4% 4% 4% 4% 4% 4% 4% 4% 4% 4%
Yellow % | 3% 3% 3% 3% % | 3% 3% 3% 3% 3% 3%
e Red 29% | 29% | 29% | 29% | 29% | 29% | 29% | 29% | 29% | 29% | 29% | 2.9%
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Unique #1: Utilization of Overtime Usage

-Data pulled from eBiz by pay periods for 6/10 & 6/24 Green => 4%

Yellow = > 3% and < 4%

-OT Percentage = Overtime Hours/Regular Hours

Red= <3%
14.0%
12.0%
10.0%
8.0%
6.0%
4.0%
2.0%
0,
0.0% Acct Swc Army LX OR Ri RO SL SS DNO
Hl Oct-04 7.35% 6.07% 8.73% 6.65% 4.75% 6.81% 2.33% 952%
Nov-04 6.27% 3.98% 8.93% 6.24% 3.90% 6.69% 1.98% 7.74%
EDec-04|  577% 4.09% 10.77% 6.04% 3.44% 5.55% 0.55% 5.81%
OJan-05 6.51% 577% 9.38% 6.13% 4.48% 5.01% 1.24% 7.18%
B Feb-05 5.75% 1.94% 3.76% 5.48% 6.92% 4.67% 0.47% 6.97%
@Mar05 |  5.65% 2.03% 417% 5.99% 5.50% 5.06% 0.00% 6.36%
& |mApr-05 | 4.98% - 382% 5.37% 5.50% 3.43% 4.45% 0.30% 5.90%
< lmMay05 |  517% - 568% 857% . 621% 351% 4.15% 0.00% 4.55%
5 |mJun05 * 4.90% - 4.00% 524% | 598% 197% 5.65% 0.39% 363%
a Forerie s

Integrity - Service - Innovation 22
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DFAS Financial Operations Cost History ($M)

FY91 FY92 FY93 FY94 FY95 FY96 FY97 FY98 FY99 FY0O FYO1 FYo2
$ 1,750.0 $ 1,711.0 $ 1,700.0 $ 1,688.0 $ 1,669.0 $ 1,6420 $ 1,6400 $ 1,6050 $ 1,622.0 $ 1,662.0 $ 1,548.0 $ 1,569.0

FY 91-FY 2005 are then year actual

Fy 2007-FY 2011 are POM estimates



FYO3 FYo4 FYO05 FY06 FYo7 FYO8 FY09 FY10 FY11
$ 1,645.0 $ 1,5697.0 $ 1,645.0 $ 1,651.0 $ 1,535.0 $ 1,579.0 $ 1,5614.0 $ 1,496.0 $ 1,504.0

DCN: 12262
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DFAS Workyears
FY91
Military 2,011
Civilians 25,020
Total 27,031

FY92
1,945
24,811
26,756

FY93
1,863

22,373

24,236

FY94
1,776

21,642

23,418

FY95
1,707

20,898

22,605

FY96
1,643

20,244

21,887

FY97
1,516

19,609

21,125

FY98
1,673

18,875

20,448

FY99
1,548

18,649

20,197

FYOO
1,382

17,063

18,445

FYo1
1,162

16,631

17,783

FY02
976

14,293

15,269
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FYO03 FY04 FY05 FY06 FY07 FYos FY09 FY10 FY11
888 739 474 356 262 262 262 262 262

13,605 13,872 13,816 13,567 12,737 11,948 11,235 10,890 10,670

14,493 14,611 14,290 13,923 12,999 12,210 11,497 11,152 10,932

FY05-011 FTEs are based on current FY06 President's Budget Position
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Accounting Services - Navy

[June FYOST [
| \
BSC Metrics based on Site - Goal - Actual
ABL #1 Suspense Overaged (3000 non-Exempt over 60 Days Old) GREEN
| Absolute (in millions)
[ Certification - June FY05
ISite: Goal Actual
DFAS Cleveland ;
‘Network Summary |
|Charleston | $5.08
'Cleveland ! 18.93
Japan | 0.00
B Norfolk 5.96
‘Oakland i 0.00
Pacific | 0.00
Pensacola ' 1.20
'San Diego 3 6.58
; 'Navy/Other 233.55
~ NABL Grand |
;Total ‘ $376.0 $271.30

: | !
'Goal: 10% Reduction FY04 YE Balance (adjusted for write-off packages)

__BSC Metrics based on Site - Goal - Actual
| 'ABL #1 Overaged In-Transit Disbursements & Collections | RED
B 'Absolute (in millions) !
{Certification - June FY05
! ISite: Goal Actual
: 'DFAS Cleveland
i INetwork Summary
| 'Charleston | $55.629
‘ Cleveland | i 1.079
B Japan \ 0.213
Norfolk ' 6.539
Oakland 0
| Pacific 0
| Pensacola J 7.527
i San Diego -‘ 8.997
: 'Unassigned 12.489
| Navy/Other ‘ 411.523
'NABL Grand | ‘
‘Total \ . -$480 | $504.0
| | |

Goal: 75% Reduction FY04 YE Balance
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L L || 4____ﬂ
T R N ]
| [BSC Metrics based on Site - Goal - Actual | _RED
| __ABL#1 Unmatched Disbursements (UMDs) Total B
L f;j;,giﬁmamlj;/ N B
*F_' Certlﬂcatwn June FY05 ]
Site: ! Goal LJ__&%
| IDFAS Cleveland ! (
| }Network Summary \w f |
| ‘ . ? | R AR
o 'Charleston a )___J Not
L fClqveland | | | Available |
: iJapan ! L by ,
. Norfok | | T " site | |
QOakland % !
s R T B —
[ L ‘Pensacola o j T
\ San Diego ‘ W }

INABL Grand | | . ]
_LTotal | .| $2.7Billion $2.8 Billion
L N | l

|Goal: Maintain FY04 within Timeframe YE Balance

|
S — | - - S
|

I

- Egcyeg)cs basgiﬁo)n Site - Goal - Actual S o | o
| ABL #1 Tlmelmess of Accounting Reports to Customers | GREEN |
| Certlficatlon June FYO05 | | !
Site: | Goal Actual |
} \DFAS Cleveland ‘ w
| ; INetwork Summary ’ ‘ ‘
I T | T
— _— ! ,
%7%7 I 7__4\ Charleston L ' Not
. Cleveland [ Applicable |
. Japam I S A R
! Norfolk ‘
I S T | |
R Oakland | o
I H_x_hﬁﬁ’iclﬁc
0 ___|Pensacola
T San_ Diego | |
INABL Grand ’ | E
Total e 100%
A R N L 1

