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I am pleased to present the U. S. Office of Personnel Management (OPM) Fiscal Year (FY) 2007 
Performance and Accountability Report. As the central human resources agency for the Federal 
Government, we are accountable to the American people for ensuring the Federal Government 
has an effective civilian workforce. FY 2007 was a year of outstanding accomplishment and 
improved performance at OPM. We successfully completed 122 out of 123 operational goals 
contained in our Strategic and Operational Plan. Accomplishing these goals resulted in our 
meeting the targets for 57 of the 69, or 83 percent, performance measures for our programs—a 
18 percentage point increase from FY 2006.

To accomplish our mission, OPM works closely with Federal agency partners to recruit, hire, 
develop, retain, and provide retirement benefits for a worldwide workforce of almost two million 
employees and 2.4 million retirees and their families. We provide leadership for the strategic 
management of human capital throughout the Federal Government, establish human resources 
policies, and promote best practice solutions and strategies. We hold Federal agencies accountable 
for implementing policies in accordance with the Merit System Principles, Veterans-Preference, 
and protection against prohibited personnel practices. In FY 2007, OPM made progress in all of 
these areas.

Leading the Strategic Management of Human Capital
OPM is leading the Federal Government’s efforts to meet the challenge of attracting, hiring, 
developing, and retaining a 21st century Federal civilian workforce focused on and capable of 
producing results for the American people. Working collaboratively with our Federal agency 
partners, we are implementing the Strategic Management of Human Capital Initiative, one of 
the five management initiatives under the President’s Management Agenda (PMA). When the 
original Executive Branch Management Scorecard was released in 2001, no agency was “Green” 
(the highest level) in the area of Strategic Management of Human Capital. Today, 16 agencies 
have achieved this standard, with several others poised to join their ranks. 

Across Government, agency leaders are seeing the value of building strong and sustainable 
human capital programs and how these programs contribute to mission accomplishment. For 
instance, 92 percent of agencies have human capital programs aligned with their mission, 81 
percent of agencies met their targets toward closing gaps in mission critical occupations, and 
the average time to hire someone into Federal service dropped to an average of 31 days. Going 
forward, OPM’s focus is to ensure human capital management systems are fully institutionalized 
in agencies’ business operations and organizational culture by 2010. By building on the systems 
in place today, we will work with our agency partners to achieve this. 

Message from the Director
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Achieving High Performance in Retirement and Health Benefits Programs
One of the great features of Federal service is the highly competitive benefits programs available 
to Government employees, including retirement and health benefits. Implementing Retirement 
System Modernization (RSM) continued to be one of OPM’s top priorities in FY 2007. RSM 
is transforming retirement processing from a paper-based to an automated electronic system. 
It is critical to ensuring the continued timely, accurate administration of retirement benefits 
as the “retirement wave” builds, and the number of retirement applications increases. During 
this past year, the groundwork was laid to deliver services in the RSM environment. We tested 
new automated systems and prepared retirement program employees to transition to the new 
technology and business processes beginning in February 2008, RSM’s “go-live” date. When fully 
implemented, RSM will bring about efficiencies that will improve performance in all aspects of 
retirement program services.

OPM administers the Federal Employees Health Benefits Program (FEHBP), the largest 
single employer-sponsored health insurance program in the world, with over 8 million covered 
individuals. The FEHBP offers quality health care choices at an affordable price. Federal retirees 
may continue enrollment at the same level and premium cost as employees—coverage rare in 
other employment sectors. This year, FEHBP offers 283 plan choices including national fee-for-
service plans, HMOs, High Deductible Health Plans, and Consumer-Driven Health Plans. 

OPM played a leadership role in FY 2007 by promoting health care price and quality transparency. 
Many carriers made cost and quality information, including the costs of common medical 
procedures, available on their websites, and over 30 FEHBP carriers were acknowledged for their 
best practices. OPM continued to meet timeliness and accuracy performance targets for FEHBP, 
and enrollee satisfaction continued to be higher in the FEHBP than the industry standard. 

This past year, the Federal Employees Dental and Vision Insurance Program, a supplemental 
benefit for Federal employees and retirees, became effective. Enrollment in the program far 
exceeded projections. Over 700,000 elections were made from among seven dental carriers and 
three vision-benefit plans. Moving forward, we will continue to use our purchasing power to 
keep premiums down for this program. 

A Message from the Director 
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Recruiting and Hiring a New Generation of Federal Employees
Implementing strategies to recruit and hire high-quality Federal employees was another priority 
for OPM in 2007. Approximately 60 percent of the Federal workforce will be eligible to retire 
in the next decade, and an estimated 40 percent actually will retire. Positions vacated by some 
of the most experienced employees will need to be refilled with qualified, capable employees 
to continue the critical work of the Federal Government. This year, OPM pursued multiple 
strategies to assist agencies in meeting their recruiting and hiring goals. 

An integral part of this strategy is the USAJOBS website. USAJOBS has been designated by 
OMB as the Federal Government’s best recognized and most effective Presidential Management 
Initiative. It exceeded all goals and expectations for FY 2007, and the public utilization of the 
site continued to increase. Out of 133,000 job-application Internet sites worldwide, USAJOBS 
is number five. In August 2007, USAJOBS set an all-time record with 8.5 million visitors who 
generated 122 million page hits.

Another part of OPM’s strategy is our recruitment advertisement campaign on several mediums, 
featuring Federal employees carrying out their agencies’ diverse missions. This campaign has 
created significant interest with additional visits to USAJOBS in the markets in which the 
advertisements ran. OPM also co-sponsored Federal Career Days at universities and several 
community colleges across the United States to showcase the thousands of career opportunities 
available in the Federal Government. This year, these forums were targeted to recruiting for 
mission-critical occupations.

To help agencies streamline their hiring processes, we made available the interactive web-
based Hiring Toolkit. To respond to the changing profile and expectations of the 21st century 
workforce, we promoted the Career Patterns approach to recruiting. Career Patterns recognizes 
the emergence of new work patterns and incorporates recruiting strategies such as telework and 
flexible work schedules. OPM continued to offer many flexibilities to improve hiring timeliness 
and to fill critical skill gaps, including “category rating,” which expands the pool of qualified 
applicants. We held over 50 presentations and trainings nationwide and produced web-based 
videos on category rating and other hiring flexibilities. We also introduced legislation which 
would allow Federal retirees to temporarily return to work to assist with short-term, time-
sensitive projects and to help train the next generation of Federal employees. 

A Message from the Director 
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As a result of successfully completing 16 operational goals focused on promoting effective 
recruitment and hiring strategies, OPM made outstanding progress helping Federal agencies 
achieve their hiring goals. Twenty-one of the 26 President’s Management Agenda (PMA) agencies 
met their annual targets for closing mission-critical occupation/competency gaps, and hiring 
timeliness improved. Seventy-eight percent of new employees in the PMA agencies were hired 
within the 45-day time frame, 18 percentage points above the FY 2007 target and 14 points higher 
than FY 2006. The average time to hire now in these agencies is a highly competitive 31 days. 

Building a Performance Culture in the Federal Government
The Federal Government can be fully effective only if employees at all levels are focused on 
and accountable for achieving performance results for the American people. In FY 2007, OPM’s 
efforts to build a performance culture throughout the Federal Government included sharing 
best practices for implementing results-oriented performance appraisal and performance 
management systems. OPM also reported on implementation of performance-based pay 
systems at the Department of Defense National Security Personnel System and Department of 
Homeland Security and other agencies, supported new demonstration projects, and developed a 
comprehensive results-oriented performance culture strategy for Federal agencies to use. 

During FY 2007, OPM completed all operational goals and met all performance targets for its 
Human Capital—Performance Culture program. Intensive OPM support and technical assistance 
provided to agencies during FY 2007 led to significant advances in agencies’ performance 
appraisal and performance management systems. The percentage of all non-SES performance 
appraisal systems scoring at least 80 points on the Performance Appraisal Assessment Tool (20 
percent) significantly exceeded the FY 2007 target (10 percent) and FY 2006 results (8 percent). 
In addition, by the end of the fiscal year, 33 percent of agency applicant SES appraisal systems 
received full certification. OPM also surpassed its goal of 12 agencies improving their performance 
management systems as measured by the PAAT. 

Building Leadership Capacity
In December 2006, OPM provided to agencies the Management Competency Assessment Tool 
(MCAT), a web-based tool for assessing the skill levels of managers, supervisors, and others in 
key leadership and performance management positions. Agencies can use the results to support 

continued next page
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leadership competency gap analyses, and succession management and leadership development. In 
January 2007, OPM hosted a briefing on the MCAT for agency Chief Human Capital Officers 
and provided follow-up, individualized consultative sessions. 

OPM’s Center for Leadership Capacity Services (CLCS) delivered high-quality training to meet 
Federal agency and employees customers’ leadership, management development, and succession 
planning needs. High customer satisfaction levels were maintained, and the percent increase 
in perceived learning (52 percent) exceeded the FY 2007 target (41 percent). Open enrollment 
programs that were not financially viable were eliminated, the custom programs line of business 
experienced significant growth, and the Presidential Management Fellows program increased 
the number of fellows hired by 14 percent, while reducing expenses by about 50 percent. CLCS 
fully recovered its operating costs for the first time in several years and is positioned for continued 
success in FY 2008.

OPM met both of its Human Capital Leadership Capacity program performance targets. Twenty 
of 26 PMA agencies met their annual targets for closing leadership competency gaps (exceeding 
the target of 15 agencies); and 65 percent of these agencies’ leadership development program 
graduates were placed into positions of higher responsibility (exceeding the target of 55 percent).

Providing Human Resources Solutions and Strategies
OPM continued to achieve excellent performance results for the Talent Services Program, 
which in FY 2007, provided integrated, customized products and services for dozens of Federal 
agencies. These included automated staffing solutions; individual and organizational assessment; 
recruitment, selection, and retention strategies; workforce and succession planning services; 
development, implementation, support, integration, and hosting of complex human resources 
information technology systems; and pre-qualified commercial vendors providing custom 
training, learning, and knowledge management solutions and human capital solutions. 

Ensuring Merit System Accountability
Maintaining compliance with the nine Merit System Principles, veterans’ preferences, and 
protecting the Federal workforce against prohibited personnel practices are the most basic aspects 
of OPM’s mission. In FY 2007, OPM continued to implement human capital accountability 
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systems in the PMA agencies and to carry out its statutory oversight responsibility through 
targeted audits of agency Human Resources operations and delegated examining units, and its 
classification appeals program. OPM met or exceeded all of the performance targets established 
for the Compliance Program in FY 2007. Twenty-five of 26 agencies have now implemented a 
system of internal compliance with Merit System Principles and laws, rules and regulations in 
accordance with OPM standards, an increase of 25 percent above FY 2006 and twelve-fold the 
number at the end of FY 2005.

Providing Investigative Services
Conducting background investigations is an integral part of the Federal staffing and security 
compliance process. OPM performs 90 percent of all background investigation services for the 
Federal Government—some 1.8 million investigations per year. Each year about a million new 
cases come to our agency requesting investigations ranging from basic suitability to top secret 
clearances. The timeliness of processing initial background investigations improved significantly 
during FY 2007, well below the average of 90 days target, while also maintaining processing 
accuracy virtually at FY 2006 levels. 

Modernizing HR Business Processes
OPM continued to achieve the goals of the Human Resources Line of Business—to develop 
and implement secure, efficient, modern human resources solutions allowing Federal agencies 
to transform their human resource emphasis from administrative processing to strategic support 
for agency leadership and improved customer service. In FY 2007, four additional agencies 
committed to migrating to Shared Service Centers. OPM also furthered the Enterprise Human 
Resources Integration (EHRI) initiative, which is transforming how human resource information 
is accessed by Federal employees and Human Resource specialists and managers. When fully 
implemented, EHRI will replace the current Official Personnel File (OPF) with an electronic 
employee record—an “eOPF.” By the end of FY 2007, 46 percent of Federal agencies were using 
eOPFs, with 618,808 OPFs having been converted from paper to electronic format.

A Message from the Director 
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Fulfilling our Commitment to Veterans
As part of fulfilling our commitment to our nation’s veterans, OPM established veterans’ outreach 
offices at Walter Reed Army Medical Center in Washington and Brooke Army Medical Center in 
San Antonio, Texas. The outreach offices provide Federal employment information and counseling 
to injured veterans in support of the Department of Defense Transition Assistance Program. In 
June 2007, OPM entered into an agreement to open a third office at Fort Carson, Colorado.

This report also describes our progress in the past year meeting the important management 
challenges identified by the Office of the Inspector General. I appreciate the OIG’s insights and 
will continue to work on successfully addressing these areas.

I am pleased to report OPM received an unqualified audit opinion on its FY 2007 consolidated 
financial statements by the independent public accounting firm of KPMG LLP. OPM now 
has achieved this important milestone for eight years in a row. As reported in the independent 
auditor’s report, OPM had no material weakness in internal control over financial reporting for 
FY 2007 and received an unqualified audit opinion on the individual financial statements of the 
Retirement, Health Benefits and Life Insurance Programs.

In accordance with the Reports Consolidation Act of 2000, I have assessed the financial and 
performance data presented in this report. Except for the specific data limitations discussed in 
the report, I can provide reasonable assurance that these data are valid, reliable and complete. 
There are no internal control deficiencies regarding this data.

