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August Table of Contents

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* 
• 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 - Quarterly
• Training Purchases Survey - Annual

Procurement **
• Registration/Reimbursement for Internal Training
• 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
• Customer Service Web – Visits by Center
• Customer Service Web Communities

NSSC Quality Improvement 
Program
• Travel Voucher Processing  

Document Imaging

Quality Measurements

Data Source Key:
*    NBID (NSSC Business Intelligence Datamart)
**   Remedy
***  Centergy Manager and Remedy
**** Inquisite
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Scorecard – August Overall
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Scorecard by Center – August
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Scorecard – By Month
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Financial Management
Accounts Payable
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Financial Management
Accounts Payable
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Financial Management
Payroll
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Financial Management
Domestic Travel
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Financial Management
Foreign Travel  
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Financial Management – PCS: Enroute, Miscellaneous, Fixed 
Temporary Quarters, House Hunting Trip 
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Financial Management – PCS: Actual Temporary Quarters, Real 
Estate, Constructive, & all Other Vouchers – FY 09 



Page  13AUGUST 2009

Financial Management
PCS: RITA and ITRA
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Financial Management
Relocation Assistance - Prudential
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Human Resources
Agency Awards and Recognition 
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Human Resources
Registration/Reimbursement for Off-Site Training 
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Human Resources
Registration/Reimbursement for Off-Site Training 
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Human Resources
SES & SES CDP Appointments
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Human Resources
Web Site Development & Maintenance
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Human Resources
Benefits – Retirement Estimates – Monthly 
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Human Resources
Benefits – Retirement Estimates – Cumulative 
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Human Resources
Benefits – Retirement Processing 
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Human Resources – Processing: New Hires, Gov’t
Deposit/Redeposit, Advance Sick Leave – Leave Donor 
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Human Resources
Personnel Action Processing 
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Human Resources
eOPF Maintenance – 15 Day 
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Human Resources
eOPF – Maintenance – 25 Day 
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Procurement
On-Site Training Purchases 
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Procurement
On-Site Training Purchases 
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Procurement
Grants & Cooperative Agreements 
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Procurement
Grants & Cooperative Agreements – Supplements
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Procurement
SBIR / STTR – PHASE I
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Procurement
SBIR / STTR – PHASE II
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Procurement 
Unilateral SBIR - STTR Funding Modifications
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Customer Contact Center
Average Speed of Answer 



Page  35AUGUST 2009

Customer Contact Center
Average Speed of Answer (Non-Satern)
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Customer Contact Center
Initial Call Resolution
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Customer Contact Center
Customer Inquiries (by Category and Type)
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Customer Contact Center
Customer Inquiries Received by Center 
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Customer Contact Center
Resolved Customer Inquiries (Resolution by Days)
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Customer Contact Center
Customer Satisfaction Survey
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Customer Service Web
Visits by Center



Page  42AUGUST 2009

Customer Service Web Site Communities
Visits by Center
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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. The domestic and foreign data is applicable to Travel Manager vouchers only.  *NQIP - NSSC Quality Incentive Program
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Quality Measurements
Domestic & Foreign Travel
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Quality Measurements
AP Interest Penalties & Error Codes
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Quality Measurements
Training Purchases & Personnel Action Processing
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Quality Measurements

• The following activities had no documented failures during the August 
reporting period:

PCS Travel
Relocation Assistance - Prudential
Grants & Cooperative Agreements
SES Appointments
Awards
Benefits
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Document Imaging
Documents Processed (By Category and Type)
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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

August Grant Administration Adjustment

July YTD Corrected Utilization 213

July YTD Billed Utilization 248

Delta -35

August Utilization 56

August Billed Utilization 21
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DFRC Center Utilization Report

August Grant Administration Adjustment

July YTD Corrected Utilization 8

July YTD Billed Utilization 16

Delta -8

August Utilization 1

August Billed Utilization -7
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GRC Center Utilization Report

August Grant Administration Adjustment

July YTD Corrected Utilization 87

July YTD Billed Utilization 142

Delta -55

August Utilization 10

August Billed Utilization -45
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GSFC Center Utilization Report

August Grant Administration Adjustment

July YTD Corrected Utilization 504

July YTD Billed Utilization 884

Delta -380

August Utilization 134

August Billed Utilization -246
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HQ Center Utilization Report

August Grant Administration Adjustment

July YTD Corrected Utilization 1,638

July YTD Billed Utilization 2,026

Delta -388

August Utilization 191

August Billed Utilization -197
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HQ Agency Center Utilization Report
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HQ OCIO Center Utilization Report



Page  57AUGUST 2009

HQ OIG Center Utilization Report
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JSC Center Utilization Report

August Grant Administration Adjustment

July YTD Corrected Utilization 64

July YTD Billed Utilization 100

Delta -36

August Utilization 18

August Billed Utilization -18
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KSC Center Utilization Report

August Grant Administration Adjustment

July YTD Corrected Utilization 13

July YTD Billed Utilization 19

Delta -6

August Utilization 0

August Billed Utilization -6
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LARC Center Utilization Report

August Grant Administration Adjustment

July YTD Corrected Utilization 112

July YTD Billed Utilization 144

Delta -32

August Utilization 21

August Billed Utilization -11
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MSFC Center Utilization Report

August Grant Administration Adjustment

July YTD Corrected Utilization 22

July YTD Billed Utilization 32

Delta -10

August Utilization 6

August Billed Utilization -4
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SSC Center Utilization Report

August Grant Administration Adjustment

July YTD Corrected Utilization 2

July YTD Billed Utilization 8

Delta -6

August Utilization 0

August Billed Utilization -6
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ARMD Utilization Report
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ESMD Utilization Report



Page  65AUGUST 2009

SMD Utilization Report
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SOMD Utilization Report
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EDUC Utilization Report
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Special Projects
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