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Scorecard

Financial Management *
• Accounts Payable
• Accounts Receivable 
• Payroll
• Domestic Travel
• Foreign Travel
• PCS (Enroute, Miscellaneous, Fixed Temporary Quarters, House 
Hunting Trip)
• PCS (Actual Temporary Quarters, Real Estate, Constructive 
Vouchers and All Other Vouchers)
• PCS (Relocation Income Tax Allowance (RITA) and Income Tax 
Reimbursement Allowance (ITRA)
•Relocation Assistance
•Domestic Travel Survey – Quarterly
•Foreign Travel Survey – Annual
•PCS Travel Survey - Annual

Human Resources **
• Agency Honor Awards*
• Registration/Reimbursement for Off-Site Training* 
• Registration/Reimbursement for Internal Training
• SES Appointments / CDP Mentor Appraisals
• HR & Training Web Site Development and Maintenance
• Retirement Estimates: 10-day, 20-day, 45-day 
• Retirement Requests:  10-day and 20-day 
• Misc. Processing - New Hires, Adv Sick Leave, Gov’t Deposits & 
Redeposit, Financial Disclosure
• Personnel Action Processing
• eOPF
• Benefits Retirement Counseling Survey - Monthly
• Training Purchases Survey - Annual

Procurement **
• Grants & Cooperative Agreements*
• Grants & Cooperative Agreements – Supplements*
• SBIR/STTR Phase 1 & 2
• Unilateral SBIR/STTR Funding Modifications

Customer Contact Center ***
• Call Response Rate
• Call Abandonment Rate
• Initial Call Resolution 
• Customer Inquiries
• Customer Contact Center Survey - Monthly

NSSC Quality Improvement 
Program
• Travel Voucher Processing

Quality Measurements available upon 
request

Data Source Key:
*    NBID (NSSC Business Intelligence Datamart)
**   Remedy
***  Centergy Manager and Remedy
**** Inquisite
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Scorecard – January Overall
Activity JANUARY

Acct Payable - On time Payments

Acct Payable - Int. < $200/ MM

Payroll

Domestic Travel

Foreign Travel

PCS (6) Travel

PCS (15) Travel

PCS (30) Travel

Relocation Assistance- Prudential

Agency Honor Awards

Off-Site Training

Internal Training <25K

Internal Training >25K

SES Appointments

SES CDP Mentor Appraisals

Retirement Estimate - 10 day 

Retirement Estimate - 20 day 

Retirement Estimate - 45 day 

Retirement Processing - 10 day 

Retirement Processing - 20 day 

eOPF - 15 Day

eOPF - 25 Day

Personnel Action Processing

Grants 

Grants Supplementals

SBIR / STTR - Phase 1

SBIR / STTR - Phase 2

Initial Call Resolution

Call Response Rate 

Call  Abandonment  Rate 

Website Availability

Legend

Met or Exceeded SLA

0 – 5% of stated target SLA

>5% of stated target SLA

AP Legend: 
>= 98%

< 98%  &  >=97%

<97%
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Scorecard by Center - January
Activity by Center ARC DFRC GRC GSFC HQ JSC KSC LaRC MSFC NSSC SSC

Acct Payable - On Time Payments

Acct Payable - Int. < $200 / MM

Payroll

Domestic Travel

Foreign Travel

PCS (6) Travel

PCS (15) Travel

PCS (30) Travel

Relocation Assistance - Prudential

Agency Awards & Recognition

Off-Site Training

Internal Training -<25K

Internal Training ->25K

SES Appointments

SES CDP Mentor Appraisals

Retirement Estimate - 10 day

Retirement Estimate - 20 day

Retirement Estimate - 45 day 

Retirement Processing - 10 day 

Retirement Processing - 20 day 

eOPF - 15 Day

eOPF - 25 day

Personnel Action Processing

Grants

Grants - Supplemental

SBIR / STTR - Phase 1

SBIR / STTR - Phase 2

Initial Call Resolution
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Scorecard – By Month
Activity by Month Oct Nov Dec Jan Feb Mar Apr May Jun Jly Aug Sep