I am proud of the accomplishments of OPM’s dedicated and talented employees during  
FY 2007. I am certain that OPM will continue to fulfill our vital mission of ensuring the Federal 
Government has an effective civilian workforce—for Federal employees, agency partners, and 
most importantly the American people whom we serve.

 

Sincerely,

Linda M. Springer 
Director 
November 15, 2007
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Section 1—Management’s Discussion and Analysis

(Unaudited—See accompanying Independent Auditors’ Report)

Performance and Accountability 
Report Overview

Introduction

The U.S. Office of Personnel Management 
(OPM) is the central human resources 

agency for the Federal Government. OPM‘s 
mission is to ensure the Federal Government has 
an effective civilian workforce. To carry out this 
mission, OPM provides human capital advice 
and leadership to Federal agencies, supports these 
with human resources policies, and holds agencies 
accountable for their human capital practices 
and upholding the merit system principles. In 
addition, OPM delivers human resources products 
and services to agencies on a reimbursable basis, 
including personnel investigations, leadership 
development and training, examining, staffing, 
and recruiting, organizational assessments, 
and training and management assistance. 
OPM also delivers services directly to Federal 
employees, those seeking Federal employment, 
and Federal retirees and their beneficiaries. 

OPM operates from its headquarters in the 
Theodore Roosevelt Federal Office Building at 1900 
E Street, NW, Washington, D.C., 20415, 16 field 
offices across the country, and operating centers in 
Pittsburgh and Boyers, Pennsylvania; Ft. Meade, 
Maryland; and Macon, Georgia. OPM’s website is 
www.opm.gov. 

Using This Report

The Fiscal Year (FY) 2007 Performance and 
Accountability Report meets a variety of reporting 

requirements from numerous laws focusing on 
improved accountability among Federal agencies 
and guidance described in Office of Management 
and Budget (OMB) Circulars A-11, A-123, 
and A-136. It consists of four sections and two 
appendices, which together provide an accurate and 
thorough accounting of OPM’s accomplishments 
during FY 2007 in fulfilling its mission. 

Section 1: Management’s Discussion and Analysis 
(MD&A) begins with a brief history and description 
of the agency and its role within the executive branch 
of the Federal Government, providing an overview 
of OPM’s financial and program performance 
during FY 2007. The MD&A is designed to meet the 
various statutory, regulatory, and other requirements 
governing Federal agency financial and performance 
reporting. It outlines OPM’s strategic objectives, and 
summarizes the agency’s progress toward achieving 
them based on key performance data. It also provides 
a review of OPM’s plans for the future. Additionally, 
the MD&A analyzes OPM’s financial statements 
for FY 2007 and discusses the agency’s compliance 
with legal and regulatory requirements, including 
the Federal Managers’ Financial Integrity Act, 
Federal Financial Management Improvement Act, 
Inspector General Act Amendments, and Prompt 
Payment, Debt Collection, and Improper Payment 
Improvement Acts. 

Section 2: Performance Information presents 
OPM’s performance results in comprehensive detail, 
expanding on the key performance information 
highlighted in the MD&A, and reports on all of 
OPM’s performance measures and operational goals 
pertinent to FY 2007. The Performance Information 



OPM Fiscal Year 2007 Performance and Accountability Report
10

S e c t i o n  1—M a n a g e m e n t  D i s c u s s i o n  a n d  A n a l y s i s

section is organized by the strategic objectives 
described in OPM’s Strategic and Operational Plan 
2006–2010. This level of detail is useful to members 
and staff in Congress; resource management offices 
at the Office of Management and Budget; analysts 
in OPM’s Office of the Inspector General; the 
Government Accountability Office; and interested 
citizens, customers, and other stakeholders. Lastly, 
this section includes a comprehensive and thorough 
discussion of the completeness, accuracy, and 
reliability of the performance data and information 
disclosed in the report and describes OPM’s data 
validation and verification process. 

Section 3: Financial Information, of interest 
to anyone concerned with OPM’s financial 
performance, opens with a message from OPM’s 
Chief Financial Officer and contains an assessment 
of OPM’s consolidated financial statements 
by an independent certified public accounting 
firm, KPMG LLP. The auditors report on their 
examination of the evidence supporting the amounts 
and disclosures in OPM’s consolidated financial 
statements, and individual financial statements for 
the Retirement, Health Benefits, and Life Insurance 
Programs. The auditors also report on OPM’s 
internal controls over financial reporting, and 
tests of OPM’s compliance with certain provisions 
of applicable laws, regulations, and contracts. 
Section 3 also includes OPM’s consolidated 
financial statements, footnotes, and other required 
supplementary information. 

Section 4: Other Accompanying Information covers 
the agency’s Management Challenges, as described 
by OPM’s Office of the Inspector General (OIG). 
These are OIG’s summary of the most significant 
challenges facing OPM as it carries out its mission. 
This section also includes detailed information 
concerning the agency’s compliance with the 
Improper Payment Information Act.

OPM employees prepared this Performance 
and Accountability Report with limited contractor 
support. Contractor support was used to develop 

the financial information reported for the 
Health Benefits, Life Insurance, and Long-
Term Care Insurance Programs because much 
of that information originates with the carriers 
participating in those programs. In addition, 
contractor support was used for editing and graphic 
design, and in printing the report. This report is 
available on OPM’s website at www.opm.gov/gpra/
opmgpra. Hard copies may be obtained by contacting 
the U.S. Office of Personnel Management, Center 
for Budget and Performance, Room 5416, 1900 E St., 
NW, Washington, D.C., 20415.

OPM’s Mission and Strategic 
Objectives 
OPM’s Strategic and Operational Plan 2006-2010 is 
the starting point for performance accountability. 
OPM’s mission is simple and direct: to ensure 
the Federal Government has an effective civilian 
workforce. This mission is accomplished by achieving 
seven strategic objectives (see Table 1) . Objectives A 
and B focus on the outcomes OPM is achieving for 
the Federal workforce. Objectives C and D focus 
on what OPM needs to achieve through Federal 
agencies, and Objectives E, F, and G, describe OPM’s 
aspirations for its performance internally, and its 
reputation among its partners and stakeholders. As 
stated in the Strategic and Operational Plan, each 
of the strategic objectives is supported by a series 
of operational goals. OPM reviews its operational 
goals as a part of its annual budget planning and 
develops additional goals for the upcoming fiscal 
years to address emerging issues. These additional 
operational goals are published in Addendums to 
the Strategic and Operational Plan. In FY 2007, 
OPM published an Addendum to the Strategic and 
Operational Plan 2006-2010.1

The driving force of OPM’s Strategic and 
Operational Plan are the operational goals extending 

1 The Strategic Plan and Operational Plan 2006–2010, 
Addendum 2007-2010, and status of operational goals is 
available on the OPM Website at www.opm.gov/strategicplan.
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from the strategic objectives. Operational goals are 
performance drivers—the specific actions OPM 
will undertake and the deliverables it will produce 
to improve program performance, achieve program 
outcomes, and enable OPM to meet its strategic 
objectives and fulfill its mission. The operational 
goals are straightforward, readily-identifiable, and 
action-oriented. Each operational goal has a date by 
which it must be accomplished and is assigned to 
an executive “owner” within OPM. Each owner’s 
operational goals are included in his or her Senior 
Executive performance agreement so that, under the 
new SES performance-based pay system, executive 
compensation is directly linked to successful 
execution of the operational goals. If OPM 
successfully completes its operational goals, program 
performance will improve, and the evidence of this 
improvement will be reflected in the measures used 
to assess and monitor program performance. 

Organizational Structure
OPM’s organizational structure reflects the primary 
business lines through which OPM carries out its 
programs and implements its strategic objectives 
and operational goals: developing Federal human 
resources management policy, supporting agencies 

in the implementation of that policy through best 
practices in human capital management while 
adhering to the Merit System Principles, and 
supporting these with human resources products and 
services. This structure positions OPM to respond to 
and meet the unprecedented new responsibilities and 
higher profile the agency has been given. As shown 
in Figure 1, OPM is comprised of the following 
organizational components. 

Specific Officials on the 
Director’s Core Management Team 

The •	 Chief of Staff and Director of External Affairs 
is responsible for advising the Director on issues 
affecting the agency and the Federal workforce, 
and for coordinating implementation of the 
Director’s decisions throughout the agency. 

The •	 Office of Program Management oversees 
the development and implementation of new 
programs within OPM. Currently, the office 
is responsible for completing the transition to 
the new business processes and technology that 
support the administration of the retirement 
programs, comprised of the Civil Service 
Retirement System (CSRS) and the Federal 
Employees Retirement System (FERS).

Table 1—OPM Mission and Strategic Objectives

OPM’s Mission
Our mission is to ensure the Federal Government has an effective civilian workforce.

Strategic Objective A The Federal civilian workforce will be focused on achieving agency goals. 

Strategic Objective B
The Federal civilian workforce will have opportunities, benefits, and service that compete successfully with 
those of other employers. 

Strategic Objective C Federal agencies will be employers of choice. 

Strategic Objective D Federal agencies will be recognized as leaders in having exemplary human resources management practices.

Strategic Objective E OPM will be a model of performance for other Federal agencies.

Strategic Objective F
OPM will be a leader in the human resources professional community and have positive name recognition 
outside the Federal Government.

Strategic Objective G OPM will have constructive and productive relationships with external stakeholders.
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Executive Offices

The•	  Office of Communications and Public Liaison 
advances and defends the heritage and principles 
of America’s civil service. The office promotes 
the policies and directives of the President and 
of the OPM Director and ensures they are fully 
supported as they relate to the Human Capital 
Initiative. The office provides American citizens, 
Federal employees, agency customers, and 
pertinent stakeholders with accurate information 
to aid their planning and decision making.

The •	 Office of Congressional Relations oversees and 
coordinates all of OPM’s congressional relations, 
provides strategic advice and legislative analysis 
to OPM’s Director and program offices, and 
responds to congressional initiatives that affect 
Federal human resources management issues. 

The •	 Office of the General Counsel provides legal 
services to OPM’s Director, Deputy Director, and 
divisions. It also advises Government agencies in 
understanding and carrying out their civil service 
responsibilities and meeting the Merit System 
Principles. The office provides civil service-
related legal assistance to members of the public, 
as needed, to serve the American people fairly 
and professionally. 

The •	 Office of the Inspector General conducts 
comprehensive and independent audits, 
investigations, and evaluations relating to OPM 
programs and operations. It is responsible 
for administrative actions against health care 
providers that commit sanctionable offenses with 
respect to the Federal Employees Health Benefits 
Program (FEHBP) or other Federal programs. 
The OIG keeps the Director and Congress 
fully informed about problems and deficiencies 
in the administration of agency programs and 
operations, and the necessity for corrective action. 

Program Divisions

The •	 Federal Investigative Services Division (FISD) 
houses the Investigations Program through 
which it provides Federal agencies personnel 
background investigative and employment 
suitability services on a reimbursable basis to 
ensure Federal employees meet critical personnel 
security standards. FISD strives to provide these 
services within the timeframes mandated by the 
National Intelligence Directive.

The •	 Human Capital Leadership and Merit 
System Accountability Division (HCLMSA) 
supports the Human Capital Program by 
leading the transformation of human capital 
management across Government by proactively 
engaging agencies in the implementation of 
the Human Capital Standards for Success 
and providing them with technical advice and 
assistance. HCLMSA also supports the Merit 
System Compliance Program by assessing and 
reporting agencies’ adherence to the Merit 
System Principles, veterans’ preference, and other 
Governmentwide standards. 

The •	 Human Resources Line of Business (HRLOB) 
is responsible for the development of world-
class, secure, modern, cross-agency, human 
resources solutions so Federal agencies can build 
successful, high-performing organizations. The 
initiative is modernizing HR business processes 
and establishing both Federal and private sector 
providers of shared common solutions. The 
solutions will provide more efficient management 
of the automated information systems that support 
human resource activities. This will allow Federal 
agencies to change their focus from administrative 
processing to strategic planning support for agency 
leadership and improved customer service.
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The•	  Human Resources Products and Services 
Division (HRPS) provides high-quality, cost-
effective products and services that help OPM 
customers recruit and retain the best talent 
through the Talent Services Program; develops 
and maintains results-oriented leadership 
through the Leadership Capacity Services 
Program; and delivers benefits services to Federal 
employees, annuitants, and their families through 
the employee benefit programs.

The•	  Management Services Division (MSD) 
provides OPM offices with the full range of 
administrative services, including human 

capital and equal employment opportunity 
management, contracting and administrative 
management, information technology, security, 
and emergency services. These services enable 
OPM to build mission capacity and maintain a 
high-quality and diverse workforce.

The•	  Office of the Chief Financial Officer (OCFO) 
provides OPM offices with the full range of 
financial management, strategic planning, and 
budget services, and performs OPM’s oversight 
of internal controls and risk assessments. It also 
is responsible for implementing the President’s 
Management Agenda (PMA) within the agency. 

Figure 1—OPM Organizational Structure
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The •	 Strategic Human Resources Policy Division 
(SHRP) designs, develops, and leads the 
implementation of innovative, flexible, merit-
based human resources policies and strategies 
that enable Federal agencies meet their missions 
and achieve their goals. Most of SHRP’s activities 
support the Human Capital Program, but the 
division also provides policy leadership to the 
employee benefit programs (retirement, health 
benefits, life, and other insurance).

