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This report combines the requirements of the Annual Performance Report and
Annual Performance Plan. Section 1 provides an executive summary of FY 2010
performance. Section 2 reports GSA FY 2010 performance results and sets
targets for each measure through FY 2016. Section 3 describes GSA plans and
actions to address issues designated by the Government Accountability Office
(GAO) as “High-Risk”. Section 4 provides additional definitions and supporting
data.
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Section 1 - FY 2010 Performance Summary and Highlights
GSA Mission and Strategic Goals

GSA supports the mission of all Federal agencies by providing them with workspace, acquisition
services, administrative policies, and citizen engagement tools, so that they can focus on
achieving their respective missions. GSA meets the needs of Federal agencies by providing
modern, efficient, and comprehensive solutions. GSA’s mission statement inspires its
employees to take risks and be innovative, seek an intimate understanding of customer
missions and goals, and seek continuous improvement in GSA business processes.

GSA's mission is to use expertise to provide innovative solutions
for our customers in support of their missions and by so doing foster an
effective, sustainable, and transparent Government for the American people.

GSA must excel in each of its three strategic goals of Innovation, Customer Intimacy, and
Operational Excellence to meet the needs of its Federal agency customers and fulfill its mission.

* Innovation.—An innovations engine for the government, we seek to support the government
role of taking chances that no others are positioned to take.

« Customer Intimacy.—We seek an intimate understanding of and resonance with our
customers so as to serve with full integrity, creativity, and responsibility.

» Operational Excellence.—An effective steward of Federal assets and taxpayer dollars, we
seek continuous improvement in our operations.

Delivering the GSA Mission

GSA measures its success towards fulfilling its mission with three enterprise-wide performance
measures that that consolidate lower-level measures from across the agency: Estimated
Business Volume, Customer Satisfaction, and Delivery of Agency Commitments.

FY 2009 FY 2010
ACTUAL ACTUAL % CHANGE
ESTIMATED BUSINESS VOLUME $62.0 BILLION ~ $64.0 BILLION 3.2%

Estimated business volume measures GSA’s impact on the national economy. This measure
reports revenue earned by GSA business lines and the dollar value of all property and services
acquired by customer Federal agencies through procurement vehicles developed and managed
by GSA. GSA’s FY 2010 business volume of 64.0 billion represents more than 14% of the
Govemment’s total procurement dollars, up from 11% in FY 2009.
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The Federal Acquisition Service (FAS) and the Public Buildings Service (PBS) both realized
increased revenues in FY 2010:

« FAS realized nearly $10 billion in revenue in FY 2010, an increase of $104 million (or 3.1%)
over FY 2009. Revenue growth was primarily due to increased sales in the General
Supplies and Services (GSS) portfolio.

« PBS generated $10.4 billion in revenue in FY 2010, including collections from Reimbursable
Work Authorizations. This is an increase of $428 million (or 4.3%) over FY 2009. The
largest revenue gains came from a net increase in the leased inventory of eight million
square feet. Revenues from leased space grew by 7.4% in FY 2010, while owned space
revenues grew by 4.4%.

2009 2010 2010
RESULTS TARGET RESULTS
CUSTOMER SATISFACTION 77.7% 78.4% 76.6%

GSA’s agency-wide customer satisfaction rate provides an overview of how GSA is perceived
by its customers and external stakeholders. Since GSA is not always a mandatory source of
supply, its continued success depends on its ability to meet customer expectations for
procurement excellence and financial stewardship. This measure aggregates key customer
satisfaction scores across GSA programs, weighted by annual program revenues.

In FY 2010, only five of ten program-level customer satisfaction measures included in this
composite metric met or exceeded their targets, and only three of these measures
demonstrated improvements over FY 2009 performance. This is reflected in the composite
score, which did not meet the FY 2010 target and is lower than the FY 2009 level.

. Three GSA programs reported customer satisfaction levels that exceeded FY 2010
performance targets and demonstrated improvements over prior years: FAS Information
Technology Service (ITS) portfolio and Travel, Motor Vehicle, Card Services (TMVCS)
SmartPay Conference, and the PBS Real Property Disposal program.

. Two GSA satisfaction measures met their FY 2010 targets with satisfaction levels below FY
2009 levels: PBS tenant satisfaction with owned space and Office of Government-wide
Policy (OGP) policies rated “effective” by key stakeholders.

« Four additional measures did not meet their FY 2010 targets but sustained performance at
FY 2009 levels: FAS customer satisfaction surveys for the Assisted Acquisition Service
(AAS), General Supplies and Services (GSS), and TMVCS portfolios, and customer
satisfaction of PBS tenants in leased space.

* One GSA customer satisfaction measure did not meet its target and declined from FY 2009

levels. The percentage of PBS customers who said they received leased space when they
needed it fell from 83% in FY 2009 to 77% in FY 2010, missing the FY 2010 target of 90%.
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NOT MET, BUT
MET IMPROVED NoOT MET

DELIVERY OF AGENCY COMMITMENTS 70% 6% 21%

Delivery of Agency Commitments measures success in delivering outcomes that fulfill the
purpose of GSA programs and are important to customer Federal agencies, external
stakeholders, and the public.

In FY 2010, GSA met or exceeded the FY 2010 target for 70%, or 44 of 63 externally-reported
performance measures. Another 4 measures (6%) did not meet their targets, but demonstrated
improvements over FY 2009 performance. GSA did not meet its FY 2010 targets and did not
demonstrate improvement over FY 2009 performance for 13 performance measures. Two
measures (3% of the total) were not measured in FY 2010. In total, GSA did not meet 30% of
its performance targets in FY 2010, the same percentage as FY 2009.

INNOVATION

In FY 2010, GSA met or exceeded FY 2010 performance targets
for 67% (four) of its Innovation performance measures. GSA [
realized the greatest improvements in the percentage of travel
vouchers processed through the e-Gov Travel Service (ETS) and
number of citizen interactions using GSA citizen communications
channels.

[] Met 4 66.6%

« An estimated 82.8% of Federal civilian agency travel vouchers :\r':;r'\c/)'\féab“t 1 16.6%

were processed through ETS in FY 2010. This is nearly 20 B NotMet 1 16.6%
percentage points above FY 2009 levels. ETS is a Total 6 '

government-wide, end-to-end travel system that reduces
costs to agencies through economies of scale.

« GSA citizen information channels enabled 181 million citizen touch points in FY 2010,
which is 30% over the target. Citizen touch points are measured by visits to USA.gov,
Gobierno.gov, and other citizen-facing websites, direct and assisted telephone contacts,
e-mails processed, publications distributed, e-mail letter mailings, and telephone and e-
mail activity conducted under GSA contact center contracts.

Two measures did not meet their targets:

« GSA did not meet its FY 2010 targets for two separate measures of socio-economic
business volume in GSA Acquisition Centers and Supply Operations. However, GSA’s
Supply Operations FY 2010 socio-economic business volume of 79.9% represents a
significant increase from FY 2009 levels. GSA recently started incorporating socio-
economic factors in evaluations for awarding Multiple Award Schedule contracts, and
expects this to increase the socioeconomic business opportunities in future years.
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CUSTOMER INTIMACY

In FY 2010, GSA met or exceeded FY 2010 performance targets
for 59% (ten) of its Customer Intimacy performance measures.
GSA improved its performance in several customer satisfaction
measures and increased the savings generated by Federal
agencies using FAS contract vehicles:

« GSA met performance targets for eight of 12 customer [
satisfaction surveys conducted in FY 2010, and recorded []
improved satisfaction over FY 2009 levels for the FAS ITS
portfolio, FAS TMVCS SmartPay Conference, GSA OCFO ]
payroll services, and the Real Property Disposal program.

