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LEASING (6148)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Provide assistance with utility and telephone companies for initial connections and termination of services
	Respond within one business day of request for assistance.
 
	Percentage of time response provided within one business day of request. (eServices)


GO/LTL - RESIDENTIAL BUILDING OPERATIONS- (7810)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Perform or contract for full grounds care, including the periodic and seasonal care of lawns, swimming pools, gardens walks, driveways and grounds for shared/common areas or facilities
	Perform all scheduled maintenance on time (per contract or FAM) to maintain attractive and functional exterior grounds suitable for the intended purposes.
	Annual affirmation by Mgt.

	Repair/reupholster government-owned furniture and equipment in accordance with post policy
	Respond to requests for repair/reupholster within 5 business days.
	Percentage of requests responded to in 5 business days. (eServices)


STL - RESIDENTIAL BUILDING OPERATIONS- (7850)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Repair/reupholster government-owned furniture and equipment in accordance with post policy.
	Respond to requests for repair/reupholster within 5 business days.
	Percentage of requests responded to in 5 business days. (eServices)


GO/LTL NON-RESIDENTIAL BUILDING OPERATIONS-(7820)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Perform or contract for full grounds care, including the periodic and seasonal care of lawns, swimming pools, gardens, walks, driveways and grounds
	Perform all scheduled maintenance on time (per contract or FAM) to maintain attractive and functional exterior grounds suitable for the intended purposes.
	Annual affirmation by Mgt.

	Provide support for conference room set-up or configuration, as required
	Respond to customer for conference room within 2 business days of request
 
	Percentage of time requests responded to within two business days of request.(eServices)

	Repair/reupholster government-owned furniture and equipment in accordance with post policy
	Respond to requests for repair/reupholster within 5 business days.
	Percentage of requests responded to in five business days. (eServices)

	Provide expertise on space planning and utilization.
	Respond to requests for space planning within 5 business days of request.
 
	Percentage of requests responded to within 5 business days. (eServices)


STL - NON-RESIDENTIAL BUILDING OPERATIONS-(7860)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Repair/reupholster government-owned furniture and equipment in accordance with post policy.
	Respond to requests for repair/reupholster within 5 business days.
	Percentage of requests responded to within 5 business days. (eServices)


VEHICLE MAINTENANCE (6132)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Maintain appropriate records and reports for all serviced vehicles
	Records are maintained in accordance with FAM.  
Records are updated within 1 business day.
 
	Percentage of records updated within 1 business day of service acceptance. (eServices)


CLO SERVICES- (6443)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Maintain post sponsorship program
 
	Responsible for coordinating a post sponsorship program. 
	Annual affirmation by (CLO) Mgt.

	Organize cultural activities, trips, seminars and other morale enhancing events
	Coordinate the development and implementation of relevant programs to enhance post morale in the following three categories:
         U. S. traditions
         Host country culture
         Social, educational, and recreational activities
 
	Annual ICASS Customer Service Satisfaction Survey

	Maintain liaison with host-country organizations, businesses and mission communities  
	 
Maintain a current resource center in the Community 
	 
Annual affirmation by (CLO) Mgt.

	Liaise with the post’s RSO in areas of contingency planning and serving on the Emergency Action Committee.
	Arrange contingency planning seminars annually.
 
Update Management System (EMS) with family member data.  
 
	Annual affirmation by (CLO) Mgt.
 
Annual affirmation by (CLO) Mgt.

	Identify family member employment opportunities both inside and outside the mission and provide employment information to families
	Serve as an advocate for family member employment and serves as a non-voting member (observer) of the Post 
Employment Committee in all interviews with one or more U.S. Citizen EFM (Eligible Family Member) or U.S. Veteran applicant.  Submit Family Member Employment Report (FAMER) by April 15 & October 15 to FLO
 
	Annual affirmation by (CLO) Mgt.

