
act as a guide for the departments within the

division, as well as a discussion prompt to

measurement assessment in each of the

departments.

Develop a divisional and departmental strategy 

team (composed of some non-management staff)

that will work to provide and review

measurements at the Balanced Scorecard level.

This will encourage synergy by having ideas and 

involvement from the multiple departments in the 

division. This divisional Continuous Quality 

Improvement (CQI) team could provide suggested 

plans of action to the vice president and 

appropriate management as well as help

communicate the Balanced Scorecard information

throughout the various levels of the

organization.

Incorporate Balanced Scorecard into the culture 

of the organization. It must be the backbone 

for individual performance evaluations; 

employee, manager and department goals; funding 

requests; celebrations; etc. Individual goals 

must align with department goals; department 

goals must align with division goals; division
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i goals must align with the organization's goals

' in order for change to be effective and act as a1
driving force behind the achievement of the

; organization's strategy. For the Balanced

Scorecard to truly be successful, continuous
I
i quality improvement must be a powerful force in
i
! the culture of the organization.

Summary

In order to thrive, organizations must constantlyi
adapt'to their environment. CSUSB Facilities Services is 

striving to become a more adaptable and effective 

enterprise. To do this, Facilities must first understand

where i it is now, in comparison to where it thinks it needs
I

and wants to be in the future. By establishing goals and
I

objectives in each of the four perspectives of the

Balanced Scorecard, and related measures, Facilities now

has an idea of where it stands in comparison to where it

wants 'to be.
i

It is by using the Balanced Scorecard that CSUSB's

Facilities Services has been able to communicate a clearer
I

stakeholder focus, especially in the areas of the
i

customer, the employee, and the organization as a whole.
I

Improvements in each measure did not happen by mere
I
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coincidence. That sort of improvement happens by

leadership and the communication of goals as well as the
I

results of the organization's efforts.
I
iBy assisting Facilities Services in establishing and

updating its measurements, the author has become better

acquainted with the measurements as well as an
I

understanding of the Balanced Scorecard and its impact on
i

a facilities organization. The author also has a newI
appreciation for the work APPA has already done in this

area, :as exhibited in its Strategic Assessment Model.

Facilities management definitely has a strong resource in
I

terms 'of change management.

Balanced Scorecard can help set the pace of change in 

an organization. As Qayoumi states in his book 

Benchmarking and Organizational .Change (2000) , "the
I

organization determines the rate of change by deciding how

quickly the enterprise should move from the present to the
1

future;" Change is introduced as discoveries are made 

about t!he organization's present state and future trends. 

But the|se discoveries are best unearthed when the

organization actually digs for them, actually measures,
1

collect’s data, and tries to find out about itself.

; Balanced Scorecard implementation is a successful 

and systemic approach to enrich an organization. It



incorporates the strategy of gaining knowledge about the 

organization to enhance performance, and improve 

effectiveness and efficiency. It helps the organization 

manage its strategy over the long-term. It clarifies and
I

translates the vision of the organization; it communicates

the objectives and measures of the organization; it aligns
1

strategic initiatives, and enhances strategic feedback andi
learning (Kaplan and Norton, 1996). Balanced Scorecard is 

an instrument of change because it prepares the 

organization to sustain excellence over time.

i

I

I

I
I

I
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' CSUSB ADMINISTRATION AND FINANCE
! STRATEGIC PLAN FOR 2000 - 2005
I

Mission
To provide quality and effective fiscal, physical, and support services and to ensure a safe and 
congenial environment for the University community. Services shall be designed and 
delivered in an innovative and efficient manner to support and enhance the University’s 
academic, cultural, and civic programs directed towards students, members of the regional 
community, faculty and staff.

I
i Vision

Within an environment of rapid change, resource constraints, and ever increasing demands, 
our focus is to provide innovative and efficient support and quality service to meet the needs 
of the University community.

Goals and Objectives
(In Balanced Scorecard Format)

financial perspective x " yig-y CUSTOMER PERSPECTIVE
How do we look to resource providers? Objectives address 
fiduciary responsibility and cost effectiveness in CSUSB 
operations.

