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Appendix 2 (Morale, Welfare and Recreation) to Annex L (Well-Being of Our People)

1.  Purpose:


a.  As the Army positions itself to move into the 21st century it will rely on its people to accomplish the diverse missions currently envisioned.  To ensure that USAREUR/ 7th Army MWR Program continues to contribute to the readiness and qualit2y of life of Force XXI, the leadership recently updated the USAREUR/7th Army MWR Strategic Business Plan (SBP).


b.  This document incorporates the changes to the updated DA MWR strategic action plan (Change 4, October 1998) and is the second revision to the USAREUR/7th Army plan published in 1995.  The planning process that was used to update the SBP validated the MWR strategic direction and developed some new initiatives that will ensure that the USAREUR/7A MWR program continues to meet the current and future MWR needs of our customer and our commanders.  While the USAREUR/7A MWR strategic direction remains unchanged, the Mission, Vision and Guiding Principles were clarified to move MWR into the new millenium.

2.  Mission:  The MWR Mission defines the purpose of the program. It describes what we do and whom we do it for.  USAREUR/7A MWR Mission is to create and maintain MWR programs and services for America’s Army in Europe.

3.  Execution:  The MWR Vision  describes the future we must shape to be able to continue to accomplish our mission.  It defines the customer-based outcomes each member of the MWR Community strives to achieve.  The USAREUR/7A MWR Vision is“First Choice” Delivered by the Best to the Most Deserving”.


a.  MWR Guiding Principles reinforce the MWR Organizational Values. They proscribe how we operate, treat our customers and each other, and provide the philosophical basis for leadership’s decision-making:



(1)  MWR programs will be resourced & managed IAW Congressional/ DOD/DA/USAREUR intent/mandates and sound business practices.




(2)  MWR supports readiness, retention, and recruiting.




(3)  The MWR program customer is America’s Army and its partners in USAREUR.




(4)  The MWR program is customer-driven.




(5)  NAF will be returned to customers through provision of market-driven MWR services, activities, and capital improvements.




(6)  The MWR workforce is our most valuable resource.




(7)  Resourcing and use of APF is of critical importance to MWR in an overseas environment.




(8)  A corporate process will provide stewardship of MWR programs and funding.



b.  USAREUR/7A MWR Values:



(a)  Candor:  Being frank, open, honest and sincere.  “Telling the truth”



(b)  Commitment:  Willingly, consistently carrying out the goals of the organization, the Army and the nation.  Excellence driven.  Customer focused.  “Going the extra mile”



(c)  Competence:  Obtaining, maintaining and applying knowledge, skills and abilities to do the job right.  “Giving your best, nothing less”



(d)  Courage:  Facing and accepting challenges.  Standing up for what you believe is right.  “Undaunted by personal fears”



(e)  Duty:  Acting through a personal sense of obligation to the organization, the Army and the nation.  “Doing what’s needed because you want to”



(f)  Loyalty:  Willingly, consistently supporting the organization and its people.  “Always faithful”



(g)  Integrity:  Living within the spirit as well as the word of the “law”; avoiding deception.  “Word is bond”



(h)  Selfless service:  Putting needs of the organization above personal advantage and self-serving interests.  “Mission First.”



(i)  Stratiegic Direction:  The MWR strategic direction allows us to accommodate the uniqueness’ of the USAREUR operating environment while supporting the goals and objectives of the Updated DA MWR Strategic Action Plan.  The MWR SBP provides a road map to follow.  It is based on the following


c.  Planning Assumptions, which must be periodically tested to assure that they are still valid:



(1)  The NIBD standard will be difficult to achieve (10%).




(2)  Indirect income will continue to decline.




(3)  Competition for APF funding will remain intense. 




(4)  The Theater stationing plan will not be completed in the near term. 



(5)  Force Protection will continue to impact MWR.




(6)  Use of USA Funding Practice in USAREUR may continue to be more restrictive than the DA policy.


d.  The SBP contains seven goals.  The MWR Corporate Planning Group (CPG), comprised of representatives from MWR organizations at the Base Support Battalions, Area Support Groups and Major Command Headquarters, developed these goals that define the future vision.  The goals were derived from an analysis of the MWR Key Business Drivers (KBDs), the success factors specific to mission accomplishment.  A failure in any one KBDs will cause the organization to fail in its mission.  The goals provide the means for the MWR Leadership to ensure success in each of the KBDs.  The relationship between the KBDs and the MWR Goals is shown below:




Provide program management.




