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	ADMIN OPS Goal 1: Improve partnering with science and other administrative staff.

	Key Performance Areas
	General Measures
	Values

	A.    Communications

B.     Role clarification


	· Timeliness

· Quality

· Accessibility/availability

· Customer Satisfaction
	· Making a difference

· Teamwork

· Creativity

· Customer Satisfaction

· Integrity

	Strategies

(Sub-goals)
	Potential Obstacles
	Actions & Timeframe
	Specific Measures (Targets)

	1.1 Improve communication and working relationships between ARCs and labs/ divisions 
	· Lack of time to communicate

· Harried environment

· Too much communication, too many e-mails

· Information received late, information outdated when received.  


	· Improve frequency of contact with customers (where desired)

· Sponsor periodic planning meetings between ARC staff and labs/divisions to identify upcoming needs and requirements

· Redesign CAMP website
	· Create grants training program for administrative staff, in either video or web format
· Reorganization CCR ARCs to assignments to respond to changing program needs.
· Complete 3 ARC customer surveys .



	1.2  Clarify roles and responsibilities between ARC staff and program staff


	· Different roles and responsibilities of ALMs and APAs from division to division

· ARC’s do  non-ARC  work to keep things flowing
	· Develop guidelines on what to handle within the ARC and what to refer elsewhere

· Develop service agreements with customers to clarify outcomes (where useful)

· Schedule more mini-training sessions for program staff
	· Finalize standard PD for Purchasing Agents
· Review & clarify HR responsibilities versus IC responsibilities according to document from OHR/NIH (P. Miller). Create plan for how to provide services that OHR no longer provides.

	ADMIN OPS GOAL 1 (continued Improve partnering  with science and other administrative staff.) 

	Strategies

(sub-goals)
	Obstacles/

Issues
	Actions & Timeframe
	Strategy Measures

(Targets)

	1.3 Improve communications and working relationships between ARC’s and other OM offices.
	· OM divisions do not always perceive ARC’s to be customers

· Information is received late and is outdated when received.  

· Time, resource limitations

· No time for training, perception training not needed
	· Treat OM divisions as customers

· Establish an OM customer service award, ARC staff nominates OM employee

· Establish schedule for regular meetings between ARC and OM staff

· Clarify what services ARC provides to OM

· Clarify OM division/ARC roles

· Sponsor OM division mini-training sessions for ARC staff
	· Use service level agreement documents for OSFM and I&E (6116 ARC) as prototype to create SLA’s for all of Admin. Operations.


	1.4.  Increase Inter- and Intra-ARC communication and collaboration
	· Not enough time to communicate

· ARC’s are too different
	· Form multi-grade level   teams to implement ARC action items

· Provide a forum for junior staff input

· Emphasize individualized, two-way communication with ARC staff members

· Foster individual   autonomy for successful staff at the full performance level and build in accountability

· Look for new opportunities for cross-ARC communication, sharing of resources, best practices, etc.

· Share SOP’s checklists with other ARC’s and develop one or more sets appropriate for various situations.
	· Hold ARC retreats yearly (all ARCs)

· Begin Grand Rounds meetings for AO’s (all ARCS) on a monthly basis
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	ADMIN OPS Goal 2: Improve our customer services through effective processes.

	Key Performance Areas
	General Measures
	Values

	A – Provide outstanding general administrative services

B – Provide outstanding procurement services

C – Provide outstanding budget services

D– Provide outstanding facilities services

E – Provide outstanding travel services
	· Timeliness

· Quality

· Accessibility/availability

· Customer satisfaction
	· Making a difference

· Teamwork

· Creativity

· Customer Satisfaction

· Integrity

	Strategies

(sub-goals)
	Obstacles/

Issues
	Actions & Timeframe
	Specific Measures

(Targets)

	2.1.  Create standard operating procedures
	· Number and complexity of miscellaneous activities

· Role and responsibility ambiguity

· Inconsistent information and opinions

· Policies and procedures change frequently

· Everything is a priority

· NCI culture, independent and creative, means that everyone   does it their way

· Customers want creativity, but we must work within federal regulations.


	· Develop and use checklists and standards for HR

· Formalize decision -making pathways among the ARC staff for HR

· Establish standardized NCI PDs

· Work with OM and OBFM to create suggestions for Financial Management standardized formats and give training

· Work with OM and OBFM to improve budget formulation guidance and procedures.  Provide training.

· Work with OM and OSFM to create SOP for space/facilities issues and have regular meetings

· Create more web based tools for ARC guidance


	· Continue overhaul of NCI Redbook by hiring contractor to update links. 

· Revise T42 and other checklists (IT ARC)

· Revise delegations matrix



	ADMIN OPS GOAL 2 (continued) Improve our customer services through effective processes.

