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SBIR / STTR – PHASE II
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Customer Contact Center
Average Speed of Answer (Non-Satern)
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Initial Call Resolution
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Customer Contact Center
Customer Inquiries Resolved (by Category and Type)
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Customer Inquiries Resolved by Center

October 2009 Page 37



Customer Contact Center
Customer Inquiries Resolved (Resolution by Days)
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Customer Contact Center
Customer Satisfaction Survey
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Customer Service Web
Visits By Center
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Customer Service Web Site Communities
Visits By Center
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Document Imaging
Documents Processed (By Category and Type)
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Financial Management
NQIP* Rework

October 2009 Page 43

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
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• The Following activities had no documented failures during 
the October reporting period:

• PCS Travel
• Relocation Assistance – Prudential
• Grants & Cooperative Agreements
• SES Appointments



NSSC Strategic Objectives
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S1 Customer Confidence and Loyalty

S2 Increase Customer Satisfaction

S3 Expand and Enhance Customer Communications

S4 Maintain an Environment of Fiscal Accountability

S5 Continuous Improvement

S6 Meet / Exceed Targets for Performance

S7 New Business

S8 Attract, Develop, and Retain a High Quality Diverse Workforce



ARC Center Utilization Report
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Note: October training purchases totaled -$953 
and conference purchases totaled $9,420, for a 
net of $8,467.   The entire $8,467 must be 
liquidated against PY10 funds because SAP 
will not allow credits to be posted and 
conferences purchases must use PY10 funds.



DFRC Center Utilization Report
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Note: October training purchases totaled           
-$2,667 and conference purchases totaled 
$2,745, for a net of $78.   The entire $78 must 
be liquidated against PY10 funds because SAP 
will not allow credits to be posted and 
conferences purchases must use PY10 funds.



GRC Center Utilization Report
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Note: October training purchases of $9,291 
can be liquidated against PY09 Carryforward
Funds.  However, October conference 
purchases of $2,242 must be liquidated against 
PY10 funds.



GSFC Center Utilization Report

October 2009 Page 51

Note: October training purchases of $38,017 
can be liquidated against PY09 Carryforward
Funds.  However, October conference 
purchases of $345 must be liquidated against 
PY10 funds.



HQ Center Utilization Report
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Note: October training purchases of $14,538 
can be liquidated against PY09 Carryforward
Funds.  However, October conference 
purchases of $1,317 must be liquidated against 
PY10 funds.



HQ Agency Center Utilization Report
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HQ OCIO Center Utilization Report
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HQ OIG Center Utilization Report
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Note: October training purchases of $24,393 
can be liquidated against PY09 Carryforward
Funds.  There were no October conference 
purchases – all conference purchases must be 
liquidated against PY10 funds.



JSC Center Utilization Report
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Note: October training purchases of $237,714 
can be liquidated against PY09 Carryforward
Funds.  However, October conference 
purchases of $11,723 must be liquidated 
against PY10 funds.



KSC Center Utilization Report
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Note: October training purchases of $70,142 
can be liquidated against PY09 Carryforward
Funds.  There were no October conference 
purchases – all conference purchases must be 
liquidated against PY10 funds.



LaRC Center Utilization Report
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Note: October training purchases of $75,097 
can be liquidated against PY09 Carryforward
Funds.  However, October conference 
purchases of $700 must be liquidated against 
PY10 funds.



MSFC Center Utilization Report
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Note: October training purchases of $164,617 
can be liquidated against PY09 Carryforward
Funds.  However, October conference 
purchases of $4,840 must be liquidated against 
PY10 funds.



SSC Center Utilization Report
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Note: October training purchases of $27,243 
can be liquidated against PY09 Carryforward
Funds.  There were no October conference 
purchases – all conference purchases must be 
liquidated against PY10 funds.



ARMD Utilization Report
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ESMD Utilization Report
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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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