Analysis of Program Performance 

OPM’s Strategic Management 
Process 

OPM’s strategic management process draws from 
two sources: 

The Strategic and Operational Plan 2006–2010 •	
and subsequent Addendums to it; and 

Program assessments using the Program •	
Assessment and Rating Tool (PART). 

OPM has strategically aligned all of the elements 
of its management process to the agency’s mission, 
as shown in Figure 2. The seven strategic objectives 
described in OPM’s Strategic and Operational Plan 
2006–2010 establish the overarching framework for 
how the agency fulfills its mission. OPM has used 
the PART process to define and assess the nine 
programs through which it achieves these objectives. 
These programs are: Human Capital, Merit System 
Compliance, Federal Civilian Retirement, Federal 
Employees Health Benefits, Federal Employees’ 
Group Life Insurance, Federal Investigative Services, 
Talent Services, Leadership Capacity Services, and 
OIG FEHB Integrity. 

OPM has articulated the purpose, major 
program activities, and resulting outcomes for each 
of these programs and developed performance 
measures to assess their efficiency and effectiveness 
program. OPM has aligned these outcomes with its 
strategic objectives, and uses the resulting strategic 
management process to develop operational goals to 
drive program improvements. 

Figure 2—Strategic Management Process
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Table 2 shows how OPM’s specific programs and program activities are aligned with its strategic objectives.

Table 2—Relationship Between Strategic Objectives, Programs, and 
Program Activities

Strategic Objective Program Program Activity

Strategic Objective A: The Federal civilian 
workforce will be focused on achieving agency goals.

Human Capital Performance Culture

Strategic Objective B: The Federal civilian 
workforce will have career opportunities, benefits, 
and service delivery that compete successfully with 
other employers.

Human Capital Leadership Capacity

Benefits
Retirement; Health Benefits; Life Insurance;  
Other Insurance

Leadership Capacity Services
Federal Executive Institute; Management 
Development Centers; Presidential Management 
Fellows

GoLearn GoLearn

Strategic Objective C: Federal agencies will be 
employers of choice.

Human Capital Talent

Talent Services
USAStaffing; Examining Services; Nationwide 
Testing; Assessment Services; Training & 
Management Assistance 

USAJOBS USAJOBS

Strategic Objective D: Federal agencies will be 
recognized as leaders in having exemplary human 
resources practices.

Human Capital Strategic Alignment; HR LOB

Merit System Compliance Agency Audits; DEU Audits; Classification Appeals

Federal Investigative Services Background Investigations

Strategic Objective E: OPM will be a model of 
performance for other Federal agencies.

Executive Services
Congressional Relations; Communications &  
Public Liaison; General Counsel

Chief Financial Officer
Financial Management; Budget & Performance; 
Internal Control & Risk Management

Management Services
Human Capital; Information Technology;  
Facilities, Administration, & Contracting; Security

Inspector General Investigations; Audits

Strategic Objective F: OPM will be a leader in the 
human resources professional community and 
have positive name recognition outside the Federal 
Government.

Executive Services
Congressional Relations; Communications &  
Public Liaison; General Counsel

Strategic Objective G: OPM will have constructive 
and productive relationships with external 
stakeholders.

Executive Services
Congressional Relations; Communications &  
Public Liaison; General Counsel
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FY 2007 Performance Highlights

OPM is reporting on 69 performance measures in this 
FY 2007 Performance and Accountability Report. 

For 57 performance measures (83 percent of total 
measures), OPM met the FY 2007 target;

For 4 measures (nearly 6 percent), targets were not 
met, but performance improved over FY 2006; and 

For 1 measure (approximately 1 percent), the target 
was not met, but performance stayed the same as in 
FY 2006.

For 6 measures (approximately 7 percent) targets 
were not met.

For 1 measure (approximately 1 percent), data is not 
available at this time.

Based on these measures, and the 122 operational 
goals OPM offices completed during FY 2007, 
OPM substantially achieved its program outcomes 

and strategic objectives. This demonstrates OPM 
is fulfilling its mission of ensuring the Federal 
Government has an effective civilian workforce.

OPM programs are not only performing well, 
but improving. Improvement accelerated during 
FY 2007, with a 18 point increase in targets met 
between FY 2006 and FY 2007. This performance 
record is remarkable because achieving “targets 
met” has become more difficult. Through the 
PART process, all OPM programs have been 
assessed, and quantitative outcome-oriented and 
efficiency measures with ambitious targets have 
been established. Further development of long-
term outcome measures continues (see PART 
Improvement Plans in Section 2), but the overall 
set of measures and targets has become more 
challenging during this period. OPM met the 
challenge in FY 2007, improving and reaching a 
high level of performance. 

Table 3—OPM Program Performance Improving Since FY 2004
FY 2004 FY 2005 FY 2006 FY 2007

Number of Performance Measures 107 159 46 69

Number of Targets Met 72 116 30 57

Percent of Targets Met 67% 73% 65% 83%

FY 2007 Performance Results Targets Met
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OPM’s success in meeting FY 2007 performance 
targets is especially noteworthy because the 
great majority—90 percent—of its performance 
measures are outcome-oriented and/or efficiency 
measures. Outcome measures describe the 

intended result of carrying out a program or 
activity of direct importance to the intended 
beneficiaries and/or the public. Effective programs 
not only accomplish their outcome performance 
goals, but strive to improve their efficiency by 
achieving or accomplishing more benefits for a 
given amount of resources. Efficiency measures 
reflect the economical and effective utilization 
and management of resources to achieve program 
outcomes or produce program outputs. They may 
also reflect ingenuity in the improved design, 
creation, and delivery of services to reduce costs.2 
OPM effectively managed resources to provide real 
benefits and value to the American people.

2 Source of definitions: OMB Circular A-11, July 2007: Section 
200—Overview of Strategic Plans, Performance Budgets, and 
Performance and Accountability Reports

Table 4 shows OPM’s overall performance results and budgetary resources used to accomplish each 
strategic objective.

Table 4—FY 2007 Overall Performance Summary

Strategic Objective
Operational Goals Performance Targets Budgetary 

Resources 
Used *# Scheduled # Completed # Reported # Met

Strategic Objective A: The Federal civilian workforce will be 
focused on achieving agency goals.

10 10 3 3
$8.621 M 
FTE: 65.6

Strategic Objective B: The Federal civilian workforce will 
have opportunities, benefits, and service that compete 
successfully with those of other employers. 

27 27 35 30
$162.842 M 
FTE: 987.7 

Strategic Objective C: Federal agencies will be employers  
of choice.

18 18 10 7
$246.417 M 
FTE: 698.8

Strategic Objective D: Federal agencies will be recognized 
as leaders in having exemplary human resources management 
practices. 

19 19 15 11
$25.866 M 
FTE: 144.7

Strategic Objective E: OPM will be a model of performance 
for other Federal agencies.

35 34 6 6
$1,020.626 M 
FTE: 2,881.2

Strategic Objective F: OPM will be a leader in the human 
resources professional community and have positive name 
recognition outside the Federal Government.

4 4 - -
$ 4.434 M 
FTE: 34.0 

Strategic Objective G: OPM will have constructive and 
productive relationships with external stakeholders. 

10 10 - -
$1.094 M 
FTE: 7.8

FY 2007 Totals 123 122 69 57
$1,469.901M 
FTE: 4,819.8 

* Budgetary resources expressed as millions of dollars and include all funding sources, e.g., General Funds, Trust Funds, and Revolving Funds 
FTE = full-time equivalent.
** For Strategic Objectives F and G, separate performance measures (or targets) have not been defined. Comprised of internal management activities and 
facilitated by Executive Offices, completion of operational goals fully represents the level of performance for program activities carried out within these 
strategic objectives. 

Types of Measures
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Summary of Performance Results

The summary below organizes OPM’s 69 performance measures according to their related Strategic 
Objective and program activity. Also, the summary shows OPM’s performance results for FY 2007 juxtaposed 
against their respective targets, and to the extent data is available, provides trend data back to FY 2004. A 
comprehensive report on all of OPM’s performance measures and operational goals is provided in Section 2: 
Performance Information.

Strategic Objective A: The Federal civilian workforce will be focused on 
achieving agency goals

Human Capital—Performance Culture

During FY 2007, OPM completed 10 operational goals (see details on accomplishment of operational goals in 
Section 2—Performance Information), resulting in significant improvement in the three performance measures for 
the Human Capital—Performance Culture program activity. These goals were designed to increase the extent 
to which both SES and non-SES performance plans focused on agencies’ goals, and expand the use of pay-for-
performance systems. As a result, significant improvement occurred in all three of the performance measures.

Program: 
Human Capital

Program Activity:
Performance Culture

Outcome:
A culture of performance and accountability exists in all Federal agencies.

 Performance Measures
FY 2004  
Results

FY 2005 
Results

FY 2006 
Results

FY 2007 
Target

FY 2007 
Results

% of applicant systems whose SES performance plans are fully certified 5% 4% 3% 10% 33% 

% of all non-SES performance appraisal systems scoring at least 80 points 
out of 100 on the Performance Assessment Accountability Tool (PAAT)

No Data No Data 8% 10% 20% 

# of civil service employees in a performance-based pay system No Data 61,504 82,826 90,000 260,000

No Data = Measure did not exist in this fiscal year and performance data cannot be reconstructed
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Strategic Objective B: The Federal civilian workforce will have 
opportunities, benefits, and service that compete successfully with  
other employers

Federal Employees Retirement—Benefits Officers Training and 
Development

OPM completed the operational goal intended to improve agency benefits officers’ training and 
development and observed improved results in the two performance measures shown below.

Federal Employees Retirement—Claims Processing

OPM continued to improve the efficiency and accuracy of processing new claims for retirement benefits, 
even as it completed operational goals focused primarily on its Retirement System Modernization (RSM) 
Project. Though OPM fell short of its aggressive target for the timeliness of processing new retirement claims, 
timeliness improved moderately during FY 2007. OPM’s current information system do not support achieving 
a target as ambitious as 90 percent. OPM’s strategy to ultimately achieve its long term and annual goals for the 
retirement program is the RSM project. OPM will begin implementing RSM’s new technology in FY 2008 and 
expects to have RSM fully operational by the end of FY 2010 (see details in Section 2).

Program: 
Federal Employees Retirement

Program Activity :
Claims Processing

Outcome:
Benefits payments are timely, accurate, and delivered efficiently.

 Performance Measures
FY 2004 
Results

FY 2005 
Results

FY 2006 
Results

FY 2007 
Target

FY 2007 
Results

% of initial claims processed within 30 days (FY 2006  
Operational Goal) 

No Data 14% 61% 90% 67%

Claims processing accuracy rate 93% 95% 89% 92% 95%

Claims processing unit cost $91.91 $86.32 $91.95 $81.94 $80.03

Improper payment rate 0.38% 0.28% 0.44% 0.44% 0.42%

 No Data = Measure did not exist in this fiscal year and performance data cannot be reconstructed

Program: 
Federal Employees Retirement

Program Activity :
Benefits Officers Training and Development

Program Outcome:
Federal employees have options and tools for retirement planning for their and their families’ financial future. Agency benefits officers 
are knowledgeable and Federal employees informed concerning their benefits

 Performance Measures
FY 2004 
Results

FY 2005 
Results

FY 2006 
Results

FY 2007 
Target

FY 2007 
Results

% of benefits officers trained per year No Data No Data 47% 48% 52%

% of customers who rate satisfaction with guidance material as very good 
or better

No Data 91% 81% 85% 85%

 No Data = Measure did not exist in this fiscal year and performance data cannot be reconstructed
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Federal Employees Retirement—Answering Inquiries & Maintaining 
Annuity Payment Accounts

OPM increased the volume of self-service transactions and responded to a greater percentage of inquiries 
within its 72-hour standard in FY 2007, while also reducing the cost per transaction (unit cost) for the wide 
range of services it provides these customers. These improvements were partly the result of retirement 
program employees working in customer service areas being crossed trained so they could be redeployed 
quickly in response to shifting workload demands. Also, OPM continued to review and streamline work 
processes to create efficiencies. OPM was unable to sustain improvements in all areas as the call handling rate 
did not improve to the 85 percent target set for FY 2007. However, performance for this measure remained at 
the FY 2006 level.

Program: 
Federal Employees Retirement

Program Activity :
Answering Inquiries & Maintaining Annuity Payment Accounts

Outcome:
Services are delivered efficiently; annuitant rolls are accurate and current; annuitants are satisfied with overall program services.

 Performance Measures
FY 2004 
Results

FY 2005 
Results

FY 2006 
Results

FY 2007 
Target

FY 2007 
Results

% of change notices mailed within 10 working days No Data No Data 95% 90% 93%

Customer services unit cost $6.63 $5.37 $4.54 $4.63 $4.42

% increase in self-services * No Data No Data 57% 50% 51%

% of inquiries answered within 72 hours No Data No Data 93% 85% 96%

Call handling rate 97% 91% 84% 85% 84%

% of customers satisfied with overall retirement services 94% 87% 83% 87% 87%

 No Data = Measure did not exist in this fiscal year and performance data cannot be reconstructed
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Federal Employee Health Benefits—Contract Administration

OPM completed all five of the operational goals scheduled in FY 2007. Four of these goals improve how the 
agency administers its contracts with the (approximately) 280 carriers participating in the health benefits program. 