Acct Payable - On Time Payments

Accounts Payable - Int. < $200 /MM

Payroll

Domestic Travel

Foreign Travel

PCS (6) Travel

PCS (15) Travel

PCS (30) Travel

Relocation Assistance

Agency Honor Awards

Off-Site Training

Internal Training <25K

Internal Training >25K

SES Appointments

SES CDP Mentor Appraisals

Retirement Estimate - 10 day 

Retirement Estimate - 20 day

Retirement Estimate - 45 day 

Retirement Processing - 10 day 

Retirement Processing - 20 day 

eOPF - 15 Day

eOPF - 25 Day

Personnel Action Processing

Grants

Grants - Supplemental

SBIR / STTR - Phase 1

SBIR / STTR - Phase 2

Initial Call Resolution

Call Response Rate

Call Abandonment Rate

Website Availability
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Financial Management
Accounts Payable

AP - On Time Payments  - Count - FY 09

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
98% 93.63% 95.27% 96.31% 96.02%

4,226 9,976 16,587 21,994

Service Level Indicator:  Process and Pay 98% of Invoices on time.

Assessment:   Process 98% of payments on time (Green); process between 98% and 97% (Yellow); Less than 97% (Red)

Cumulative YTD
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CUMULATIVE PERFORMANCE - FY 09
Performance by Center Against SLI
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JANUARY 2009
Performance by Center Against SLI
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MONTHLY UTILIZATION - FY 09
 PERCENTAGE On-TIME - FY 09
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Financial Management
Payroll

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
99.9% 100.00% 100.00% 100.00% 100.00%

22 44 66 88

Service Level Indicator:  Process 99.9% of payroll/time & attendance accurately and on-time.

Assessment:   Exceeded the SLI requirement by processing 100% of Payroll/Time & Attendance accurately and on time for all reporting periods in FY 2009.

Cumulative YTD

PAYROLL - FY 09
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JANUARY 2009
Performance by Center Against SLI

On Time Not On Time

SLA 
99.9%
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Financial Management
Domestic Travel

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 96.54% 96.92% 96.20% 94.52%

4,366 9,850 16,343 20,141

ARC DFRC GRC GFSC HQ JSC KSC LaRC MSFC NSSC SSC TOTAL
66 4 6 6 243 72 7 36 38 2 12 492

Service Level Indicator: Validate and process 85% of domestic travel vouchers within 4 business days of receipt of a complete voucher (including adequate 
funding).

Assessment:   Processed  94.52% of Domestic Travel Vouchers within 4 business days of receipt of completed voucher for the month of January.  Average 
processing days for the January reporting period was 3.08 days.

Cumulative YTD

DOMESTIC TRAVEL - FY 09

Cumulative YTD
Extended TDY
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CUMULATIVE PERFORMANCE - FY 09
Performance by Center Against SLI

< = 4 Days > 4 Days

SLA 
85%
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JANUARY 2009
Performance by Center Against SLI

< = 4 Days > 4 Days

SLA 
85%
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MONTHLY UTILIZATION - FY 09
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Financial Management
Foreign Travel  

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 97.15% 97.18% 97.74% 97.65%

281 671 1,025 1,195

Service Level Indicator: Validate and process 85% of domestic travel vouchers within 5 business days of receipt of a complete voucher (including adequate 
funding).

Assessment:   Processed  97.65% of Foreign Travel Vouchers within 5 business days of receipt of completed voucher for the month of January.  Average 
processing days for the January reporting period was 1.57 days.

Cumulative YTD

FOREIGN TRAVEL - FY 09
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CUMULATIVE PERFORMANCE - FY 09
Performance by Center Against SLI
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JANUARY 2009
Performance by Center Against SLI
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MONTHLY UTILIZATION - FY 09AVERAGE PROCESSING TIME - FY 09
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Financial Management – PCS: Enroute, Miscellaneous, Fixed 
Temporary Quarters, House Hunting Trip 

PCS TRAVEL - Enroute, Miscellaneous, Fixed Temporary Quarters, House Hunting Trip  - FY 09

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 100.00% 100.00% 100.00% 100.00%

27 62 108 131

Service Level Indicator:  Validate and process 85% of PCS travel vouchers within 6 business days of receipt of a complete voucher (including adequate funding).