Deliver programs and services.


Goal 5: Acquire and maintain facilities and equipment that 









e.  Key Performance Indicators (KPI) provide the means to evaluate performance in a KBD. The KBD linkage to the Army Performance Improvement Criteria (APIC) is shown below:






Operational performance.

Financial performance.

Customer satisfaction.




Operational performance.







f.  Key Business Processes (KBP)



(1)  Central to success in our KBD is the identification of Key Business Processes (KBP).   A process is any activity or group of activities that takes an input, adds value to it, and provides an output to an internal or external customer.  A KBP is one that the output is central to the accomplishment of a KBD.  KBP flow horizontally across the organization’s vertical functions.  Each has its own unique management demands and information requirements.  Continued failure in any of these KBP would seriously jeopardize mission accomplishment. Outlined below are the five macro-process and the supporting micro-processes that were identified during the planning workshop:

Corporate Leadership: 



Advocacy


Decision making


Directing


Planning


Policy


Process improvement

Programming 




Resource Management:


Automation

Budgeting

Capitol Improvement

Environment

Information Systems

Maintenance






(2)  For each goal, the CPG developed objectives.  These objectives define goal accomplishment. To measure progress toward goal accomplishment, they identified the KPI to develop performance based outcome measurements for the MWR SBP objectives. Shown below are the MWR Goals and the KPI for each objective:






Goal 3:  Recruit, develop, and sustain a professional workforce.






Goal 6: Provide customer-responsive support services.






(3)  In order to accomplish the objectives, they developed key supporting actions.  Each identifies the: what, who, when, how much, and has a measure of success.  For planning purposes, they estimated as none (N), low < 100K (L), medium 101K-1 M (M), or high > 1 M (H).  Exact cost still must be determined to resource the SBP.


g.  The MWR SBP Goals, Objectives with performance based outcome measurements, and key actions with measures of success are outlined in the following pages.  Collectively, when implemented, they will be the catalysts to transform the MWR Program. This transformation is the MWR Vision, “First Choice” Delivered by the Best to the Most Deserving.  Making the vision a reality will ensure continuous mission accomplishment and a MWR program that is:



(1)  Establish an implementation management structure:  A dedicated person is responsible for the administrative details associated with a review and analysis process, annual reviews, plan updates, briefings, obtaining measurements for objectives, FY targets, etc.



(2)  Fix responsibility: A specific person is assigned responsibility for monitoring progress towards the accomplishment of each goal.



(3)  Deploy the SBP:  ASG/BSB and MWR staff functional proponents use the SBP as the basis for development and implementation of supporting annual Operational Business Plans.



(4)  Develop realistic measurements:  Determine existing baseline from available data.  The first IPR will establish an end state for each objective and develop the associated FY targets.



(5)  Conduct periodic reviews: IPR are held quarterly to review progress towards goal accomplishment using objective FY targets.  An annual SBP update is held to review planning assumptions, make necessary changes to objectives/key actions, and prioritize resources to maintain the forward progress.



(6)  Link to the budget: The MWR SBP annual review and update are linked to the preparation of the annual budget guidance to ensure that the SBP, not the budget drives the program.  The annual SBP review is the initial step in the preparation of the budget guidance.  The budget process converts program goals to funding targets.



(7)  Link to the rewards system: Performance ratings are based, in part, on the responsible individual’s accomplishment of assigned key actions. Awards and recognition for exceeding timelines and performance standards are part of the culture


4.  The USAREUR/7A MWR Financial Objective  In order to provide the resources to achieve the transformation, the MWR Leadership adopted a financial strategy to maintain a balance between income and expenses.  Central to the success of this strategy is the accomplishment of the MWR financial objective:


a.  USAREUR MWR will ensure all income minus all expenses yields sufficient revenue to accomplish the day to day mission, meet the DA MWR APF support targets, shape the future vision, and generate NIBD of at least 8 % of revenue, while maintaining One Fund fiscal self-sufficiency (cash to debt ratio of 1.0/1.0).


b.  The USAREUR MWR Program has made significant improvement since the original  MWR Strategic Plan was published in 1995.  The MWR SABP is now our “way forward” to continue that progress. The journey will take several more years.  To ensure our plan remains a living document, every Community must understand the direction we are headed and alert his or her chain of command when we begin drifting off course.  Those closest to our customers will be in the best position to determine how well our efforts are translating to our customers. Timely two way communications will ensure that, as we move into the 21st century, well on the way to accomplishing our vision.