OPM met four of the six performance targets for this program activity and generally maintained its 
performance in administering contracts at the level achieved in FY 2006. Most significantly, enrollee 
satisfaction continues to be higher in the FEHBP than the industry standard. OPM will improve the 
functionality of its FEHB Open Season Web site to increase customer satisfaction with the site. The increase 
in improper payments is an anomaly caused by a one-time legal settlement. Therefore, the agency has no 
specific improvement plan concerning this performance measure.

Program: 
Federal Employee Health Benefits

Program Activity :
Contract Administration

Outcome:
Federal employees, retirees, and their families have health benefits coverage meeting their individual health insurance needs. 

 Performance Measures
FY 2004 
Results

FY 2005 
Results

FY 2006 
Results

FY 2007 
Target

FY 2007 
Results

Health benefits claims processing timeliness (% 
within 30 working days)

95% 98% 97% 95% 97%

Health benefits claims processing accuracy (%) 95% 98% 98% 96% 98%

Health benefits improper payment rate (%)* 0.32% 0.31% 0.20% 0.20% 0.78%

FEHBP overall enrollee satisfaction scores 
versus health care industry standard (%)

FEHBP: 70%; 
industry: 62%

FEHBP: 73%; 
industry: 64%

FEHBP: 73%; 
industry: 65%

FEHBP >  
Industry

FEHBP: 79%; 
industry: 

63%

% of accredited FEHBP plans 74% 78% 79% >2006 level 83%

Enrollee satisfaction with content and usability 
of OPM FEHBP Open Season Web site (%)

76% 79% 43% 79% 32%
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Federal Employees Group Life Insurance and Other Insurance—
Contract Administration 

OPM met or exceeded all measures including the enrollment goal for the Federal Employees Flexible 
Spending Account (FSAFEDS) program. The percentage of FSAFEDS claims reimbursed within 5 days is 
nearly 100 percent. FEGLI claims are accurate 99.8 percent of the time. The call handling rate at the Federal 
Long Term Care Insurance Program (FLTCIP) call center is over 99 percent. FSAFEDS and the FLTCIP 
demonstrated successful performance with impressive records for customer satisfaction, timeliness and 
meeting enrollment goals.

Program: 
Federal Employees Group Life Insurance and Other Insurance

Program Activity :
Contract Administration

Outcome:
Federal employees have the opportunity to purchase group term life insurance that provides financial protection to their beneficiaries.

 Performance Measures
FY 2004 
Results

FY 2005 
Results

FY 2006 
Results

FY 2007 
Target

FY 2007 
Results

FEGLI paid claims timeliness (days) 6.4 6.5 6.9
< 10-days 
Industry 
standard

6.7

FEGLI paid claims accuracy (%) 99.6% 99.7% 99.7% 99.7% 99.8%

Improper payment rate (%) 0.22% 0.17% 0.06% 0.06% 0.06%

% of FLTCIP service calls answered within 20 seconds 88% 91% 88% 85% 88%

FLTCIP Service Call Center handling rate (%) 99% 99% 99% 97% 99%

% of FLTCIP customers overall satisfied with customer service 95% 98% 97% 97% 97%

# of employees participating in FSAFEDS 125,000 163,115 193,481 205,000 228,255

% of “clean” FSAFEDS claims reimbursed within 5 business days No Data 91% 95% 95% 100%

 No Data = Measure did not exist in this fiscal year and performance data cannot be reconstructed
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Human Capital—Leadership Capacity

OPM completed four operational goals to strengthen the leadership capacity of the Federal workforce 
which brought about measurable results in FY 2007. Both measures of the leadership capacity outcome met 
the FY 2007 targets, and also showed improvement above FY 2006.

Program: 
Human Capital 

Program Activity :
Leadership Capacity

Outcome:
Improved agency management of SES recruitment, development, and retention

 Performance Measures
FY 2004 
Results

FY 2005 
Results

FY 2006 
Results

FY 2007 
Target

FY 2007 
Results

# of 26 PMA agencies that meet their annual targets for closing 
leadership competency gaps

No Data No Data 13 15 20

% of 26 large agency leadership development program graduates 
placed into positions of higher responsibility 

No Data No Data 53% 55% 65%

 No Data = Measure did not exist in this fiscal year and performance data cannot be reconstructed

Leadership Capacity Services—Federal Executive Institute, 
Management Development Centers, and Presidential Management 
Fellows

In FY 2007, the Center for Leadership Capacity Services (CLCS) met three of its four performance targets. 
First and foremost, the program achieved full cost recovery for the first time in several years. The Overall 
Customer Satisfaction was short of the FY 2007 target, but results remained at a high level. The percent 
increase in perceived learning exceeded the FY 2007 target with a 12 point increase above FY 2006. These 
results showed a continuation of the high quality standards that have characterized the Leadership Capacity 
Services Program over the years.

Program: 
Federal Employee Health Benefits

Program Activity :
Contract Administration

Outcome: 
Federal executives, managers, and supervisor’s have opportunity to receive high-quality training to meet the leadership, management 
development, and succession planning needs of their organizations and develop or renew their commitment to public service.

 Performance Measures
FY 2004 
Results

FY 2005 
Results

FY 2006 
Results

FY 2007 
Target

FY 2007 
Results

Overall customer satisfaction, based on five point scale 4.70 4.61 4.68 4.68 4.60

% increase in perceived learning 41% 40% 40% 41% 52%

# of Presidential Management Fellow hires 403 366 355 400 403

Full cost recovery annual for each revolving fund program No No No Yes Yes
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Human 
Capital—Talent

# of the 26 PMA agencies that 
meet their annual targets 
for closing mission-critical 
occupation/competency gaps

# of agencies that meet their annual targets for closing 
mission-critical occupation/ competency gaps

The following are data sources for this 
performance measure:

• Annual Human Capital Management 
Report—the report provides an assessment 
of the performance of an agency’s human 
capital program and activities. The report 
includes specific metrics relating to closing 
mission critical occupation/competency 
gaps and outlines specific results relating to 
gap closure.

• Human Capital Executive Scorecard—the 
scorecard includes a checkmark linked to 
the measure.

• Quarterly Internal Scoring Reviews—
internal reviews designed to assess the 
progress of agencies in meeting the Human 
Capital Standards for Success. Information 
is provided on the progress of agencies in 
closing their competency/occupational gaps. 

Annually  
(HCM report)  
and quarterly 

(scoring)

The Annual Human Capital Management Report 
(formerly Annual Human Capital Accountability 
Report) is assessed by OPM Experts in the field 
of strategic human capital management and 
evaluation. Initially, Human Capital Officers, 
Auditors, and Program Managers independently 
evaluate the reports. Afterwards, these individuals 
meet to discuss the accuracy of the information 
reported based on routine audits, agency 
interactions, previously received deliverables, and 
the results of quarterly internal scoring reviews. 
In addition, the individuals discuss the strengths, 
improvements needed, and potential risks 
determined through their assessment of the report. 
The results of the discussions are documented and 
provided to the leadership team for further scrutiny. 
Feedback is then provided to the agency, allowing 
the agency the chance to clarify information or 
supplement what was provided.

Competency gaps are the differences between required and existing competencies. 
OPM helps agencies close gaps in the competencies necessary to effectively perform 
mission-critical work, in accordance with 5 U.S.C. 1304. Closure of mission critical 
competency gaps is the “bottom line” indicator as to whether talent systems have been 
used effectively to supply the human capital necessary to achieve an agency’s mission.

Human 
Capital—Talent

% of hires in each agency hired 
within the 45-day time frame, as 
described in OPM’s hiring time 
frame model

Number of hires in each agency hired within the 45-day time 
frame divided by total number of hires. 

Quarterly Hiring Timeline Chart—a chart 
that captures information relating to the 
timeliness of agency GS and SES hires. It 
also request information on the use of 
hiring flexibilities.

Quarterly 

The efficiency of an agency’s hiring process is 
assessed through our auditing function and the 
Annual Human Capital Management Report and 
during Quarterly Internal Scoring Reviews.

OPM helps agencies create an effective workforce by recruiting top talent. Long 
hiring time frames impede top talent from joining federal service, as they accept 
other job offers in the meantime. In 2003, GAO reported that the average time to 
complete all steps in the competitive hiring process averaged 102 days, or about  
3.4 months. In a 2004 survey of new hires, the MSPB found that less than half of  
new hires experiencing a hiring process of three months or longer thought this 
amount of time was reasonable.

Talent Services
Customers satisfied with Center 
for Talent Services’ products and 
services (ACSI Equivalent Index)

A composite score is calculated using a 10-point scale for 
Items 14-16 on the CSS which ask:  
14) Please consider all your experiences to date with OPM/
CTS products and services. How satisfied are you with these 
products and services? 
15) Considering all of your expectations, to what extent have 
OPM/CTS’s products and services fallen short of or exceeded 
your expectations? 
16) Imagine the ideal organization that provides HR products 
and services. How well would OPM/CTS compare with that 
ideal organization? 
The composite score is the ACSI equivalent.

The results are based on the CTS Customer 
Satisfaction Survey (CSS), which is 
administered by all CTS business lines as 
projects are completed. OPM’s Customer 
Satisfaction Survey, on which the CTS CSS 
is based, was benchmarked by GAO in 1999 
as a valid GPRA measure and assesses 
service quality on nine dimensions (General 
Accounting Office. July 1999. Performance 
Plans: Selected Approaches for Verification 
and Validation of Agency Performance 
Information. GAO/GGD-99-1309). The 
development of this research-based survey 
instrument was also described in Human 
Resource Management (Brigitte W. Schay et 
al. “Using Standard Outcome Measures in 
the Federal Government,” Fall 2002, Volume 
41, Number 3). 

Semi-annually

Once the survey results are entered into the 
annual database, random checks are performed to 
compare the electronic data to the data from the 
original forms received. The CTS survey analyst and 
GPRA coordinator also compare the total number 
of surveys (faxed and e-mailed) received and 
forwarded to ensure it is the same number.

The equivalent of the American Customer Satisfaction Index (ACSI) can be used 
for comparisons with Government and private industry and indicates whether CTS 
is meeting customer expectations and providing good value. Increased customer 
satisfaction leads to increased repeat business and CTS is providing effective HR 
solutions.

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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Talent Services
% of customers agreeing that CTS 
products and services contribute 
to Government effectiveness

The percentage of positive responses (percent “yes” 
excluding don’t know) are reported for Item #13a of the 
CSS: “Have our services contributed to your organization’s 
effectiveness (yes, no, don’t know)?” 

The results are based on the CTS 
Customer Satisfaction Survey (CSS), 
which is administered by all CTS business 
lines as projects are completed. OPM’s 
Customer Satisfaction Survey, on which 
the CTS CSS is based, was benchmarked 
by GAO in 1999 as a valid GPRA measure 
and assesses service quality on nine 
dimensions (General Accounting Office. 
July 1999. Performance Plans: Selected 
Approaches for Verification and Validation 
of Agency Performance Information. 
GAO/GGD-99-1309). The development of 
this research-based survey instrument 
was also described in Human Resource 
Management (Brigitte W. Schay et al. 
“Using Standard Outcome Measures in the 
Federal Government,” Fall 2002, Volume 
41, Number 3). 

Semi-annually

Once the survey results are entered into the 
annual database, random checks are performed to 
compare the electronic data to the data from the 
original forms received. The CTS survey analyst and 
GPRA coordinator also compare the total number 
of surveys (faxed and e-mailed) received and 
forwarded to ensure it is the same number.

If CTS customers agree that CTS products and services increase organizational 
effectiveness, agencies are more likely to become high-performing.

Talent Services
% of customer agencies 
expressing repurchase intention 
for CTS products and services

The percentage of positive responses (percent “yes”) are 
reported for Item # 11 of the CSS: “Would you use OPM’s CTS 
services again (yes, no, don’t know)?”

The results are based on the CTS 
Customer Satisfaction Survey (CSS), 
which is administered by all CTS business 
lines as projects are completed. OPM’s 
Customer Satisfaction Survey, on which 
the CTS CSS is based, was benchmarked 
by GAO in 1999 as a valid GPRA measure 
and assesses service quality on nine 
dimensions (General Accounting Office. 
July 1999. Performance Plans: Selected 
Approaches for Verification and Validation 
of Agency Performance Information. 
GAO/GGD-99-1309). The development of 
this research-based survey instrument 
was also described in Human Resource 
Management (Brigitte W. Schay et al. 
“Using Standard Outcome Measures in the 
Federal Government,” Fall 2002, Volume 
41, Number 3). 

Semi-annually

Once the survey results are entered into the 
annual database, random checks are performed to 
compare the electronic data to the data from the 
original forms received. The CTS survey analyst and 
GPRA coordinator also compare the total number 
of surveys (faxed and e-mailed) received and 
forwarded to ensure it is the same number.

If customers express repurchase intention, it indicates that CTS provides good value 
for the money.

Talent Services
% of training and management 
assistance deliverables accepted 
by customer agencies

The number of TMA project deliverables accepted divided by 
the total number of TMA project deliverables.

Deliverable receipt and acceptance is 
tracked an monitored in Protrac—TMA’s 
project management tracking system.