Met 10 59%
Not Met, but 0
Improved 1 6%
Not Met 5 2%
N/A 1 6%
Total 17

« GSA increased savings realized by customers of the FAS Express and Ground Domestic
Delivery Services (ExGDDS) strategic sourcing contract and FAS Network Services and
SmartBuy programs. In FY 2010, ExGDDS customers saved 69.2% when compared to
commercial rates, increasing discounts by almost 4% over FY 2009 levels. ITS customers

saved $916 million in FY 2010, a $40 million increase over FY 2009.

Six measures did not meet their targets:

« GSA did not meet its performance targets for four customer satisfaction measures. Customer
satisfaction scores did not meet the target but also did not report a significant change from FY
2009 levels for FAS GSS and TMVCS portfolios, and PBS customers who said they received
their leased space when they needed it. FAS AAS customer satisfaction increased over FY
2009, but did not meet the FY 2010 target. PBS customer satisfaction with leased space did

not meet its target and did not maintain FY 2009 levels.

« Two additional measures, PBS construction projects on schedule and OCSIT USA Contact
and Web Solutions Task Orders, did not meet their FY 2010 performance target. Four PBS
construction projects experienced delays in FY 2010; two have since been completed and the
other two remain on-schedule for timely overall project completion. OCSIT USA Contact task
orders experienced lower demand in FY 2010, as several customers moved to in-house call

centers instead of using contractor support.

OPERATIONAL EXCELLENCE

In FY 2010, GSA met or exceeded its performance targets in 75% (30) of its Operational
Excellence performance measures.

PBS improved its management of the leased and owned inventory in FY 2010. PBS held
leased vacancy rates to just 0.8% in FY 2010, the lowest level in the past five years, and
PBS rental rates for leased space were 9.7% lower than industry averages for comparable
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space for the second year in a row. PBS maintained vacancy
rates in owned space at the FY 2009 low of 4.2% and
delivered cleaning and maintenance services at a cost that
was 2.6% lower than equivalent private sector benchmarks.

« FAS registered significant improvements in operational
efficiency in FY 2010, offering a 29.7% discount off the
Manufacturer’s Suggested Retail Price on new motor vehicles .

purchased. GSA Fleet leased motor vehicles to other Met 30 5%
Federal agencies at rates that were 49.9% below commercial [ ] :\rf;r“(f\‘fé’db“t 2 5%
rates. FAS increased the percentage of Multiple Award B Not Met . 18%
Schedule contract options that are exercised in a timely N/A L 00
manner to 52% in FY 2010, the highest rate in the past three Total 40 °

years and nearly double the FY 2008 baseline. FAS
business transformation initiatives in the Global Supply program helped to reduce its mark-up
to 27.0%, the lowest level in five years.

Nine measures did not meet their targets:

« FAS did not meet its target for three portfolio-level measures of direct cost as a percentage
of gross margin, although all portfolios realized positive net operating results in FY 2010.
Portfolio-level measures of direct costs will be discontinued in FY 2011 and replaced with an
FAS-wide measure. A FAS-wide measure would have met the aggregate target in FY 2010.

« FAS also did not meet its targets for reducing cycle time for IT acquisition center offers and
personal property disposal actions. Both of these measures were influenced by one-time
events in FY 2010 and are expected to return to normal levels in FY 2011.

. PBS did not meet the FY 2010 target for two measures, but demonstrated improvements
over FY 2009 levels in both. Expenses of the leasing program exceeded revenues in FY
2010, causing the measure “funds available after administering the leasing program” to miss
its target; however, FY 2010 results of -1.4% are lower than FY 2009 levels and represent
the first decrease in this measure since 2007. PBS has increased management focus on
lease performance and will continue to analyze leases to improve financial performance.

. PBS also did not meet its target for reducing costs of public sale properties as a percentage
of proceeds. Market values for properties disposed of through public sale declined without a
significant change in program fixed costs. GSA will discontinue reporting of this measure.

GSA did not collect results for the measure “Average number of days from the time a vacancy
announcement closes until a tentative job offer is made”. The Office of Personnel Management
(OPM) changed the methodology for this metric in FY 2010, and GSA began reporting
performance against the OPM “80-day end-to-end hiring model”.
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GSA High-Priority Performance Goals

In FY 2010, GSA established three high-priority performance goals to identify outcomes that are
meaningful to the public and demonstrate progress towards achieving GSA’s strategic goals.
GSA'’s high-priority goals align with each of GSA’s strategic goals: “Sustainable Environment,
Economy, Government and Democracy” (aligns with Innovation), “Open Government and
Transparency” (aligns with Customer Intimacy), and “Excellence in Solutions Delivery” (aligns
with Operational Excellence).

1. Environmental Sustainability. GSA will take actions to directly reduce our consumption of
resources and will provide our customer Federal agencies with solutions that help them to
manage and reduce their consumption.

In FY 2010, GSA developed government-wide policies to support sustainable acquisition.
GSA analyzed the Federal Acquisition Regulation (FAR) to identify and eliminate barriers to
sustainable acquisition. GSA updated administrative policies to encourage agencies to
purchase sustainable products and services, and issued procurement standards for bio-
based products.

GSA demonstrated progress in developing incentives for Federal contractors to voluntarily
measure their own GHG emissions. GSA partnered with the Carbon Disclosure Project
(CDP) to identify the top 200 Federal contractor participants in the CDP carbon disclosure
program. GSA also is working directly with the small business community to identify small
businesses interested in completing a GHG emissions inventory. GSA will use the
information gathered to develop incentives for more Federal contractors to inventory and
disclose their GHG emissions. GSA will identify opportunities to use contractor GHG
emissions data in Federal procurement decisions.

GSA took action to increase recycling in Federal buildings by increasing the number of solid
waste surveys conducted to 28 Federal buildings. Solid waste surveys collected detailed
information on materials that could have been recycled but were not and provided
recommendations on building management practices that will increase recycling. GSA is
incorporating audit recommendations into its practices and has added recycling best
practices into building manager training.

2. Open Government and Transparency. GSA will drive greater transparency and Open
Government through the adoption of agile technologies, processes, and expertise for citizen
engagement and collaboration built around innovative solutions that provide a more
effective, citizen-driven government.

In FY 2010, GSA helped to expand open government by delivering new citizen engagement
tools that Federal agencies used in 97 citizen engagement opportunities. These new
electronic tools include: a Citizen Engagement Platform (www.apps.gov NOW) for GSA-
provided social media tools; www.challenge.gov, a platform for Federal innovation
challenges; Terms of Service agreements for free social media tools available on
www.apps.gov; and guidance on the use of new media in government. GSA provided public
dialog tools, blogs, wikis, forums, and tools that allowed 43 challenges from 21 different
agencies seeking to work collaboratively with the public to solve complex problems.
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GSA citizen-facing tools and programs produced over 181 million citizen interactions in

FY 2010. These include Federal government information and consumer action print
publications ordered from GSA, phone calls answered and e-mail inquiries received by
GSA-operated contact centers, and web clicks on USA.gov and GobiernoUSA.gov, the web
portal of the Federal government. GSA upgraded USA.gov to improve site design, enhance
search capability, and offer new mobile applications to increase citizen interactions. GSA
also trained over 7,000 government employees in web management and social media, to
develop a cadre of experts to expand and improve transparency and open government.