h—wr4_—MMﬂ4ﬂM*—vuAa—w+x+~~#~ﬁf~#"ﬁ~—ﬁ—~ﬂu‘—

I JBSC Metrics based on Site - Goal - Actu;%ijj"
ABL#2 | | | | il

L
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! |
i o ;,,JAY,‘?E& Salary - June FY05 YELLOW
‘ Site: Goal Actual
o DFAS Cleveland
| | Network Summary
! ‘ \ Unburdened
j Avg Salary
! : w/Locality ‘
Charleston | $48,725 |
‘Cleveland k 70,561 |
‘Japan 0
Norfolk | 45,164
Pacific ] : || 43,664
‘Pensacola B | ’ 50,038
; San Diego/Oakland 52,208
iAvg. Total | i
:Salary : | $52,696 $51,726
{Goal: Reduce the average salary per employee by $500 to $52,696.
'The scale for measure is a sliding scale adjusted monthly from the
Sept-04 baselige, Avg Salary with Locality of $53,196.
‘ \
|
. : i
‘BSC Metrics based on Site - Goal - Actual
'ABL #3
Certification - June FY05 GREEN |
ISite: Goal | Actual
DFAS Cleveland
:Network Summary
|
: |
| ~Charleston | ) 2
’ Cleveland } 47
‘Japan | 7
Nerfolk ‘ 1
Oakland 2
‘Pacific 13
‘ Pensacola 10
; 'San Diego 5
'NABL Grand'
‘Total 88 87
- ‘ i [ 1
‘Goal: Increase number of certifications by 15 from the September 30, 2004 baseline
- .of 76, which would be an increase of 20%.
|




|(EXCELLENT).

DCN: 12262
___ |BSCMerric | | [ N
iABL # 4
/t‘ ,__i ] -—
| h
|Customer Satisfaction - ICE Survey | YELLOW TL ]
?June FY05 :Not available by site —
— -1 — - L—_—
‘Macro Level Goal Actual
A — SRR I E—
T T e _
Goal: Over 75% of Customer responses are rated 4 (GOOD) or 5

7%§C Metri 3 ] “M*“‘J\" :
| 1BSC Me etrics .~ B ‘ 1 | ]
|ABL#5 | ; }
I | A N
; D
| Financial Performance Index | | RED ‘
_June FY05 L] ] ]
| |Cleveland Network monthly execution by site as of Jun-05
ﬁj {Planned goals not availablelby site at the Navy ABL Level
| J
! __ Isite Jun-05
| CL-Departmental 1,318,626 f
- 1 CL-Business Office | 3,299,866 ]
o |CL - Field Level Training L 0
'CH - Foreign Military | | | »
R . |Sales 1| 5859
| . |CH-FiedLevel | | 945898 | ] |
- ~_|JA -Field Level | 50,998 T |
_________ e 'NO - Field Level | 1 1,137,291 )
| PC - Field Level ] 853,040 o
. " |PE-Field Level 711,846 |
‘; _ SD/OK - Field Level 1,759,265
|Total I 10,082,689
| r

S T B . L ,
_IBSC Metrics | L \ ]
| |ABL#7 - H S I —
! |
— —— w
| |
Audit Deficiencies Corrected | GREEN
1 defic L] [
L i | |
; INot Available by Site | Goal | | Actual |
| T L [ |
[ | 1 RN [ 1 9 ]
| It
1 |

]
|
|
1
\
\
|
|

i
|
|
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1FMFIA Material Weaknesses

| | |
(Corrected | GREEN | }
j' l
¥¥¥¥¥ ﬁ ~ |Not Available by Site . Goal | Actual
L |
[ ' ‘ ! \
———— S . e
I I -

Goal

" Correction of Matenal Weaknesses as scheduled

OSD Metrlcs

'Not Available by Site at
Ithls time

F—————

BSC Metrics based on Site - Goal -

- Actual

-
b

—t

Actual

)

]

!

ABL # 10 1
| ] ] -
F‘ T
- ‘Degrees grees - June FY05 YELLOW
- _[site: Goal Actual
| DFAS Cleveland ‘ |
I R Network Summary H’__L)_* o
S N B R -
] _|Charleston 57
B o 1Cleveland L 179
L |Japan | ) 14
- 74 |Norfolk | 48
| #¥ | Pacific , | 68 |
] - 'Pensacola 41 ’
] ~__San Diego/Oakland & 94 |
NABL Grand | |
E - E otal ﬁl B o w 484 | 501 | ]
‘l ] o I B

i

IFY05.
i

Goal Our goal is to have 41% of our employees w1th business related degrees by

| |

1

| |
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; - ‘ ‘ . (
BSC Metrics based on Site - Goal - Actual ‘
T [

ABL#11 |

Developmental Assignments |

]

|

¥

. |

June FY05 L , |

[Site:
'DFAS Cleveland
‘Network Summary

!
\
%
|
‘ !
- . i _ - L —_r
L Charleston W 8
.Cleveland i

! !Japan
| 'Norfolk ‘
| Pacific P 1
'Pensacola | |
‘ f
J

| San Diego/Oakland 1
INABL Grand | P

. T g ﬁ 50
e o L ‘

'Goal: Achieve 4.5% of our Accounting workforce in Developmental
_'Assignments each month.

o i | [

= L1
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Your Financial

Partner @ Work

s 2004 CPBL

Customer Satisfaction Results

Centralized Customer Service
Directorate

November 16, 2004

Integrity - Innovation - Service



CPBL Customer Satisfaction Results.

ﬁl’lmooa CPBL --2003 CPBL 2002 CPBL

90%
80%
70%
60%
950%
40%
30%
20%
10%

Oo\o Recovery |Knowledge | Timeliness Choice Quality | Tangibles Reliability | Access Courtesy
-~ 2004 CPBL 47% 64% 63% 57% 66% 71% 67% 66% 79%
~#—2003 CPBL 47% 65% 64% 56% 63% 71% 70% 69% 80%
2002 CPBL 39% 58% 57% 50% 59% 65% 63% 63% u 76%

Percentage Favorable

Note: Data includes Contractor/Vendor and PMO/FM Responses

DCN: 12262
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-—-2004 CPBL. --2003 CPBL 2002 CPBL
90%
o
% 80%
(© 70%
S
0
0%
% 60%
w 50%
D 40%
(o}
S
o 30%
c
Q  20%
(o}
o
()] 10%
Q. 0%
Recovery |Knowledge | Timeliness | Choice Quality | Tangibles | Reliability | Access Courtesy
=~ 2004 CPBL 49% 69% 69% 62% 70% 77% 72% 72% 83%
=&-2003 CPBL 51% 69% 69% 50% 68% 77% 74% 76% 84%
2002 CPBL 43% 63% 62% 56% 65% 71% 69% 69% 80%
Note: Data includes Contractor and PMO Responses
12/22/2005 Integrity - Innovation - Service 3of 22
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VP Customer Satisfaction Results