	Maintain liaison with schools at post in order to provide information on educational options at and away from post and on return to the United States.
	Provide current information and resources on overseas schools, Washington area schools, boarding schools, education allowances, special needs resources, home schooling, distance learning, adult education opportunities and child care issues.   Prepare annual School Summary Report for the Office of Overseas Schools and the annual Child Care Report for FLO.
	Annual affirmation by (CLO) Mgt.


HUMAN RESOURCES – USDH SERVICES - (6441)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Maintain post position schedules and related reports in the authorized personnel system of record
	Upon receipt of official notification actions will be entered within 5 working days.
	Percentage of time updates completed within 5 business days. (eServices)

	Process documentation for changes to home of record, dependents, etc. (whether through the relevant open season, updating of family status or other)
	Upon receipt of complete and accurate information documentation will be processes within 3 business days.
 
	Percentage of documentation completed within 3 business days.  (eServices)

	Coordinate employee relations and grievance issues at post
	Provide guidance and assistance within 2 business days of request. 
	Percentage of times assistance provided within 2 business days of request. (eServices)

	Coordinate disciplinary actions
	Provide guidance and assistance within 2 business days of request. 
	Percentage of times assistance provided within 2 business days of request. (eServices)

	Coordinate required ethics training
	Individuals requiring ethics training will be notified within 5 business days of receipt of Department Notification.
	Percentage of notifications made within 5 business days of notification cable. (eServices)

	Process mandatory financial disclosure forms
	Financial disclosure forms will be provided to customers required to file annually.
	Annual affirmation by Mgt.

	Manage the mission awards program
	Conduct annual interagency awards ceremonies.  Call for nominations advertised via management notice one month before closing time for nominations.
	Annual affirmation by Mgt.

	Notify payroll centers of adjustment to allowances due to change in dependent status, change in family members at post, time away from post, leave in the United States, etc.
	Notification made within 3 business days of customer contact.
	Percentage of notifications made within 3 business days of customers request. (eServices)

	Administer the post local language program (where applicable).
	-Appoint a Post Language Officer annually                              

 

-Establish post language policy to include requirements for eligible participants, enrollment and billing procedures and review/update annually with input from ICASS agencies.

 

Provide course offerings 3 weeks before the start of sessions and confirm/deny registration within 2 working days of application.

 
	Annual affirmation by Mgt.
 
Annual affirmation by Mgt.
 
 
 
 
 
Percentage of times confirmation received within 2 days.  (eServices)


BASIC PACKAGE – (6150)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRIC

	Negotiate reciprocity issues with host government, such as vehicle import/export, spousal employment, and VAT issues

	Reciprocity issues are reviewed annually or as needed in response to changing circumstance.  
	Annual affirmation by Mgt.


	Maintain various post reports (e.g., Emergency Action Plan, Post Report, Post Profile, post websites, Duty Officer rosters, etc.)

	Crisis Emergency Planning Application (CEPA), post report, post profile, post website, and duty rosters are maintained.
	Annual affirmation by Mgt.
 
CEPA compliance is measured in DS/IP/SPC
 


	Maintain post staffing plan using the authorized personnel system of record
	Staffing pattern will be updated within one business day following change but reviewed no less than twice a month.
 
	Annual affirmation by HR

	Issue building access badges
	Badges will be issued within one business day following receipt of RSO security briefing.
	Percent of badges issued within one business day of request. (eServices)

	Establish and manage the local US Disbursing Officer bank account
	USDO bank account in properly managed in accordance with prevailing Department of State financial management standards.
	Annual affirmation by Mgt.

	Provide support to the local international school, including grant management, accreditation surveys, and the school’s Suspense Deposit Abroad (SDA) accounting and voucher processing
	Grant application are reviewed and submitted annually or as appropriate and managed according to guidance from the Office of Overseas Schools.
 
	Annual affirmation by Mgt.

	Conduct surveys for cost of living (COLA), per diem rates, education allowance, etc.
 
	Surveys will be conducted according to reporting schedules or in response to changing circumstances
	Annual affirmation by Mgt.

