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“Most militaries do change, but in most cases, it is when wartime pressures, wartime setbacks force them into it … 

Today, we seek to change in a time of relative peace, in a time when 

our country enjoys economic prosperity, and a time when we have both 

a strategic perspective as a leading nation of the world, and also at a time 

when we have the technological potential to do something about it … 

We do have a window of opportunity, and the Army is embarking 

on its most significant change in about a century.”

General Shinseki
HAC Testimony

23 March 2000
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Message From the Program Director, Internal Review

To maximize our contribution to the Army Transformation, a team of Internal Review (IR) auditors developed this strategic plan.  The strategic planning process addresses an organization’s approach on where it wants to be in the future.  It sets the directions, develops the action plans and lays out the performance measures to track progress.

This plan does just that.  It links today’s IR Office auditors to the future.  The strategic plan articulates the key priorities, which may or may not change dramatically over a three to five year period.  It focuses on the vision and direction the IR community needs to go.  It sets forth those actions that must be taken, those enhancements that must occur and the manner these steps can be accomplished.  

The team presented this plan to several IR customers and to the Army IR Steering Group.  It was enthusiastically adopted.  Now we must deploy it.

In short, the plan focuses on three strategic thrusts:

· First, we must develop a world class, customer focused audit service.  

· Second, we must develop a multi-disciplined workforce. 

·  Third, we must maximize resources by utilizing leading edge technology   

       for mission accomplishment.  

We must focus these strategic thrusts to enhance our status as a world-class source of objective, reliable, and timely information for leadership on a global basis.  

This strategic plan is our road map to the future.  Our strategic goals will only be attainable through the collective efforts of each individual auditor in IR Offices worldwide.  So these goals must be fully understood and supported via words and actions.  The goals should be cascaded down to every auditor level in the form of supporting tasks and objectives; right down to entries on auditor individual development plans.  

[image: image7.wmf]I encourage every IR auditor to read this strategic plan and understand his or her role in making our strategic vision become a reality.

                                                            Robert Barnhart

                                                            Director for Internal Review
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Internal Review Strategic Plan

FY 02-06

2-1.  Internal Review Vision.  To enhance our status as a world-class source of objective, reliable, and timely information for leadership on a global basis.

2-2.  Internal Review Mission.  Support leadership with state-of-the-art, reliable, timely, independent auditing and consulting services that promote best  business practices consistent with laws and regulations.

2-3.  Introduction.  Just as the Chief of Staff of the Army has a vision of transforming the Army, this strategic plan provides both direction and opportunities for Army Internal Review.  We are a world-class audit entity serving Army leaders around the world.  Our strategy for success is to continue serving our leaders as the premier source for reliable and timely information.  

We will do that by developing a multi-disciplined work force, marketing our skills to our existing and potential customers, utilizing leading edge technology to perform our services and impressing our customers with the quality of our work.  

Our first challenge for the future is to nurture our customers.  Our customer is the reason for our existence.  If our customer doesn’t know about our products and services, our existence will be short lived.  We must educate our current and future customers on our products and services.  We need to develop relations with our customers so that we not only understand their business, but also are able to convey their needs.  We plan to survey our customers to measure their satisfaction with our products and services.  Appendix C contains these surveys.  There is a dramatically changing environment right know.  Our future depends on Internal Review continuing to be the provider of choice for audit services to our leadership.

We envision that audit teams in the not to distant future will be comprised not only with auditors but also with multi-disciplined professionals.  Internal review auditors will need to acquire new skills to perform these audits.  Data collection, documentation, and analysis will be accomplished in a different manner.  We also strive to increase the professional credentials and membership association of the auditors.  

There are rapid technological advancements being made.  Internal Review personnel need to stay on the cutting edge of the technological advances and leverage these tools to better serve our customers.  This may require partnering to acquire an expertise to complete an engagement.  We will develop a knowledge base, possibly positioned at Army Knowledge On-line, which will host links to audit information such as audit plans, programs and reports.  

We will be measuring our progress on our goals.  Metrics will be used to chart our progress to achieve our goals.  

We have set forth those actions that must be taken and those enhancements that must occur for the future of Internal Review to continue as the provider of choice for internal audit services.  So our challenge to you is to embrace the following strategic goals and use them to provide the best possible products and services to your customers.  

2-4.  Internal Review 2002-2006 Strategic Goals.  
Goal 1:  Develop a world class, customer focused audit service.