5.  GOALS AND OBJECTIVES:


a.  Goal 1:  Corporate leadership provides vision, policy, direction, and advocacy to resource and operate MWR programs.

Objective 1.1: Sustain a corporate planning process.


Performance Area:  Strategic Performance.


Performance Measure:  Number of SBP milestones met / exceeded.


Milestones:
Baseline: 0%
FY01 Target: 70%
FY02 Target: 85%



FY03 Target: 90%
FY04 Target: 92%
End State:  98%

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	1.1.1
	Conduct IPRs on SBP to monitor milestones, report progress, improve business results, and make management decisions based on goals, objectives and performance measures.
	1st IPR conducted for EXCOM
	
	MWRD-SB 
	MWRD / ASG/BSB 
	3Q, 00
	N

	1.1.2
	Finalize revision of USAREUR One Fund Charter.
	Revision approved
	
	MWRD-OF
	EXCOM/BCC
	2Q, 00
	N

	1.1.3


	Deploy the USAREUR MWR SBP to the ASG level.
	ASG / BSB supporting plans developed.
	
	ASG, DCA
	MWRD
	2Q, 01
	N

	1.1.4


	Review and update the SBP annually and link updates to the budget cycle.
	SBP updated annually and linked to the budget cycle.
	
	CPG

MWRD-OF

PER RMO
	DCSRM
	1Q, 01
	N

	1.1.5
	Reevaluate corporate structure at the MACOM HQ.
	Benchmark against other MACOM overhead
	
	MWRD-SB

EXCOM
	ASG/BSB
	3Q, 00


	N

	1.1.6


	Establish  overhead standards for HQ, ASG, and BSB. as a percent of total revenue. 
	Standards adopted
	
	EXCOM/BCC
	MWRD-SP

ASG/BSB
	4Q, 00


	N

	1.1.7


	Study consolidation opportunities for overhead.
	Study complete and recommendations made
	
	WG 

MWRD
	ASG/BSB
	3Q, 00
	N

	1.1.8


	Study divisional structure at non-operational ASGs per WG recommendations
	Study completed and recommendations made
	
	WG
	MWRD/

ASG/BSB
	3Q, 00
	N


Objective 1.2: Deliver performance based MWR programs consistent with Army goals & objectives.


Performance Area: Operational Performance.


Performance Measure: Number of DA Mission Box, ISR and Baseline Quality Standards met.


DA Mission Box:   Baseline: 0%
FY01 Target: 70%
FY02 Target: 85%



FY03 Target: 90%
FY04 Target: 92%
End State:  98%


ISR:
Baseline: 0%
FY01 Target: 70%
FY02 Target: 85%



FY03 Target: 90%
FY04 Target: 92%
End State:  98%


QOL Standards:      Baseline: 0%
FY01 Target: 70%
FY02 Target: 85%



FY03 Target: 90%
FY04 Target: 92%
End State:  98%

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	1.2.1
	Review and revise USAREUR QOL Standards 4TH Edition.
	QOL Standards revised
	
	MWRD-SP
	IMSD

ASG/BSB
	2Q, 00
	N

	1.2.2


	Evaluate ISR results and Develop a Performance Improvement Plan.
	Plan Developed
	
	ASG / BSB
	IMSD

MWRD-SP
	3Q, 01
	N

	1.2.3


	Achieve DA MWR Mission Box Standards.
	Standards met
	
	ASG / BSB
	MWRD
	4Q, 04
	N


Objective 1.3: Supports MWR as its corporate advocate.


Performance Area: Operational Performance.


