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Service Group

Service Group name seems clear.  Please see comment below.

Discrete Services

The template reviewers wondered if there is only one discrete service involved in this entire service group, or if more discrete services need to be identified.  If not, maybe this discrete service should be combined with another service group (e.g., one that contributes to a safe work environment).  

Customer Value Proposition

Recommend re-wording your value proposition to:
Develop emergency plans to ensure NIH is prepared to respond and recover from both natural and/or man-made crises and disasters.

Service Strategy

An operational excellence strategy seems to makes sense at this juncture.  

Team Members

Ellen Gary, Mary Ann Bell, Will Liston

Performance Objectives and Performance Measures - OVERALL

We strongly recommend that the team add unique objectives and performance measures for Planning Emergency Preparedness Strategies.   There must be a wealth of common measures and standards that people in the emergency preparedness business use to gauge their effectiveness (e.g. FEMA, DCD, Red Cross, Emergency Medical Personnel, etc).  Many of the measures would most likely apply to your service group.  Review how other organizations and Agencies who have been in this business a long time measure themselves (e.g., time to evacuate, time to notify all relevant parties of the emergency).  

Performance Objectives and Performance Measures by Perspective

Customer Perspective

Good work at identifying a unique customer performance objective and measure.  

Internal Business Process

Suggestions for unique measures:

· Number and types of emergency plans developed

· Number of different methods of dissemination of the emergency preparedness plans

· Number of people trained on emergency preparedness plans

· Percentage of visually/hearing impaired employees aware of emergency procedures

· Percentage of successful simulations of emergency situations

Learning and Growth

 Implement the Office of Emergency Preparedness and Coordination is not a performance measure.   Consider replacing this measure with one that measures whether you accomplished the performance objective you have listed – Enhance emergency preparedness capabilities.  

Financial

For the performance measure you listed, unit cost per customer, how will you define a unit?
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