	Draft, clear and issue administrative and security notices
 
	Administrative and security notices (and COM security notices) are distributed to appropriate addressees.
	Annual affirmation by Mgt. and RSO

	Coordinate the mission awards ceremony
	Conduct annual interagency awards ceremonies.  Call for nominations advertised via management notice one month before closing time for nominations.
	Yes/No

	Analyze and respond to NSDD-38 requests
	NSDD-38 requests will be completed within one month of receipt of proper paperwork.
	Percentage of requested NSDD-38s that are approved or denied within one month. (eServices)

	Negotiate hotel rates
 
	Hotel rates will be negotiated at least annually.
	Annual affirmation by Mgt.

	Support employee recreation association and commissary boards
 
	Employee Associations meet all reporting and auditing deadlines.
	Annual affirmation by Mgt.

	Provide support structure for VIP visits
 
	Ensure that all logistical requirements are met.
	Annual affirmation by Mgt.


HUMAN RESOURCES – LE STAFF SERVICES (6451)
	SERVICES OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRIC

	Maintain the Local Compensation Plan in coordination with serviced agencies in order to recruit and retain qualified staff
	Amendments to LCP drafted and circulated for interagency consensus within 10 workdays.
 
	Annual affirmation by Mgt.

	Manage related retirement, health and other benefits programs
	Provide counseling, including career guidance, and fair employment principles to employees and supervisors, within 2 business days of request.
	Percentage of customer inquiries responded to within 2 business days. (eServices)

	Process required host country documents
	Submit documents within 2 business days of receipt of properly prepared documentation.
	Percentage of properly prepared documents submitted to host government within 2 business days. (eServices)

	Manage the mission awards program
	Conduct annual interagency awards ceremonies.  Call for nominations advertised via management notice one month before closing time for nominations.
	Annual affirmation by Mgt.

	Maintain LE Staff Handbook, in recognition of local labor law and in coordination with serviced agencies
	LE handbook will be updated within 4 weeks of an approved (by HR/OR) change prompted by a change in local laws.
	Percentage of time changes made to LE handbook within 4 weeks of approved change. (eServices)

	Administer the family member employment program  
	Request establishment of position from Washington (within 1 week of classification of position).
	Percentage of positions requested within 1 week of classification. (eServices)

	Ensure employee awareness of rules and remedies governing workplace issues
	Respond to customer inquiries within 2 business days.
 

 

New employs receive orientation within 5 business days of beginning employment.
	Percentage of inquiries responded to in 2 business days. (eServices)
 

Percentage of employees receiving orientation within 5 business days of starting. (eServices)

	Maintain liaison with host-country labor officials, keeping abreast of local labor laws, workers compensation programs, etc.
	Designate employee to monitor developments in local labor law and informs management.
	Annual affirmation by Mgt.

	Coordinate with local counsel, Department of State Legal Office, the Department of Justice and the employing agency, as necessary, on legal cases.
	MO coordinates as necessary
	Annual affirmation by Mgt.


NON-EXPENDABLE PROPERTY MANAGEMENT- (6143)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Ensure appropriate warehousing and storage of property
	Property is maintained in accordance with FAM.
 
	Annual affirmation by Mgt.


TRAVEL SERVICES- (6462)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Assist in obtaining visas for official travel
	Respond within one business day of request for assistance.
 
	Percentage of times response provided within one business day. (eServices)


INFORMATION MANAGEMENT TECHNICAL SUPPORT- (5458)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Install and maintain OpenNet Plus e-mail, system backup, and manage overall system security (e.g., User ID’s, virus protection, patches, etc.
	Install all required patches per Department schedule.
 
	Post passes Regional Computer Security Officer (RCSO) audit 90% of the time or better. (DS database)


RECEPTION AND SWITCHBOARD SERVICES- (6195)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Greet/announce visitors
	Visitors will be greeted and announced within 5 minutes of their arrival.
	Annual affirmation by Mgt.

	Issue visitor passes (where appropriate).
	Visitor passes will be issued within 15 minutes of arrival.
	Annual affirmation by Mgt.