Assessment:   Exceeded the SLI requirements by processing 100% of PCS Vouchers within 6 business days of receipt of completed voucher for the month of 
January.  Average processing time for January was 1.37 days.

Cumulative YTD
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CUMULATIVE PERFORMANCE - FY 09
Performance by Center Against SLI
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JANUARY 2009
Performance by Center Against SLI
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MONTHLY UTILIZATION - FY 09AVERAGE PROCESSING TIME - FY 09
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Financial Management – PCS: Actual Temporary Quarters, Real 
Estate, Constructive, & all Other Vouchers  - FY 09 

PCS TRAVEL - Actual Temporary Quarters, Real Estate, Constructive, & all Other Vouchers  - FY 09

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 100.00% 100.00% 100.00% 100.00%

18 47 76 112

Service Level Indicator:  Validate and process 85% of PCS travel vouchers within 15 business days of receipt of a complete voucher including adequate funding).

Cumulative YTD

Assessment:   Exceeded the SLI requirements by processing 100% of PCS Vouchers within 15 business days of receipt of completed voucher for the month of 
January.  Average processing time for January was 4.10 days.
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CUMULATIVE PERFORMANCE - FY 09
Performance by Center Against SLI
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JANUARY 2009
Performance by Center Against SLI
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MONTHLY UTILIZATION - FY 09AVERAGE PROCESSING TIME - FY 09
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Financial Management
PCS: RITA and ITRA

PCS TRAVEL - RITA and ITRA  -  FY 09

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 100.00% 100.00% 100.00% 0.00%

4 12 16 16

Service Level Indicator:  Validate and process 85% of RITA and ITRA travel vouchers within 30 business days of receipt of a complete voucher (including adequate 
funding).

Cumulative YTD

Assessment:   There was no RITA and ITRA vouchers processed for the month of January.
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CUMULATIVE PERFORMANCE - FY 09
Performance by Center Against SLI
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JANUARY 2009
Performance by Center Against SLI
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MONTHLY UTILIZATION - FY 09AVERAGE PROCESSING TIME - FY 09
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Financial Management
Relocation Assistance - Prudential

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
95% 100.00% 100.00% 100.00% 100.00%

17 26 45 67

Service Level Indicator:  95% of PCS travel orders are approved within 25 business days - Prudential

Cumulative YTD

Assessment:  

RELOCATION  ASSISTANCE - FY 09
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CUMULATIVE PERFORMANCE - FY 09
Performance by Center Against SLI
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JANUARY 2009
Performance by Center Against SLI

< = 25 Days > 25 Days

SLA 
95%
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MONTHLY UTILIZATION - FY 09AVERAGE PROCESSING TIME - FY 09
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Human Resources
Agency Awards and Recognition 

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 100.00% 100.00% 100.00% 99.50%

925 2,107 4,594 5,785

AWARDS- FY 09
Service Level Indicator: 98% Awards /recognition item/supplies delivered to Center Awards POC/recipient accurately and on-time as negotiated with the customer.
In no case will awards/recognition items/supplies be delivered on or after scheduled dates for awards ceremonies.

Cumulative YTD

Assessment:   
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Human Resources
Registration/Reimbursement for Off-Site Training 

REGISTRATION/REIMBURSEMENT FOR OFF-SITE TRAINING

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 96.77% 99.68% 100.00% 100.00%

372 687 1,272 1,785

Service Level Indicator:  90% of purchasing, registration, and confirmation activities for those external (off-site) training purchases that can be purchased with a 
credit card shall be completed accurately within 5 business days of receipt of an approved training request. 