 Monthly

Protrac provides a report, by month and fiscal 
year, of all deliverables received and accepted. 
For purposes of the PAR, TMA queries Protrac to 
determine the number of DRF’s where category #3 
was selected and cross-checks these electronic 
records with the paper copies on file. TMA staff meet 
with the client and contractor to determine what 
the specific problems are with the deliverables, 
what needs to be done to correct it, and how 
long it will take for the contractor to make the 
corrections. Neither the contractor, nor TMA is paid 
until the client accepts the product. The number of 
deliverables received and accepted is divided by the 
total number of deliverables submitted.

A high acceptance rate indicates that TMA is delivering on its projects and client 
project goals are being met.

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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Talent Services
% of customers agreeing that CTS 
products and services contribute 
to Government effectiveness

The percentage of positive responses (percent “yes” 
excluding don’t know) are reported for Item #13a of the 
CSS: “Have our services contributed to your organization’s 
effectiveness (yes, no, don’t know)?” 

The results are based on the CTS 
Customer Satisfaction Survey (CSS), 
which is administered by all CTS business 
lines as projects are completed. OPM’s 
Customer Satisfaction Survey, on which 
the CTS CSS is based, was benchmarked 
by GAO in 1999 as a valid GPRA measure 
and assesses service quality on nine 
dimensions (General Accounting Office. 
July 1999. Performance Plans: Selected 
Approaches for Verification and Validation 
of Agency Performance Information. 
GAO/GGD-99-1309). The development of 
this research-based survey instrument 
was also described in Human Resource 
Management (Brigitte W. Schay et al. 
“Using Standard Outcome Measures in the 
Federal Government,” Fall 2002, Volume 
41, Number 3). 

Semi-annually

Once the survey results are entered into the 
annual database, random checks are performed to 
compare the electronic data to the data from the 
original forms received. The CTS survey analyst and 
GPRA coordinator also compare the total number 
of surveys (faxed and e-mailed) received and 
forwarded to ensure it is the same number.

If CTS customers agree that CTS products and services increase organizational 
effectiveness, agencies are more likely to become high-performing.

Talent Services
% of customer agencies 
expressing repurchase intention 
for CTS products and services

The percentage of positive responses (percent “yes”) are 
reported for Item # 11 of the CSS: “Would you use OPM’s CTS 
services again (yes, no, don’t know)?”

The results are based on the CTS 
Customer Satisfaction Survey (CSS), 
which is administered by all CTS business 
lines as projects are completed. OPM’s 
Customer Satisfaction Survey, on which 
the CTS CSS is based, was benchmarked 
by GAO in 1999 as a valid GPRA measure 
and assesses service quality on nine 
dimensions (General Accounting Office. 
July 1999. Performance Plans: Selected 
Approaches for Verification and Validation 
of Agency Performance Information. 
GAO/GGD-99-1309). The development of 
this research-based survey instrument 
was also described in Human Resource 
Management (Brigitte W. Schay et al. 
“Using Standard Outcome Measures in the 
Federal Government,” Fall 2002, Volume 
41, Number 3). 

Semi-annually

Once the survey results are entered into the 
annual database, random checks are performed to 
compare the electronic data to the data from the 
original forms received. The CTS survey analyst and 
GPRA coordinator also compare the total number 
of surveys (faxed and e-mailed) received and 
forwarded to ensure it is the same number.

If customers express repurchase intention, it indicates that CTS provides good value 
for the money.

Talent Services
% of training and management 
assistance deliverables accepted 
by customer agencies

The number of TMA project deliverables accepted divided by 
the total number of TMA project deliverables.

Deliverable receipt and acceptance is 
tracked an monitored in Protrac—TMA’s 
project management tracking system.

 Monthly

Protrac provides a report, by month and fiscal 
year, of all deliverables received and accepted. 
For purposes of the PAR, TMA queries Protrac to 
determine the number of DRF’s where category #3 
was selected and cross-checks these electronic 
records with the paper copies on file. TMA staff meet 
with the client and contractor to determine what 
the specific problems are with the deliverables, 
what needs to be done to correct it, and how 
long it will take for the contractor to make the 
corrections. Neither the contractor, nor TMA is paid 
until the client accepts the product. The number of 
deliverables received and accepted is divided by the 
total number of deliverables submitted.

A high acceptance rate indicates that TMA is delivering on its projects and client 
project goals are being met.

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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Talent Services
Achieve full cost recovery 
annually for each Revolving Fund 
program

Annual revenues generated meet or exceed expenses. OPM Financial System (GFIS)  Monthly
Using GFIS reports, reconciliation and verification is 
completed using internal records and information 
systems.

CTS provides valuable products and services to government agencies and in order to 
remain viable, revenues must exceed expenses.

USAJOBS

% of CHCO agencies using the 
USAJOBS resume format and 
integrating online applications 
with their assessment systems

Number of CHCO agencies using the USAJOBS resume format 
and integrating online applications with their assessment 
systems divided by the total number of CHCO agencies.

The USAJOBS® system Monthly
Reoccurring reports are processed and reported 
monthly.

USA JOBS is the Federal government’s cost effective job clearinghouse where 
citizens can go on-line at one site and consider a Federal job. The Federal hiring 
process the more efficient and effective the greater its integration across 
government.

USAJOBS
% of CHCO agencies using 
USAJOBS position announcement 
template

Number of CHCO agencies using USAJOBS position 
announcement template divided by the total number of CHCO 
agencies.

The USAJOBS® system Monthly  

USAJOBS
Full cost Recovery annually for 
each revolving fund program 

Annual revenues generated meet or exceed expenses.
Office of the Chief Financial Officer’s 
(OCFO’s) Revenue and Expense statement 
for USAJOBS.

Monthly

CTS reviews several reports that provide backup 
data to support the monthly Revenue and Expense 
statements. These various reports are reviewed to 
ensure there are no major discrepancies between 
the supporting data provided and the monthly 
statement.

This program is helps agencies increase the effectiveness and efficiency of their 
hiring process. It also provides a user-friendly one-stop shop for those seeking a 
Federal position. In order to remain viable, revenues must exceed expenses.

Federal 
Investigative 
Services

Achieve full cost recovery 
annually for each Revolving Fund 
program

Annual revenues generated meet or exceed expenses.
Office of the Chief Financial Officer’s 
(OCFO’s) Revenue and Expense statement 
for the Investigations Program

Monthly

The Business Management Group (BMG) reviews 
several reports that provide backup data to support 
the monthly Revenue and Expense statements. 
These reports include the Personnel Investigations 
Processing System (PIPS) Income/Expense Report, 
the Monthly Non-BI Accrual Report, object class 
breakout details, and a held documents listings 
provided by the OCFO. These various reports are 
reviewed to ensure there are no major discrepancies 
between the supporting data provided and the 
monthly statement.

This program is vital to national security and in order to remain viable, revenues 
must exceed expenses.

Federal 
Investigative 
Services

Average # of days within which 
80% of initial clearances are 
closed. 

The average number of days from receipt to delivery of a 
completed background investigation to the customer for the 
first 80% of cases received and closed during the period 
(does not include cases not received during the period). 

Personnel Investigations Processing 
System (PIPS) database report “National 
Intelligence Directive (NID) Closing 
Timeliness Performance.” The report 
shows percent of NID cases closed and 
average timeliness for those cases closed 
for a specified timeframe.

Quarterly

This report was developed specifically to track this 
measure and was tested extensively for accuracy 
at that time. Data is transcribed directly from this 
report and is not manipulated in any way.

This measure is mandated by statute and reflects FISD’s ability to deliver its initial 
clearance investigations in a timely manner. It is a key objective in OPM’s Strategic 
Plan 2006-2010. For agencies to meet their human capital needs, particularly in 
sensitive positions, OPM must provide timely background investigations so that 
agencies can make timely adjudication decisions and permanently fill critical 
positions. Initial clearance investigations were cited by agencies as being especially 
important in this process, and therefore deserving of its own measure.

Federal 
Investigative 
Services

Average number of days (all other 
investigations) of the oldest 5% 

This measure is calculated by ranking all of the cases in 
its inventory by their time in the system (most current to 
least), then taking the cases in the 95th percentile (oldest) 
and averaging their time in the system. Each case type is 
weighted by dividing the case type totals by the total number 
of all cases still pending. This factor is multiplied times each 
case type total. This weighted average equals the average 
age of the oldest 5th percent provided on the PIPS report.

Personnel Investigations Processing 
System (PIPS), Report PIP97632, Oldest 
5% of Scheduled Cases—Not in Category: 
Initial Investigations, Input Form—SF-86 
Only. 

Quarterly BMG verifies the numbers.

By identifying, completing and delivering the cases which have the longest 
processing times more quickly than the intake of new cases, the average processing 
time per case delivered will be reduced and agencies will be able to make 
adjudications more quickly. This has been also referred to as eliminating the backlog.

Federal 
Investigative 
Services

% of customers satisfied 
with quality and service of its 
products, policies and guidance

This measure is calculated based upon an annual customer 
satisfaction survey (CSS) of FISD agency customers. It is 
calculated taking the number of responses rating FISD’s 
overall quality and service of its products, policies and 
guidance as 3 (Satisfied) or better (5 point scale) divided by 
the total number of responses.

Customer Satisfaction Assessment 
returned by security offices.

 Annual BMG verifies the numbers.

FISD has developed a CSS to evaluate customer agencies’ perception of the quality 
and service of its products, policies and guidance. While customer satisfaction is not 
the ultimate outcome with regard to the timeliness of adjudications, if customers are 
satisfied with the quality and service of FISD’s products, policies and guidance, it is 
an indication that any delays in adjudications are not a result of factors which FISD 
can control.

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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Talent Services
Achieve full cost recovery 
annually for each Revolving Fund 
program

Annual revenues generated meet or exceed expenses. OPM Financial System (GFIS)  Monthly
Using GFIS reports, reconciliation and verification is 
completed using internal records and information 
systems.

CTS provides valuable products and services to government agencies and in order to 
remain viable, revenues must exceed expenses.

USAJOBS

% of CHCO agencies using the 
USAJOBS resume format and 
integrating online applications 
with their assessment systems

Number of CHCO agencies using the USAJOBS resume format 
and integrating online applications with their assessment 
systems divided by the total number of CHCO agencies.

The USAJOBS® system Monthly
Reoccurring reports are processed and reported 
monthly.

USA JOBS is the Federal government’s cost effective job clearinghouse where 
citizens can go on-line at one site and consider a Federal job. The Federal hiring 
process the more efficient and effective the greater its integration across 
government.

USAJOBS
% of CHCO agencies using 
USAJOBS position announcement 
template

Number of CHCO agencies using USAJOBS position 
announcement template divided by the total number of CHCO 
agencies.

The USAJOBS® system Monthly  

USAJOBS
Full cost Recovery annually for 
each revolving fund program 

Annual revenues generated meet or exceed expenses.
Office of the Chief Financial Officer’s 
(OCFO’s) Revenue and Expense statement 
for USAJOBS.

Monthly

CTS reviews several reports that provide backup 
data to support the monthly Revenue and Expense 
statements. These various reports are reviewed to 
ensure there are no major discrepancies between 
the supporting data provided and the monthly 
statement.

This program is helps agencies increase the effectiveness and efficiency of their 
hiring process. It also provides a user-friendly one-stop shop for those seeking a 
Federal position. In order to remain viable, revenues must exceed expenses.

Federal 
Investigative 
Services

Achieve full cost recovery 
annually for each Revolving Fund 
program

Annual revenues generated meet or exceed expenses.
Office of the Chief Financial Officer’s 
(OCFO’s) Revenue and Expense statement 
for the Investigations Program

Monthly

The Business Management Group (BMG) reviews 
several reports that provide backup data to support 
the monthly Revenue and Expense statements. 
These reports include the Personnel Investigations 
Processing System (PIPS) Income/Expense Report, 
the Monthly Non-BI Accrual Report, object class 
breakout details, and a held documents listings 
provided by the OCFO. These various reports are 
reviewed to ensure there are no major discrepancies 
between the supporting data provided and the 
monthly statement.

This program is vital to national security and in order to remain viable, revenues 
must exceed expenses.

Federal 
Investigative 
Services

Average # of days within which 
80% of initial clearances are 
closed. 

The average number of days from receipt to delivery of a 
completed background investigation to the customer for the 
first 80% of cases received and closed during the period 
(does not include cases not received during the period). 

Personnel Investigations Processing 
System (PIPS) database report “National 
Intelligence Directive (NID) Closing 
Timeliness Performance.” The report 
shows percent of NID cases closed and 
average timeliness for those cases closed 
for a specified timeframe.

Quarterly

This report was developed specifically to track this 
measure and was tested extensively for accuracy 
at that time. Data is transcribed directly from this 
report and is not manipulated in any way.

This measure is mandated by statute and reflects FISD’s ability to deliver its initial 
clearance investigations in a timely manner. It is a key objective in OPM’s Strategic 
Plan 2006-2010. For agencies to meet their human capital needs, particularly in 
sensitive positions, OPM must provide timely background investigations so that 
agencies can make timely adjudication decisions and permanently fill critical 
positions. Initial clearance investigations were cited by agencies as being especially 
important in this process, and therefore deserving of its own measure.