SECURITY SERVICES- (5880)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Assist with accident and security incidents
	Security will respond to emergency requests for assistance within one hour.
	Percentage of responses within one hour. (eServices)

	Conduct special investigations (e.g., employee theft investigations)
	Security will initiate investigation within two business days, with a report (interim or final) prepared within two weeks.
	Percentage of reports completed within two weeks.  (eServices)

	Review and recommend security enhancements for office and functional space and for residences for American staff under COM authority
	(1) Security will view and prepare a written report for RESIDENTIAL properties within ten business days. NOTE: Matches existing ten day standard.

 

 

2) Security will view FUNCTIONAL properties within five business days, and submit a preliminary written report prepared within ten business days of viewing. 

 
	(1) Percentage of residential reports completed within ten business days of request. (eServices)

 

(2) Percentage of functional reports completed within ten business days of request. (eServices)

	Prepare informal translations for security-related matters.
	Security will respond to emergency requests within two hours and to routine requests within three business days.
	Percentage of responses within:
Emergency; 2 hours of request
Routine; 3 days of request (eServices)


ADMINISTRATIVE SUPPLY SERVICES- (6133)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Maintain inventory controls

	Records are maintained in accordance with FAM.
1% or less discrepancy in inventory.

	Annual affirmation by Mgt.



PROCUREMENT-(6134)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Acknowledgement of Request
	Review and acknowledge procurement service requests (to include funding verification) within 2 business days of receipt of request, and if applicable, advise requester that additional information is needed.
	Percentage of acquisition requests acknowledged and reviewed within time specified.

	Start Point: Date/Time customer submits request for procurement services to service provider. 
End point: Date/Time service provider advises customer of receipt of request and (as necessary) the need for any additional information.

	Preparation of Procurement Action - MICRO-PURCHASES:
	Deliver funded and signed micro-purchase (<$3000) to vendor within 3 business days of receipt of a proper (to include funding verification) procurement request.
	Percentage of acquisition requests completed as purchase orders or contracts within the time specified.

	Start Point: Date/Time customer submits complete and correct procurement request to service provider. 
End point: Date/Time service provider delivers funded and signed purchase documentation to vendor.


	Preparation of Procurement Action - SIMPLIFIED ACQUISITIONS (WITHOUT RFQs):
	Deliver funded and signed procurement action ($3,000-$100,000) to vendor within 10 business days of receipt of a proper (to include funding verification) procurement request.
	Percentage of acquisition requests completed as purchase orders or contracts within the time specified, or forecast for complex acquisitions.

	SIMPLIFIED ACQUISITIONS (WITH written RFQs):
	Deliver funded and signed procurement action ($3,000-$100,000) to vendor within 20 business days of receipt of a proper (to include funding verification) procurement request. 
	Percentage of acquisition requests completed as purchase orders or contracts within the time specified, or forecast for complex acquisitions.

	Start Point: Date/Time customer submits complete and correct procurement request to service provider. 
End point: Date/Time service provider delivers funded and signed purchase documentation to vendor.

	Preparation of Procurement Action - HIGH DOLLAR ACQUISITIONS:
	Deliver funded and signed procurement action (over $100,000) to vendor within 60 business days of receipt of a proper (to include funding verification) procurement request.
	Percentage of acquisition requests completed as purchase orders or contracts within the time specified, or forecast for complex acquisitions.

	Start Point: Date/Time customer submits complete and correct procurement request to service provider. 
End point: Date/Time service provider delivers funded and signed purchase documentation to vendor.

	Status
	Regularly review internal records and follow up with the vendor and customer to provide status updates as appropriate, based on a comparison of projected vs. actual delivery dates, ideally measured automatically by post procurement software.
	Percentage of timely follow-up actions and reports.

	Start Point: Date on which ordered good and/or supplies are 8 business days overdue based on the previous projected arrival date at post. 
End point: Date on which service provider providers’ requestor with a status report and a revised anticipated arrival date.


MAIL AND MESSENGER SERVICE- (6194)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Coordinate with local customs and airline personnel on mail shipments
	Mail delivery operates on a regular schedule.
	Annual affirmation by Mgt.