3. Excellence in Real Estate Solutions Delivery. As the government's expert in real estate,
GSA will work with customer agencies to develop strategic portfolio plans that best meet
mission workplace needs, manage customer real estate costs, and maximize the
performance of the GSA inventory.

GSA will complete strategic portfolio plans for at least three major customers in FY 2011.
Portfolio plans will improve Federal asset management by providing a forum for strategic
decisions about workspace needs and developing long-term plans to increase the efficiency
of Federal workspace utilization. In FY 2010, GSA identified potential customer agencies to
serve as pilots for portfolio planning. GSA will compare workspace utilization for these
agencies to data on real estate markets and the available inventory and will assess options
based on the results.
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GSA Key Accomplishments
AMERICAN RECOVERY AND REINVESTMENT ACT

The Recovery Act provided GSA with $5.85 billion for green modernization and improvements
to Federal buildings, new construction of Federal buildings, U.S. Courthouses, and Land Ports
of Entry, and for the acquisition of new, energy efficient motor vehicles.

« PBS was appropriated $5.55 billion in Recovery Act funds, and obligated the first $1 billion
by August 1, 2009. By September 30, 2010, PBS had obligated nearly $5.2 billion for
Recovery Act projects in over 250 Federal buildings. PBS Recovery projects range from
small-scale mechanical improvements to major building rehabilitations and new buildings,
and are expected to lead to significant reductions in energy consumption in GSA Federal
buildings.

« In FY 2010, GSA opened two new Land Ports of Entry with Leadership in Energy and
Environmental Design (LEED) certification by the U.S. Green Buildings Council. In FY 2010,
GSA opened a LEED-Gold Border Station in Calais, ME and the LEED-Silver Anzalduas
Land Port of Entry in McAllen, TX. Anzalduas is the first port built on the Southern border to
achieve LEED Silver certification for comprehensive use of sustainable design and
technology.

« FAS was appropriated $300 million to procure new, more fuel-efficient motor vehicles to
replace older vehicles across the Federal fleet. FAS obligated nearly $300 million in FY
2009 to purchase 17,246 motor vehicles, including 3,100 hybrid passenger vehicles and 40
advanced-technology buses. GSA took delivery of the buses in FY 2010, completing the
Recovery Act purchase which will save an estimated 16.7 million gallons of fuel and at least
$40 million in fuel costs over the next seven years.

LEADERSHIP IN SUSTAINABILITY

« GSA purchased 5,603 hybrid-electric passenger vehicles in FY 2010, doubling the number
of hybrids in the Federal fleet. GSA used existing funds to acquire new hybrids to replace
the least fuel-efficient vehicles in the Federal fleet, without increasing the total number of
vehicles. The resulting improvement in fleet fuel efficiency will reduce petroleum
consumption by approximately 7.7 million gallons of gas over the life of the vehicles.

o By June 2010, GSA achieved the U.S. Green Building Council’s Leadership in Energy and
Environmental Design (LEED) certification in 47 Federal buildings and leases. LEED
certification provides third-party verification that a building was designed and built to
standards that improve energy savings, reduce water consumption, improve indoor air
guality, and use more sustainable resources, when compared to existing buildings. A recent
review of 12 of these properties found that that they produced 33 percent lower carbon
emissions, used 26 percent less energy, and used 3 percent less water than equivalent US
commercial buildings.
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OPEN GOVERNMENT

o InFY 2010, GSA revamped and re-launched USA.gov and GobiernoUSA.gov, the web
portal of the U.S. Government. The new site features a state-of-the-art search engine that is
nine times faster than the previous website and helps citizens navigate through government
information with a “related search-as-you-type” function. The site features 17 mobile
applications providing citizens with universal access to product recalls, an alternative fuel
station locator, and citizen-focused apps from 12 other Federal agencies. The upgraded
site also includes the new Notifications.USA.gov, which allows citizens to subscribe to more
than 7,000 updates covering 6,200 topics from 144 Federal agencies.

« GSA partnered with the National Academy of Public Administration and the American
Council for Technology-Industry Advisory Council to create the Better Buy project. The
Better Buy project launched www.betterbuyproject.com, a website that uses collaborative
technology to gather information from the acquisition community and the public to improve
the Federal acquisition process. GSA used the Better Buy website to conduct market
research for a large-scale systems development project for the Federal Acquisition Service.
GSA posted requirements and a draft statement of work to a public wiki, and solicited
comments from the Federal acquisition community and industry. GSA also used Better Buy
to gather input on ways to improve data storage and hosting capabilities for www.Data.gov.
Lessons learned from these pilot programs will help GSA identify changes that can improve
the Federal acquisition process.

EMPLOYEE WELLNESS AND SATISFACTION

. In FY 2010, GSA established new contract requirements for healthier food in dining facilities
in Federal buildings. The new standards require cafeteria contractors to integrate healthier
options, local sourcing, and environmental sustainability considerations into their food
offerings. GSA used the new food service requirements in a new contract for the dining
facility in the State Department headquarters building, providing healthier options for the
6,500 employees and more than 1,000 visitors that enter the building each day. GSA will
phase-in the new criteria for healthier options in all 350 cafeterias in GSA Federal buildings.

« In FY 2010, GSA began offering healthier snacks and beverages in vending machines in, as
a pilot program in selected Federal buildings. At the end of the pilot, two-thirds of sales
came from the healthier options, demonstrating that Federal employees are seeking
healthier food choices inside the workplace. In FY 2011, GSA will deploy healthier options
in more vending machines in Federal buildings across the country.

« GSA was recognized by the Partnership for Public Service as one of the Top 10 Best Places
to Work in the Federal Government in FY 2010, for the fifth straight time. GSA ranked
eighth overall out of 290 Federal organizations, and received high marks in the areas of
strategic management and performance-based awards where it ranked third among large
agencies, and second in work/life balance and compensation.
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Section 2 — Annual Performance Report and Performance Plan

This section reports GSA FY 2010 performance results against the measures and performance
targets reported in the FY 2011 Congressional Justification. This section also presents the GSA
Annual Performance Plan for FY 2011 through FY 2016.

Performance data are organized by major organizational components: the Public Buildings
Service, the Federal Acquisition Service, the Office of Citizen Services and Innovative
Technology, the Office of Government-wide Policy, and the offices of the Chief Financial Officer,
Chief Human Capital Officer, and Chief Information Officer. Each organization’s performance
data are reported by GSA strategic goals and include estimates of the resources dedicated to
each performance goal.

GSA Performance Management

GSA planning activities focus on establishing enterprise goals and objectives, supported by

guantifiable performance measures, and align resources to support agency priorities. GSA

establishes performance measures that demonstrate progress and status towards achieving
desired outcomes and realizing the agency mission.