Performance Measure:  Percent of issues resolved


Issues Resolved (%):   Baseline: 0%
FY01 Target: 70%
FY02 Target: 85%



FY03 Target: 90%
FY04 Target: 92%
End State:  98%

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	1.3.1


	Partner with ODCSRM to remove USAREUR-specific restrictions on MWR USA practice
	Restrictions Removed
	
	MWRD-OF

PER RMO
	ODCSRM
	2Q, 00
	N

	1.3.2
	Advocate to PARC to authorize small purchase warrants ($5K) that will increase IMPAC single purchase limit to $25K
	Limit Increased
	
	MWRD-SB
	PARC


	3Q, 00
	N

	1.3.3


	Test a NAF like hiring system for GS-5 and below.
	Test initiated
	
	MWRD-SB
	CHRMA


	3Q, 00
	N

	1.3.4


	Advocate clear guidance and responsibility for deployment.
	Clear Policy developed
	
	MWRD-RB


	ODCSOPS
	3Q, 00
	N

	1.3.5
	Advocate for exception to the 5-year rule because of its adverse impact on business.
	Impact quantified: Exception granted
	
	MWRD-SP


	CHRMA
	3Q, 00
	N

	1.3.6


	Advocate for business based LQA practice.
	Business based LQA standards adopted
	
	MWRD-SP
	CHRMA
	4Q, 00
	N



b.  Goal 2: Provide customer-driven and valued MWR programs

Objective 2.1: Provide quality, customer driven programs that enhance quality of life and generate sufficient revenue to sustain MWR.


Performance Areas: Customer Satisfaction and Operational Performance.


Performance Measure: customer satisfaction, participation, increased revenue, and decreased total expenses


Increased Customer Satisfaction:



Baseline:       3.65*
FY01 Target:3.66
FY02 Target: 3.68



FY03 Target: 3.70
FY04 Target: 3.72
End State:  3.75

* Aggregate mean rating of overall quality in all USAREUR facilities from the Leisure Needs Survey for baseline and FY XX.  Future figures will be captured by the annual customer satisfaction survey.  Rating scale is 1 – 5 with 5 being very good.


Increased Participation



Baseline:        24.0%*
FY01 Target: 24.5%
FY02 Target: 25.0%



FY03 Target: 25.0%
FY04 Target: 25.0%
End State:  26.0%

* Aggregate mean percentage of people who have used MWR facilities in the last 12 months. Extracted from the Leisure Needs Survey for baseline and FY XX.  Future figures will be captured by the annual customer satisfaction survey.


Increased Revenue (as a percent of FY 00) *



Baseline:
FY01 Target: 
FY02 Target:



FY03 Target:
FY04 Target:
End State: 


Reduced Total Costs (as a percent of Total Revenue)*



Baseline:
FY01 Target: 
FY02 Target:



FY03 Target:
FY04 Target:
End State:

*Both revenues and expenses are adjusted for loss of Army Guest House in FY01 and outyears.

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	2.1.1
	Identify, develop and resource corporate new business initiatives for implementation; e.g., marketing cable TV & telephony services, private storage, etc.
	EXCOM and BCC Approval of business initiatives
	
	MWRD-BB
	CFSC, AAFES, ASG/BSB
	3Q, 00
	M

	2.1.2


	Develop a food and beverage enhancement plan that includes outsourcing options
	Plan Developed
	
	MWRD-BB
	CFSC, BSB/ASG, AAFES
	3Q, 00
	N

	2.1.3


	Determine how RDS will be implemented.
	RDS Implemented
	
	ASG/BSB
	MWRD-RB
	4Q, 01
	N

	2.1.4


	Implement Operation Excellence Program throughout USAREUR
	Each BSB has a customer  service training program with 75% of staff trained.
	
	BSB
	MWRD-TG

ASG
	4Q, 00
	L

	2.1.5


	Implement standardized CYS organization and programs
	Meets baseline mission box standards
	
	BSB
	ASG
	4Q, 00
	N

	2.1.6
	Accredit each ACS and meet Army mission box standards
	Accreditation achieved
	
	MWRD-FB
	ASG/BSB

CFSC
	4Q, 03
	N

	2.1.7


	Accredit CDC and SAS programs
	Meet mission box standards
	
	MWRD-FB
	ASG/BSB

CFSC
	4Q, 01
	N

	2.1.8
	Increase military housing units licensed as family childcare homes to 10% 
	Percentage of homes licensed 
	
	/BSB
	MWRD-FB ASG
	4Q, 04
	N

	2.1.9
	Develop and implement standardized measurement system for customer service.
	System implemented in each BSB
	
	BSB
	Marketing

MK-COEs ASG
	1Q, 02
	L

	2.1.10
	Implement corporate new business initiatives approved by EXCOM IAW action 2.1.1
	Business operational
	
	MWRD-BB 
	ASG/BSB
	2Q, 01
	M

	2.1.11
	Implement Army sports and fitness initiatives
	Meet mission box standards
	
	ASG/BSB
	MWRD-RB

CFSC
	CFSC Timeline
	H


Objective 2.2: Provide marketing services that enhance program delivery and increase customer participation.