EE——
——2004 CPBL -I-2003 CPBL 2002 CPBL
80%
D
- 70%
®
e 60%
> 50%
(o}
©
'S 0%
o
© 30%
c
o 20%
o
5 10%
o 0%
Recovery |Knowledge | Timeliness | Choice Quality | Tangibles | Reliability | Access Courtesy
-— 2004 CPBL 46% 61% 58% 53% 62% 65% 63% 62% 75%
—&— 2003 CPBL 36% 56% 53% 43% | 48% 59% 59% 56% 68%
2002 CPBL 27% 48% 44% 39% 42% 53% 52% 52% 68%
Note: Data includes Vendor and FM Responses
12/2212005 Integrity - Innovation - Service 4 of 22
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Na

80%
70%
60%
50%
40%
30%
20%
10%

0%

Percentage Favorable

Vendor Customer Satisfaction Resuits

2002 CPBL |

Recovery

Knowiedge

Timeliness

Choice

Quatity

Tangibles

Reliability

Access

Courtesy

j=t=2004 CPBL 38%

50%

45%

40%

47%

53%

55%

48%

63%

~-B~2003 CPBL| 34%

55%

46%

42%

47%

65%

60%

55%

68%

2002CPBL|  27%

49%

45%

39%

44%

81%

6%

52%

70%

Navy FM Customer Satisfaction Results

Percentage Favorable

90%
80%
70%
60%
50%
40%
30%
20%

~9-2004 CPBL

-#-2003 CPBL

10%

0%

Recovery

Knowledge

Timeliness

Choice

Quality

Tangibles

Reliability

Access

Courtesy

== 2004 CPBL

48%

68%

65%

57%

63%

68%

63%

70%

80%

~&-2003 CPBL

35%

52%

59%

40%

48%

47%

56%

52%

64%

12/22/2005

Integrity - Innovation - Service
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Cleveland Vendor Customer Satisfaction Results Charleston Vendor Customer Satisfaction Results
[ .——2004 CPBL. -m-2003 CPBL 2002 CPBL | [ ~-2004 CPBL 82003 CPBL 2002 CPBL |
80% ; 80% o
2 0% 2 70%
S e0% S 60%
o o
—m 50% _m 50%
@ 40% o 0%
& 30% & 30%
c =
o 20% o 20%
(3] Q
5 0% s 1%
Oo\o Recovery [Knowledge | Timeliness | Choice Quality | Tangibles | Reliability | Access | Courtesy Oo\o 208,,6..( [Knowledge | Timeliness | Choice Quality | Tangibles | Reliability | Access | Courtesy
=== 2004 CPBL 46% 58% 68% 45% 48% 67% 65% 47% 70% === 2004 CPBL 39% 59% 50% 46% 51% 70% 60% 81% 72%
|~ 2003 CPBL 33% 59% 52% 41% 48% 63% 64% 58% 1% == 2003 CPBL 34% 55% 45% 42% 47% 62% 60% 56% 69%
2002 CPBL 24% 44% 44% 32% 41% 54% 53% 49% 67% 2002 CPBL 28% 51% 50% 43% 46% 62% 57% 55% 70%

Cleveland FM Customer Satisfaction Result

R

[ ——2004 CPBL -&-2003 CPBL |

Charleston FM Customer Satisfaction Resulits

[ —e—2004 CPBL

-B-2003 CPBL

70% 90%
2 60% o 80%
| 2 7%
= 50% =
9 9 60%
B a0% W 50%
(]
>  30% 2 40%
8 2 30%
m 20% m
8 8 20%
& 10% ®
m_.. N 10%
0% Tttt * o—r—t- ———¢ 0% 13 m — ‘ . . =
ry | Timeliness [ Choice Qualty | Tangibles | Reliabiity | Access | Courlesy 2 ge | Ti Choice Quality | Tangibles | Refiability | Access | Courtesy
[~e=2004cPaL| o% o% 0% % 0% 0% 0% 0% % [~e=200acPBL] S52% 65% 69% 57% 61% 50% 5% 75% 81%
[~m=2003cPeL| 30% 48% 40% 30% 47% 39% 50% 50% 59% [=m=~2003cPBL| 31% 51% 62% 44% 49% 58% 60% 60% 89%

Note: Less than 10 responses received for 2004

12/22/2005 Integrity - Innovation - Service 6 of 22
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Honolulu Vendor Customer Satisfaction Results

[—e—2004 CPBL__-m-2003 CPBL 2002 CPBL |
({07 —— —— :

90%
80%
70%
60%
50%
40%

Pensacola Vendor Customer Satisfaction Results

30%
20%

10%

Percentage Favorable

0,
0/° Recovery |Knowledge | Timeliness| Choice Quality | Tangibles | Reliability | Access | Courtesy

~—=—2004CPBL| 50% 73% 49% 50% 68% 63% 86% 71% 0%

=8-~2003CPBL| 34% 54% 46% 38% 45% 66% 55% 54% 6€5%

2002CPBL| 38% 56% 50% 44% 52% 64% 62% 81% 75%

[ —-2004 CPBL__-m-2003 CPBL

2002 CPBL |

100%
90%
80%
70%
60%
50%
40% -
30%
20%
10%
0% | Recovery [Roowias [Timsiness] Groioe Quakty | Tangibles | Reliabity | Access | Courtasy
——-2004CPBL| 52% | 68% | 50% | so% | se% | eo% | es% | 62% | se%

-@-—2003 CPBL! 37% 57% 47% 41% 50% 67% 64% 53% 70%
2002CPBL| 22% 47% 38% 37% 3% 63% 52% 47% 66%

Percentage Favorable

No Data to Report

Pensacola FM Customer Satisfaction Results

| —6—2004 CPBL --2003CPBL |

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0% Trassery omiedgs [Trmainass | Srores ] sty TTargives Relabifty | Access | Courlesy

~=2004CPBL| 67% 7% 82% 75% 73% 80% 72% 83% 92%
82003 CPBL| 43% 56% 58% 46% 49% 56% 56% 57% 66%

Percentage Favorable
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San Die
[ —e—2004 CPBL _--2003 CPBL 2002 CPBLJ
90% ; ;
o 80%
| 0%
o
S 60%
©  50%
& 4%
©
2 0%
@
20%
e (]
S 10%
0,
O/o Recovery |Knowledge [ Timeliness| Choice Quality | Tangibles | Reliabiity | Access | Courtesy
=—-2004 CPBL| 41% 61% 59% 48% 77% 65% 61% 63% 82%
—8—2003CPBL| 31% 50% 44% 43% 48% 64% 60% 54% 65%
2002CPBL| 0% 0% % 0% 0% 0% 0% % 0%
Note: Less than 10 responses received for 2002

o FM Customer Satisfaction Results

| -6—2004 CPBL -i-2003 CPBL ]

80%
70%
60%
50%
40%
30% -
20%
10%

0%

[~==2004 CPBL 37% 67% 50% 44% 51% 57% 60% 58% 73%

Percentage Favorable

Recovery [Knowledge | Timetiness | Choice Quality | Tangibles | Reliabilty | Access | Courtesy

~8=-2003CPBL| 32% 51% 65% 3I5% 48% 38% 54% 4% 1%
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Army Vendor Customer Satisfaction Results