MOTORPOOL SERVICES (6139)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Maintain all required reports and records.
	Records are updated for all subscribers in accordance with FAM within 1 business day of customer service acceptance
 
	Percentage of records updated within 1 business day of service acceptance. (eServices)


BUDGETS AND FINANCIAL PLANS (6211)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Review and adjust current and prior year obligations on a regular basis

	 

Current year obligations are viewed and adjusted at least once a month and unliquidated obligations reviewed on a quarterly basis for prior year obligations.

	 

Annual affirmation by Mgt


 

ACCOUNTS & RECORDS (6221)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Establish Allotments in RFMS:

Ensure that Allotments that are provided by each Agency’s headquarters are available for obligation.


	Establish allotments (not included in the BRMS centralized system) in the accounting records within 3 business days upon the receipt of the corresponding AOA.
	Percentage of transactions that meet specified timeframes.

	Start point: Date/Time of receipt of an Advice of Allotment for Serviced Agency. 
End point: Dater/Time of establishment of allotment in RFMS.

	Establish Obligations in RFMS:

Ensure that Obligations do not exceed authorizations and are properly supported with appropriate documentation. 

Data is consistent with appropriation law and agency accounting structure; and Amounts obligated are legal and fit within the approved structure of the agency concerned.
	Process Request for Obligations with in 2 business days from the date of receipt. (Subject to funds available) 
	Percentage of obligations processed within 2 business days.

	Start point: Date/Time Service Provider receives proper and valid request for obligations. 
End point: Date/Time service provider establishes obligation in RFMS.

	Provide standard accounting reports to serviced agencies.  
This includes automated reports (P-60 Status of Funds & P-62 Obligation reports).
	Provide reports to agencies upon their request within 1 working day upon the receipt of the request.
	 Percentage of reports delivered within 1 working day.

	Start point: Date/Time service provider receives agency request for a standard accounting report. 
End point: Date/Time service provider delivers report to requestor.


PAYROLLING (6222)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Time and attendance reporting and maintenance of pay, benefits, leave and allowance records for DH Americans, PSA/PSC and other LES employees. 
	Prepare and transmit time and attendance data in accordance with CFSC deadlines for direct hire and contract (PSA) employees.
	Percentage of time payroll is submitted within the Charleston payroll planning schedule.

	Start point: Date/Time of CFSC deadline for receipt of T&A data for direct hire and PSA employees. 
End point: Date/Time of transmittal of T&A data to CFSC.

	Coordinate payroll corrections. 


	Determine the cause of any discrepancy after notification from the employee and contact the proper office at the Charleston Financial Service Center within 5 working days.   Inform employee of all relevant contacts with Charleston within 3 working days.
	Percentage of issues addressed within the specified timeframe.

	Start point: Date/Time of post's contact with CFSC regarding discrepancy in employee payroll. 
End point: Date/Time service provider informs employee of the contact with CFSC.

	Review the payroll expenditure reports for Direct Hire Americans and American LES for any discrepancies on non- T&A week.


	Determine the cause of a discrepancy and seek the proper office for resolution. When an employee contacts the Liaison about a discrepancy then a resolution is sought within 3 business days.
	Percentage of time that the resolution is sought and provided.

	Start point: Date/Time service provider is notified of a payroll discrepancy by an employee. 
End point: Date/Time that problem is resolved.

	Distribute Earnings & Leave Statements to FSN employees.


	Distribute Earnings & Leave Statements to FSN employees within 2 days after the payday. 
	Percentage of time earnings and leave statements are distributed within 2 business days after payday.

	Start point: Date of Payday. 
End point: Date on which E&L Statements are distributed.

	Training of new timekeepers.
	Provide operational guidelines and assistance to timekeepers including conducting training for every new timekeeper within 5 business days or by appointment.
	Percentage of time that we provided the training within the specified timeframe.

	Start point: Date/Time request for timekeeper training is submitted to individual responsible for scheduling such training. 
End point: Date/Time timekeeper training provided in response to request.