Performance Areas: Operational Performance.


Performance Measure: Participation and Total Revenue


Increased Participation



Baseline:24.0%*
FY01 Target: 24.5%
FY02 Target: 25.0%



FY03 Target: 25.0%
FY04 Target: 25.0%
End State:  26.0%

* Aggregate mean percentage of people who have used MWR facilities in the last 12 months. Extracted from the Leisure Needs Survey for baseline and FY XX.  Future figures will be captured by the annual customer satisfaction survey.


Increased Revenue (as a percent of FY 99)



Baseline:
FY01 Target: +1%
FY02 Target:



FY03 Target:
FY04 Target:
End State: 

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	2.2.1


	Establish working group to develop corporate plan for marketing services
	Corporate plan developed, approved by BCC and implemented
	
	WG

MWRD-SB


	EXCOM
	1Q, 01
	N

	2.2.2
	Finalize commercial sponsorship recommendation of Support Services working group
	Recommendation approved by BCC and implemented
	
	WG

MWRD-SB
	EXCOM
	4Q, 00
	N

	
	
	
	
	
	
	
	



c.  Goal 3: Recruit, develop, and sustain a professional workforce.

Objective 3.1: Attract and sustain a highly motivated and professional workforce.


Performance Areas:  Management Satisfaction.


Performance Measure: Increased management satisfaction with the motivation and professionalism of the workforce and increased employee satisfaction.

Management Satisfaction with workforce motivation and professionalism 



Baseline:*
FY01 Target: 
FY02 Target:



FY03 Target:
FY04 Target:
End State:

*Baseline will be established in 2Q, 00 by administering a manager survey and performing interviews.  Annual follow- up.

Employee Satisfaction 



Baseline:*
FY01 Target:
FY02 Target:



FY03 Target:
FY04 Target:
End State:

*Baseline will be established in 2Q, 00 by administering an employee survey and performing interviews.  Annual follow-up.

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	3.1.1
	Include non-managerial / skill-level training in Individual Development Plans for each employee.
	IDP updated annually
	
	MWRD-TG.

BSB
	
	3Q, 00


	N

	3.1.2
	Develop, prioritize and implement a long-term strategy to eliminate individual training shortfalls.
	 Training shortfalls eliminated
	
	MWRD-TG


	ASG/BSB
	3Q, 00
	N

	3.1.3
	Establish training coordinator at ASGs.
	Position Established
	
	ASG
	DCSPER-MNPWR

MWRD-OF
	1Q, 02
	M

	3.1.4
	Develop and administer management satisfaction survey
	First survey administered
	
	MWRD-MK
	ASG/BSB,

CPD/CHRMA
	2Q, 00
	L


Objective 3.2: Enhance the quality of work life.


Performance Areas: Employee Satisfaction.


Performance Measure: Increased employee satisfaction.


Employee Satisfaction 



Baseline:* 
FY01 Target:
FY02 Target:



FY03 Target:
FY04 Target:
End State:

*Baseline will be established in 2Q, 00 by administering an employee survey and performing interviews.  Annual follow-up.

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	3.2.1


	Develop and implement employee exit survey
	Survey Implemented
	
	CPD/
	ASG/

BSB
	4Q, 00
	N

	3.2.2


	Develop and implement a plan to improve the quality of work life based on feedback from the DA MWR Army-wide employee survey and USAREUR exit survey.
	Plan implemented
	
	MWRD-SB


	BSB/ASG

MWRD-All
	1Q, 01
	L

	3.2.3
	Develop incentive program for managers.
	Program developed
	
	MWRD


	ASG/BSB
	1Q, 01
	M

	3.2.4
	Develop and conduct an employee satisfaction survey for all MWR employees
	First survey conducted
	
	MWRD-MK
	ASG/BSB
	4Q, 00
	L



d.  Goal 4: Optimize the effective management of resources

Objective 4.1: Ensure Fiscal Sustainability, Necessary Capital Reinvestment and Achievement of DOD / DA Standards.