GSA uses its Performance Management Process (PMP) to develop long-term outcome goals,
performance measures, and annual performance targets. The PMP is the primary vehicle for
enterprise-level strategic planning, budget formulation and execution, and performance
management and GSA. The PMP provides GSA leaders with a structured process to regularly
reassess policy, goals and performance, and to make adjustments to plans, policies, and
operations as necessary. The PMP drives continuous performance improvement that ensures
GSA delivers on the goals and desired outcomes of the Administrator and the Administration.

Verification and Validation of Performance Measurement Data

The GSA Chief Financial Officer certified the FY 2010 performance data contained in this report
as complete and reliable, as required by the Government Performance and Results Act of 1993
(GPRA). The results for each FY 2010 measure were verified and validated. GSA maintains a
data dictionary which establishes verification and validation criteria such as data source,
computation methodology and reliability assessment.
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Public Buildings Service

GSA'’s Public Buildings Service (PBS) provides workspace and workplace solutions to Federal
agencies through an inventory of approximately 369 million square feet of workspace, including
approximately 9,600 owned and leased locations, servicing over one million Federal employees
in thousands of communities across the country. PBS resources support space acquisition
through construction or leasing and life cycle management of the acquired space.

In FY 2010, PBS developed new long-term performance goals that align with and support GSA
strategic goals. These measures support operational decision-making and resource allocations,
business planning, and strategic planning and budget formulation. PBS has established the
following strategic framework to support GSA strategic goals:

. PBS will improve its real estate processes and services from requirements development to
occupancy through operational improvement (aligns with Operational Excellence).— PBS
will become the recognized expert for setting public sector standards to provide a productive
work environment while meeting and exceeding sustainability goals. PBS will continually
measure performance against internal and external benchmarks in building operations,
project management, financial, energy conservation, and acquisition. PBS will use state-of-
the-art real estate analytics to assess risks and determine needed investments in GSA’s real
estate portfolio.

- PBS will demonstrate cost-effective, innovative building strategies to minimize consumption
of energy, water, and material (aligns with Innovation).—PBS will transform the building
lifecycle by developing the capability to be a “Green Proving Ground” for sustainable
building practices. PBS will test and apply new, green technologies. PBS will be a leader
in sustainable buildings and will advance Federal sustainability goals while exceeding
customer expectations.

. PBS will complete strategic customer portfolio plans for its 20 largest customers by the end
of FY 2014 (aligns with Customer Intimacy).—PBS will be the trusted provider for its
customers, throughout the entire space acquisition and space management life-cycle. PBS
will translate customer strategic requirements into real estate portfolio plans and leverage its
expertise and best practices from the private sector to creatively increase workplace
productivity.

PBS reported 18 performance measures in the FY 2011 Congressional Justification. In FY
2010, PBS met or exceeded its target performance level for 13 (or 72 percent) of these
measures. Highlights of FY 2010 performance include:

. PBS demonstrated its commitment to its customers by exceeding targets for customer
expectations in real property disposal transactions in FY 2010. FY 2010 scores were the
highest in the past five years.

« Leasing costs in FY 2010 were, on average, 9.7 percent below industry rates for

comparable space. This performance exceeded the FY 2010 goal by more than two
percentage points and achieved the second-highest discount in the past six years.

APR-12



U.S. General Services Administration
FY 2010 Annual Performance Report and FY 2012 Performance Plan

« PBS continued to demonstrate effective asset management by holding vacancy rates to just
0.8 percent in leased space and 4.2 percent in owned space in FY 2010 and achieved
cleaning and maintenance costs 2.6 percent below private industry benchmarks.

Of the five continuing measures that did not meet their targets, two demonstrated improvements
over prior performance. PBS ended the year with -1.4 percent of leased revenue available after
administering the leasing program. This did not meet the target but is a significant improvement
from FY 2009 performance of -2.1 percent. PBS also demonstrated improvement in the
measure “cost of public sales as a percentage of sales proceeds”, reducing it from 4.83 percent
in FY 2009 to 2.82 percent in FY 2010.

Strategic Alignment of Resources

The following tables show the alignment of PBS performance measures and resources to GSA
strategic goals. FY 2011 performance goals and measures are discussed in greater detalil
following the tables. Measures that are discontinued for FY 2011 are reported at the end of this
document.

The majority of PBS activities are financed by the Federal Buildings Fund (FBF). The FBF
collects rent from tenant Federal agencies, which approximates commercial rates for
comparable space and services. Collections are not available for expenditure until Congress
provides New Obligational Authority (NOA) in annual Appropriation Acts. In addition to NOA,
the FBF also uses indefinite authorities, which are permanent authorities that allow PBS to
spend certain types of revenues without additional Congressional action. Indefinite authorities
are not included on the NOA schedule in the budget request, but are included in the
performance section because they contribute to program execution.

The Real Property Utilization and Disposal program is funded through a portion of GSA’s
Operating Expenses appropriation, and through two mandatory appropriations that provide for
the expenses of real property disposal and for expenses of relocations incident to real property
disposal, respectively.

Innovation
(Dollars in thousands)

FY 2011 Annualized
FY 2012 Performance FY 2010 Actual CR Rate FY 2012 Request
Measure
Actual Dollars Target Dollars Target Dollars

Total energy purchased
directly by GSAin millions of 18,669,766 $318,692 | 18,469,272 $ 346,115 | 18,376,925 $ 362,515
British thermal units
Total ion i

otal water consumption in 2447,068| $39880 | 2,511,944| $50054 | 2457337  $60,765
thousands of gallons
TOTAL, INNOVATION NOA $ 358,572 $ 396,169 $ 423,280
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Operational Excellence
(Dollars in thousands)

FY 2011 Annualized
FY 2012 Performance FY 2010 Actual CR Rate FY 2012 Request
Measure
Actual Dollars Target Dollars Target Dollars
Percentage of vacant space in
the government-owned and 2.4% $109,125 3.2% $100,617 3.2% $99,270
leased inventory
Percent of leased revenue
available after administering -1.4% $4,729871 | 0% -2% $5,316,946 | 0% - 2% $ 5,285,198
the leasing program.
tofl lati
Costofleased space refaive | g 7, $507,805 | -8.5% $554,851 | -8.5% $582,283
to industry market rates
Percentage of government
owned assets with an ROE of 78.4% $539,927 78.6% $ 500,207 78.9% $ 876,256
atleast 6%
Percentage within the private
sector benchmarks for
cleaning and maintaining -2.6% $622,602 +/-5% $ 686,095 +/-5% $691,959
office and similarly serviced
space
Sub-Total, New Obligational Authority $5,951,883 $ 6,558,438 $6,907,912
Sub-Total, Indefinite Authority $ 557,447 $600,279 $627,054
Percentage of public sale
properties awarded within 135 98.6% $ 9,007 90% $ 16,456 90% $ 16,465
days
Percent of non-competitive
sales and donations property 94.0% $11,939 90% $21,813 90% $ 21,825
awarded within 220 days
Sub-Total, Other appropriations $ 20,946 $ 38,269 $ 38,290
TOTAL, OPERATIONAL EXCELLENCE $ 6,530,276 $ 7,196,986 $7,573,256
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Customer Intimacy
(Dollars in thousands)

FY 2011 Annualized
FY 2012 Performance FY 2010 Actual CR Rate FY 2012 Request
Measure
Actual Dollars Target Dollars Target Dollars
Number of completed portfolio
plans in place with top 20 NA NA 3 $ 2,500 9 $2,156
customers
Construction projects on 84.6% | $1,098264 | 90% $487,601 | 90% $1,023,039
schedule
Customer satisfaction with 79% $106,080 | 80% $103,826 | 80% $104,163
leased space
Customer satisfaction with 81.4% | $1,012,449 85% $ 995,052 85% $ 1,047,962
government-owned space
TOTAL, CUSTOMER INTIMACY $2,216,793 $1,588,978 $2,177,320

Performance Goals, Measures, and Targets

INNOVATION

Performance Measure: Total energy purchased directly by GSA for GSA and its customer
agencies in millions of British thermal units (mmBTU)

Measure Description: This new measure reports the
total energy purchased by GSA each fiscal year in
owned and leased space where GSA makes payments
directly to utility companies. This measure excludes
leased space where utility costs are included in the rent
that GSA pays to the lessor. GSA collects energy
consumption data from utility invoices received from
energy providers. Target values may fluctuate based on
the total amount of square footage of space in the GSA
inventory that must be heated and cooled in each year.
The data used for this measure are net of energy sold
back to the grid from GSA power generation facilities.