Assessment:  100% of the 513 total January off-site training requests were completed within the required SLI..
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Human Resources
Registration/Reimbursement for Off-Site Training 

OFF-SITE TRAINING - CANCELLATIONS 

OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
Cumulative YTD 104 125 146 182

OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
Cumulative YTD $265 $3,950 $7,635 $14,652

Number of individual training registrations and external fees and penalties resulting in purchase and then center cancellation.

Assessment:  Dollar amounts are presented in the month they are received and not necessarily within the month the original cancellation 
was counted.
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Human Resources
On-Site Training Purchases 

REGISTRATION/REIMBURSEMENT FOR INTERNAL TRAINING

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 100.00% 90.91% 97.14% 100.00%

30 52 87 149

Service Level Indicator:  90% of on-site training actions ($3,001-$25,000) are awarded within 10 business days of receipt of a complete purchase request package. 

Assessment:  62 Training requests were between $3,001 - $25,000 for January.  

Cumulative YTD
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Human Resources
On-Site Training Purchases 

REGISTRATION/REIMBURSEMENT FOR INTERNAL TRAINING

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 100.00% 100.00% 100.00% 100.00%

6 8 16 22

Service Level Indicator:  90% of on-site training actions (greater than $25,000) are awarded within 30 business days of receipt of a complete purchase request 
package.

Cumulative YTD

Assessment:  6 Training requests for the January reporting period were over $25,000.  The request package met the metric.
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Human Resources
SES & SES CDP Appointments

SES & SES CDP APPOINTMENTS - FY 09

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
98% 100.00% 100.00% 100.00% 0.00%

2 3 9 9

Service Level Indicator:  SES: Of the complete SES selection packages submitted for ECQs, 98% will be completed and sent to OHCM within 30 business days 
of receipt.  NSSC will maintain a 98% OPM approval rate.  SES CDP: 90% of finalized Mentor Appraisals for the SES Candidate Development Program will be 
forwarded to the Center (for Mentor Signature) within 30 business days after receipt of a completed package.

Assessment: SES - There were no SES Appointment Cases sent for approval for the month of January.  CDP - Case for GRC was sent 1/7/09; Case for JSC was 
sent 1/5/09; Case for KSC was sent 1/26/09
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Human Resources
Web Site Development & Maintenance

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
95% 100% 100% 100% 100%

Cumulative YTD 6 14 25 48

HR & Training Web Site Development and Maintenance
Service Level Indicator: 95% of all Web content changes will be accomplished within the following response standards.  Urgent = within 4 business 
hours, Expedite = within 8 business hours, Routine = within 5 business days.

Assessment: 
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Human Resources
Benefits – Retirement Estimates - Monthly 

HR BENEFITS PROCESSING - Retirement Estimates

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 98.18% 98.61% 100.00% 100.00%

Monthly 92 98 53 72
<  1 year (10 days) 55 72 32 45
1 to 5 yrs (20 days) 32 16 18 25
> 5 years (45 days) 5 10 3 2

Service Level Indicator: 90% of retirement estimate requests are completed per requirement.    

Assessment:    
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Human Resources
Benefits – Retirement Estimates - Cumulative 

HR BENEFITS PROCESSING - Retirement Estimates

Goal 90% OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
Cumulative YTD 92 190 243 315

DRD/TE-4: 3.2.3.1: 90% of retirement estimate requests are completed in 10 business days for requests with retirement dates within the 
same year.  For requests with retirement dates over one year to five years, 20 business days.  For requests 5 years and out, 45 business 
days.  

Assessment:       
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Human Resources
Benefits – Retirement Processing 

HR BENEFITS PROCESSING - Retirement Packages 

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
95% 100.00% 100.00% 100.00% 100.00%

Cumulative YTD 76 81 93 223

Service Level Indicator: 95% of routine retirement packages will be submitted to Department of Interior within 10 business days from 
the effective date of retirement.