[ —e—2004 CPBL _-W-2003 CPBL 2002 CPBL |

70%
60%
50%
40%
30%
20%
10%

0% Recovery |Knowledge | Timeliness | Choice Quality | Tangibles | Reliability | Access | Courtesy
=4=—2004 CPBL| 44% 62% 48% 43% 56% 60% 60% 58% 69%
—E=2003CPBL| 34% 57% 46% 43% 47% 72% 58% 56% 69%

2002 CPBL| 26% 46% 43% 39% 39% 65% 51% 51% 68%

Percentage Favorable

Army FM Customer Satisfaction Results

R — A
| -6-2004 CPBL --2003CPBL |
80%
o 70%
2
®  60%
(o]
E 50%
[+)
g, 40%
® 30%
=
® 20%
o
o 10%
Q
0,
OA Recovery [Knowledge | Timeliness | Choice Quality | Tangibles | Reliability | Access | Courtesy
== 2004 CPBL 49% 58% 55% 51% 56% 54% 54% 58% 74%
-« 2003 CPBL 47% 65% 65% 49% 52% 55% 66% 65% 74%
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Lawton Vendor Customer Satisfaction Results Lexington Vendor Customer Satisfaction Results S
———————— AR
[ —e-2004 CPBL _-m-2003 CPBL 2002 CPBL | —-2004 CPBL _-M~2003 CPBL 2002 CPBL |
80% 90% - -
2 70% o 80%
8 =}
B 60% g 70%
0,
2 50% 9 60%
® © 5
W w 50%
o 40% o
o 0 o 40%
] ]
g o\o € 30%
g 20% 8 20%
o 10% & 10%
Oo\o R y |Knowledge | Timeti Choice Quality | Tangibles | Reliabiity | Access Courtesy Oo\o R . Yy 0 ige | Ti 0 Q.W&o D:W.Q ...n:%urm xm.n}ﬂ-@ >80nu oo:wu&
—=—2004 CPBL 22% 41% 20% 31% 39% 66% 35% 40% 48% ~=—2004 CPBL 0% 0% 0% 0% 0% 0% 0% 0% 0%
[—42003 CPBL 29% 58% 46% 41% 43% 67% 56% 56% 70% | =#—-2003 CPBL 40% 58% 53% 51% 47% 82% 57% 60% 71%
2002 CPBL 21% 43% 40% 37% 35% 87% 46% 45% 64% 2002 CPBL 30% 4% 40% 40% 34% 59% 49% 51% 68%
Note: Less than 10 responses received for 2004

Lawton FM Customer Satisfaction Results Lexington FM Customer Satisfaction Results
] —6—~2004 CPBL -8-2003CPBL | [ _—e—2004 CPBL -8-2003CPBL |

90% 100%
o 80% o 90%
| 70% Q  80%
o
S 60% S 0%
& 50 & 60%
L ° L 50y
] 0, Py o
S 40%

D 40%
g 30% 8
m m 30%
0,
) 20% O 20%
& 8“\.. & 10%
Q\e Recovery |Knowledge | Timeliness | Choice Qualty | Tangibles | Reliability | Access | Courtesy °$ R y 1K ge | Timeli Choice Quality | Tangibles | Reliability | Access | Courtesy
_“nog CPBL 46% 60% 55% 42% 52% 62% 54% 56% 68% _Iol 2004 CPBL 57% 61% 59% 61% 63% 60% 58% 73% 89%
[m=2003crmi| 46% 66% 62% 7% 56% 43% 60% 66% 80% [~=2003 cPEL] 64% 69% 68% 57% 58% 71% 76% 70% 80%
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Orlando Vendor Customer Satisfaction Results

2002 CPBL |

[ —~2004 CPBL - 2003 CPBL

80%
70%
60%
50%
40%
30%

20%

10%

Percentage Favorable

0,
O\o Recovery |Knowledge [ Timeliness| Choice Quality | Tangibles | Reliability

Access

Courtesy

—®—2004CPBL| 43% 63% 44% 46% 55% 65% 61%

50%

65%

|==2003 CPBL 2% 47% 33% 32% 35% 63% 50%

43%

58%

2002 CPBL 22% 40% 38% 35% 40% 67% 50%

7%

65%

~$-2004 CPBL _-W-2003 CPBL
90% & .

80%
70%
60%
50%
40%
30%

2002 CPBL |

Y

Rock Island Vendor Customer Satisfaction Results

20%

10%

Percentage Favorable

0,
O\o Recovery [Knowledge | Timeliness| Choice Quality | Tangibles | Refiabilty | Access

Courtesy

[—=2004 CPBL 58% 81% 53% 37% 62% 44% 75% 75%

82%

[~ 2003 CPBL 33% 55% 47% 2% 48% 74% 57% 55%

2002 CPBL 28% 49% 45% 43% 44% 70% 54% 56%

69%
—
74%

Orlando FM Customer Satisfaction Results

[ —e—2004 CPBL

-&-2003 CPBL

80%
70%
60%
50%
40%
30%
20%

10%

Percentage Favorable

0% 1o

o o - a
Recovery [Knowledge {Timelness | Choics | Quaiity | Tangibies Refiability

Access

o
Oocﬂouv\

[~e—2004crer| 0% 0% 0% 0% 0% 0% 0%

0%

0%

[~®—-2003CPBL| 35% 54% 58% 30% 22% 31% 45%

52%

68%

Note: Less than 10 responses received for 2004

Rock Island FM Customer Satisfaction Results

[ —e—2004cPBL -#-2003CPBL |

100%
90%
80%
70%
60%
50%
40%
30%

20%

10%

Percentage Favorable

0,
O\o Recovery [Knowledge | Timeliness | Choice Quality | Tangibles | Reliability | Access

Courtesy

=t—2004 CPBL 60% 68% 82% 77% 67% 60% 65% 68%

89%

|~ 2003 CPBL 30% 57% 52% 35% 44% 42% 61% 56%

61%

12/22/12005
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Rome Vendor Customer Satisfaction Results | Seaside Vendor Customer Satisfaction Results
[ —e—2004 CPBL _-#-2003 CPBL 2002 CPBL | —-2004 CPBL #2003 CPBL 2002 CPBL |
80% 80%
QL 70% Qo  70%
o] Q
£ 60% ®  60%
(o] [o]
w 50% w 50%
1 e
e 40% o 40%
8 30% 8 30%
c c
m 20% m 20%
[ 9 S
% 10% m.u 10%
Oo\o xovoPdoQ §0<Waoa .:.:oﬂ_:m«« o:m_? .—u:%v_ca >80¢aa m—mcg\ Og mmowmQ x:ocwn_uo j:%:wmm 0:%.8 O_W_=< ._.m.a%_ou mm_...mw._? >80oum 00..0:0m<
=—o==2004 CPBL 0% 0% 0% 0% 0% 0% 0% |~ 2004 CPBL 0% 0% 0% 0% 0% 0% 0% 0% 0%
== 2003 CPBL 34% 56% 46% 49% 73% 59% 55% 71% = 2003 CPBL 40% 66% 51% 47% 54% 7% 63% 61% 2%
2002 CPBL 28% 50% 42% 41% 83% 54% 52% 67% 2002 CPBL 24% 44% 39% 40% 35% 62% 43% 49% 65%
Note: Less than 10 responses received for 2004 Note: Less than 10 responses received for 2004