Discussion of FY 2010 Performance: GSA did not

Year Target Actual
FY 2008 baseline | 18,688,176
FY 2009 | 18,594,735 | 18,655,359
FY 2010 | 18,562,082 | 18,669,766
FY 2011 | 18,469,272
FY 2012 | 18,376,925
FY 2013 | 18,285,041
FY 2014 | 18,193,616
FY 2015 | 18,102,648
FY 2016 | 18,012,134

meet its overall target, as the total amount of energy purchased increased by 0.08% in FY 2010.
FY 2010 performance does not reflect certain improvements GSA made in specific building
categories. GSA exceeded the target for buildings subject to statutory energy reduction
mandates, where energy usage declined by one percent. The most significant energy increases
occurred in buildings where GSA does not exercise control over energy consumption, including
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buildings that are under construction and leased facilities where GSA is not the sole occupant or

does not pay for all energy types.

Performance Measure: Total water consumption in thousands of gallons

Measure Description: This new measure reports total Year Target Actual
potable and non-potable water purchased by GSA in FY 2008 | 2,675,767 | 2,663,939
each fiscal year. FY 2009 | 2,621,159 | 2,389,074
Discussion of FY 2010 Performance: GSA exceeded |~ 2010 | 2,566,552 | 2,447,068
the performance target in FY 2010. GSA reduced FY 2011 | 2,511,944
water consumption by 10.4% below the 2007 baseline. | FY 2012 | 2,457,337
GSA continues to experience difficulty collecting timely FY 2013 2,402,729
billing information on water; however, GSA is deploying [ Fy 2014 | 2,348,122
advanced water meters in selected Federal buildings

: . . \ : FY 2015 | 2,293,514
which will permit GSA to collect better data in the ——
e P FY 2016 | 2,238,907

OPERATIONAL EXCELLENCE

Performance Measure: Percent of vacant space in the Government-owned and leased

inventory
Measure Description: This new measure reports the Year Target Actual
total assignable rentable square feet (RSF) under FY 2008 3.2% 3.1%
alterat_ion, committed to a customer but not yet FY 2009 3.20 2 6%
occ_upled, or uno_ccuple_d, as a percentage of total FY 2010 3.2% > 4%
assignable RSF in the inventory. Vacant space does
not include space undergoing an on-time, prospectus FY 2011 3.2%
level renovation. FY 2012 3.2%
Di ion of FY 2010 Perf GSA met th FY 2013 527

iscussion o erformance: met the
target in FY 2010. This is a significant FY 2014 3.2%
accomplishment, particularly compared to the private FY 2015 3.2%
sector, which experienced 19 percent vacancy rates in FY 2016 3.2%

the same period. Owned vacancy rates in FY 2010

were at the lowest level in seven years. Leased inventory vacancy rates continue to decrease,
which is evidence that PBS is effectively managing space in the leased inventory.
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Performance Measure: Percent of leased revenue available after administering the leasing
program.

Measure Description: Leased Funds from Operations Year Target Actual
(FFO) is a measure of leased inventory revenue minus FY 2008 0% - 2% -0.9%
all expenses (excluding depreciation) associated with FY 2009 0% - 2% -2.1%
that inventory. Maintaining a leased FFO between 0% FY 2010 0% - 2% 1.4%

and 2% of revenues ensures that the leasing program

0f - 20,
operates on or close to a break-even basis and FY 2011 0% - 2%
demonstrates that GSA can operate efficiently within its | FY 2012 | 0% -2%

lease fee structure. FY 2013 0% - 2%

FY 2014 0% - 2%
Discussion of FY 2010 Performance: GSA did not FY 2015 0% - 2%
meet its FY 2010 target. GSA ended the fiscal year FY 2016 0% - 2%

with a leased FFO of -$76 million, or approximately
-1.4 percent. GSA is addressing this situation by increasing its emphasis on lease performance.
PBS is analyzing leases that do not cover expenses and is working to recover as much of the
loss as possible, on a lease by lease basis.

Performance Measure: Cost of leased space relative to industry market rates.

Measure Description: This measure compares GSA Year Target Actual
leasing costs to private sector benchmarks for FY 2008 -9.0% -9.4%
equivalent space. This measure reports costs of leases | Fy 2009 -9.3% -9.7%
that are at least 75% office space. Consistently paying FY 2010 75% 9.7%
lease rates at or below comparable market rates FY 2011 '8.5%
ensures that PBS acquires Federal office space at best '
value for the taxpayer. FY 2012 -8.5%

FY 2013 -8.5%
Discussion of FY 2010 Performance: GSA met the FY 2014 -8.5%
FY 2010 target for this measure. GSA lowered the FY FY 2015 -8.5%
2010 target for this measure, anticipating a decline in EY 2016 8.5%

performance because of uncertainty in commercial real
estate markets and low private lease transaction volumes. These factors make it difficult for
GSA contracting officers to determine market rates for leased space.

GSA FY 2010 performance received a boost from several large leases that were assessed at
rates significantly below market rates. Actual performance without these leases would have
been more in line with the FY 2010 target.

Explanation of Changes in Future-Year Targets: Previously reported performance targets for
this measure were -9.5% in FY 2010 and future years. Those targets were established in FY
2004, in a healthy and growing commercial real estate market. Current economic conditions do
not support past projections of performance. Private sector landlords are offering incentives to
retain tenants, including lower rents. This reduces the market rates that this measure uses as a
benchmark against GSA-negotiated rates. As a result, targets for this performance measure
have been reduced to reflect a shrinking baseline for comparison.
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Performance Measure: Percent of government-owned assets achieving a ROE of at least 6%.

Measure Description: Return on Equity (ROE) is the Year Target Actual
ratio of annual net operating income to the value of the FY 2008 76.5% 80.5%
asset, typically fair market value. Assets with an ROE FY 2009 77.3% 74.9%
of at least 6 percent fulfill the long-term needs of our FY 2010 78.0% 78.4%

customers and generate enough_money to fund t_he_lr_ Y 2011 78.6%
own operations, repairs, and capital needs. Maximizing

the percentage of assets with ROE of at least 6 percent FY 2012 78.9%

ensures GSA achieves its goal of a viable, self- FY 2013 78.9%
sustaining inventory of owned assets. FY 2014 78.9%

FY 2015 78.9%
Discussion of FY 2010 Performance: GSA met the FY 2016 78.9%

FY 2010 target by continuing to right-size the portfolio
to ensure financial sustainability and the ability to meet the long-term needs of its customers.