Goal: Maintain the fiscal integrity of the 
university.________________________________
• Maintain financial controls to build public trust 

of campus resources stewardship.
• Seek effective use of state funds.
• Provide effective use of fiscal reporting.

How do our customers see us? Objectives address 
performance from the perspective of the requirements and 
expectations of CSUSB customers and stakeholders.

Goal: Provide timely and quality service 
which addresses customer demands.______
• Design intuitive processes and flexible 

tools to meet customer service needs.
• Provide a welcoming and safe intellectual, 

social, and physical environment that 
engages the customer in the life of the 
University.

INTERNAL PROCESS PERSPECTIVE INNOVATION AND LEARNING
Are we productive and effective? At what must we excel? 
Objectives' address the need for quality, efficiency, effectiveness 
and accountability in how we operate.

Goal: Design more effective and efficient 
internal,processes within legal mandates.

• Simplify procedures and streamline workflows 
for students, faculty and administrative 
employees.

• Reduce cycle time and improve the 
performance of essential support services to 
students, faculty and staff.

i

How do our employees feel? Can we improve and create 
value? Objectives address the need to create a climate that 
ensures our continued success over time.

Goal: Become a learning community that 
excels in creating, applying, and exchanging 
knowledge.____________________________
• Provide customer service training for 

University staff.
• Seek advances in technology to increase 

productivity.
• Implement best practices to improve 

productivity.
» Provide career development opportunities.
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CSUSB FACILITIES SERVICES
STRATEGIC PLAN FY 2000-2001

, Mission
To provide a quality and safe environment for our customers and employees and demonstrate 

stewardship of the physical assets of the campus.

! Vision
To meet the increasing demands of a rapidly changing environment and provide services in a 

proactive, responsive, cost effective and service-oriented manner that parallels and supports the 
University’s strategic plan.

Our employees are the backbone of our mission. We will strive to ensure that our employees 
receive appropriate training so that they are prepared for the demands of the future. Their ability to meet 
these demands enhances their reputations as well as the departments. We will encourage career and 
personal growth. Involvement, training, teamwork, trust and respect are essential to our success.

We will continually strive to improve our services, customer satisfaction, value and safety within 
the boundaries of our resources.

Goals and Strategies
(In Balanced Scorecard Format)

'EINANfclAL PERSPECTIVE/A CUSTOMER PERSPECTIVE
How do we.look to resource providers?. Objectives address fiduciary 
responsibility and cost effectiveness in CSUSB operations.

i

Goal: Provide efficient, cost effective Physical Plant 
services and maintain campus facilities to maximize 
the life cycles of our physical assets.

How do our customers see us? Objectives address performance 
from the perspective of the requirements and expectations of 
CSUSB customers and stakeholders.

Goal: Deliver quality services that satisfy 
customer requirements.

• Establish a high level of accountability.
• Align department priorities with campus 

requirements.
• Benchmark performance.
• Reduce deferred maintenance backlog.

ii

• Establish a proactive customer service 
program.

• Develop partnerships with customers for 
mutual success.

• Implement effective customer service 
feedback and measurement system.

• Develop a system for tracking and resolving 
complaints when they occur.

1
INTERNAL PROCESS PERSPECTIVE , . INNOVATION AND LEARNING
Are we productive and effective? At what must we excel?
Objectives address the need for quality, efficiency, effectiveness and 
accountability in how we operate.

Goal: Design and implement more effective and 
efficient processes.

How do our employees feel? Can we improve and create 
value? Objectives address the need to create a climate that 
ensures our continued success over time.

Goal: Foster a learning environment where 
employees are encouraged to develop their 
skills to meet the demand of the future.

• Simplify and streamline processes.
• Improve the delivery of services.
• Integrate technology to improve services.
• Adopt best practices to improve services.

• Provide appropriate training for our 
employees.

• Formalize program for career development.
• Prepare and encourage employees to 

implement new technologies.
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CSUSB FACILITIES SERVICES BALANCED SCORECARD
MEASUREMENTS FY 2000-2001

I

Foster a • Provide E m ployee Ratio = .80
learning 
environm ent 
where 
em ployees 
are
encouraged 
to develop 
their skills to 
m eet the 
dem and of 
the future.

appropriat 
e training 
for our 
em ployee 
s.