Rome FM Customer Satisfaction Results Seaside FM Customer Satisfaction Results

[ -e—2004CPBL -®-2003CPBL | [ —e—-2004 CPBL --2003CPBL |
100% 80%

0,
o 9% o 70%
L 80% 2
© 8 60%
5 70% o
s 60% s 0%
. o . 0,
ml.. 50% @ 40%

0
g 0% g 30%
c 30% c
b o o 20%
O  20% o
& 10% S 1%

)

O \o Recovery |Knowledge | Timeliness} Choice Quality | Tangibles | Reliability | Access | Courtesy Qo\o Recovery |Knowledge | Timeliness | Choice Quality | Tangibles | Reliability | Access | Courtesy
[~e=2004cPer| ™ so% 63% 57% 52% 66% 67% 60% 65% 76% [~e=2004craL|  23% 36% 40% 27% 28% 17% 33% 23% 48%
[~m—2003cPeL| 69% 83% 87% 70% 7% 80% 88% 85% 88% —8-2003 CPBL | 40% 1% 62% 52% 52% 60% 64% 68% 74%
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St. Louis Vendor Customer Satisfaction Results

——— e

90%
80%
70%
60%
50%
40%
30%

%

[ —e=2004 CPBL _-m-2003 CPBL 2002 CPBL |

20%

Percentage Favorable

10%

0% & o P ® &
mcoﬁﬁi x:ogﬂacw Timelmness Choice Dcﬂ:? ._.w:nl_v_au Reliability

o
Access oo:ﬂw:

[«—2004 CPBL 0% 0% 0% 0% 0% 0% 0%

0% 0%

=8 2003 CPBL 36% 61% 49% 4% 51% 79% 67%

65% 75%

2002 CPBL 28% 47% 46% 40% 43% 70% 53%

54% 87%

Note: Less than 10 responses received for 2004

St. Louis FM Customer Satisfaction Results

[ —e=2004CPBL -#-2003 CPBL
90% .

o 80%

| 70%

|

W 60%

L 50%

S 40%

> .

= 30% +

(3 % 4.

8 20%-

|

% 10%

0, O & Y e o o & o o
O\o 30815_4 x_aacNo%o Timeliness | Choice D:N_f qn:m.«c_ow mo_,mM.EQ Access Oe:Mau<

[=—2004cPaL| o% 0% 0% 0% 0% 0% 0% 0% 0%
|~ 2003 CPBL 55% 60% 78% 56% 56% 65% 75% 67% 72%

Note: Less than 10 responses received for 2004

12/22/2005
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Air Force Vendor Customer Satisfaction Results

—
——2004 CPBL  --2003 CPBL 2002 CPB_L:I
80%
Q2 70%
Ko
S 60%
0
> 0,
|.‘|.B 50%
g’ 40%
0,
8 30%
c
3 20%
|
o 10%
o
0,
0 /0 Recovery |Knowledge | Timeliness| Choice Quality | Tangibles | Reliability | Access | Courtesy
== 2004 CPBL 45% 60% 53% 57% 60% 87% 64% 66% 74%
== 2003 CPBL 32% 53% 47% 41% 46% 65% 58% 54% 66%
2002 CPBL 26% 48% 43% 37% 44% 64% 51% 52% 67%

Air Force FM Customer Satisfaction Results

[ ~4—2004 CPBL -8-2003CPBL |

90%

80% :
70% o
60%
50%
40%
30%
20%
10%
0% Recovery |Knowedge] Timeliness | Choice | Quallty | Tangibles | Reliabiity | Access | Courtesy

=o=—2004 CPBL 51% 63% 64% 52% 62% 61% 66% 60% 84%
=~ 2003 CPBL 38% 53% 58% 46% 53% 51% 57% 54% 67%

Percentage Favorable

—
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80%
70%
60%
50%
40%

20%
10%
0%

Percentage Favorable

30% H

Denver Vendor Customer Satisfaction Resu

Its

[ —e—2004 CPBL

-i-2003 CPBL

o

2002 CPBL |

Recovery

Knowledge

Timeliness

Choice

Quality

Tangibles

Reliability

Access | Courtesy

—o=2004 CPBL| 29%

36%

55%

39%

45%

56%

56%

63% 61%

(== 2003 CPBL 3%

49%

51%

40%

48%

61%

60%

50% 56%

2002 CPBL. 27%

49%

45%

41%

42%

60%

50%

50% 67%

Dayton Vendor Custome

r Satisfaction Results

[ ==2004 CPBL__-m-2003 CPBL 2002 CPBL
80%
L 70%
— 0
£
S 60%
S
0,
:.m 50%
0,
mu 40%
® 30%
€
o 20%
2
5 10%
P 90,
O \o Racovery {Knowtedge | Timeliness | Choice Quality | Tangibles | Reliability | Access | Courtesy
=== 2004 CPBL 32% 53% 38% 39% 45% 66% 46% 63% 68%
~—2003 CPBL 2%% S4% 45% 42% 48% 66% 57% 57% 69%
2002 CPBL 25% 46% 2% 37% 45% 63% 53% 53% 67%

Denver FM Customer Satisfaction Results

-8-2003CPBL __ |

[ —e—2004 CPBL

70%
Q2 60%
®
W 50%
>
H 40%
)
o 30%
©
€ 20%
(4
3
5 10%
o
OO\ & & i 6. e Y e & re
° mooNS!@ Knowledge | Timeliness | Choice Dcﬂ_s( ._.nzml_‘v_ma Reliability | Access Ooao:
_“I 2004 CPBL 0% % 0% 0% 0% 0% 0% 0% 0%
Wlmoou CPBL| 36% 44% 44% 38% 50% 50% 46% 41% 59%

Note: Less than 10 responses received for 2004

80%
70%
60%
50%
40%
30%
20%

Dayton FM Customer Satisfaction Results

[

-—2004 CPBL

~-8-2003 CPBL

]

