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A MESSAGE FROM THE ADMINISTRATIVE AsSISTANT 

TO THE SECRETARY OF THE ARMY ---- - ---

The OAA is a proud partner of the Joint Force, expertly assisting the Army as it serves our Nation and its 

citizens. Our strategic plan ensures that even during these challenging times, our Team provides what our 

customers deserve and need: reliable, responsive, and courteous service. Our goal is to remain a relevant 

and ready provider. 

This year, we shift into high gear and drive on toward our strategic objectives. Expect to see positive 

results in the following categories by which we assess and evaluate ourselves. 

Stakeholders: We will refine our customer feedback systems to capture our customers' desires and 

requirements. 

Processes: We will improve business practices to align our products and services with our customers' 

needs. 

Learning and Growth: We will continue to maintain a caring culture that enhances the well-being of our 

employees. 

Resources: We will use Activity Based Costing to perform more accurate cost management methodology. 

In 2003 we used DOD's Interactive Customer Evaluation (ICE) system. Our customers were 92% satisfied 

with the products and services they rated. I am proud of the dedication and hard work of all OAA 

employees which garnered such sterling customer responses. 

To implement the strategic plan, we have to make changes in the way we do business. We hope the 

changes will ensure that the OAA provides the right product, the right service, on time, every time. I 

encourage you to embrace this plan and do your part to help make it real. 
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MISSION-- - - - ------ - -- - -- - - - - ---- - - --- ---- -- -----------

VISION: To be recognized as the best support provider today and the only clear choice for tomorrow 

MISSION: To provide a broad spectrum of product, support and services that enables a diverse customer base to successfully 
accomplish their mission 
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C2 I Provide Services 
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Communications 

Objective Description 

Title 10 responsibilities include maintaining custody of 
all records, books and papers of the Department of 
Army; Continuity of Operations; act on behalf of the 
Secretary of the Army on administrative matters; 
providing advice on management issues and 
administrative continuity within the Army during 
normal changes and serving as the primary point of 
contact for transition between Administrations. 

OAA delivers products and services throughout the 
Army that include Army Publications and Visual 
Information. NCR-wide support includes Space and 
Building Management, Physical Security, and Logistics. 
Pentagon-specific support includes Morale, Welfare and 
Recreation activities. 

OAA manages the Army's third largest OMA major 
command, Operating Agency 22; provide resources to a 
myriad of functions beyond support to HQDA. Two-
thirds of the programs support DA worldwide 
missions. Additional support includes Human 
Resources, Legal and Contracting services, EEO, 
Defense Post Office, Passport & Visa office and the 
Pentagon Library. 

OAA provides IT and communications services to DOD 
customers in the Pentagon, National Capital Area and 
worldwide; procures and maintains administrative and 
secure voice, video and data backbone, switching, and 
customer premise equipment; and provides information 
security, worldwide messaging, HQDA e-mail, desktop 
and records management services. 

Lead/ Initial 

Support Measures 

ESOM Cl - Customer 
Satisfaction 
Index 

SOA C2 - Customer 
Satisfaction 
Index 

RPA C3 - Customer 
Satisfaction 
Index 

ITA C4 - Customer 
Satisfaction 
Index 
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Initiative 2: Customer Awareness Training 

Need or Opportunity: A creative and energetic customer awareness training program will 
allow us to enhance product service and familiarity. 

Scope: OAA 

Description: Develop policy letter to show top management's commitment to improving 

customers' understanding of our products, services and capabilities (e.g., through 

communication, training (IDPs), and standards).Training would include customer service, 

briefings to internal/external customers, websites, personnel attending courses that would 

enhance their area of expertise, incoming personnel attending HODA action officer 

course, and establish mandatory IDPs through policy. Incorporate improving customer's 

understanding of our products, services and capabilities within goals of performance 

standards and TAPES for supervisors to ensure IDPs are developed for employees to 

support objective. Increase awareness, support, and commitment to improving customers 

understanding of our products, services and capabilities using communications means. 

Status: New • Existing 0 

Risk: Low - Med O High 0 

FTE Hours: To be determined 

Cost: To be determined 

Duration: Continuous 

Associated Initiatives: 

Allied Strategic Objectives: Well 

Being (L 1) 
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Initiative: Emotional Intelligence 

Scope: All OAA employees 

Description: Benchmark, adapt and deploy a series of top down employee 

management interpersonal initiatives, training and sets of personal competencies aimed 

at improving customer satisfaction. 

Initiative: Health and Fitness 

Scope: All OAA employees 

Description: Benchmark, encourage existing programs, adapt and deploy a series of 

top down employee voluntary health and fitness initiatives, training and sets of personal 

competencies aimed at improving over all employee well being. 

Initiative: Marketing Army/OAA Values 

Need or Opportunity: Demonstrate OAA Support of Army/OAA Values and 

commitment to maintaining high standards 

Scope: Widest dissemination of support for "Values" 

Description: Identify committee to brainstorm ideas and complete objectives, such as 

posters, buttons, pins, news articles, information booklets, training and 
information sharing. 

Status: New • Existing o 

Risk: Low• Med O High 0 

FTE Hours: 2 Staff Years 

Cost: 

Duration: FY03- FYOB 

Associated Initiatives: 

Allied Strategic Objectives 

Status: New • Existing O 

Risk: Low• Med O High 0 

FTE Hours: 9 months 

Cost: 

Duration: FY03 - FY0B 

Associated Initiatives: 

Allied Strategic Objectives 

Status: New o Existing • 
Risk: Low • Med • High 0 

FTE Hours: 9 months 

Cost: TBD 

Duration: FY03 -FY0B 

Associated Initiatives: All 

promoting Values 

Allied Strategic Objectives 

P2,P5, L 1, L2 
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Strategic Objective: Secure Resources; People, Dollars, Time and Infrastructure 
Measure: % of Dollars Funded Versus Required 
Measurement Intent: Provide OAA leadership insight on the availability of funding to 
accomplish OAA missions. 

Measurement Definition / Formula: Programmed funding divided by required funding. 

Frequency of Update: 
Quarterly POM Lock/ Funding 
Ltr / FY End 

Units of Measure: Percent 

Notes/Assumptions: Assumes dollar requirements are valid, 
complete and correct. Current level of OA22 funding Vs validated 
Requirements is the BAU. Initial measure considers dollars only. 
Must live within DoD PBES Measure Internal OAA or External 
OA22? 

Next Steps: Implement ABC and ATAAPS management 
tools for cost analysis / validation to validate budget requests. 

Measurement Information Is: 
_x Currently Available 

Data Elements and Sources: OAA Budget Data (R&P), 

_ Available W ith Minor Changes 
Not Available at this time 

Source For and Approach to Setting Targets: 

Target Setting 
Responsibility: AA 

Accountability for Meeting Target: 

OAA Agency Heads 

Tracking / Reporting Responsibility: 

Program Support Offices/ RS-W/ ESOM 

Measure 

Availability: Now 
Target: 

Assessment 2004 Projected 2005 Projected 2006 Projected 2007 Projected 2008 Projected 2009 Projected 

Maximum 80% 80% 85% 85% 85% 85% 

Target 70% 70% 70% 75% 80% 80% 

Minimum (BAU) 60% 60% 65% 70% 70% 70% 
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