Performance Areas: Financial Performance.


Performance Measure:  Compliance with DA Mission Box Standards and USAREUR Baseline Standards and Cost Savings/ Avoidance


Percent of DA Mission Box Standards met



Baseline:*
FY01 Target:
FY02 Target:



FY03 Target:
FY04 Target:
End State:


Percent of USAREUR Baseline Standards met



Baseline:*
FY01 Target:
FY02 Target:



FY03 Target:
FY04 Target:
End State:


Reduced Total Costs (as a percent of Total Revenue)



Baseline:
FY00 Target: 
FY01 Target:



FY02 Target:
FY03 Target:
End State:

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	4.1.1
	Determined Delta between current QOL Standards and Actual Requirements (Authorized APF)
	Identify the Amount (Total Requirements less Current Funding Level = Shortfall )

 
	
	PER-RMO

MWRD-OF
	DCSRM

ASG 
	2Q, 00

4Q, 00


	N



	4.1.2
	Track DA Program Budget Guidance (PBG) to USAREUR Resource Guidance (RG) to Actual APF Funding Execution.
	Variance analysis completed
	
	PER-RMO

MWRD-OF


	DCSRM

ASG
	2Q, 00


	N

	4.1.3


	Prepare and Submit All MWR out-year UFRs in POM and submit current year UFRs IAW the command cycle
	Requirements Submitted  IAW POM Cycle
	
	PER-RMO
	DCSRM

MWRD-All

ASG
	1Q, 01

for

FY02
	N

	4.1.4


	Develop Comprehensive MWR QOL Standards 5th Edition (For all programs/Cmd Control, Oversight Requirements) 
	Standards, Staffed and Approved
	
	PER-RMO

MWRD-All
	DCSRM

ASG
	2Q, 00


	N

	4.1.5


	Fully Implement MWR USA Practice IAW DA Intent
	DA practice implemented
	
	PER-RMO 

MWR-OF
	ASG

DCSRM
	2Q, 00
	N



e.  Goal 5: Acquire and maintain facilities and equipment that support program needs.

Objective 5.1: Develop and Implement an MWR Capital Improvement Plan


Performance Areas:  Customer Satisfaction.


Performance Measure: ISR facility standards


Increased Customer Satisfaction



Baseline: 3.62*
FY01 Target:3.64
FY02 Target: 3.67



FY03 Target: 3.70
FY04 Target: 3.72
End State:  3.75

* Aggregate mean rating of overall quality in all USAREUR facilities from the Leisure Needs Survey for baseline and FY XX.  Future figures will be captured by the annual customer satisfaction survey.  Rating scale is 1 – 5 with 5 being very good.


Percent of ISR facility standards met



Baseline: 0%
FY01 Target: 70%
FY02 Target: 85%



FY03 Target: 90%
FY04 Target: 92%
End State: 98%

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	5.1.1
	Develop a Standards-Based Assessment Methodology
	Standards Develop
	
	MWRD-SB


	ASG

BSB
	3Q, 00
	N

	5.1.2
	Conduct Assessment of Requirements
	Assessment Complete
	
	MWRD-SB

ASG/BSB
	DPW
	4Q, 00
	N



	5.1.3
	Develop Funding Strategy
	Strategy Completed and Published
	
	MWRD

EXCOM
	ASG

DCSRM
	2Q, 01
	N


Objective 5-2: Clarify the MWR Construction Process


Performance Areas: Operational Performance.


Performance Measure: Guidance published .

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	5.2.1
	Assess How and How Well the MWR Facility Design & Construction Process Works
	Assessment Completed
	
	MWRD-SB
	DCSENG

DPW
	4Q, 00
	N

	5.2.2


	Develop Facilities Planning Guide
	Guide Completed
	
	MWRD
	ASG/BSB
	4Q, 01
	N

	
	
	
	
	
	
	
	



f.  Goal 6: Provide customer-responsive Support Services

Objective 6.1: Optimize systems effectiveness of MWR Support Services.