	Compute and request Advance of Pay, process applications to temporarily stop post and differential allowances due to leave or other absence from post, process allotments of pay and allowances paid through payroll.
	Process properly completed applications for Advances of Pay received within 45 days of scheduled departure with travel authorizations, properly completed SF-1190, and properly completed applications for allotments of pay within 3 business days of receipt of the request.
	Percentage of transactions processed within 3 business days.

	Start point: Date/Time of service provider's receipt of proper, complete and timely application for identified payroll service. 
End point: Date/Time that application is processed.


VOUCHERING (6223)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Track and resolve lost or missing payments
	Examiner will follow-up and contact payee within two business days of notification of bona fide late or missing payment.
	Percentage of lost/missing payments responded to within 2 business days.  (eServices)

	Provide assistance in preparing travel vouchers consistent with rules governing eTravel
	Respond within 2 business days of request for assistance.
 
	Percentage of time responses received within two business days. (eServices)

	Provide standard voucher audit detail reports (VADRs) (or electronic access to same).
	Provide report within five business days after end of month or five workdays after receipt of request.
	Percentage of reports provided within timeframes. (eServices)


CASHIERING (6224)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Cashiering:

The Class B cashier will provide petty cash advances and reimbursements to designated sub-cashiers, collections, processing cash vouchers, and check cashing for official account holders from agencies.
	Cashier services will be provided on scheduled days displayed outside the cashier office.
	Percentage of time the cashier provided cashiering services according to the schedule.

	Start point: On each business day, the Cashier's posted hours of operation. 
End point: On each business day, the Cashier's actual hours of operation.

	Accommodation (and Reverse Accommodation) Exchange Services:


	The bank cashier will provide accommodation exchange services (and reverse accommodation exchange services where appropriate) for internal employees and visitors. Cashier/Bank Cashier services will be provided on scheduled days and times. These days will be displayed outside the bank cashier office.
	Percentage of time the cashier provided cashiering services according to the schedule.

	Start point: On each business day, the Cashier's posted hours of operation. 
End point: On each business day, the Cashier's actual hours of operation.


SHIPPING AND CUSTOMS (6136)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Incoming Shipments: Household Effects (HHE), Unaccompanied Air Baggage (UAB), Personally Owned Vehicle (POV), etc.


	Upon receipt of proper notification of shipment, prepare and deliver customs clearance paperwork to clearing agents and applicable host nation government offices within 2 business days. 

Required documents/information: Bill of lading or airway bill number, name of carrier, employee passport and copy of travel orders. 


	Percentage of notifications that meet specified time frames.



	Start point: Date/Time service provider receives information necessary to prepare the customs clearance paperwork required by local officials and clearing agents. 
End Point: Date/Time service provider completes delivery of paperwork to all necessary parties.

	Outgoing Shipments:  Arrange Pack-outs: 

(1) Shipments not using global contract
 (2) ITGBL Shipments using the global contracts (International Through Bill of Lading Program)

	(1) Within 2 business days, upon receipt of travel orders and customer request, schedule pack-out. 

(2) Within 2 business days, upon receipt of travel orders and ITGBL request from customer, forward request to agency designated ITGBL office. 


	(1) Percentage of pack-outs scheduled within 2 days of proper request. 

(2) Percentage of requests forwarded within 2 days of proper request. 



	(1) Start point: Date/Time service provider receives customer request to schedule pack-out supported by a copy of the employee's travel orders. 
End Point: Date/Time the service provider schedules the pack-out date(s) with the customer. 

(2) Start Point: Date/Time service provider receives customer request to schedule pack-out supported by a copy of the employee's travel orders. 
End point: Date/Time service provider forwards request to agency designated ITGBL office. 



	Follow-up
	On applicable shipments, follow up with the shipper and provide a status update to the customer on a weekly basis until the shipment is completed. (Shipment completion is defined as: Incoming – When a shipment is delivered to destination; Outgoing – When a shipment has departed country of assignment.)
	Percentage of weekly notifications performed.