Goal 2:  Develop a multi-disciplined work force.

Goal 3:  Maximize resources by utilizing leading edge technology for mission 

accomplishment.

Appendix A

Action Plans

(This appendix contains the Action Plans developed to support the achievement of Internal Review’s strategic goals).

Appendix A

Strategic Goal 1:  Develop a world class, customer focused audit service.

Strategic Metric:  Customer Satisfaction

Strategic Objective:    

· Devise and implement a process to foresee and respond to customer needs.

Actions:  

· Educate customers of internal review capabilities.

· Involve customers in the planning process to ensure their needs and concerns are addressed.

· Visit customers at least annually to review services offered and provided.

· Make effective recommendations and measure outcomes.

     Actions:  

· Involve the customer with developing audit recommendations.

· Measure percentage of recommendations accepted by management.

Metrics for this goal can be found at Appendix B.

Appendix A

Strategic Goal 2:  Develop a multi-disciplined work force.

Strategic Metric:  Professional Development

Strategic Objectives:  

· Increase knowledge, skill and abilities (KSAs).

· Increase the auditor’s depth and breadth of skills.

· Establish and implement a continuous improvement plan for personnel.

Actions:
· Ensure auditors meet professional development requirements.

· Increase professional certifications.

· Encourage auditors to seek cross training and developmental assignments.

· Auditor satisfaction surveys.

· Identify, acquire, and apply required skills to satisfy customer needs and improve customer satisfaction.

· Partner with customers to leverage and maximize talent.

Metrics for this goal can be found at Appendix B.

Appendix A
Strategic Goal 3:  Maximize resources by utilizing leading edge technology for mission accomplishment.

Strategic Metric:  Improved Quality Assurance Scores

Strategic Objectives:  

· Implement a leading-edge technology plan to exceed requirements for:

· Mission execution.

· Instituting innovative approaches and techniques.

· Customer partnering.

· Reduce audit time through business process reengineering.

     Actions:

· Develop a knowledge base (possibly positioned at Army Knowledge On-line) that will host links to audit information such as audit plans, programs and reports. 

· Leverage technology through paperless documentation and data retrieval packages.

· Use other options (to include other services and subject matter experts).

· Return on investment by generating savings and value-added results.
· Improve the reporting of monetary and non-monetary benefits.
Metrics for this goal can be found at Appendix B.

Appendix B

Performance Metrics
(This appendix contains the metrics developed to measure the achievement of Internal Review’s strategic goals).

Appendix B

Internal Review will use the following metrics to measure the strategic goals.  This balanced approach will provide a systemic view of the Internal Review community’s progress.  We’re seeking to measure the internal review’s progress over time to achieve the goals of this strategic plan. 

A summary, our performance measurements are reflected by the following chart:
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It is our intent to focus our efforts on our customers.  Our customers are the reasons for our existence.  To better serve our customers, we need to know their level of satisfaction with our services.  Accordingly, we have developed customer surveys for internal review offices for use after internal review and audit liaison engagement areas.  Also, a survey was developed to obtain feedback from hosting an external audit group.  These surveys provide feedback to the Chief, Internal Review.  Appendix C contains these surveys.  

Annually, the Program Director for Internal Review plans to survey installation commanders on their satisfaction with their internal review offices.

Appendix B

Customer Satisfaction
The following chart reflects the metrics for customer satisfaction:
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Appendix B

Value Added

This area will measure the effectiveness of delivered audit services.

The following chart reflects the metrics:
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Appendix B

Technical Proficiency

This area will measure the quality of delivered audit services.

The following chart reflects the metrics:
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Appendix B

People Development

This area will measure our investment in our audit staff.

The following charts reflects the metrics:


[image: image4.wmf]2

Semi

-

Annual Report

100%

25%

5%

10%

Education

•

Bachelors

•

Masters

•

Doctorate

•

Senior Service School

2

Semi

-

Annual Report

5% Annual Increase

Professional 

Certifications

•

CPA

•

CIA

•

CISA

•

CFE

•

CMA

•

CGFM

•

CDFM

•

CGAP

•

Other

2

Semi

-

Annual Report

80 hours within     2 

year cycle

Continuing Professional 

Education (CPE)

Goal Supported

Goal Supported

Source

Source

Goal

Goal

Metric

Metric


Appendix B

People Development (cont’d)
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Note:  Appendix C contains the Auditor Satisfaction Survey identified above.