Performance Areas: Customer Satisfaction


Performance Measure: Internal Customer Satisfaction


Increased Internal Customer Satisfaction



Baseline: *
FY01 Target:
FY02 Target: 



FY03 Target: 
FY04 Target: 
End State: 

* Aggregate rating for each support service on an internal customer survey of each support service. Survey conducted annually. 

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	6.1.1.
	Constitute WG on internal support services to identify baseline standards (Marketing, FMD, PBO, Motorpool, Contracting, Automation, Warehousing and Training.
	Clearly identified standards that are qualifiable as determined by the customer with the supplier.
	
	WGs

MWRD-ALL 
	MWRD/ASG/BSB
	3Q, 00
	N

	6.1.2.
	Constitute WG (same) on external  support services to identify baseline standards (CPAC and CAD)
	Clearly identified standards that are qualifiable as determined by the customer with the supplier.
	
	WGs

MWRD-OF
	MWRD/ASG/BSB
	3Q, 00
	N

	6.1.3


	Validate internal and external standards against benchmarks, if available
	Valid and accepted standards
	
	WGs

MWRD-ALL
	MWRD/ASG/BSB
	4Q, 00
	N

	6.1.4.  
	Develop date collection instrument and process
	Valid and accepted instrument and process
	
	WGs

MWRD-SP
	MWRD/ASG/BSB/DCSRM
	4Q, 00
	N

	6.1.5


	Conduct assessment and provide feedback to supplier and customer
	Valid data
	
	WGs

MWRD-SP
	MWRD/ASG/BSB/DCSRM
	1Q, 01
	L

	6.1.6
	Conduct IPR to evaluate data and make recommendations for changes if appropriate.
	IPR is conducted and adjustments made if appropriate.
	
	WGs,

EXCOM
	MWRD/ASG/BSB/DCSRM
	2Q, 01
	N

	
	
	
	
	
	
	
	


Objective 6.2: Capitalize on existing and new technology to enhance delivery and management of MWR support services.


Performance Areas: Operational Performance


Performance Measure: Percent of equipment requirements met.


Percent of equipment requirements purchased.



Baseline: 0%
FY01 Target: 20%
FY02 Target: 30%*



FY03 Target: 40%*
FY04 Target: 50%*
End State:  98%


* Aggregate percentage measure over base year FY 00

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	6.2.1  
	Develop and implement a life-cycle sustainment plan for facilities, furniture, fixtures and equipment for each of the support services.
	A valid plan is developed
	
	PM for each support service
	MWRD

ASG/BSB
	4Q. 00
	N

	6.2.2 


	Develop system to validate life-cycle sustainment plan against depreciation schedules and CPMC budgets.
	A valid assessment instrument 
	
	MWRD-OF

PER-RMO
	MWRD/ASG/BSB/DCSRM
	4Q, 00
	N

	6.2.3


	Integrate and prioritize capital requirements based on cash flow
	Plan finalized
	
	MWRD-OF EXCOM/BCC
	ASG/BSB/
	1Q, 01
	N


Objective 6.3: Instill Positive Customer Service Attitudes in Support Services Workforce.


Performance Areas: Customer Satisfaction


Performance Measure: Improved internal customer satisfaction and percent of support staff trained in customer service.


Increased Internal Customer Satisfaction



Baseline: *
FY01 Target:
FY02 Target: 



FY03 Target: 
FY04 Target: 
End State:

* Aggregate rating for each support service on an internal customer survey of each support service. Survey conducted annually.

Percent of support staff trained. 



Baseline: 0%
FY01 Target: 70%
FY02 Target: 80%*



FY03 Target: 90%*
FY04 Target: 95%*
End State: 98%


* Aggregate percentage measure over base year FY 00

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	6.3.1
	Develop and implement personnel training and retention programs for each of the support services
	Percent of workforce trained

Increased retention
	
	PM 
	MWRD-TG

ASG/BSB 
	3Q, 00
	N

	6.3.2


	Develop and implement internal customer comment satisfaciton system that provides information to program managers and DCA.
	System implemented.
	
	MWRD
	ASG/BSB
	2Q, 01
	L

	
	
	
	
	
	
	
	



g.  Goal 7: Provide a comprehensive, integrated information system

Objective 7.1: Capitalize on existing and new technology to enhance program/service delivery.


Performance Areas: Operational Performance


Performance Measure: Percent of resource requirements (systems, equipment, personnel, etc.) obtained.