Federal 
Investigative 
Services

Average number of days (all other 
investigations) of the oldest 5% 

This measure is calculated by ranking all of the cases in 
its inventory by their time in the system (most current to 
least), then taking the cases in the 95th percentile (oldest) 
and averaging their time in the system. Each case type is 
weighted by dividing the case type totals by the total number 
of all cases still pending. This factor is multiplied times each 
case type total. This weighted average equals the average 
age of the oldest 5th percent provided on the PIPS report.

Personnel Investigations Processing 
System (PIPS), Report PIP97632, Oldest 
5% of Scheduled Cases—Not in Category: 
Initial Investigations, Input Form—SF-86 
Only. 

Quarterly BMG verifies the numbers.

By identifying, completing and delivering the cases which have the longest 
processing times more quickly than the intake of new cases, the average processing 
time per case delivered will be reduced and agencies will be able to make 
adjudications more quickly. This has been also referred to as eliminating the backlog.

Federal 
Investigative 
Services

% of customers satisfied 
with quality and service of its 
products, policies and guidance

This measure is calculated based upon an annual customer 
satisfaction survey (CSS) of FISD agency customers. It is 
calculated taking the number of responses rating FISD’s 
overall quality and service of its products, policies and 
guidance as 3 (Satisfied) or better (5 point scale) divided by 
the total number of responses.

Customer Satisfaction Assessment 
returned by security offices.

 Annual BMG verifies the numbers.

FISD has developed a CSS to evaluate customer agencies’ perception of the quality 
and service of its products, policies and guidance. While customer satisfaction is not 
the ultimate outcome with regard to the timeliness of adjudications, if customers are 
satisfied with the quality and service of FISD’s products, policies and guidance, it is 
an indication that any delays in adjudications are not a result of factors which FISD 
can control.

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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Federal 
Investigative 
Services

% of all other investigations 
closed within an average of their 
pre-determined number of days. 

For all other investigations, OPM measures the time from 
when it receives a request to the time it delivers a completed 
product to the customer. The measure is calculated by taking 
the number of cases completed within the specified period 
for that case type divided by the total number of cases 
closed for the period for each case type, then creating a 
weighted average. 

PIPS Case Processing Timeliness Reports 
(Average time for all closed/closed 
pending and Average time from received 
to closed (pending not considered))), and 
Pending cases summary report for all 
cases and SF86 cases only for a specified 
timeframe.

Quarterly

Several Business Management Group (BMG) staff 
members review the PIPS reports for accuracy of 
criteria entered for report generation and review 
the accuracy of the data entered into the tracking 
spreadsheets. 

This measure is an OPM strategic objective and reflects FISD’s ability to deliver its 
products in a timely manner. It is a key objective in OPM’s Strategic Plan 2006-2010. 
For agencies to meet their human capital needs, OPM must provide timely delivery 
on the orders it receives so that agencies can make timely adjudication decisions 
and permanently fill positions.

Federal 
Investigative 
Services

Case returns—% of cases 
returned by client agency for 
correction

This measure is calculated by taking the number of cases 
returned by a client agency for correction and dividing it by 
the number of cases delivered in the same period. 

Personnel Investigations Processing 
System (PIPS) report “Closed Cases 
Report.” Case Processing Group (CPG) 
maintains a listing of investigations 
reopened for quality in one of three 
Microsoft Access databases. Databases 
include cases completed by Federal and 
contract investigator companies. 

 Quarterly

 CPG provides a copy of their database for the 
time period requested. BMG also obtains the data 
quarterly and determines case return percentage 
for BI type cases.

The lower the number of cases returned, the faster agencies can make adjudication 
decisions. This is also a good indication of the effectiveness of FISD’s quality control.

Federal 
Investigative 
Services

Average number of days (initial 
clearances) of the oldest 5% 

This measure is calculated by ranking all of the cases in its 
inventory by their time in the system (most current to least), 
then taking the cases in the oldest 5 percent and averaging 
their time in the system. Each case type is weighted by 
dividing the case type totals by the total number of all cases 
still pending. This factor is multiplied times each case type 
total. This weighted average equals the average age of the 
oldest 5th percent provided on the PIPS report.

PIPS, Report PIP97632, Oldest 5% of 
Scheduled Cases—Initial Investigations, 
Input Form—SF-86 Only

Quarterly BMG verifies the numbers.

By identifying, completing and delivering the cases which have the longest 
processing times more quickly than the intake of new cases, the average processing 
time per case delivered will be reduced and agencies will be able to make 
adjudications more quickly. This has been also referred to as eliminating the backlog.

Human Capital—
Strategic 
Alignment

% of agencies that meet all 4 
requirements of an effective 
strategic alignment system

Number of agencies meeting all 4 requirements divided by 
total number of agencies reporting

The following are data sources for this 
performance measure:

• Human Capital Executive Scorecard—the 
scorecard includes four checkmarks linked 
to the four requirements of the measure.

• Annual Human Capital Management 
Report—the report provides information 
on the alignment of agency human capital 
programs and activities with the agency’s 
mission and strategic objective.

Quarterly 
and annually, 
respectively

Review of Strategic Human Capital and Workforce 
Plans using established criteria contained in 
the Proud to Be Scoring Guidance document. A 
Strategic Alignment Tool developed by HCLMSA’s 
Program Management Team supports HCO and 
Program Manager analysis and verification that the 
strategic human capital plans meet the criteria. The 
information is verified through the Annual Human 
Capital Management Report and during Quarterly 
Internal Scoring Reviews. 

Strategic alignment of human capital with agency mission is the foundational 
requirement for accomplishing the goal of an effective federal workforce (5 U.S.C. 
2301(b)(5)). This measure assesses whether OPM is enabling agencies to achieve 
strategic alignment through their workforce analysis, planning, and management. 
Regulation 5 CFR 205.203 establishes requirements for an agency to annually submit 
a Strategic Human Capital Plan to OPM, and this requirement is congruent with 
planning and reporting requirements in OMB Circular A-11 and 31 U.S.C.

Compliance

# of agencies that fully 
implement a system of internal 
compliance with Merit System 
Principles and laws, rules and 
regulations in accordance with 
OPM standards 

 # of agencies that fully implement a system of internal 
compliance with Merit System Principles and laws, rules and 
regulations in accordance with OPM standards divided by 
the total number of agencies required to have such systems. 
Each President’s Management Agenda (PMA) agency has an 
OPM approved accountability system. 

Internal review panel. The approval 
process for agency systems is rigorous 
and requires significant fact finding, 
data gathering, and analysis. The results 
of those efforts are presented to an 
internal OPM review panel in the form of 
an evidence file. This data was used by the 
panel to ensure the agency’s system fully 
meets OPM standards.

Quarterly

On an ongoing basis, HCOs and CMSA staff 
(specifically Lead Auditors) work together to verify 
the accountability results reported on the annual 
HCMR and the scorecard, and develop deliverables 
to address system improvement action or facilitate 
agency corrective action. Quarterly assessments 
are used to determine OPM’s level of participation in 
agency accountability activities, and data contained 
in the report is verified by Field Service Group 
management prior to submission.

This measure for the agency HRM audit activity addresses OPM’s goal of building 
strong agency accountability systems that can serve as the first level of compliance. 
OPM has developed self-accountability standards to improve oversight at the 
26 President’s Management Council agencies, representing 93% of the Federal 
workforce. Both MSPB and GAO agree that OPM must continue to promote agency 
self-monitoring programs in recognition of the growing decentralization of the 
federal government’s personnel system. These systems are also required by 5 CFR 
Part 10 Rule 10 and must be assessed with standards developed by OPM to execute 
the requirements of the CHCO Act of 2002 (5 U.S.C. 1103(c)). 

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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Federal 
Investigative 
Services

% of all other investigations 
closed within an average of their 
pre-determined number of days. 

For all other investigations, OPM measures the time from 
when it receives a request to the time it delivers a completed 
product to the customer. The measure is calculated by taking 
the number of cases completed within the specified period 
for that case type divided by the total number of cases 
closed for the period for each case type, then creating a 
weighted average. 

PIPS Case Processing Timeliness Reports 
(Average time for all closed/closed 
pending and Average time from received 
to closed (pending not considered))), and 
Pending cases summary report for all 
cases and SF86 cases only for a specified 
timeframe.

Quarterly

Several Business Management Group (BMG) staff 
members review the PIPS reports for accuracy of 
criteria entered for report generation and review 
the accuracy of the data entered into the tracking 
spreadsheets. 

This measure is an OPM strategic objective and reflects FISD’s ability to deliver its 
products in a timely manner. It is a key objective in OPM’s Strategic Plan 2006-2010. 
For agencies to meet their human capital needs, OPM must provide timely delivery 
on the orders it receives so that agencies can make timely adjudication decisions 
and permanently fill positions.

Federal 
Investigative 
Services

Case returns—% of cases 
returned by client agency for 
correction

This measure is calculated by taking the number of cases 
returned by a client agency for correction and dividing it by 
the number of cases delivered in the same period. 

Personnel Investigations Processing 
System (PIPS) report “Closed Cases 
Report.” Case Processing Group (CPG) 
maintains a listing of investigations 
reopened for quality in one of three 
Microsoft Access databases. Databases 
include cases completed by Federal and 
contract investigator companies. 

 Quarterly

 CPG provides a copy of their database for the 
time period requested. BMG also obtains the data 
quarterly and determines case return percentage 
for BI type cases.

The lower the number of cases returned, the faster agencies can make adjudication 
decisions. This is also a good indication of the effectiveness of FISD’s quality control.

Federal 
Investigative 
Services

Average number of days (initial 
clearances) of the oldest 5% 

This measure is calculated by ranking all of the cases in its 
inventory by their time in the system (most current to least), 
then taking the cases in the oldest 5 percent and averaging 
their time in the system. Each case type is weighted by 
dividing the case type totals by the total number of all cases 
still pending. This factor is multiplied times each case type 
total. This weighted average equals the average age of the 
oldest 5th percent provided on the PIPS report.

PIPS, Report PIP97632, Oldest 5% of 
Scheduled Cases—Initial Investigations, 
Input Form—SF-86 Only

Quarterly BMG verifies the numbers.

By identifying, completing and delivering the cases which have the longest 
processing times more quickly than the intake of new cases, the average processing 
time per case delivered will be reduced and agencies will be able to make 
adjudications more quickly. This has been also referred to as eliminating the backlog.

Human Capital—
Strategic 
Alignment

% of agencies that meet all 4 
requirements of an effective 
strategic alignment system

Number of agencies meeting all 4 requirements divided by 
total number of agencies reporting

The following are data sources for this 
performance measure:

• Human Capital Executive Scorecard—the 
scorecard includes four checkmarks linked 
to the four requirements of the measure.

• Annual Human Capital Management 
Report—the report provides information 
on the alignment of agency human capital 
programs and activities with the agency’s 
mission and strategic objective.

Quarterly 
and annually, 
respectively

Review of Strategic Human Capital and Workforce 
Plans using established criteria contained in 
the Proud to Be Scoring Guidance document. A 
Strategic Alignment Tool developed by HCLMSA’s 
Program Management Team supports HCO and 
Program Manager analysis and verification that the 
strategic human capital plans meet the criteria. The 
information is verified through the Annual Human 
Capital Management Report and during Quarterly 
Internal Scoring Reviews. 

Strategic alignment of human capital with agency mission is the foundational 
requirement for accomplishing the goal of an effective federal workforce (5 U.S.C. 
2301(b)(5)). This measure assesses whether OPM is enabling agencies to achieve 
strategic alignment through their workforce analysis, planning, and management. 
Regulation 5 CFR 205.203 establishes requirements for an agency to annually submit 
a Strategic Human Capital Plan to OPM, and this requirement is congruent with 
planning and reporting requirements in OMB Circular A-11 and 31 U.S.C.

Compliance

# of agencies that fully 
implement a system of internal 
compliance with Merit System 
Principles and laws, rules and 
regulations in accordance with 
OPM standards 

 # of agencies that fully implement a system of internal 
compliance with Merit System Principles and laws, rules and 
regulations in accordance with OPM standards divided by 
the total number of agencies required to have such systems. 
Each President’s Management Agenda (PMA) agency has an 
OPM approved accountability system. 

Internal review panel. The approval 
process for agency systems is rigorous 
and requires significant fact finding, 
data gathering, and analysis. The results 
of those efforts are presented to an 
internal OPM review panel in the form of 
an evidence file. This data was used by the 
panel to ensure the agency’s system fully 
meets OPM standards.

Quarterly

On an ongoing basis, HCOs and CMSA staff 
(specifically Lead Auditors) work together to verify 
the accountability results reported on the annual 
HCMR and the scorecard, and develop deliverables 
to address system improvement action or facilitate 
agency corrective action. Quarterly assessments 
are used to determine OPM’s level of participation in 
agency accountability activities, and data contained 
in the report is verified by Field Service Group 
management prior to submission.

This measure for the agency HRM audit activity addresses OPM’s goal of building 
strong agency accountability systems that can serve as the first level of compliance. 
OPM has developed self-accountability standards to improve oversight at the 
26 President’s Management Council agencies, representing 93% of the Federal 
workforce. Both MSPB and GAO agree that OPM must continue to promote agency 
self-monitoring programs in recognition of the growing decentralization of the 
federal government’s personnel system. These systems are also required by 5 CFR 
Part 10 Rule 10 and must be assessed with standards developed by OPM to execute 
the requirements of the CHCO Act of 2002 (5 U.S.C. 1103(c)). 