	Start Point: Date/Time on which customer is due a weekly status update. 
End Point: Date/Time on which status update is sent to customer.


FURNITURE AND APPLIANCE POOLS (6144)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Incoming Shipments: Household Effects (HHE), Unaccompanied Air Baggage (UAB), Personally Owned Vehicle (POV), etc.


	Upon receipt of proper notification of shipment, prepare and deliver customs clearance paperwork to clearing agents and applicable host nation government offices within 2 business days. 

Required documents/information: Bill of lading or airway bill number, name of carrier, employee passport and copy of travel orders. 


	Percentage of notifications that meet specified time frames.




HEALTH SERVICES (5624)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Staff and operate the health unit
	Routine medical consultations will be arranged within 3 days.   Urgent medical consultations will be arranged the same day.
 
	Percentage of routine consultations arranged in 3 days.
Percentage of urgent consultations arranged on same day.  (eServices)

	Administer first aid, immunizations, and medications
	Immunizations as outlined in the annual ACIP/AAFP/AAP Immunizations Schedule. Additional immunizations as appropriate for geographic location
 
	Percentage of 2 year old children up-to-date for immunizations.  (MED data)

	Oversee and coordinate medical evacuations from post 
	Urgent evacuation will begin as soon as possible with less than 36 hours between the time the medevac decision is made until the patient has departed on medevac
 
	Percentage of all urgent medical evacuations completed within 36 hours from decision point until wheels up. (MED data)

	Prepare/analyze medical reports
	Copies of the medical record will be provided within 5 business days of submission of the request
	Percentage of records request fulfilled within 5 business days.  (MED data)

	Coordinate with local health facilities/personnel to identify, evaluate, recommend, provide referrals to, and make arrangements with local medical resources
	Post Capabilities Database is used as basis for recording evaluations of local facilities and staff
	Post Capabilities Database updated annually. (MED data)

	Serve as OSHA-designated medical unit for first aid in the event of an on-the-job emergency
	Provide immediate response to on-the-job emergencies in all cases
	Percentage of on-the-job emergencies responded to by medical unit staff. (MED data)

	Support medical evacuations from posts within the region, where applicable
 
	Designated Medical Evacuation Centers will respond to, assess, and support all medevac requests received
	Percentage of medevac requests responded to, assessed, and supported. (MED data)

	Identify and advise mission personnel on local health hazards and infectious diseases (e.g., wellness programs, HIV/AIDS, malaria, etc.)
	 Health related programs are presented or health related articles are published in the embassy news letter at least one time per month
	Percentage of months during which programs are presented or articles published. (MED data)


NON-RESIDENTIAL LOCAL GUARD PROGRAM (5826)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Provide appropriate guard services.  Provide oversight, coordination, and quality assurance of local guard program
	Provide guard services in accordance with Overseas Security Policy Board (OSPB) standards and local conditions as determined by the COM.   
 
	A score of 4.0 or better on the annual ICASS Customer Satisfaction Survey (ICASS customer survey)

	Ensure vehicle security inspection and pedestrian access control and verification of personnel entering the chancery, annex, and any other non-residential guarded ICASS buildings or facilities
	See above
	See above

	Prescreen visitors’ baggage conduct physical checks of personnel screen incoming mail, parcels, vehicles, or other items through use of visual inspection, x-ray equipment, explosive-detection equipment and metal detectors
	See above
	See above

	Provide exterior patrols of the chancery and annex buildings or compound, warehouses, and other designated buildings by guards or host-country police
	See above
	See above


POUCHING SERVICES (6192)
	SERVICE OFFERED
	UNIFORM PERFORMANCE STANDARD
	UNIFORM METRICS

	Receive and distribute incoming pouch materials both classified and unclassified
	Open and distribute incoming pouches within 4 business hours of delivery.
	Annual affirmation by Mgt.

	Prepare and forward outgoing pouches, both classified and unclassified
	Dispatch outgoing pouches to the U.S. per post schedule.
	Annual affirmation by Mgt.
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