10%
0%

Percentage Favorable

Recovery

[Knowledge

Timeliness

Choice

Quality

Tangibles

Reliability

Access

Courtesy

[~=2004 cPeL

38%

49%

51%

44%

52%

57%

47%

48%

70%

~—2003 CPBL

34%

49%

59%

38%

51%

48%

53%

58%

70%
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Limestone Vendor Customer Satisfaction Results Omaha Vendor Customer Satisfaction Results
[ —+-2004 CPBL_ W~ 2003 CPBL 2002 CPBL | [—#~2004 CPBL 2003 CPBL 2002 CPBL |
100% ; N ] . ' 80% 5
o 90% o
-g 80% -g
e 0, -
o 70% o
E 60% E
o 50% ®
Q  a0% >
T 30% - €
8 20% 8
& 1% e
0% Recovery {Knowledge | Timeliness| Choice Quaiity | Tangibles | Reliability | Access | Courtesy 0% Recovery [Knowledge | Timeliness| Choice Quality | Tangibles | Reliability | Access | Courtesy
[===2004 CPBL 55% 72% 53% 73% 66% 65% 75% 67% 88% ~=o=2004 CPBL 53% 67% 56% 63% 68% 3% 69% 62% 75%
8= 2003 CPBL 33% 52% 41% 38% 46% 66% 50% 54% 66% -~ 2003 CPBL 30% 50% 44% 39% 40% 63% 55% 53% 87%
2002 CP8L 28% 48% 42% 37% 44% 65% 52% 54% 68% 2002 CPBL 24% 45% 41% 34% 40% 68% 47% 51% 71%

Limestone FM Customer Satisfaction Results

L ——-2004 CPBL -8-2003CPBL |
120%
@
o 100%
e
g 80%
5 No Data to Report
)
o 00%
(=]
S 0,
e 40%
3
5 20%
o
0% Recovery |Knowledge | Timeliness | Choice Quality | Tangibles | Reliabilty | Access | Courtesy
['0—2004 CPBL| 63% 7% 76% 60% 2% 84% 84% 71% 98%
[—I—ZOOS CPBL 7% 62% 61% 55% 58% 45% 65% 60% 79%
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San Antonio Vendor Customer Satisfaction Results San Bernardino Vendor Customer Satisfaction Results
[ ——2004 CPBL. _—-2003 CPBL 2002 CPBL | | —e-2004 CPBL  -#~2003 CPBL 2002 CPBL |

80% 90%
Q2 70% 2 80%
Q e
g 6% g 70%

0,

> 50% Q 60%
;] © o
[N e 50%

40%
- S 4%
&  30% 4
t ° £ 30%
§ 20% § 20%
D 10% & 10%

00/0 Recovery |Knowledge | Timeliness | Choice Quality | Tangibles | Reliabiity | Access | Courtesy O% Recovery {Knowledge | Timeliness | Choice Quality | Tangibles | Reliability | Access | Courtesy
=—t=- 2004 CPBL 49% 63% 61% 84% 65% 64% 68% 64% 76% ~8==2004 CPBL 53% 69% 55% 61% 73% 7% 70% 74% 7%
= 2003 CPBL 33% 56% 46% 42% 47% 87% 58% 52% 5% = 2003 CPBL 3I5% 58% 52% 44% 50% 7% 61% 59% 'I1%‘1
2002 CPBL 26% 490% 41% 36% 45% 62% 50% 52% 66% 2002 CPBL 26% 50% 48% 37% 46% 64% 54% 54% 65%

San Antonio FM Customer Satisfaction Results San Bernardino FM Customer Satisfaction Results
[ ——2004 CPBL -#-2003 CPBL | [ —e—2004cCPBL —=-2003 CPBL !
80% 70%
2 70% % 60%
2
0, [1)
g 60% S 50%
> 509 >
u“.’ 0% u“:. 40%
o 40% o
o o 30%
8 30% S
c c 209
g 20% g %
=
e 10% o 10%
[ 18 o
00/0 Reo:fvury Knov;edge Tima?msss Chzoe Qaity Tan&bs Reliaiility Aogss ?ml%esy 00/0 Rao?very o Ti Y C!'aoe Qu;al'ny TangAWes Relia‘AEilny Acéss CouAesy
——2004cPBL| 0% 0% 0% 0% 0% 0% 0% 0% 0% | [~o=2004 cPBL] 0% 0% 0% 0% 0% % 0% 0% 0%
m-2003cPBL| 48% 65% 72% 53% 54% 6a% | 72% 2% | 61% | [m=a003cpaL] 3% 4T% 6% 3% 9% aT% 51% 48% 62%
Note: Less than 10 responses received for 2004 Note: Less than 10 responses received for 2004
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Marine Corps Vendor Customer Satisfaction Results

Percentage Favorable

DCN: 12262

_
[ —-2004 CPBL _-W~2003 CPBL 2002 CPBL |
90%
80%
70%
60%
50%
40%
30%
20%
10%
0% Recovery [Knowledge | Timeliness| Choice Quality | Tangibles | Reliability | Access Courtesy
=—=2004 CPBL 51% 62% 68% 59% 71% 83% 78% 64% 82%
== 2003 CPBL 38% 57% 51% 46% 49% 70% 63% 57% 72%
2002 CPBL 31% 50% 50% 42% 47% 64% 55% 58% 76%
Marine Corps FM Customer Satisfaction Results
L _ P
[ -9-2004 CPBL -M-2003CPBL |
45%
® 40%
| 35%
|
g 30%
S 25%
S 20%
©
- 0,
5 15%
10%
o
g_’ 5%
0, & e a e & a a - a
0% Recovery |Knowedge | Timeliness | Choice | Quality | Tangibles | Reliability Ac?ess ‘Courtesy
—=2004 CPBL 0% 0% 0% 0% 0% 0% 0% 0% 0%
== 2003 CPBL 5% 23% 17% 15% 15% 20% 15% 32% 39%
Note: Less than 10 responses received for 2004
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r Customer Satisfaction Results

Def. Agencies Vendo

R o
| ~—2004 CPBL #2003 CPBL 2002 CPBL |
90%
o 80%
ﬁ 70%
g 60%
S 50%
8 40%
Q
b= 30%
0 o .
o 20%
£ 10%
0% Resovery Toviaiae e . . -
Vel Ige | Timeliness |  Choice Quality | Tangibles | Reliability | Access | Courtesy
=—2004 CPBL 45% 66% 63% 60% 69% 73% 70% 70% 82%
= 2003 CPBL 29% 55% 43% 40% 45% 64% 5% 52% 68%
2002 CPBL 29% 50% 50% 39% 47% 62% 56% 54% 68%
Def. Agencies FM Customer Satisfaction Results
L -~ -~ e seemeenem— o
[ ——2004 CPBL —+-2003CPBL |
70%
QL 60%
e
o 0,
o 50%
8 400
w 40%
QO
o 30%
©
vhud
g 20%
o
o 10%
o.
00/0 Recovery |Knowedge | Timeliness | Choice Quality | Tangibles | Reliability | Access | Courtesy
=—0=-2004 CPBL 20% 37% 24% 23% 29% 50% 43% 35% 55%
=~ 2003 CPBL 31% 52% 55% 40% 48% 51% 59% 56% 64%
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DCN: 12262