• Formalize 
prog ram 
for career 
developm 
ent.

• Prepare 
and
encourage 
em ployee 
s to
im plem ent 
new
technologi
es.

• Define 
and
reinforce
values
that
prom ote 
teamwork, 
learning, 
and high 
perform an 
ce.

m orale Z 
organizational 
dim ate 
survey.

3.52/5 =
.704
3.52 
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average 
satisfaction/ 
agreem ent 
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of 1 to 5, 
where 5 is 
the high)

ratio

D eliver • Establish • CSU • R atio = .80
quality
services that 
satisfy 
custom er

a
proactive 
custom er 
service

C ustom er 
Satisfaction
S u rvey
1999

3.30/4 =
.825
(Total
1999
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requirem ents. program . • Dept. Visits Avg: 3.30 .70
• Develop 

partners hi 
ps with 
custom er 
for m utual 
success.

• Implement 
effective 
custom er 
service 
feedback 
and
m easurem

2000 
• (TM A

Surveys 00- 
01)

on a
scale of 1 
to 4, 
where 4 
is the 
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• Avg. =
70%
(good / 
total
comment 
s) = .70

• Pending

ratio

I
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! CSUSB FACILITIES SERVICES BALANCED SCORECARD
i MEASUREMENTS FY 2000-2001
i

Design and • Simplify and • Cycle • Avg. 20
implement streamline time of a cycle days
more processes. WO. time =
effective • Improve the • Average 20 days

i and delivery of age of • Average
efficient services. open age of
processes. • Integrate work an open

technology orders. WO =
to improve • Backlog 20 days
services. - (9/13/01

• Adopt best estimate )
practices to d time to • Backlog

1 I improve do work = (215)
services. work

orders;
(2752.7)

f I hrs =

I est. time
1 to

' j complet
e

u Provide • Establish a Facility (Index = .7011 efficient, high level of Condition •31) ratio
cost accountabili Needs Ratio = 1 -

b 1 effective ty. Index .31 = .69
facilities • Align (from the
services department 01/2001

J and priorities Facility

I. i
maintain
campus

with
campus
requirement

Condition
Analysis)

3i»huuMd| facilities to<*: Was

■1 aB
EM maximize 

the life •
s.
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: 1

11

cycles of performanc
our e.
physical • Reduce
assets. deferred

I 1 maintenanc 
e backlog.
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CALIFORNIA STATE UNIVERSITY, SAN BERNARDINO 
DIVISION OF ADMINISTRATION <& FINANCE

Organizational Climate Survey

1 Spring 2002

Tie following survey will allow CSUSB’s Division of Administration &. Finance to analyze how they are meeting the needs of their 

employees.Answers will be kept confidential.

i
Demographic Information

I. Please select the area to which you report. B. Position type:
□ Accounting Office □ MPP (Administrator/Manager)

□ Accounting - A/P □ Staff

□ Accounting - B/R □ Student Assistant

□ Accounting - Bursar (SH)
□ Accounting - Bursar (UH) C. Number of years on this campus:

□ Accounting - General □ less than 1 year

□ Accounting - Payroll □ 1-2 years

□ Accounting - Student Accounts □ 3-4 years

□ Administration & Finance □ 5-6 years

□ Capital Planning, Design and Construction (CPDC) □ 7-8 years

□ Facilities Services - Administration □ 9-10 years

□ Facilities Services - Building Maintenance □ more than 10 years

□ Facilities Services - Custodial Services
□ Facilities Services - Environmental Health <& Safety D. Pender:

□ Facilities Services - Grounds & Automotive □ Female

□ Facilities Services - Heating & Air Conditioning □ Male

□ Financial Operations - Administration

□ Financial Operations - Budget e What is your ethnic identity:

□ Foundation - Bookstore □ American Indian/Alaskan native

□ Foundation - Business Services □ Asian

□ Foundation - Cash Operations □ Black/African American

□ Foundation - Catering Services □ Filipino

□ Foundation - Grants & Contracts □ Mexican American/Hispanic/latino

□ Human Resources □ Pacific Islander

□ Parking Services □ White

□ Parking Services - Event Scheduling □ Other

□ Public Safety
□ Support’Services - Duplicating

□ SupportlServices - Procurement

□ SupportlServices - Property

□ Support [Services - Receiving & Mail Services

tj

i

i

i
i

I
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On the left, please rate how important you feel each area is to you. On the right, please rate your satisfaction or agreement with the 

statements below. Complete your ratings by circling the appropriate number.

