Balanced Scorecard - January 20, 2010

	CUSTOMER SATISFACTION
GOAL 1:  Excellent Customer Communication
Outcome A:  Client Agencies and RESD programs know and respect Divisional communication protocols 

Objective 1A.1:  By March 1, 2010, Divisional Communication Protocols are presented to the RESD Governance Council       Done/Not Done

Objective 1A.2:  By October 31, 2010, AMB receives 100% of incoming projects and approves 100% of incoming projects                   100% received/approved

Objective 1A.3:  By December 31, 2010, 90% of RESD employees acknowledge adherence to the 7 RESD Rules during annual IDP Review; By December 31, 2011, 100%       90%/100%
Outcome B:  Divisional Standards are in place for status reports and client agency meetings, and are being applied appropriately for each customer
Objective 1B.1:  By March 1, 2010, Status Report Handbook is presented to the RESD Governance Council       Done/Not Done

Objective 1B.2:  By March 1, 2010, Client Agency Status Meeting Guidelines are presented to the RESD Governance Council       Done/Not Done

Objective 1B.3:  By December 31, 2010, client agency adjustments to Divisional Standards are documented       Done/Not Done

	INTERNAL BUSINESS PROCESS
GOAL 2:  Excellent Project Delivery
Outcome A:  Realistic project schedules are set for all RESD projects, and projects are managed to them
Objective 2A.1:  By January 1, 2010, original project schedules showing start and completion dates for all phases through “post construction” are input by project manager of record into ABMS within 30 days for project creation       100% on-time input
Objective 2A.2:  By February 15, 2010, all current project schedules showing start and completion date through “post construction” are input into ABMS     100% on-time input
Objective 2A.3:  By January 1, 2010, designated phases and/or projects Post Project Evaluation (PPE) are completed within 30 days for phase completion and delivered to the Branch Chief in a monthly report     100% delivery of agreed-upon PPEs

Objective 2A.4:  By January 15, 2010, Monthly On-Time Delivery Reports are delivered to the Governance Council       100% monthly delivery of completed reports
Outcome B:  Contracts and legal services affecting projects are completed in a predictable and timely manner that does not delay the schedules
Objective 2B.1:  By January 1, 2011, schedule times to solicit, award and execute public works contracts are reduced to at least 50% of their January 2010 baseline       50% reduction
Objective 2B.2:  By January 1, 2011, unanticipated delays to project schedules from Contract Processing and Legal Services issues affect no more then 10% of projects       10% or fewer projects thus affected
Outcome C:  Regulatory reviews, corrections, back checks and final approvals by SFM and DSA for public works contract construction documents are completed in a predictable and timely manner that does not delay the project schedules
Objective 2C.1:  By January 1, 2011, scheduled times for regulatory reviews by SFM and DSA, correction of comments, back check and final approvals are reduced to 50% of their January 2010 baseline                           50% reduction

Objective 2C.2:  By January 1, 2011, unanticipated delays to project schedules from regulatory reviews by SFM and DSA, correction of comments, back check and final approvals affect no more than 10% of projects       10% or fewer projects thus affected


	LEARNING AND GROWTH

GOAL 3:  A Culture of Teamwork

Outcome A:  Collaboration within RESD is increased, resulting in excellent project delivery and customer communication 

Objective 3A.1:  By January 31, 2011, project slippage due to intra-RESD lack of coordination is zero, and maintained at zero through 2012       Percent slippage
Outcome B:  An effective executive communication strategy is in place and utilized  

Objective 3B.1:  By March 1, 2010, Governance Council Communication plan is updated       Done/Not done

Outcome C:  All RESD staff have a greater understanding of the organization and are supported to pursue professional and career-related training

Objective 3C.1:  By March 1, 2010, all branches develop and present to the other branches a detailed presentation of what they do, broken down by unit       Done/Not done

	FINANCIAL

GOAL 4:  Responsible Financial Management

Outcome A:  RESD is operating from a strategic approach to managing the State of California's portfolio of office buildings

Objective 4A.1:  By July 1, 2010, BPM provides comprehensive income and expense reports on a quarterly basis for each DGS-owned building (including BRA buildings)       Done/Not done
Objective 4A.2:  By July 1, 2010, an internal BPM / AMB, RESD Governance Council-approved budget development and management process for Special Repairs projects is implemented for all DGS-owned buildings       Done/Not done
Objective 4A.3:  By July 1, 2010, AMB and BPM develop and implement a communication plan approved by the RESD Governance Council that ensures that BPM Building Managers, BPM Regional Managers and AMB Regional Portfolio Managers share information about the properties they manage       Done/Not done
Outcome B:  A Business Model is in place that allows for both full cost recovery and efficient project delivery

Objective 4B.1:  By December 31, 2010, determine RESD's cost recovery model(s)       Done/Not done