Commercial Pay Site Level Performance

Cumulative ‘Cumulative

Interest $ | # Inwoices | Oweraged ' % # Discounts

Site Per Million: OnHand = Rate Lost
Columbus Contract Pay $54 43,214 1.51% 3.53%
Columbus Vendor Pay $161: 192,354 1.52% 1.86%
Charleston $172 10,432 1.63% 18.39%
Dayton $432 14,154 7.27% 37.10%
Europe $39 74 0.00% 0.00%
Indy-DAFS $805 1,831 8.14% 3.88%
Indy-VP $668, 7,525/  6.72% 2.26%
iIndy-Trans Pay $31 16,335 0.00% 1.79%
Japan $47 1,837 0.87% 8.76%
Lawton $349 7,140 2.72% 8.85%
Lexington $320 2,849 0.00% 0.48%
Limestone $338 11,544 3.59% 49.81%
Norfolk $708 12,191 3.99% 16.16%
Omaha $245 421 2.85% 38.69%
Orlando $397 2,489 4.74% 5.65%
Pacific $152 1,626 3.81% 12.62%
Pensacola $309 76,369 2.03% 44.53%
Rock Island $165 8,715 8.74% 4.94%
Rome $288 6,557 3.25% 5.19%
San Antonio $278 6,935 3.24% 2.69%
San Diego $479 8,105 1.75%; 29.53%}
St Louis $97 1,860  1.02% 2.02%
Totals $143. 434,557 2‘,?2% 4.86%

Through June 2005

Integrity - Service - Innovation




DCN: 12262

Commercial Pay Site Level Performance
Through June 2005

Cumulative Cumulative
Interest $  # Inwices | Overaged % # Discounts
Site Per Million | On Hand Rate Lost

Columbus Contract Pay $54 43,214 1.51% 3.53%
Columbus Vendor Pay $161; 192,354 1.52% 1.86%
Charleston $172 10,432 1.63% 18.39%
Dayton $432 14,154 7.27% 37.10%
Europe $39 74 0.00% 0.00%
Indy-DAFS $805 1,831 8.14% 3.88%
Indy-VP $668 7,525 6.72% 2.26%
Indy-Trans Pay $31 16,335 0.00% 1.79%
Japan $47 1,837 0.87% 8.76%
Lawton $349 7,140 2.72% 8.85%
Lexington $320 2,849 0.00% 0.48%
Limestone $338 11,544 3.59% 49.81%
Norfolk $708 12,191 3.99% 16.16%
Omaha $245 421 2.85% 38.69%
Orlando $397 2,489 4.74% 5.65%
Pacific $152 1,626 3.81% 12.62%
Pensacola $309, 76,369 2.03% 44.53%
Rock Island $165 8,715 8.74% 4.94%
Rome $288 6,557 3.25% 5.19%
San Antonio $278 6,935 3.24% 2.69%
San Diego $479 8,105 1.75% 29.53%
St Louis $97 1,860 1.02% 2.02%
Totals $143 434,557 2.22% 4.86%
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Military and Civilian Pay Services GHAS

Customer Service Metrics
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DCN: 12262

Customer Satisfaction Surveys 2002-2004
Military Pa

Military Pay Service Providers Military Pay End Users
~(base level finance offices)

2002 [12003 2004 |

72002 0 2003

12004

Represenjs survey responses of “favorable” and “very favorable.”
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Customer Satisfaction Surveys 2002-2004
Civilian Pa

Civilian Pay Customer Service Civilian Pay End Users

(base level customer service reps)

2002 (02003 E2004

[2002 2003 B 2004

Represents survey responses of “favorable” and “very favorable.”
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Customer Satisfaction Surveys 2002-2004 (Travel) FAS

Travel Pay Services Providers Travel Pay Services End Users
(base level travel offices)

72002 02003 E

2004

12002 02003 B 2004

Represents survey responses of “favorable” and “very favorable.”
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Customer Satisfaction Surveys 2002-2004
Retired and Annuitant Pa Cleveland

100%:-

Represents ,zgurvay responses of “favorable” and “very favorable.”

12122/2005
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DCN: 12262

Customer Satisfaction - Cleveland Call Center
(includes Active, Reserve and National Guard for Army, Navy and Air Force)

LIEAS

FY 05 Performance Data*

100%
90%
80%
70% -
60%
50%
40%
30%
20%
10%

0%

Oct Nov  Dec Jan Feb Mar Apr May  Jun

Represents survey responses of “satisfied” and “very satisfied.”

12/22/2005 Integrity - Service - Innovation 70of19




DCN: 12262

Cleveland Call Center - Consolidated Telephone Business Metrics

X7,

300000

FY 05 Performance Data

250000

I l I . uil =00 3N =N I ‘ - B
May-04 | Jun-04 Jul-04 | Aug-04 | Sep-04 | Oct-04 | Now04
@ Offered 163197 | 147647 | 153396 | 145443 | 160437 | 148604 | 140792
m Answered by CSR| 38924 42783 | 40223 51024 | 49632 50481 48805 | 53074 90682 79547 81181 67234 65720
@ Answered by IVR | 109908 | 87793 98116 93035 | 103666 | 93412 88311 96474 | 146928 | 106188 | 106697 | 85528 83007
0 Abandonad 14365 17071 15057

1384 4 7138 4711 .1 3676 4215 12515 1. 9557 5436 4129 1803
| mDemand Met 91% | 88% | 90% | 99% | 96% | 97% 'l,_‘s?%' 7% | 95% | 95% | 97% | 97% | 99%

Dec-04 | Jan-05 | Feb-05 | Mar-05 | Apr-05

May-05
153763 | 250125 | 196292 | 193314 | 156891

140530

ustomer Service Representative

__ IVR=interactive Voice Response
12/22/2005
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Military and Civilian Pay Services

Performance Metrics

! DCN:12262
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DCN: 12262

Problem Cases Resolved within 30 Days -
(Military Pay) BFAS

FY 04 Performance Data*

994
99.2

99
98.8 - - .
0 BNlm N B
yyps B . . l f . .
082 | B . l | . . - l .. ,'

98 R ... [ ] . — -

Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep

Service breakout not available for FY 04 - see next chart
1212212005 Integrity - Service - Innovation 10 0f 19




DCN: 12262

Problem Cases Resolved within 30 Days -
sMiIitag Pa¥! BFéS

FY 05 Performance Data by Service

100 -
95 -
90
85 -
80 | pm
70 i
65 -
60 -
55 b
50 L

B8 Anmy 80.3 98.5 98.6 98.5 943 67.6 63.9 98.8 98.7
@ Navy 99.6 99.6 00 99.7 08.7 971 99.2 99.3 991
O Air Force 98.0 97.8 98.6 98.8 98.7 98.8 99.2 99.2 995
8 Marines 99.6 99.6 99.8 99.9 99.9 994 99.6 99.5 99.1

v :
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DCN: 12262

Problem Cases Resolved within 30 Days -
SCiviIian Pa)_(! BFéS

FY 04 Performance Data*

Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep

~ Site breakout not availafble for FY 04 - see ﬁext chart
1212212005 B T nt
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Problem Cases Resolved within 30 Days -
Civilian Pa