Performance Measure: Percent within the private sector benchmarks for cost of cleaning and
maintaining office and similarly serviced space.

Measure Description: This measure compares GSA Year Target Actual
cleaning and maintenance costs for owned buildings to FY 2008 +/- 5% 0.6%
industry benchmark rates in the same geographic area. | FY 2009 +/- 5% 0.9%
GSA assets are compared to local, private sector FY 2010 +/- 5% 2.6%
performance data from the Building Owners and FY 2011 +-5%

Managers Association (BOMA) for each city, location,

and building size group. GSA compares its cost per FY 2012 +/- 5%

rentable square foot to BOMA lists of the median and FY 2013 +/- 5%
average cost per square foot for cleaning, FY 2014 +/- 5%
maintenance, roads, and grounds. PBS uses the FY 2015 +/- 5%

BOMA median cost for GSA buildings less than 50,000 [ EFy 2016 +/- 5%

square feet and uses the BOMA average cost to
compare to GSA buildings greater than 50,000 square feet.

Discussion of FY 2010 Performance: GSA met the FY 2010 target. GSA monitors

benchmark data and uses comparative cost analysis to identify correct buildings where cleaning
and maintenance costs are outside acceptable variance.
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Performance Measure: Percentage of public sale properties awarded within 135 days.

Measure Description: This measure reports the Year Target Actual
number of public sales awarded within 135 days (minus | FY 2008 baseline 81.5%
hold times) as a percentage of total public sales. “Hold FY 2009 000 *** O7.204 *x*
time” occurs when the disposal experiences an FY 2010 90% 98.6%
una_v0|dable delay becaus_e of pending Ieglsla_tlon, FY 2011 90%
environmental concerns, title problems, historical

building reviews, or litigation. The term “awarded” refers FY 2012 90%

to the date the offer to purchase is completed by GSA FY 2013 90%

and the purchaser. Decreasing the cycle time for public | FY 2014 90%

sales increases the speed with which surplus Federal FY 2015 90%

properties can be disposed of and supports the FY 2016 90%

management of a financially self-sustaining portfolio of
Federal real property assets.

Discussion of FY 2010 Performance: GSA metthe FY 2010 target. PBS completed 72 of 73
public sales in FY 2010 by working closely with its potential purchasers.

*** The FY 2009 target was to award 90% of public sales within 140 days. This was a one-year
goal that was part of a transition from the pre-2009 goal, “Award 100% of public sales within 170
days” to the more aggressive goal of awarding 90% within 135 days. Targets for FY 2011 and
future years represent performance against the 135 day goal.

Performance Measure: Percent of non-competitive sales and donations property awarded
within 220 days.

Measure Description: This measure reports the Year Target Actual
number of non-competitive sales and donations FY 2008 90% 86.1%
conducted within 220 days (minus hold times) as a FY 2009 90% 97.1%
percentage of the total number of such disposals. “Hold [ Fy 2010 90% 94.0%
time” occurs when the disposal experiences an FY 2011 90%

unavoidable delay because of pending legislation,

environmental concerns, title problems, historical FY 2012 90%
building reviews, or litigation. Non-competitive sales FY 2013 90%
and donations include negotiated sales, public benefit FY 2014 90%
conveyances, and Federal transfers. Decreasing the FY 2015 90%
cycle time for non-competitive sales and donations FY 2016 90%

increases the speed with which surplus Federal
properties can be disposed of and supports the management of a financially self-sustaining
portfolio of Federal real property assets.

Discussion of FY 2010 Performance: GSA met the FY 2010 target. GSA improved cycle

times by improving documentation and communication, but conducting mandatory screenings
concurrently, instead of sequentially.
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CUSTOMER INTIMACY

Performance Measure: Number of completed portfolio plans in place with top 20 customers

Measure Description: PBS will complete a total of 20 Year Target Actual
strategic portfolio plans by FY 2014. Each year’s target | py 2008 NA NA
represents the cumulative number of plans completed FY 2009 NA NA
to date. Completing portfolio plans will allow GSA to FY 2010 NA NA
understand the strategic needs of its customers. PBS

will utilize the plans to offer the best total solution for FY 2011 3

meeting changing customer workplace and FY 2012 9

sustainability requirements. Portfolio planning will FY 2013 15

support the long- and short-term needs of customers EFY 2014 20

while maximizing the use of GSA-owned inventory and FY 2015 TBD

will allow PBS to balance workload and take advantage FY 2016 TBD

of beneficial changes in real estate markets.

Discussion of FY 2010 Performance: GSA does not have an FY 2010 target for this new
measure. FY 2010 activities concentrated on establishing the infrastructure needed to complete
three portfolio plans by the end of FY 2011. GSA designated a project manager, established a
project team, created a project plan, developed contract requirements, and started the
procurement process to secure support.

Performance Measure: New construction projects on schedule.

Measure Description: This measure reports the Year Target Actual
percentage of new construction projects completed on FY 2008 88% 80.4%
schedule, weighted by the value of work in place. It FY 2009 89% 88.4%
uses an earned value technique to assess cons_truction FY 2010 90% 84.6%
project pe_rformance on all prospectus level projects. EY 2011 90%
This metric compares the planned schedule of
spending (work in place) with the actual value of work FY 2012 90%
in place on the project. Delivering space when the FY 2013 90%
customer needs it enables customers to carry out their FY 2014 90%
mission. FY 2015 90%

FY 2016 90%

Discussion of FY 2010 Performance: GSA did not
meet its target for this measure because of delays in four projects: US Mission to the United
Nations in Manhattan, NY, the new U.S. Courthouse in El Paso, TX, the new Land Port of Entry
(LPOE) in Portal, ND, and a portion of the Food and Drug Administration headquarters in White
Oak, MD. The first two projects were substantially completed in early FY 2011. Portal LPOE
experienced site access issues with Canada, and White Oak encountered unforeseen site
conditions that will not affect the timely completion of the project as a whole. GSA has
performed a comprehensive review and identified areas of process improvement to improve
timeliness in future years.
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Performance Measure: Customer satisfaction with leased space

Measure Description: This measure calculates the Year Target Actual
percentage of survey respondents who rate their FY 2008 76% 78%
‘(‘)v”eral‘l‘ s”atisfac'gion level with PBS service deliveryasa [ Fy 2009 78% 79%
4” or _5 on a_flye-p0|r_1t §cale. GSA surveys tenants in - "Ey 5010 80% 79%
one_—thlrd _of eligible buildings each year on a rotating FY 2011 80%
basis. This measure helps to determine how well GSA
is meeting customer space requirements while FY 2012 80%
providing best value for customer agencies and FY 2013 80%
taxpayers. FY 2014 80%

_ _ _ FY 2015 80%
Discussion of FY 2010 Performance: GSA did not FY 2016 80%

meet the target for this measure; however FY 2010
results maintained FY 2009 levels. GSA conducted the FY 2010 survey in 1,631 leased
buildings. Most regional tenant satisfaction scores improved slightly from last survey period.
GSA will focus on tenant and lessor communications in FY 2011 and will improve tenant
services in these leased spaces. GSA is also comparing this data to tenant satisfaction scores
in owned buildings, to capture best practices to improve tenant services in all locations.