Appendix C

Performance Metrics

Appendix C
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U. S. Army Internal Review Program          

Customer Satisfaction Survey

Internal Review Engagement
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AUDIT:                                                                        Date Completed:  

Internal Review administers a customer survey for all audit engagements to provide feedback on customer satisfaction and identify opportunities for improvement.    

The survey plays a significant role in our efforts to increase the effectiveness of future audit engagements and in the continuous improvement of our services.  Our goal is to better serve our customers.

Would you please complete this questionnaire and return it to the Chief, Internal Review.

Please indicate your agreement with each of the following statements by circling the appropriate number to the right of each statement.  

    Strongly Agree    Agree    Neither Agree or Disagree    Disagree     Strongly Disagree        

               5                     4                           3                                  2                        1                       

1.  The audit objectives were clearly communicated and I was            

     given the opportunity to have input to the audit.                     
[5  4  3  2  1  ]
2.  The auditor(s):  

     a.  Communicated effectively throughout the review.
       
[5  4  3  2  1  ]
     b.  Had good knowledge of the task.

      

         
[5  4  3  2  1  ]
     c.  Were courteous, professional and displayed a positive attitude 

          throughout the audit.          



    
         
[5  4  3  2  1  ]

3.  This audit was completed in an acceptable time.
  
         
[5  4  3  2  1  ]
4.  Audit results were clearly, objectively and adequately reported. 
[5  4  3  2  1  ]
5.  Audit recommendations were constructive and effective.            
[5  4  3  2  1  ]

Appendix C

Internal Review Engagement (cont’d)

Strongly Agree    Agree    Neither Agree or Disagree    Disagree     Strongly Disagree        

               5                     4                           3                                  2                        1                       

6.  The review was beneficial to my area.


         
[5  4  3  2  1  ]

7.  Will you request Internal Review services in the future.
         
[5  4  3  2  1  ]

Other comments including suggested improvements and areas of good performance:

Activity:

Title:  

Appendix C

U. S. Army Internal Review Program

Customer Satisfaction Survey

Audit Liaison Engagement

AUDIT:                                                                       Date Completed:  

Internal Review administers a customer survey for all audit liaison engagements to provide feedback on customer satisfaction and identify opportunities for improvement.  Would you please complete this questionnaire and return it to the Chief, Internal Review.

The results of the survey are evaluated to determine whether any corrective action is required to increase the effectiveness of future liaison engagements and to aid in the continuous improvement of our services.

Please indicate your agreement with each of the following statements by circling the appropriate number to the right of each statement.  

    Strongly Agree    Agree    Neither Agree or Disagree    Disagree     Strongly Disagree        

               5                     4                           3                                  2                        1                       

1. Your office was apprised of the audit status.

       

[5  4  3  2  1  ]
2. If you were required to prepare a written reply to the 

     external audit report, did we provide adequate assistance

     in the development of the command reply?                            
[5  4  3  2  1  ]                                

3.  Was my liaison staff courteous and professional 

     throughout the audit.                                                           

[5  4  3  2  1  ]
4.  Overall, how did we do?                                                       
[5  4  3  2  1  ]
Other comments including suggested improvements and areas of good performance:

Activity:

Title:  

Appendix C

U. S. Army Internal Review Program

Customer Satisfaction Survey

External Auditor Visit

AUDIT:                                                                          Date Completed:  

Internal Review administers a customer survey for all external auditor visits.  We do this to provide feedback on customer satisfaction and identify opportunities for improvement.  Would you please complete this questionnaire and return it to the Chief, Internal Review.

The results of the survey are evaluated to determine whether any corrective action is required to increase the effectiveness of future liaison engagements and to aid in the continuous improvement of our services.

Please indicate your agreement with each of the following statements by circling the appropriate number to the right of each statement.  

    Strongly Agree    Agree    Neither Agree or Disagree    Disagree     Strongly Disagree        

               5                     4                           3                                  2                        1                       

1.  When you contacted my office, was my liaison
     staff courteous and professional?   

                           
[5  4  3  2  1  ]
2.  Did we arrange your entrance conference with command
     officials within your desired time frames?                               
[5  4  3  2  1  ]                                

3.  Did we arrange your exit conference with command
     officials within your desired time frames?                               
[5  4  3  2  1  ]
4.  Were you satisfied with your working accommodations
     during your visit?                                                                 
[5  4  3  2  1  ]

5.  Overall, how did we do?                                                        
[5  4  3  2  1  ]

Other comments including suggested improvements and areas of good performance:

Audit Entity:

Title:  

Appendix C

U. S. Army Internal Review Program 

Auditor Satisfaction Survey

Please indicate your agreement with each of the following statements by circling the appropriate number to the right of each statement.  