100%
99% -
98%
97%
96%
95%
94%
93%
92%
91%
90%

=3

-

”
e

s

. \,

e
R

Dec | Jan | Feb Jun

100%|100%{100%| 99% [100%| 98% | 99%
1100%|100%|100% 100% |100%|100% |100%
99% | 99% |100%|100% |100%|100% 100%;

B Charleston

O Denver

Pensacola

DCN: 12262
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DCN: 12262

New Retired Pay Accounts Established On Time -
Retired and Annuitant Pay) - (Cleveland LFAS

FY 05 Performance Data*

98.0%
97.0%
96.0%
95.0%
94.0%
93.0%
92.0%
91.0%
90.0%

Nov Dec Jan Feb Mar Apr May Jun

~* Current metric not established until Nov 04
1222005
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DCN: 12262

Travel Turn-Around-Time - (Travel Pay)

FY 04 Performance Data*

=] Travel Pay Services - Indianapolis

20

15

Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Jun-04 Jul-04 Aug-04 Sep-04

Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Jun-04 Jul-04 Aug-04 Sep-04
B Active 8 8 9 8 6 7 7 8 7 6 7 6
® Rock Island 8 | 6 7 6 6 6 7 8 12 10 6 7
O Mitary PCS 1 5 4 5 4 3 5 5 7 10 20 16
O Reserve 12 9 6 8 5 6 5 8 9 10 10 13
m Defense Agencies o 87 7 7 '; 6 7 7 7 7 [
® Contingency 7 7 8 8 9 8 9 8 9 8 8 8

“* DOD Standard is 8 days for travel voucher processing Metrics above reﬂect turnaround time starting on first
_day of receipt of a ready to pay voucher.
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DCN: 12262

Travel Turn-Around-Time - (Travel Pay)

FY 04 Performance Data*

25

20

Travel Pay Services - Field Sites

Apr-04 May-04

Aug-04 Sep-04

Oct-03 Now03 Dec-03 Jan-04 Feb-04 Mar-04 Jun-04 Jul-04

Oct-03 | Nov-03 | Dec-03 | Jan-04 | Feb-04 | Mar-04 | Apr-04 | May-04 | Jun-04 | JurO4 | Aug-04 | Sep-04
® Orando 7 6 6 6 7 7 | 7 | 1 | s 6 7 5
mSanAntonio| 7 6 6 6 7 7 7 7 | 1 6 5 4
O St Louis 7 6 6 6 8 7 7 7 7 6 5 4
mLaw ton 7 6 6 5 6 a 7 7 7 8 8 8
B Rome 11 6 6 6 6 9 | ¢ | 13 | 9o 8 5 6
& Columbus 14 8 10 9 10 9 14 14 | 8 | 10 12 13

* DOD Standard is 8 days for travel voucher processing. Metrics above reflect turnaround time starting on first

day of receipt of a ready to pay voucher.

1 2/22/2005
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DCN: 12262

Travel Turn-Around-Time - (Travel Pay)

FY 05 Performance Data*

20 Travel Pay Services - Indianapolis

OCt-04 Nov-04 Dec-04 Jan05 Feb-05 Mar-05 Apr-05 May05 Jun05
Oct-04 | Nov-04 | Dec-04 | Jan05 | Feb-05 | Mar05 | Apr-05 | May-05 | Jun05

m Active 8 ) ) 9 5 5 7 9 1

® Rock Island 8 4 6 2 5 6 3 | s 4

@Military PCS 5 8 M 6 | 6 | 6 6 8 9

QReserve o) 0 2 | 6 6 9 9 1 M

® DeferseAgercies | 7 7 | 6 3 5 3 5 7 6

m Continency 9 8 9 6 | 6 7 7 6 6

* DOD Standard is 8 days for travel voucher processing Metrics above reflect turnaround time starting on first
, day of reoelpt ofa ready to pay voucher.
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Travel Turn-Around-Time - (Travel Pay)

FY 05 Performance Data*

Travel Pay Services - Field Sites

Oct-04 Nov-04 Dec-04 Jan-05 Feb-05 Mar-05 Apr-05 May-05 Jun-05

Oct-04 | Nov-04 | Dec-04 | Jan05 | Feb-05 | Mar-05 | Apr-05 | May-05 | Jun05
® Orlando 7 6 5 4 | a 6 6 6 5

® San Antonio 7 7 7 3 7 | 8 | e | 7 | 7
0 St Louis 5 5 6 3 4 4 3 4 5

O Lawton 9 9 6 5 7 7 8 8 7

m Romne 5 6 6 3 ERE 3 5 | a4
® Colunbus B m | v 2 6 | 7 8 7 6

DCN::12262

.*_uoo mﬁ:ama_maa%mﬁo_égo:ocormq v_,onowﬁzu _saﬁam»vo<oqo=oo::..=m_,o::a==_omS&:&o:mqmn
am< of 38:& oq a ..om% to unw <o=%q .
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DFAS

Your Financial Partner @ Work




DCN: 12262

DFAS Workyears
FY91
Military 2,011
Civilians 25,020
Total 27,031

Fy92
1,945

24,811

26,756

FY93
1,863

22,373

24,236

FY94
1,776

21,642

23,418

FY95
1,707

20,898

22,605

FY96
1,643
20,244
21,887

FY97
1,616

19,609

21,125

FY98
1,573
18,875
20,448

FY99
1,548

18,649

20,197

FYO0O
1,382

17,063

18,445

FYO1
1,152

16,631

17,783

FYo2
976

14,293

15,269



DCN: 12262

FYO3 FYo4 FYO05 FYO06 FYO7 FYO8 FY09 FY10 FY11
888 739 474 366 262 262 262 262 262

13,605 13,872 13,816 13,567 12,737 11,948 11,235 10,890 10,670

14,493 14,611 14,290 13,923 12,999 12,210 11,497 11,152 10,932

FY05-011 FTEs are based on current FY06 President's Budget Position
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DCN: 12262

DFAS Financial Operations Cost History ($M)

FY91 FY92 FY93 FY94 FY95 FY96 FY97 FY98 FY99 FY0O FYO1 FYO02
$ 1,750.0 $ 1,711.0 $ 1,700.0 $ 1,688.0 $ 1,669.0 $ 1,642.0 $ 1,640.0 $ 1,605.0 $ 1,622.0 $ 1,662.0 $ 1,548.0 $ 1,569.0

FY 91-FY 2005 are then year actual

Fy 2007-FY 2011 are POM estimates
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FY03 FYOo4 FYO5 FY06 Fyo7 Fyos FY09 FY10 FY11
$ 1,645.0 ¢ 1,697.0 ¢ 1,6450 $ 1,651.0 $ 1,635.0 $ 1,5679.0 $ 1,514.0 $ 1,496.0 $ 1,504.0