1.0 Customer Service
(Customer Service is meeting the needs, standards, and expectations of the persons who benefit from your work.
Co-workers who depend on your work to perform their jobs are also considered customers.)

Importance Satisfoction/Agreement
Not At All Don T

Very Important - Important Strongly Agree - Strongly Disagree Know

5 4 i
i
i

3 2 1

1.1 We routinely gather input from our 
customers about the quality of our work and 
how satisfied they are with our services in 

my immediate work unit.

5 4 3 2 1 0

5
I

4 j 3 2 1
1.2 We routinely talk about the quality of our 

work and the needs of our customers in my 

immediate work unit.

5 4 3 2 1 0

5 4 ! 3 2 1
1.3 When customers are not satisfied with our 

services, we promptly correct the situation 

in my immediate work unit.

5 4 3 2 1 0

5

!
4 '

3 2 1
1.4 I believe that the quality of my work is 

important to the overall success of my 
department.

5 4 3 2 1 0

5 4 3 2 1
1.5 We are routinely encouraged to suggest 

ways to improve customer service in my 

immediate work unit.

5 4 3 2 1 0

5 4 3 2 1
1.6 I feel my fellow co-worljers care about our 

unit's customer service.
4 3 2 1 0

5 4 1 3 2 1
1.7 I believe our customers are satisf ied with

our unit's service.
5 4 3 2 1 0

1.8 What do you perceive to be the biggest obstacle to improving customer service in your immediate work unit?

1.9 What suggestions do you have to overcome that obstacle?

I
I

I
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2.0 Job Satisfaction

(Job satisfaction is how you feel about your job and immediate work unit. It includes morale, diversity, and atmosphere.)

Importance Satisfaction/Agreement
' Not At All Don't

Very Important - Important Strongly Agree - Strongly Disagree Know

5 4 ■ 3 2 1 2.1 I am satisfied with my job. 5 4 3 2 1 0
5 4 3 2 1 2.2 I think my pay rate is appropriate. 5 4 3 2 1 0

5 4 3 2 1
2.3 I have opportunities to develop or improve 

mv skills.
5 4 3 2 1 0

2.4 I have access to programs that help me
5 4: 3 2 1 balance my home and work responsibilities 

(e.g., use of vacation leave).
5 4 3 2 1 0

5 4 ’ 3 2 1
2.5 I think my health benefits are satisfactory.

5 4 3 2 1 0

5 4 3 2 1
2.6 I think the campus reward and recognition 

programs are satisf actory.
5 4 3 2 1 0

2.7 I feel I/co-workers are recognized by my
5 4 3 2 1 supervisor or the department head for 

doing a good .job .

5 4 3 2 1 0

5 4 3 2 1 2.8 My team is recognized for doing 
outstanding work.

5 4 3 2 1 0

2.9 My department is recognized by others
5 4 ■ 3 2 1 ouside of the department for its 5 4 3 2 1 0

1 contributions.

5 4 3 2 1
2.10 I am given new projects, challenges, and/or 

opportunities to gain new skills.
5 4 3 2 1 0

3 2.11 People from all backgrounds are treated 5 4 3 2 1 o
fairly in my immediate work unit.

5 4 3 2 1
2.12 Work is distributed fairly in my immediate 

work unit.
5 4 3 2 1 0

2 1
2.13 I can manage the pressure related to my

1
job.

5 4 3 2 1
2.14 The atmosphere in my immediate work unit 

helps me do a good job.
5 4 3 2 1 0

5 4 i 3 2 1
2.15 We are proud of the work we do in my 

immediate work unit.
5 4 3 2 1 0

1 2.16 Information and resources (including tools

5 4 ' 3 2 1
A equipment) necessary for me to do my job 

are usually available in my immediate work
5 4 3 2 1 0

unit.
2.17 What can be done to improve job satisfaction in your work unit?
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3.0 Communication
(Communication refers to how information flows in your department and your work unit.)