	Strategies

(sub-goals)
	Obstacles/

Issues
	Actions & Timeframes
	Strategy Measures

(Targets)

	2.2. Streamline processes where possible
	· Differences between intra/extramural programs

· Variability in interpreting regulations and exercising discretion

· RCB rules interpretation

· Complexity of HR rules

· Frequency of HR changes

· Multiple HR systems

· New DHHS travel requirements
	· Tap RCB expertise to determine what  purchases may be appropriately  pooled and, as practical, develop ways to pool purchases across ARCs 

· Streamline hiring process through use of new routing slip, standardized packages and delegations

· Streamline travel requests through use of new computerized process

· Find creative ways to address HR issues

· Review IntraMall and make recommendations for increasing its usefulness


	· Create new travel tools for travelers (A. Rogerson and ARC 10B)

· Review procurement function to see where it can be streamlined.


	 2.3. Identify ways to improve feedback to customers regarding work in progress


	· Monitoring and tracking case status (IT)

· Inconsistent financial management 

· Can’t track work-in-process

· Inability of customers to have access to tracking systems

· Burdensome tracking procedures
	· Improve budget reporting and tracking 

· Create consolidated tracking database for HR actions

· Develop a comprehensive electronic method for tracking work-in-process, regardless of type of service request

· Provide ways to keep administrative program staff informed
	· Rollout of new SOFIE  financial report format for VSOF-  pilot the system in ARCs. (R. Barber/Havens)



	2.4. Make better use of IT systems

	· Ineffective financial data mgmt systems

· Duplicate systems

· Systems are introduced before all the “bugs” worked out


	· Find ways to eliminate duplicate entry of information in IT systems

· Find ways to make staff more computer and technology savvy

· Develop users groups to provide mutual support, to test systems prior to release and to provide feedback to IT staff.    

· Improve data quality in NCI systems
	· Collaborate with NIH on rolling out WITS system.



	2.5 Use management tools to improve operations
	· 
	· Create a multi-year strategic plan in each ARC to address how the ARC will support  strategic plan for Administrative Operations

· Create performance contracts for all Code  2 supervisors
	· Update ARC strategic plans by 3/1 (all ARCs)

· By 3/31 have all perf. contracts in place (all ARCs)


ADMIN OPS GOALS AND STRATEGIES

	ADMIN OPS Goal 3: Manage our human capital in such a way as to attract, develop and retain  exceptional individuals.   

	Key Performance Areas
	General Measures
	Values

	A.  ARC motivation/morale

B.  Retention/turnover

C.  ARC staff training


	· Timeliness

· Quality

· Accessibility/availability

· Customer Satisfaction


	· Making a difference

· Teamwork

· Creativity

· Customer Satisfaction

· Integrity

	Strategies

(sub-goals)
	Potential Obstacles
	Actions & Timeframe
	Specific Measures

(Targets)

	3.1. Support and enhance career development of staff and create paths for succession
	· Lack of time to devote to personal development

· Managers think they don’t need training
	· Help Staff develop IDPs (where desired)

· Encourage and fund career development opportunities for senior staff

· Sponsor study of career progression, workload, position structure issues 

· Encourage supervisory, leadership training and mentorship programs for ARC and program staff managers


	· Continue AO internship program objectives in collaboration with ODEP (ACD program)

· Implement an ARC mentoring program in collaboration with ODEP 

	3.2. Address ARC recruiting challenges
	· Hiring Freeze

· Multiple hiring systems

· New T42 limitations
	· Develop better applicant pools for AOs

· Increase diversity recruitment participation

· Recruit at the entry level when feasible

· Maintain good balance of promotion from within and new hires


	· Conduct workforce planning initiative; identify goals (L. Greene)

· Develop workforce plans for all ARCS (ARC managers)



	3.3. Address retention challenges 
	· Workload

· Quality of Life issues

· Limited use of systems for flexibility (telecommuting, etc.)
	· Reduce turnover in clinical ARCs through implementation of teams and other recommendations

· Identify non-compensation rewards for outstanding performance

· Address staff burnout problem through improved quality of life options, including CWS, cross-training opportunities and rotational coverage


	· Develop Admin Ops creativity award (NCI-F ARC)

· Develop peer award for Admin Ops (ARC 10A)

	3.4. Improve ARC skills in specific competencies

	· Inadequate training classes in budget & other topics
	· Use in-house experts to provide routine training

· Offer customer service workshops

· HR liaison position to lead specialized training in FY03.
	· Hold brown bag meetings with AO’s on budget (B. Barber)

· Finalize ACE certificate program for AO’s.

	3.5 Implement Presidential Management Objectives for human capital
	· Fear of unknown

· Worries about disruption to program

· Clash with NCI culture of decentralization

· Demoralization from downsizing
	· Implement requirements of competitive outsourcing goals (10% in 2003)

· Implement restructuring of facilities; grants support and other administrative functions as required by NIH


	· Facilitate A76 process (all designated ARCs)

· Participate in I&E process to update strategic plan for OM.
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