Assessment:  Benefits Processing - (routine retirement packages) metric information provided on this slide is for informational purposes 
only.  Benefits Processing is currently billed as a W-2 allocated service.      
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Human Resources
Benefits Counseling – Customer Satisfaction Survey

CUSTOMER SATISFACTION SURVEY

 

Assessment: 100% of randomly selected customers "agree" or "strongly agree" that they were satisfied with the overall service of the NSSC.
100% of randomly selected customers "agree" or "strongly agree" that their problem was resolved to their satisfaction.  NOTE: Benefits Counseling began 
reporting survey results for November 2008.
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Human Resources - Processing: New Hires, Gov’t 
Deposit/Redeposit, Advance Sick Leave – Leave Donor 

HR Miscellaneous - ASL - LD, New Hires, Gov't Deposits 

OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
New Hires 35 29 25 129
Gov't Deposits 31 74 34 58
Adv Sick Leave 87 20 23 27
Leave Donor 18 22 30 22

Service Level Indicator: Not Applicable - Info Only

Assessment:          
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Human Resources
Personnel Action Processing 

PERSONNEL ACTION PROCESSING - FY 09

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
97% 100.00% 99.88% 100.00% 100.00%

1,531 3,222 4,670 8,003
PAP Accuracy 99.9% 99.6% 99.8% 99.6%

Service Level Indicator:  97% of personnel transactions that are received at the NSSC by the established deadline are processed by the cutoff date. 97% of 
personnel transactions are processed accurately as defined by regulations and references,

Assessment:   100% of the PAP metric was met for the January reporting period; which consists of pay periods 1, 2 and 3 (December 28, to January 31, 2009).  
Personnel Action Processing metrics have been adjusted to reflect the FPPS update cycles.  There is a 2 week built in lag time for recording PAP updates in 
FPPS.  
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Human Resources
eOPF Maintenance – 15 Day 

15 Day eOPF MAINTENANCE - FY 09

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 100% 100% 99% 99%

1,396 2,193 2,899 4,045

Service Level Indicator:  90% of documents will be filed in the employee's eOPF within 15 days of receipt.

Assessment:   
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Human Resources
eOPF – Maintenance – 25 Day 

25 Day eOPF MAINTENANCE - FY 09

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 100% 100% 100% 100%

43 54 66 76

Service Level Indicator:  90% of OPFs will be purged, validated and indexed in eOPF within 25 business days of receipt.

Cumulative YTD

Assessment:   
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Procurement
Grants & Cooperative Agreements 

GRANTS & COOPERATIVE AGREEMENTS

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 0.00% 100.00% 98.04% 97.35%

0 83 185 298

Service Level Indicator:  90% of Award packages prepared within 29 calendar days of receipt of the completed requirements package.  

Assessment:  113 Grants and Cooperative Agreements were processed for the January reporting period.
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Procurement
Grants & Cooperative Agreements - Supplements

GRANTS & COOPERATIVE AGREEMENTS - SUPPLEMENTS

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 100.00% 97.26% 96.35% 97.03%

69 361 553 789

Service Level Indicator:  90% of award packages prepared within 14 calendar days of receipt of funding and/or other required data.

Cumulative YTD

Assessment:   236 Grant Supplements were awarded during the January reporting period.  
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Procurement
SBIR / STTR – PHASE I

SBIR / STTR  -  Phase I

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 100.00% 100.00% 0.00% 100.00%

30 172 172 520

Service Level Indicator:  Complete 95% of qualified SBIR/STTR Phase I awards within the Program Office prescribed deadline.

Assessment: Selections were provided to the SP on 11/25/08.  350 SBIR awards were selected from the 10 NASA Centers.  Program specified deadline for award 
was 1/22/09.  NNX09CE23P - NNX09CE28P were not funded by specified date.  The SBIR PMO extended the deadline for these 6 awards to 1/27/09.    Average 
processing days is in calender days.  1 KSC and 1 HQ award were cancelled due to ineligibility.  NNX09CD93P was tranferred from HQ to JSC prior to award.
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Procurement
SBIR / STTR – PHASE II

SBIR / STTR - PHASE II

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 0.00% 0.00% 100.00% 100.00%

0 0 19 75

Service Level Indicator: Complete 90% of qualified SBIR/STTR Phase II awards within the Program Office prescribed deadline.

