SAMPLE PERFORMANCE STANDARDS


This section contains a template that posts are strongly encouraged to adapt in developing their initial performance standards.  A recommended practice is to limit the number of standards and to be concise.   Cost centers often are bundles of services so posts should concentrate on identifying those key services within that bundle that are good barometers for the cost center.   Be mindful that the purpose of ICASS is to equitably distribute costs, not to create a detailed cost accounting system.  Posts are not obliged to create a standard for every possible service.  A compendium of laboriously detailed standards will probably not be read very often.  Far better is a short list of well-crafted performance standards that focus on a few critical services that are of frequent interest. 

The template in this Exhibit has three columns.  The first column is for a description of the service offered under that cost center.  This description is vital for both the customer to understand what the service is that they are subscribing to and for the service provider to understand what services they are to provide.  The middle column, the performance standard, should describe an acceptable level of service for one or two activities covered by the description of service. The last column, assessment factor, should contain objective criteria, quantifiable if practical, to measure whether the performance standard was achieved.

The examples contain SAMPLE text that posts can use when creating their initial service descriptions and service standards.   The samples do not cover all possible services but they are intended to prescribe a simple basic list of service descriptions and standards that each post could make use of when getting ICASS up and running. Use the text as a starting point for implementing ICASS. 

The main criteria for a successful standard is that it be:  Specific, Measurable, Achievable/Agreed upon, Realistic and Results Oriented.  Although standards may address a variety of customer values depending upon what is important to the customers at a particular post, issues such as timeliness, accuracy, expertise, reliability, etc. the samples that we provide as a starting point concentrate on response time as this is most easily measured.  Once ICASS is up and running at a post the Council should review this information to ensure that the service descriptions continue to accurately describe the level of service and that the standards address the values of the customers.