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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Compliance
% of agencies with violations of 
veterans’ preference laws, rules, 
and regulations

The number of agencies with violations of veterans’ 
preference laws, rules, and regulations divided by the total 
number of agencies monitored.

OPM audits. OPM carries out part of its 
statutory oversight responsibility by 
conducting audits of agency personnel 
operations and delegated examining 
units (DEUs). Through these audits, OPM 
determines if agencies are properly 
adjudicating veterans’ preference, that 
preference eligible persons receive the 
consideration to which they are entitled, 
and that no improper appointments occur. It 
records violations and maintains this data.

Quarterly

HCLMSA FSG Managers will certify the accuracy 
and validity of violations cited in ‘feeder reports’ 
and in reports of agency/installation audits their 
field group conducts. The Compliance Manager will 
annually report on the internal control processes 
and certify as to the accuracy of this process to 
identify and report violations found during OPM 
audits to the CMSA DAD. Further reporting may be to 
higher levels of HCLMSA, OPM, and/or to OMB.

This new measure for the agency HRM audit activity assesses PMC and small 
agency compliance with veteran’s preference laws. OPM asserts that agencies 
that administer veterans’ preference correctly have fewer total violations of civil 
service laws, rules and regulations, making veterans’ preference violations a leading 
indicator for overall compliance. OPM is gathering data to support this hypothesis. 
Unlike other laws, rules and regulations governing Federal human resource 
management, veterans’ preference requirements apply to all executive agencies, 
including those not covered by Title 5 or that operate alternative personnel systems. 
Violating veterans’ preference requirements is a serious violation and can constitute 
a prohibited personnel practice punishable by adverse action, debarment from 
Federal service, and/or civil penalty.

Compliance

% agencies with severe problems 
in one or more delegated 
examining units that demonstrate 
improvement within 1 year 
following completion of an audit

The number of agencies with severe problems in one or more 
delegated examining units that demonstrate improvement 
within 1 year following completion of an audit divided by 
the total number of agencies with severe problems within 
the past year. Improvement is defined as the DEU adopting 
compliant examining practices or the agency shifting 
examining away from the DEU. It is a failure if OPM revokes 
or suspends an agency’s examining authority. Severe 
problems in DEUs are those that invalidate or destroy public 
confidence in the examining process. They can be systemic 
problems or isolated practices with special circumstances 
(e.g., intentional abuse, nepotism, etc.).

Each FSG updates the severe DEU log on a 
quarterly basis. DEU re-audits of agencies 
with problems. 

Quarterly

HCLMSA FSG Managers certify that the corrective 
actions contained in the issued report have been 
taken and that improvements have occurred. 
Further, the DEU is re-audited after 12 months to 
verify that it can examine in compliance with merit 
system principles.

This measure for the Delegated Examining Unit (DEU) audit activity assesses agency 
compliance with laws related to hiring personnel using delegating examining 
authorities. It is an important performance measure because the majority of federal 
hiring is completed through DEUs. It is related to the merit principle of fair and open 
competition through monitoring agency competitive examining authority. 

Compliance
% of classification and 
job-grading appeal decisions 
exceeding target time frames

Number of classification and appeal decisions completed 
within target time frames divided by the total number of 
decisions. Receipt of the administrative report means that 
all relevant documentation from both the agency and the 
appellant has been received and the case is adjudicable. 
Completion is when the classification appeals officer submits 
a completed decision to the appeals program manager. 

Timeliness is tracked in the Classification 
Appeals Program Management 
Information System (CAPMIS) database.

Monthly
Data accuracy is verified by the respective CAO and 
the Classification and Pay Claims Program Manager. 

The classification appeal program affords employees an independent third-party 
review of the classification of their positions and provides evidence as to whether 
agencies are technically accurate in their use of delegated classification and job 
grading authority. OPM has established timelines for adjudicating classification 
appeals once they have been submitted. Because due process depends on timely 
decisions (“justice delayed is justice denied”), the appellate function measure 
focuses on OPM’s goal to quickly resolve employee appeals of certain agency 
personnel decisions.

Human 
Capital—HR LOB

# of agencies migrated to HR LOB 
Shared Service Centers (including 
the migration of additional 
human resources functions)

Number of agencies migrated to HR LOB Shared Service 
Centers. Migration is defined as the transition of an agency’s 
HR services (e.g., processing forms, personnel actions, 
payroll transactions, etc.) to a Shared Service Center (SSC). 
Agencies transitioning additional HR functions and services 
to an SSC will be counted as a migration.

Data comes from Federal agencies. It is 
usually an Interagency Agreement or 
Memorandum of Understanding between 
the shared service center and the agency. 
It can also be a letter of intent to migrate 
or intent to change providers.

Data is collected 
as agencies 
commit to 

migrating to a 
shared service 

center.

Interagency Agreements or Memoranda of 
Understanding are signed by the relevant agency 
and shared service center.

 It is expected that the further expansion of agency access to SSCs’ efficient, 
standardized information processing systems will result in efficient and effective 
human capital management functions throughout the government.

Human 
Capital—HR LOB

% of hard copy official personnel 
files converted to electronic format

Number of hard copy OPFs converted to electronic format 
divided by the total number of hard copy OPFs needed to be 
converted.

The scanning vendor provides cumulative 
count of hard copy OPFs converted.

Monthly
The monthly report provided by the scanning vendor 
is matched against each agency’s Implementation 
Package for reasonableness.

EHRI’s electronic Official Personnel Folder (eOPF) offers agencies the ability to 
convert all existing paper records to electronic form, generating significant cost 
savings across government. Federal employees are now able to view their records 
online 24 hours a day, 7 days a week to ensure data accuracy.

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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Compliance
% of agencies with violations of 
veterans’ preference laws, rules, 
and regulations

The number of agencies with violations of veterans’ 
preference laws, rules, and regulations divided by the total 
number of agencies monitored.

OPM audits. OPM carries out part of its 
statutory oversight responsibility by 
conducting audits of agency personnel 
operations and delegated examining 
units (DEUs). Through these audits, OPM 
determines if agencies are properly 
adjudicating veterans’ preference, that 
preference eligible persons receive the 
consideration to which they are entitled, 
and that no improper appointments occur. It 
records violations and maintains this data.

Quarterly

HCLMSA FSG Managers will certify the accuracy 
and validity of violations cited in ‘feeder reports’ 
and in reports of agency/installation audits their 
field group conducts. The Compliance Manager will 
annually report on the internal control processes 
and certify as to the accuracy of this process to 
identify and report violations found during OPM 
audits to the CMSA DAD. Further reporting may be to 
higher levels of HCLMSA, OPM, and/or to OMB.

This new measure for the agency HRM audit activity assesses PMC and small 
agency compliance with veteran’s preference laws. OPM asserts that agencies 
that administer veterans’ preference correctly have fewer total violations of civil 
service laws, rules and regulations, making veterans’ preference violations a leading 
indicator for overall compliance. OPM is gathering data to support this hypothesis. 
Unlike other laws, rules and regulations governing Federal human resource 
management, veterans’ preference requirements apply to all executive agencies, 
including those not covered by Title 5 or that operate alternative personnel systems. 
Violating veterans’ preference requirements is a serious violation and can constitute 
a prohibited personnel practice punishable by adverse action, debarment from 
Federal service, and/or civil penalty.

Compliance

% agencies with severe problems 
in one or more delegated 
examining units that demonstrate 
improvement within 1 year 
following completion of an audit

The number of agencies with severe problems in one or more 
delegated examining units that demonstrate improvement 
within 1 year following completion of an audit divided by 
the total number of agencies with severe problems within 
the past year. Improvement is defined as the DEU adopting 
compliant examining practices or the agency shifting 
examining away from the DEU. It is a failure if OPM revokes 
or suspends an agency’s examining authority. Severe 
problems in DEUs are those that invalidate or destroy public 
confidence in the examining process. They can be systemic 
problems or isolated practices with special circumstances 
(e.g., intentional abuse, nepotism, etc.).

Each FSG updates the severe DEU log on a 
quarterly basis. DEU re-audits of agencies 
with problems. 

Quarterly

HCLMSA FSG Managers certify that the corrective 
actions contained in the issued report have been 
taken and that improvements have occurred. 
Further, the DEU is re-audited after 12 months to 
verify that it can examine in compliance with merit 
system principles.

This measure for the Delegated Examining Unit (DEU) audit activity assesses agency 
compliance with laws related to hiring personnel using delegating examining 
authorities. It is an important performance measure because the majority of federal 
hiring is completed through DEUs. It is related to the merit principle of fair and open 
competition through monitoring agency competitive examining authority. 

Compliance
% of classification and 
job-grading appeal decisions 
exceeding target time frames

Number of classification and appeal decisions completed 
within target time frames divided by the total number of 
decisions. Receipt of the administrative report means that 
all relevant documentation from both the agency and the 
appellant has been received and the case is adjudicable. 
Completion is when the classification appeals officer submits 
a completed decision to the appeals program manager. 

Timeliness is tracked in the Classification 
Appeals Program Management 
Information System (CAPMIS) database.

Monthly
Data accuracy is verified by the respective CAO and 
the Classification and Pay Claims Program Manager. 

The classification appeal program affords employees an independent third-party 
review of the classification of their positions and provides evidence as to whether 
agencies are technically accurate in their use of delegated classification and job 
grading authority. OPM has established timelines for adjudicating classification 
appeals once they have been submitted. Because due process depends on timely 
decisions (“justice delayed is justice denied”), the appellate function measure 
focuses on OPM’s goal to quickly resolve employee appeals of certain agency 
personnel decisions.

Human 
Capital—HR LOB

# of agencies migrated to HR LOB 
Shared Service Centers (including 
the migration of additional 
human resources functions)

Number of agencies migrated to HR LOB Shared Service 
Centers. Migration is defined as the transition of an agency’s 
HR services (e.g., processing forms, personnel actions, 
payroll transactions, etc.) to a Shared Service Center (SSC). 
Agencies transitioning additional HR functions and services 
to an SSC will be counted as a migration.

Data comes from Federal agencies. It is 
usually an Interagency Agreement or 
Memorandum of Understanding between 
the shared service center and the agency. 
It can also be a letter of intent to migrate 
or intent to change providers.

Data is collected 
as agencies 
commit to 

migrating to a 
shared service 

center.

Interagency Agreements or Memoranda of 
Understanding are signed by the relevant agency 
and shared service center.

 It is expected that the further expansion of agency access to SSCs’ efficient, 
standardized information processing systems will result in efficient and effective 
human capital management functions throughout the government.

Human 
Capital—HR LOB

% of hard copy official personnel 
files converted to electronic format

Number of hard copy OPFs converted to electronic format 
divided by the total number of hard copy OPFs needed to be 
converted.

The scanning vendor provides cumulative 
count of hard copy OPFs converted.

Monthly
The monthly report provided by the scanning vendor 
is matched against each agency’s Implementation 
Package for reasonableness.

EHRI’s electronic Official Personnel Folder (eOPF) offers agencies the ability to 
convert all existing paper records to electronic form, generating significant cost 
savings across government. Federal employees are now able to view their records 
online 24 hours a day, 7 days a week to ensure data accuracy.

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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Human 
Capital—HR LOB

# of hard copy official personnel 
files converted to electronic 
format

Number of hard copy OPFs converted to electronic format
The scanning vendor provides cumulative 
count of hard copy OPFs converted.

Monthly
The monthly report provided by the scanning vendor 
is matched against each agency’s Implementation 
Package for reasonableness.

EHRI’s electronic Official Personnel Folder (eOPF) offers agencies the ability to 
convert all existing paper records to electronic form, generating significant cost 
savings across government. Federal employees are now able to view their records 
online 24 hours a day, 7 days a week to ensure data accuracy. The electronic official 
employee record can be accessed and exchanged among Federal agencies and can 
support the re-occurring data systems of the Retirement Systems Modernization 
(RSM) and the Federal employee clearance process by enabling centralized employee 
record checks. 

Human 
Capital—HR LOB

Achieve full cost recovery 
annually for each Revolving Fund 
program

Annual revenues generated meet or exceed expenses.
Revolving Fund income statements for the 
HRLOB and HEIR programs.

Monthly
Budget Analyst compares income statement against 
budgeted revenue and expenses and internal 
financial data for accuracy.

The HRLOB and HEIR programs will improve the efficiency of government operations 
and in order to remain viable, revenues must exceed expenses.

Management 
Services

Cost savings that result from 
competitions

Pre-MEO organization costs less actual MEO costs. 

Streamlined competition form: Most 
Efficient Organization (MEO); Contracts 
Awarded; GSA Payroll Reports; 
Standardized Quarterly Cost Reports 
“OFPP Format” and Quarterly Performance 
Requirements Summary Reports.

Quarterly

Ongoing reviews of GSA Payroll Reports for 
accuracy and of monthly contract invoices. 
Review of MEO Quarterly Cost and Performance 
reports. MEO’s submit Corrective Action Plans to 
CCFAS if necessary. For contracts that were won 
by contractors, Contracting Officers administer 
contracts and take appropriate administrative 
action if necessary. Also, starting this year, 
there will be yearly independent validation and 
verification of approximately 25% of estimated 
dollars saved across all competitively sourced 
competitions as mandated by OMB. Additionally, 
there have been independent management reviews 
by OPM’s IG of MEO’s and competitively sourced 
contracts “OPM IG office is finishing reviews of two 
MEO’s in the 4th quarter of FY07.”