Cumulative YTD

Assessment: Awards selected on October 29, 2008.  24 of the 142 Phase 2 contracts were awarded in January.  These 24 can be charged to the appropriate 
centers.  19 were previously awarded and charged back to the centers in December.  Average processing days includes the previously awarded 19 Phase 2s.  
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Unilateral SBIR / STTR Funding Modifications

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
90% 0.00% 100.00% 0.00% 100.00%

0 2 2 4

Service Level Indicator:  Unilateral SBIR/STTR Funding Modifications – 90 % of modification actions occur within 14 calendar days of receipt of funding document.

Cumulative YTD

Assessment:   Funding mods were completed on 2006 Phase 2 SBIR Awards.
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Customer Contact Center
Average Speed of Answer 

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
80% 77.31% 77.34% 82.10% 69.28%

Cumulative YTD 6,409 11,479 17,595 24,505

CALL RESPONSE RATE
Service Level Indicator: 80% of Customer Calls are answered within 30 Seconds during NSSC business hours.

Assessment: 
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Customer Contact Center
Average Speed of Answer (Non Satern)

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
80% 76.46% 81.39% 88.42% 76.84%

Cumulative YTD 5,137 9,295 14,511 20,198

CALL RESPONSE RATE
Service Level Indicator: 80% of Customer Calls are answered within 30 Seconds during NSSC business hours.

Assessment: Non-Satern
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Customer Contact Center
Initial Call Resolution

Goal OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
85% 98.28% 98.14% 97.97% 97.87%

Cumulative YTD 3,073 5,382 8,185 11,891

INITIAL CALL RESOLUTION
Service Level Indicator: 85% of Routine Customer Inquiries are resolved on initial call during NSSC Business Hours.

Assessment:   Exceeded the SLI requirement by resolving 97.87% of routine customer inquiries on initial call during NSSC business hours during the 
month of January.
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Customer Contact Center
Customer Inquiries (by Category and Type)

Customer Inquiries by Category 
for January 2009 (9,618)

HR, 6607, 69%

FM, 2131, 22%
PR, 430, 4%

Other, 294, 3% IT, 156, 2%

Customer Inquiries for January 2009
Human Resources (6,607)

SATERN SYSTEM ADMIN, 
3633, 55%EOPF MAINTENANCE, 1195, 

18%

BENEFITS PROCESSING, 
454, 7%

FINANCIAL DISCLOSURE, 
307, 5%

RETIREMENT SERVICES, 
269, 4%

TRAINING PURCHASES, 
209, 3%

NEW HIRE IN-PROCESSING, 
152, 2%

PERSONNEL ACTION 
PROCESSING, 111, 2%

GENERAL EMPLOYMENT 
INQUIRIES, 103, 2%

DRUG TESTING, 90, 1%

HRIS WEBSITE, 25, 0%

INQUIRY, 17, 0%

NAAS, 11, 0%

NEPS/NOPS, 8, 0%

MISCELLANEOUS, 8, 0%

AWARD PROCESSING, 6, 
0%

INFORMATION 
ASSISTANCE, 4, 0%

SKILLSOFT, 4, 0%

Customer Inquiries January 2009 
Financial Management (2,131)

ACCOUNTS PAYABLE, 
1028, 49%

TRAVEL, 643, 30%

PAYROLL TIME & 
ATTENDANCE, 308, 14%

ACCOUNTS 
RECEIVABLE, 104, 5%

FBWT, 31, 1%

INTERNAL CONTROLS, 
17, 1%

INQUIRY, 0, 0%

Customer Inquiries by Category 
Cumulative FY09

(31,630)

HR, 20251, 64%

FM, 8308, 26%

PR, 1258, 4%
Other, 1208, 4%

IT, 605, 2%

 

RELEASED - Printed documents may be obsolete; validate prior to use.



