VETERANS BENEFITS
ADMINISTRATION
BALANCED SCORECARD

A System for Performance
Management



e Veterans Health Administration
* National Cemetery Administration
e Veterans Benefits Administration



VBA Business Lines

Disability . GI Bill
Compensation Life Insurance Education
1776 1778 1917 1944
Pensi Vocational GI Bill
ension Rehabilitation Home Loans




» Developing Strategic Objectives and
Measures

* Developing Annual Targets
» Operationalizing the Scorecard



BALANCING MEASURES

EXISTING MEASURES |NEW MEASURES

(Balanced Scorecard)

- Timeliness - Speed
- Quality - Accuracy
- Productivity - Cost-per-Claim/Unit Cost

- Customer Satisfaction
- Employee Development



The Balanced Scorecard as a
Strategic Framework

Vision
INTERNAL
and BUSINESS
Strateqy

LEARNING
AND

GROWTH




- Links performance to budget
request

- Measures come from strategies
- Strategies stem from your vision

- Vision driven by your mission



Setting ‘Zero Values’

Minimum acceptable level of
performance

- When a “Zero” value doesn’t equal
Zero

—- Intuitive “spacing” (or program
judgment)



Setting Percentages (“Weights”)

The sum of the parts equals the whole
- Retlects agency priorities
- Considers external factors & input

e Customers
e Stakeholders



Target Setting Process

* Field and Headquarters Collaboration
* Data Driven

* Small Groups

* Current performance

* Influencing factors quantified

* Final target

* Field targets

* Reconciliation



* Recognizing employee contributions and
efforts in meeting VBA’s mission.

» Establishing Balanced Scorecard targets in each
program with accomplishments recognized at
the regional and National levels using a Two-
Tier payout plan.



Scorecard measures based on strategic goals for
each program annually

Each program measured for speed, accuracy,
customer satisfaction, unit costs and employee
development

Each measure ‘weighted” based on program needs
as well as program size

Annual performance measured at the station,
region and national levels

Rewards and recognition based on BSC results.
More $ for collective accomplishments

All data available to all employees on line






National C&P Scorecard
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Underlying Philosophy

“Don’t worry about people
stealing an idea. If it’s an
original you will have to

ram it down their throats.”
Howard Aiken
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