OPM can improve the efficiency with which it accomplishes it mission by 
competitively sourcing functions where possible. Estimated cost savings need  
to be monitored to ensure they are being realized. 

Management 
Services

% of hires within 45-day model
Number of hires within the 45-day model divided by the total 
number of hires.

Internal EXCEL data base used as a 
tracking system for all competitive 
staffing actions. This is an interactive 
system used by all staff in the Talent 
Services Group and CHCMS Boyers Team 
to track the end to end hiring process 
and also the 45 day model timelines. 
It allows CHCMS to provide accurate 
up-to-date status of each recruit action 
at any given time and also to track 
individual organizational and HR specialist 
performance. 

Quarterly
Data is verified by the Talent Services Group 
Manager, team leaders and individual human 
resource specialists. 

OPM has as one of its strategic goals to be a model of performance for other Federal 
agencies. This measures gives one indication the degree to which it is meeting this 
goal.

Management 
Services

% of time computer network 
available during agreed-upon 
service hours

Total time the OPM network is available during agreed-upon 
service hours divided by total service hours.

CIS uses software to monitor and report 
on OPM network components. The 
software provides uptime reports by 
device (router, switch, firewall, etc) and 
their percentage of uptime. 

Weekly
Outage reports are reviewed against network server 
logs to ensure accuracy.

OPM relies heavily on its IT services to accomplish its mission and must have it 
network available.

Financial 
Services

Independent auditors’ opinion on 
annual financial statements

The degree to which OPM’s financial statements received a 
clean audit opinion

Auditors written opinion Annually
The OCFO reviews the auditors opinion with the 
auditor

Having a clean audit opinion is an indication that the tax payers money is being 
managed in a responsible manner.

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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Human 
Capital—HR LOB

# of hard copy official personnel 
files converted to electronic 
format

Number of hard copy OPFs converted to electronic format
The scanning vendor provides cumulative 
count of hard copy OPFs converted.

Monthly
The monthly report provided by the scanning vendor 
is matched against each agency’s Implementation 
Package for reasonableness.

EHRI’s electronic Official Personnel Folder (eOPF) offers agencies the ability to 
convert all existing paper records to electronic form, generating significant cost 
savings across government. Federal employees are now able to view their records 
online 24 hours a day, 7 days a week to ensure data accuracy. The electronic official 
employee record can be accessed and exchanged among Federal agencies and can 
support the re-occurring data systems of the Retirement Systems Modernization 
(RSM) and the Federal employee clearance process by enabling centralized employee 
record checks. 

Human 
Capital—HR LOB

Achieve full cost recovery 
annually for each Revolving Fund 
program

Annual revenues generated meet or exceed expenses.
Revolving Fund income statements for the 
HRLOB and HEIR programs.

Monthly
Budget Analyst compares income statement against 
budgeted revenue and expenses and internal 
financial data for accuracy.

The HRLOB and HEIR programs will improve the efficiency of government operations 
and in order to remain viable, revenues must exceed expenses.

Management 
Services

Cost savings that result from 
competitions

Pre-MEO organization costs less actual MEO costs. 

Streamlined competition form: Most 
Efficient Organization (MEO); Contracts 
Awarded; GSA Payroll Reports; 
Standardized Quarterly Cost Reports 
“OFPP Format” and Quarterly Performance 
Requirements Summary Reports.

Quarterly

Ongoing reviews of GSA Payroll Reports for 
accuracy and of monthly contract invoices. 
Review of MEO Quarterly Cost and Performance 
reports. MEO’s submit Corrective Action Plans to 
CCFAS if necessary. For contracts that were won 
by contractors, Contracting Officers administer 
contracts and take appropriate administrative 
action if necessary. Also, starting this year, 
there will be yearly independent validation and 
verification of approximately 25% of estimated 
dollars saved across all competitively sourced 
competitions as mandated by OMB. Additionally, 
there have been independent management reviews 
by OPM’s IG of MEO’s and competitively sourced 
contracts “OPM IG office is finishing reviews of two 
MEO’s in the 4th quarter of FY07.”

OPM can improve the efficiency with which it accomplishes it mission by 
competitively sourcing functions where possible. Estimated cost savings need  
to be monitored to ensure they are being realized. 

Management 
Services

% of hires within 45-day model
Number of hires within the 45-day model divided by the total 
number of hires.

Internal EXCEL data base used as a 
tracking system for all competitive 
staffing actions. This is an interactive 
system used by all staff in the Talent 
Services Group and CHCMS Boyers Team 
to track the end to end hiring process 
and also the 45 day model timelines. 
It allows CHCMS to provide accurate 
up-to-date status of each recruit action 
at any given time and also to track 
individual organizational and HR specialist 
performance. 

Quarterly
Data is verified by the Talent Services Group 
Manager, team leaders and individual human 
resource specialists. 

OPM has as one of its strategic goals to be a model of performance for other Federal 
agencies. This measures gives one indication the degree to which it is meeting this 
goal.

Management 
Services

% of time computer network 
available during agreed-upon 
service hours

Total time the OPM network is available during agreed-upon 
service hours divided by total service hours.

CIS uses software to monitor and report 
on OPM network components. The 
software provides uptime reports by 
device (router, switch, firewall, etc) and 
their percentage of uptime. 

Weekly
Outage reports are reviewed against network server 
logs to ensure accuracy.

OPM relies heavily on its IT services to accomplish its mission and must have it 
network available.

Financial 
Services

Independent auditors’ opinion on 
annual financial statements

The degree to which OPM’s financial statements received a 
clean audit opinion

Auditors written opinion Annually
The OCFO reviews the auditors opinion with the 
auditor

Having a clean audit opinion is an indication that the tax payers money is being 
managed in a responsible manner.

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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Financial 
Services

# of material weaknesses The number of material weaknesses in the auditor’s opinion Auditors written opinion Annually
The OCFO reviews the auditors opinion with the 
auditor

A material weakness is a reportable condition in which the design or operation of 
one or more of the internal control components does not reduce to a relatively low 
level the risk that misstatements caused by error or fraud, in amounts that would be 
material in relation to the general purpose financial statements being audited, may 
occur and not be detected within a timely period by employees in the normal course 
of performing their assigned functions. The fewer the number of material risks the 
greater the assurance that resources are being used for their intended purpose.

Financial 
Services

% of payments within Prompt Pay 
Act guidelines

The number of payments made within prompt payment 
guidelines divided by the total number of payments.

Monthly prompt pay reports run from 
OPM’s financial management system.

Monthly
Internal records are used to verify the prompt 
payment reports

The Prompt Pay Act requires Federal agencies to meet certain guidelines with regard 
to paying accounts payable. OPM monitors its payment timeliness to comply with 
this Act and increase the satisfaction of its suppliers and contractors.

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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Financial 
Services

# of material weaknesses The number of material weaknesses in the auditor’s opinion Auditors written opinion Annually
The OCFO reviews the auditors opinion with the 
auditor

A material weakness is a reportable condition in which the design or operation of 
one or more of the internal control components does not reduce to a relatively low 
level the risk that misstatements caused by error or fraud, in amounts that would be 
material in relation to the general purpose financial statements being audited, may 
occur and not be detected within a timely period by employees in the normal course 
of performing their assigned functions. The fewer the number of material risks the 
greater the assurance that resources are being used for their intended purpose.

Financial 
Services

% of payments within Prompt Pay 
Act guidelines

The number of payments made within prompt payment 
guidelines divided by the total number of payments.

Monthly prompt pay reports run from 
OPM’s financial management system.

Monthly
Internal records are used to verify the prompt 
payment reports

The Prompt Pay Act requires Federal agencies to meet certain guidelines with regard 
to paying accounts payable. OPM monitors its payment timeliness to comply with 
this Act and increase the satisfaction of its suppliers and contractors.

Program Performance Measures Definition Data Source Frequency Data Verification Measure validation
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ADS	 Assessment Delivery System
ACWA	 Administrative Careers with America 

(assessments)
ALIL	 Actuarial Life Insurance Liability
APS	 Alternative Personnel system
BAMC	 Brooke Army medical Center
BFMS	 Benefits Financial Management System
C&A	 Certification and Accrediation
CFC	 Combined Federal Campaign
CFS	 Center for Financial Services
CHCO	 Chief Human Capital Officer
CHCOC	 Chief Human Capital Officer Counsel
CIO	 Chief Information Officer
CLCS	 Center for Leadership Capacity Services
COLA	 Cost of Living Allowance
COTS	 Commercial Off-the-Shelf
CRC	 Community-Rated Carrier
CSRDF	 Civil Service Retirement and  

Disability Fund
CSRS	 Civil Service Retirement System
DCIA	 Debt Collection Improvement Act
DEU	 Delegated Examining Unit
DHS	 Department of Homeland Security
DOD	 Department of Defense
EBS	 Employees Benefits System
EHRI	 Enterprise Human Resources 

Integration
EO	 Executive Order
eOPF	 Electronic Official Personnel Folder
eQIP	 Electronic Questionnaire Investigations 

Processing
ERC	 Experience-Rated Carrier
FASAB	 Federal Accounting Standard Advisory 

Board
FBWT	 Fund Balance With Treasury
FCAT-HR	 Federal Competency Assessment  

Tool—Human Resources
FEB	 Federal Executive Board

A ppendix B —Acrony ms & A bbreviations 

(Unaudited—See accompanying Independent Auditors’ Report)

FEDVIP	 Federal Employee Dental and  
Vision Program

FEGLI	 Federal Employee Group Life 
Insurance

FEHB	 Federal Employee Health Benefits
FEHBP	 Federal Employee Health Benefits 

Program
FEMA	 Federal Emergency Management 

Administration
FERS	 Federal Employee Retirement System
FERCCA	 Federal Employee Retirement Coverage 

Corrections Act
FFMIA	 Federal Financial Management 

Improvement Act
FHCS	 Federal Human Capital Survey
FISD	 Federal Investigative Services Division
FISMA	 Federal Information Security 

Management Act
FLRA	 Federal Labor Relations Authority
FLTCIP	 Federal Long Term Care Insurance 

Program
FMFIA	 Federal Managers’ Financial  

Integrity Act
FTCA	 Federal Tort Claims Act
FTE	 Full-time equivalent
FY	 Fiscal Year
GAAP	 Generally Accepted Accounting 

Principles
GAO	 Government Accountability Office
GFIS	 Government Financial Information 

System
GMRA	 Government Management Reform Act
GS	 General Schedule
GSA	 General Services Administration
HB	 Health Benefits
HC	 Human Capital
HCMR	 Human Capital management Report
HCAAF	 Human Capital Assessment and 

Accountability Framework
HCLMSA	 Human Capital Leadership and Merit 

Systems Accountability Division
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HIT	 Health Information Technology
HMOs	 Health Maintenance Organization
HR	 Human Resources
HR LOB	 Human Resources Line of Business
HSPD	 Homeland Security Presidential 

Directive
HRPS	 Human Resources Products and 

Services Division
IP	 Improper Payment
IPA	 Independent Public Accounting (firm)
IPIA	 Improper Payment Information Act
IRTPA	 Intelligence Reform and Terrorism 

Prevention Act
IT	 Information Technology
ITEP	 Information Technology Exchange 

Program
LAIRS	 Labor Agreement Information 

Retrieval System
LI	 Life Insurance
MCAT	 Management Competency Assessment 

Tool
MD&A	 Management Discussion and Analysis
MetLife	 Metropolitan Life Insurance Company
MSD	 Management Services Division
MSPB	 Merit Systems Protection Board
NAC	 National Agency Check
NACI	 National Agency Check and Inquiry
n/a	 Not applicable
NFDA	 National Funeral Home Directors 

Association
NFR	 Notice of Finding and 

Recommendation
NRC	 Nuclear Regulatory Commission
NSPS	 National Security Personnel System
OCFO	 Office of the Chief Financial Officer
OGC	 Office of the General Counsel

OIG	 Office of the Inspector General
OMB	 U. S. Office of Management and 

Budget
O/P	 Overpayment
OPF	 Official Personnel Folder
OPM	 U. S. Office of Personnel Management
PAAT	 Performance appraisal Assessment Tool
PAR	 Performance and Accountability Report
PART	 Program Assessment and Rating Tool
PBM	 Pharmaceutical Benefits Manager 
PII	 Personally Identifiable Information
PIV	 Personal Identification Verification
PMA	 President’s Management Agenda
PMF	 Presidential Management Fellows
PPA	 Prompt Pay Act
PRHB	 Post-retirement Health Benefits
PSRHB	 Postal Service Retirement Health 

Benefits
RF	 Revolving Fund
RSM	 Retirement Systems Modernization
SAOC	 Spending Authority from Offset 

Collections
SAOP	 Senior Agency Official for Privacy
SES	 Senior Executive Service
S&E	 Salaries and Expenses
SFFAS	 Standard Federal Financial Accounting 

Standards
SGL	 Standard General Ledger
SOP	 Standard Operating Procedures

SSA	 Social Security Administration
TJF	 Treasury Judgement Fund
TOP	 Treasury Offset Program
USPS	 United States Postal Service
USSGL	 United States Standard General Ledger
U/P	 Underpayment
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