Page  38JANUARY 2009

Customer Contact Center
Customer Inquiries Received by Centers 

OCT NOV DEC JAN FEB MAR APR MAY JUN JLY AUG SEPT
Cumulative YTD 7,945 14,298 22,012 31,630

CUSTOMER INQUIRIES
Customer Inquiries Received by Center

Assessment:  Customer Inquiries are averaging 7,907 per month/FY09.  
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Customer Contact Center
Resolved Customer Inquiries (Resolution by Days)

Service Level Indicator:
Customer Inquiries (Resolution by Days)

31,711  Cumulative FY 09 - Customer Inquiries - Resolved

< 1 Day,  26,864 , 
86%

< 2 Days,  2,183 , 
7%

< 3 Days,  1,042 , 
3%

< 4 Days,  459 , 1%
< 5 Days,  272 , 1%

> 5 Days,  891 , 3%

JANUARY 09 - TOTAL - 9509 

< 1 Day, 8,187, 86%

< 2 Days, 626, 7%

< 3 Days, 328, 3%

< 4 Days, 131, 1%
< 5 Days, 73, 1%

> 5 Days, 164, 2%
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Customer Contact Center
Customer Satisfaction Survey

CUSTOMER SATISFACTION SURVEY

 

Assessment:
91.69% of randomly selected customers "agree" or "strongly agree" that they were satisfied with the overall service of the NSSC.
90.99% of randomly selected customers "agree" or "strongly agree" that their problem was resolved to their satisfaction.
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Financial Management
NQIP* Rework

Assessment: Rework vouchers include rejects that are due to an interface issue with centers that utilize a Centrally Billed Account for airline 
purchases.  *NQIP - NSSC Quality Incentive Program

NQIP   Domestic Foreign  PCS Travel

JANUARY 2009 - Domestic Travel
Domestic Travel ALL ARC DFRC GRC GSFC HQ JSC KSC LaRC MSFC NSSC SSC
Total Vouchers 3798 297 150 350 628 584 590 278 438 434 10 39
Center Rework 70 11 1 7 12 12 12 8 6 1

1.84% 3.70% 0.67% 2.00% 1.91% 2.05% 2.03% 0.00% 1.83% 1.38% 0.00% 2.56%

JANUARY 2009 - Foreign Travel
Foreign Travel ALL ARC DFRC GRC GSFC HQ JSC KSC LaRC MSFC NSSC SSC
Total Vouchers 170 15 1 54 14 67 2 10 7
Center Rework 6 1 4 1

3.53% 0.00% 0.00% 0.00% 7.14% 5.97% 0.00% 0.00% 14.29%

JANUARY 2009 - PCS Travel
PCS Travel ALL ARC DFRC GRC GSFC HQ JSC KSC LaRC MSFC NSSC SSC
Total Vouchers 59 1 5 6 4 9 12 3 11 6 2
Center Rework 0

0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00%
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Service Delivery Priorities

• Stabilization and building customer confidence in Accounts Payable  
• Stabilization and building customer confidence in Benefits Counseling
• Transition and stabilization of Grants Letter of Credit Payments
• Continued Emphasis on Employee Responsiveness
• Identifying and implementing process efficiencies-automation, self-

help, etc. 
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ARC Center Utilization Report
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DFRC Center Utilization Report
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GRC Center Utilization Report
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GSFC Center Utilization Report
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HQ Center Utilization Report
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HQ Agency Center Utilization Report
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HQ OIG Center Utilization Report
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JSC Center Utilization Report
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KSC Center Utilization Report
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LARC Center Utilization Report
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MSFC Center Utilization Report
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SSC Center Utilization Report
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Special Projects

Center Project 

Funding 
Received

Current 
Month 
Cost

ITD Cost Remaining 
Balance

% Remaining
Balance

HQ-OCIO Enterprise License Management $636,500 $49,000 $483,500 $153,000 24%

HQ-OCIO Agency Records Control Project $  25,590 $          - $          - $   25,590 100%
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