Percent of resource requirements obtained.



Baseline: 0%
FY01 Target: 20%*
FY02 Target: 30%*



FY03 Target: 40%*
FY04 Target: 50%*
End State:  98%


* Aggregate percentage measure over base year FY 00

	
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	7.1.1
	Develop list of related needs (architecture,infrastructure, and personnel) that provide better or more cost effective solutions in the USAREUR environment.
	List developed 
	
	WGs 

Automation

MWRD-AM
	MWRD/ASG/ BSB/5th SIGCMD/ CFSC
	3Q, 00
	N

	7.1.2


	Develop list of possible technology solutions (WEB, CITRIX, etc.) that solve list of needs. 
	List developed, feasibility tested, & costs developed. 
	
	WG
	MWRD/ASG/BSB/5th SIGCMD
	1Q, 01
	N

	7.1.3


	Select and implement solutions.
	Solutions implemented
	
	WG
	MWRD/ASG/BSB/5th SIGCMD
	3Q, 01
	M - H

	7.1.4


	Develop mandatory USAREUR standard equipment and software list and contracts in coordination with DA MISSC
	List and contracts established 
	
	WG
	MWRD/ASG/BSB/ 5th SIGCMD/ CFSC
	2Q, 00
	N


Objective 7.2: Provide access to corporate information and/or reports at staff and employee work stations.


Performance Areas: Operational Performance


Performance Measure: Percent of resource requirements obtained.


Percent of resource requirements obtained.



Baseline: 0%
FY01 Target: 20%*
FY02 Target: 30%*



FY03 Target: 40%*
FY04 Target: 50%*
End State: 98%


* Aggregate percentage measure over base year FY 00

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	7.2.1


	Validate USAREUR needs for employee workstations and related connectivity
	Requirement validated and published
	
	MWRD-AM
	ASG/BSB/ DA MISSC
	2Q, 00
	N

	7.2.2


	Develop plan and secure funding to fulfill published needs
	Plan implemented
	
	MWRD-OF

PER-RMO
	PER/ASG/ BSB/5thSGCMD/MISSC
	3Q, 00
	M

	7.2.3


	Develop job related access standard 
	Template published
	
	MWRD-AM


	ASG/BSB/ DA MISSC
	4Q, 00
	N


Objective 7.3: Attract and sustain a highly motivated workforce.


Performance Areas: Operational Performance


Performance Measure: Percent of resource requirements obtained and management satisfaction information services support.


Percent of resource requirements obtained.



Baseline: 0%
FY01 Target: 20%*
FY02 Target: 30%*



FY03 Target: 40%*
FY04 Target: 50%*
End State:  98%

* Aggregate percentage measure over base year FY 00


Management Satisfaction with information services support.



Baseline:*
FY01 Target: 
FY02 Target

:

FY03 Target:
FY04 Target:
End State

*Baseline will be established in 2Q, 00 by administering a manager survey and performing interviews.  Annual follow up.

	#
	Action
	Measure of Success
	Status
	Who
	Coordination
	When
	Costs

	7.3.1
	Determine staffing requirements and validate Information technology positions as ECECS to be funded through APF TDA or by USA
	TDA or signed USA MOA
	
	MWRD-OF

PER RMO


	ASG/BSB DCSRM
	2Q, 00
	 N

	7.3.2
	Develop MIS training program to provide essential skills to users as identified in 7.2
	Training program developed and implemented
	
	MWRD-TG


	ASG/BSB

MIS
	4Q, 00
	N

	7.3.3
	Establish individual training plans and prioritize training requirements based on performance shortfalls.
	Update IDP
	
	ASG/BSB
	MWRD MIS
	4Q, 00
	N

	7.3.4
	Implement training program with appropriate certification for successful completion included in personnel file
	Publish  schedules,  accept enrollments, and conduct classes
	
	ASG

BSB


	MWRD-TG
	1Q, 01
	M

	7.3.5
	Provide Review and Analysis quarterly 
	Publish quarterly R&A report for EXCOM to review
	
	MWRD-TG


	MWRD

ASG/BSB
	2Q, 01
	N

	7.3.6


	Completion of ISO Novell and DA certification training
	Receipt of certificate
	
	DA

MWRD-TG


	DA

MWRD

ASG/BSB
	1Q, 01
	L
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