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Introduction











PURPOSE.  This chapter provides guidance to Army Internal Review (IR) offices when establishing Performance Measures and Goals.  It provides some insight into the satisfaction level of IR customers throughout the Army and a basis for comparison of their local operations and accomplishments.  Finally, it establishes Army level performance and customer satisfaction goals that can be used as benchmarks for Army Staff, MACOMs, and local IR offices.
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 DEFINITIONS.  





Performance Measures – Statistical, outcome-based data points used to judge performance levels in a number of areas identified by the IR community as critical to sustained success.





Direct Time: The time of IR personnel chargeable to a specific engagement.  This time would normally be billed to a client in private industry.  To be considered an engagement, the work should require not less than four hours to complete.  Time will be measured in auditor days.





Indirect Time: All time not considered Direct Time.  This is non-specific administrative overhead that would not normally be billed to a client in the private sector.  Examples include: personnel management activities, general office management (e.g., acquiring supplies and material, office space management, repair and maintenance of facilities, etc.), staff meetings, preparation of semi-annual and annual reports, training not related to a specific engagement, etc.).





Products and Services – IR offices support local decision-makers with the following products and services.  (This list is not all-inclusive.)





�Financial Audits





Consulting Services





Quick-Response Audits





Management Audits





Management Advisory and Assistance





Audit Liaison





Audit Followup





Process Action Teams





Meeting Facilitation





Management Control Training & Advice





�Flowcharting and Modeling





Process Analysis and Statistical Sampling





Procedures, SOP and Regulation Development





Unit Climate Survey





Validation Visits





Business Plan Development and Proposals





Army Performance Improvement Criteria (Baldrige Evaluations)





Source Selection Boards





Cost-Benefit Analysis





Assists in Development of Performance Measures





Assists in Development of Strategic Plans





Investigations





Assisting  Outside Agencies





e.	Monetary Benefits - Benefits that accrue as a result of auditor recommendations can often be measured in terms of monetary savings.  These savings can be either one-time or recurring in nature.  The professional auditor has an obligation to calculate and report to management potential monetary savings.  Such reporting assists management in understanding the significance of conditions being reported and can often underscore the value added to the command by the IR office.





		Nonmonetary Benefits – The results achieved by IR auditors often cannot be measured and expressed in monetary terms.  Such benefits may stem from recommendations that relate to improved readiness, personnel safety, reduced environmental risks, organizational structure, etc.  These benefits may or may not be capable of expression in other quantitative measures.  





EXECUTIVE POLICY.  There are any number of factors that can affect performance of an IR Office.  For example: the areas audited, the scope of the work requests, the time allotted for the work, size of staff, and management’s needs serve to dictate the amount of monetary benefits generated.  Another factor would be the number of engagements performed. The types of services performed, the amount of liaison work, and the scope of the work undertaken will also impact performance.  It is for these reasons that performance for local IR Offices may differ greatly from performance standards established at Army level.  Commanders and IR Chiefs are encouraged to establish performance measures/ goals based on local data/goals compiled over the past several years.  It is recommended that FY96 data be used as a baseline because it was the first full year where IR services had been reengineered to encompass a broader definition.  MACOM and large DA Staff elements should benchmark against the overall Army performance results.  Data submitted in semi-annual reports will enable these activities to establish command-level figures for comparison.  





Our primary focus centers around providing professional internal audit products and services to our customers.  Therefore, customer satisfaction will be the hallmark of our success.  All IR offices are encouraged to use customer satisfaction surveys after each engagement.  The surveys can help you monitor trends and improve your products and services; thereby increasing customer satisfaction at the local level.  





This guide contains the results of our Army-wide Customer Satisfaction Survey as well as a copy of the actual survey questionnaire.  Further, you’ll notice that most performance measurement areas include the level of customer satisfaction.  We’ve even identified the specific questions used in compiling the results and establishing our performance goals.  By using the same questionnaire or by modifying it to meet your specific needs, you can readily determine how your score compares with Army scores. Please note also that customer satisfaction data has been broken down into three elements – Active Component, National Guard and Army Reserve.  This will enable more appropriate comparisons based on similar operating environments.





Performance results will be dynamic in that they will be reviewed annually and adjusted as required.








REPORTING.  Local IR Offices submit a number of reports, both annual and semi-annual, through their next higher headquarters to the Director of Financial Reporting and Internal Review.  These reports serve to portray the level of internal audit operating within the Federal government, Department of Defense and, in our case, the US Army.  			


�


An objective of Army IR leadership is to minimize new reporting requirements for performance monitoring, to simplify current reporting processes, and, where


possible, to utilize information already being developed and maintained by local


IR Offices.  





Section VI of this Guide sets forth new semi-annual reporting procedures that should not create additional workload for local offices.  The requirements of the Department of Defense Annual Time Report, the Semi-annual Report to Congress (RCS-IG(SA) 1717, and the Semi-annual Synopsis of Significant Audits are combined into one semi-annual report.  Submission of the reports will be via the ASA(FM&C), Internal Review Web Site.  Information has been added to track the number of advanced degrees and professional certifications obtained by IR personnel.  The latter information should be readily available to IR supervisors from individual training history files. 





Semi-annual reports will be due on 30 April and 31 October beginning in October 1998.  Instructions for completion of the report are in Section VI. 
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CONTENTS.  This Chapter includes the following information:





Strategic Plan





Army Performance Measures





Army Performance Goals





Customer Satisfaction Survey Results





Customer Satisfaction Survey Model





Semi-annual Reporting
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The semi-annual report is to be submitted via the ASA(FM&C) Homepage; thereby eliminating hard copy reporting.  This was part of the FM Redesign!  