Performance Measure: Customer satisfaction with government-owned space.

Measure Description: This measure calculates the Year Target Actual
percentage of survey respondents who rate their overall | FY 2008 80% 81.0%
satisfaction level with PBS service delivery as a “4” or FY 2009 80% 84.4%
“5” otnh_a OTiwfe-;?_oi_rt])'tl scbal_elzc.j_ GSA sutzveys the tena:\t? in FY 2010 80% 81.4%
one-third of eligible buildings each year, on a rotatin
basis. This me%sure helpsgto deterr)r/ﬁne how well GSgA FY 2011 85%
is achieving its desired outcome of meeting customer FY 2012 85%
space requirements while providing best value for FY 2013 85%
customer agencies and taxpayers. FY 2014 85%

_ _ FY 2015 85%
Discussion of FY 2010 Performance: GSA exceeded EY 2016 85%

the target for this measure in FY 2010. The FY 2010
survey was conducted in 322 owned buildings. Owned building results continue to reflect
improvements: Overall satisfaction of tenants in this particular group of buildings has increased
three percentage points, compared to when this cohort was last surveyed in FY 2007.
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Summary of Funding Table
(Dollars in thousands)

FY 2011

oo | Anualized cR ;zqi?szt
Rate
Innovation
Repair and Alterations $ 4,000 $ 20,000 $ 40,000
Building Operations 354,572 376,169| 383,280
Sub-Total, Innovation $ 358,572 $ 396,169 $ 423,280
Operational Excellence
Repairs and Alterations: $ 465,515 $ 432,751 $ 806,902
Rental of Space 4,729,871 5,316,946 5,285,198
Building Operations 756,497 808,741 815,812
Indefinite Authority:
Repairs and Alterations 8,529 7,677 7,844
Rental of Space 507,805 554,851 582,283
Building Operations 41,113] 37,751 36,927
Sub-Total, Operational Excellence $ 6,509,330 $ 7,158,717 $ 7,534,966
Customer Intimacy
New Construction $ 901,961 $ 300,000 $ 839,642
Repair and Alterations 20,000 27,000 22,000
Installment Acquisition Payments 140,525 135,540 126,801
Building Operations 1,154,307] 1,126,438| 1,188,877
Sub-Total, Customer Intimacy $ 2,216,793 $ 1,588,978 $ 2,177,320
Total, Federal Buildings Fund (FBF) $ 9,084,695 $ 9,143,864 $ 10,135,565
Subtotal, New Obligational Authority 8,527,248 8,543,585 9,508,511
Subtotal, Indefinite Authority 557,447 600,279 627,054
Real Property Disposal:
Operating Expenses, Annual Appropriation $ 16,550 $ 17,240 $ 17,261
Operating Expenses, Reimbursable Funding 1,818 11,500 11,500
Expenses, Disposal Mandatory Appropriation 2,578| 9,529| 9,529
Total, Real Property Disposal $ 20,946 $ 38,269 $ 38,290
Grand Total, FBF and Real Property Disposal $ 9,105,641 $9,182,133 $ 10,173,855
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Federal Acquisition Service

GSA'’s Federal Acquisition Service (FAS) provides customer Federal agencies with information
technology solutions and telecommunications services, assisted acquisition services, travel and
transportation management solutions, motor vehicles and fleet services, purchase cards, and
nearly 12 million different products and services. FAS provides best-value services, products,
and solutions that increase overall government effectiveness and efficiency.

In FY 2010, FAS developed new long-term performance goals that align with and support GSA
strategic goals. These measures support operational decision-making and resource allocations,
business planning, and strategic planning and budget formulation. FAS established the
following strategic framework to support GSA strategic goals:

« Lead the development of environmentally sustainable solutions by offering innovative
products and services and providing “green” expertise to GSA customers (aligns with
Innovation).—FAS will help customers meet their sustainability goals by providing green
products and services, tools to help agencies calculate and manage their environmental
impact, and acquisition expertise. FAS will incorporate green evaluation criteria into its
procurement practices to increase the sustainability of all FAS acquisitions.

« Develop customer-focused offerings and actively managing product and service lifecycles
(aligns with Customer Intimacy).—FAS will improve customer training and provide more
training opportunities, and will continue to deliver high quality contracts while exploring
opportunities for new contracts to meet emerging needs of the Government. FAS will
develop and deploy innovative systems and solutions for customers to access its programs.

« Enhance employee knowledge, skills and talents, engage employees in challenging work,
and empower employees to exercise sound business judgment (aligns with Operational
Excellence).—FAS will increase the knowledge, experience, and agility of its workforce.
FAS will implement innovative human capital management techniques to develop a
workforce that understands the mission and requirements of its customers, is proficient in
acquisition, and demonstrates technical expertise.

FAS reported 22 performance measures in the FY 2011 Congressional Justification. In
FY 2010, FAS met or exceeded its target performance level for 13 (or 59%) of these measures.
Highlights of FY 2010 performance include:

« FAS demonstrated its commitment to operational excellence and customer intimacy by
delivering savings of $916 million for customers of ITS SmartBuy and Network Services
programs in FY 2010, an increase of $40 million (or 4.5 percent) from FY 2009 levels.
TMVCS leased motor vehicles at rates 49.9 percent below commercial rates in FY 2010,
almost 20 percentage points over the target and the highest discount in the past five years.

« Travel vouchers processed through the TMVCS e-Gov Travel Service grew to 82.8 percent
in FY 2010. This is the highest rate since program inception and 19 percentage points
higher than the FY 2010 target. In GSS, 52 percent of contract options were awarded in a
timely manner this year, almost doubling the FY 2008 rate of just 28.6 percent.
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FAS did not meet its targets for nine measures; however, two of those measures demonstrated
improvement over FY 2009 performance.

« FAS continued to demonstrate improvement in customer satisfaction in FY 2010, although it
did not meet all of its performance targets in this area. AAS customer satisfaction scores
increased by 0.9 point over FY 2009, and missed the FY 2010 target by just 0.1 point.

« Socio-economic business volume in Supply Operations was only 0.2 percentage points
below target, but was more than 2.5 percentage points above FY 2009 levels. The IT
Acquisition Center and a new measure, Multiple Award Schedule volume attributable to
small business, also were below target.

Strategic Alignment of Resources

The following tables show the alignment of FAS performance measures and resources to GSA

strategic goals. New and continuing performance goals and measures are discussed in greater
detail following the tables. Measures that are discontinued for FY 2011 are reported at the end

of this document.

Most FAS activities are financed by the Acquisition Services Fund (ASF), a full cost recovery
revolving fund. The ASF finances the acquisition of products and services for customer
agencies and recovers all costs through fees charged to Federal agencies for services rendered
and commodities provided.

The Personal Property Utilization and Donation Program is funded through the Operating
Expenses appropriation. The Transportation Audits program in TMVCS s financed by the
Transportation Audits appropriation; this mandatory appropriation is financed by overcharges by
transportation carriers that are collected through post-payment audits of transportation
contracts.