       Strongly Agree    Agree   Neither Agree or Disagree   Disagree   Strongly Disagree   

                   5                    4                   
    3                           2                      1                       

1.  When I do a good job, it is recognized.

                
[5  4  3  2  1  ]






2. Important information is communicated to me on time.             
[5  4  3  2  1  ]

3. My annual performance appraisal has usually been 

      helpful to me.                                                                 

[5  4  3  2  1  ]

4. All in all, I am satisfied with my job.



           [5  4  3  2  1  ]

5. The work I do is important.



                
[5  4  3  2  1  ]

6. People in my office look for ways to improve their                  
[5  4  3  2  1  ]

7. My supervisor is available to talk to about job-related 

problem.
                                                                                      
[5  4  3  2  1  ]

8. I find my work challenging.


 
                
[5  4  3  2  1  ]

9. I am able to get the training I need to do my job proficiently.
 [5  4  3  2  1  ]

Other comments including suggested improvements:

Appendix D

Points of Contact
Yves Mayard, Program Manager for Internal Review, OASA(FM&C)

Email:  yves.mayard@hqda.army.mil

Phone:  Comm (703) 614-7069, DSN 224-7069

Archie Ford, Director for Internal Review, HQ AMC,

Email:  aford@hqamc.army.mil

Phone:  Comm (703) 806-9138, DSN 656-9138
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_1108366605.ppt


		Metric		Goal		Source		Strategic Goal Supported


		Customer Satisfaction - Quality
		4.5		OTAG Customer Survey		
1

		Customer Satisfaction - Overall		4.5		OTAG Customer Survey		
1

		Customer Participation in Audit Process		4.5		
Internal Review
Office Survey		
1






























_1108379867.ppt


		Metric		Goal		Source		Goal Supported

		Return on Investment		3:1		Monetary Savings/Cost of Operations, SA Rpt		Goals 1 & 3

		Direct/Indirect		70%		Minus leave/training – SA Rpt		Goals 1 & 3

		Total Engagements Completed		7:1		Audit/liaison,
follow-up / consulting – SA Rpt		Goal 1

		Liaison		4.5		Send external customers, Auditor survey, SA Rpt		Goal 1

		Non-Monetary Benefits		SA Rpt		Goal 1

		Timeliness		4.5		OTAG Customer Survey		Goal 1

		Percent of Follow-ups Completed		80%		Within 6 months of implementation – SA Rpt		Goal 1






































_1108379647.ppt


		Metric		Goal		Source		Goal Supported

		Affiliations w/Professional Organizations
 AGA
 IIA
 AICPA and forums
 ASMC		5% Annual Increase		No. of Auditors Participating, Semi-Annual Report
		
2

		Auditor Satisfaction		Establish Baseline		OTAG Auditor Satisfaction Survey		2

		Cross Training/ Developmental Assignments		Establish Baseline		No. of Auditors Participating, Semi-Annual Report		2






























_1072090058.ppt


		Metric		Goal		Source		Goal Supported

		Continuing Professional Education (CPE)		80 hours within     2 year cycle		Semi-Annual Report		2

		Professional Certifications
 CPA
CIA
CISA
CFE
CMA
CGFM
CDFM
CGAP
Other		5% Annual Increase		Semi-Annual Report		2

		Education
Bachelors
Masters
Doctorate
Senior Service School		
100%
25%
5%
10%		Semi-Annual Report		2
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_1088086592.bin

_1072089444.ppt


		Metric		Goal		Source		Goal Supported

		Quality Assurance Scores		>90		QA Results – Semi-Annual Report		1 & 3

		External Peer Review		=<3 years		QA Results – Semi-Annual Report		1 & 3

		Information Technology Capability		Score/Section		QA Results – Semi-Annual Report		1, 2 & 3

		Cycle Time
 Elapse Days
 Direct Audit Time		4.5		Start (–) Report Issue Date – Semi-Annual Report		1 & 3

		Application of Best Business Practices		90% of BBP Scores on QA Review		QA Results – Semi-Annual Report
		1 & 3


