Customer Intimacy
(Dollars in thousands)

FY 2010 Actual FY 2011 Current FY 2012 Request
FY 2012 Performance Measure
Actual Dollars Target Dollars Target Dollars
FAS external customer 75.0| $146,597 75.0| $ 169,840 75.4| $171,258
satisfacton
TOTAL, CUSTOMER INTIMACY $ 146,597 $ 169,840 $171,258
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Operational Excellence
(Dollars in thousands)

FY 2010 Actual FY 2011 Current FY 2012 Request
FY 2012 Performance Measure
Actual Dollars Target Dollars Target Dollars

FAS direct costs as a

percentage of FAS gross 33.00% $ 36,553 36.78% $ 41,836 36.70% $ 40,959
margin

Cost avoidance/savings

achieved by ITS Portfolio $916M 36,141 $958M 43,730 $972M 43,445
programs

TOTAL, OPERATIONAL EXCELLENCE $72,694 $ 85,566 $84,404
Innovation
(Dollars in thousands)

FY 2010 Actual FY 2011 Current FY 2012 Request
FY 2012 Performance Measure
Actual Dollars Target Dollars Target Dollars
P f AFV
ercentage of AFVs compared | ¢ 5 $23,488 | 68.2% $26,876 | 69.2% $ 27,150

to total vehicles purchased

Travel vouchers processed

through ETS as a percentage

of the total estimated voucher 82.8% 5,591 73.5% 6,560 73.5% 6,585
population of civilian agencies

migrating to ETS

Percentage of Multiple Award

Schedule business volume 34.7% 19,102 36.0% 22,109 36.0% 22,000
attributed to small businesses

TOTAL, INNOVATION $ 48,181 $ 55,545 $55,735
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Performance Goals, Measures, and Targets

CUSTOMER INTIMACY

Performance Measure: FAS External Customer Satisfaction

Measure Description: FAS conducts external Year Target Actual
customer satisfaction surveys annually to ensure that FY 2008 Baseline 73.5
customer needs are met. The results of these surveys | py 2009 Baseline 74.7
are used to adapt product and service offerings to stay

current with the marketplace, and to refine program FY 2010 4.7 750
operations. This measure combines multiple customer | FY 2011 75.0

satisfaction measures from the FY 2011 Congressional | FY 2012 75.4

Justification into a single, FAS-wide measure. FY 2013 75.7

Discussion of FY 2010 Performance: GSA met the FY 2014 761

target for this measure in FY 2010. Most of the FY FY 2015 76.3

2010 survey results for the individual programs in FAS FY 2016 76.6

were at or slightly over FY 2009 results. However,
three programs (Automotive, Card Services, and IT Schedules) realized larger increases in FY
2010 results.

OPERATIONAL EXCELLENCE

Performance Measure: FAS direct costs as a percentage of gross margin

Measure Description: FAS Portfolios must recover all Year Target Actual
costs through fees charged to customers for goods and FY 2008 Baseline 28.99%
services provided. “Gross Margin” refers to the FY 2009 Baseline 31.03%
revenues remaining after covering the purchase price FY 2010 35.39% 33.00%

to GSA for the product or service acquired. “Direct FY 2011 36.78%

Costs” are the costs to GSA directly associated with
FY 2012 36.70%

acquiring the product or service, excluding overhead.

Minimizing operating costs as a percent of gross FY 2013 36.53%
margin ensures the efficiency of FAS programs and FY 2014 36.22%
directly impacts the fees charged to customer agencies. | FY 2015 35.74%
This measure combines multiple portfolio-level FY 2016 35.74%

measures from the FY 2011 Congressional Justification
into a single, FAS-wide measure.

Discussion of FY 2010 Performance: GSA met the target for this measure in FY 2010. FAS
had a large number of vacant positions in FY 2010, which reduced operating expenses below
planned levels and was the largest factor contributing to the FY 2010 actual result of 33%.
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Performance Measure: Estimated cost savings achieved by Integrated Technology Service
(ITS) SmartBuy and Network Services programs, as compared to their respective price
benchmarks.

Measure Description: This measure estimates the Year Target Actual
amount of savings that customers realize by using ITS | FY 2008 $800M $803M
solutions. Network Services is a business line that FY 2009 $824M $876M
offers telecommunications and related services to FY 2010 $848M $916M
Federal agencies. SmartBUY is a strategic sourcing FY 2011 $958M
solution for purchasing software and related services. FY 2012 $972M

Discussion of FY 2010 Performance: GSA met the FY 2013 $987M

target for this measure in FY 2010. Actual savings FY 2014 $1,002M

exceeded the target by $44 million or 5 percent. FY 2015 | $1,018M

Network Services saved customers an estimated FY 2016 $1,003M

$677.8 million in FY 2010. The SmartBUY program
generated $238.3 million in customer savings, due largely to increased sales of geospatial and
security-related software.

INNOVATION

Performance Measure: Alternative Fuel Vehicles (AFVs) purchased as a percentage of total
motor vehicles purchased

Measure Description: Percentage of AFVs Year Target Actual
compared to total vehicles purchased. The FY 2008 baseline 44.4%
emphasis on procuring more AFVs enables the FY 2009 baseline 51.6%

Federal fleet to become more sustainable by

conserving energy, reducing petroleum FY 2010 52.6% 67.2%
consumption, and reducing greenhouse gas FY 2011 | FY10 Actual +1%
emissions. FY 2012 | FY11 Actual +1%

0,
Discussion of FY 2010 Performance: GSA met FY 2013 | FY12 Actual +1%

the target for this measure in FY 2010. FAS FY 2014 | FY13 Actual +1%

purchased 63,352 motor vehicles in FY 2010, FY 2015 | FY14 Actual +1%

including 42,578 AFVs. In FY 2010, FAS offered EY 2016 | FY15 Actual +1%

278 AFV models to customers. FAS also
developed the Drive-Green module, which lists names and locations of auto dealers across the
U.S. who carry AFVs that are available to meet agency emergency vehicle requirements.
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Performance Measure: Travel vouchers processed through Electronic Travel Service (ETS) as
a percentage of the total estimated voucher population of civilian agencies migrating to ETS.

Measure Description: The percentage of vouchers Year Target Actual
processed using ETS compared to the total population FY 2008 30.7% 33.6%
gf thle ETS tmegl;e’zat\ apgroxtima;[ﬁsttgﬁ_ ;ate of f}[J_II t FY 2009 51.2% 62.2%
eployment. estimates tha operating costs 0 o

will be fully recovered through transaction fees when FY 2010 63'40/0 82.8%
73.5% of the voucher population is processed using FY 2011 73.5%
ETS. FY 2012 73.5%

FY 2013 73.5%
Discussion of FY 2010 Performance: GSA met the FY 2014 73.5%
target for this measure in FY 2010. Actual vouchers FY 2015 73.5%
processed exceeded the target because several FY 2016 73 5%

agencies (including DOI, USDA, VA, SSA, and DOT)
outperformed their planned vouchering for FY 2010.

Performance Measure: Percentage of Multiple Award Schedule (MAS) business volume
attributed to small businesses

Measure Description: This measure reports the Year Target Actual

percentage of Multiple Award Schedule business EY 2008 Baseline 35.9%

volume that is attributed to small businesses each year. EY 2009 Baseline 36.1%

GSA advances the socioeconomic business goals of

the Administration by providing channels through which FY 2010 36.0% 34.7%
customer Federal agencies can access this segment of | FY 2011 36.0%
the market. FY 2012 36.0%
Discu