Importance Satisfaction/Agreement

Very Important - Important _____________ Strongly Agree______ Strongly Disagree Know

5 4 , 3 2 1

3.1 Information necessary for me to do my job 
flows freely, honestly and respectfully 

within my immediate work unit.

5 4 3 2 1 0

5 4 3 2 1

3.2 Formal discussions with co-workers in my 

immediate work unit provide me with 

information to do my job.

5 4 3 2 1 0

5 4 ■ 3 2 1
3.3 Informal, personal contacts, friends, other 

co-workers, etc., provide me with 

information to do my job.

5 4 3 2 1 0

5
1

4 3 2 1

3.4 My supervisor is easy to approach or speak 
to and provides me with information to do 

my job.

5 4 3 2 1 0

5 4 3 2 1
3.5 Group meetings provide me with useful 

information to do my job.
5 4 3 2 1 0

5 4 3 2 1
3.6 Paper memos and newsletters provide me 

with useful information to do my job.
5 4 3 2 1 0

5 4 ' 3 2 1

3.7 Electronic mail (e-mail), voice mail, the web, 
or other technology provide me with useful 

information to do my job.

5 4 3 2 1 0

5 4

1

3 2 1

3.8 I usually understand why most things are 

done in a certain way in my immediate work

unit.

5 4 3 2 1 0

5 4 I 3 2 1
3.9 Generally speaking, I am satisfied with 

communication in my immediate work unit.
5 4 3 2 1 0

5 4 ' 3 2 1 3.10 I feel like I am "in the know." 5 4 3 2 1 0

3.11 What can be done to improve communication in your work unit?
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4.0 Training
(Training is the work related educational experiences offered by the University to its employees to increase their knowledge and

skills.) 1

Importance Satisfoction/Aqreement
1 Not At All Don't

Very Important - Important Strongly Agree - Strongly Disagree Know

5 4 , 3 2 1

4.1 I am satisfied with the opportunity I have 

to increase my job-related skills and 

knowledge.
5 4 3 2 1 0

5
4 !

3 2 1
4.2 I have received enough training to know how 

to perform my job well.
5 4 3 2 1 0

5
1

4 '
I

3 2 1
4.3 My job makes good use of my skills and 

abilities.
5 4 3 2 1 0

4.4 What, can be done to improve training in your work unit?

1

5.0 Leadership
(Leadership is helping employees understand why it is important for their organization to provide services to the campus. 

Determining how things are done now and focusing on what needs improvement are important guidelines that will assist in the 

department's direction in the future.)

Importance
I Not At All

Very Important I • Important

Satisfaction/Agreement
Don't

Strongly Agree * Strongly Disagree Know

5 4 i 3 2 1

5.1 Leaders in my immediate work unit have 

explained clearly the scope of my 
department’s involvement and importance 
to the campus.

5 4 3 2 1 0

5 4 : 3 2 1

5.2 Leaders in my immediate work unit find new 

ideas, take risks, and do things in new ways. 5 4 3 2 1 0

5 4 ' 3 2 1
5.3 Leaders in my immediate work unit talk 

about how future changes will affect how 
we will do our work.

5 4 3 2 1 0

5 4 3 2 1
5.4 Leaders in my immediate work unit are 

responsive.
5 4 3 2 1 0

5 4 ' 3 2 1
5.5 Leaders in my immediate work area allow 

employees to work independently.
5 4 3 2 1 0

5 4
1
|3 2 1

5.6 Leaders in my immediate work unit 
encourage employees to make 
recommendations.

5 4 3 2 1 0

5 4

1

,3 2 1
5.7 I am satisfied with how decisions are made 

and how the work is done in my immediate 

work unit.

5 4 3 2 1 0

5 4 3 2 1

5.8 Leaders in my immediate work unit 
encourage employees to make management 
recommendations for the leader's approval.

5 4 3 2 1 0

I

i

l
I

I
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5 4 3 2 1
5.9 My supervisor coaches me on how to solve 

my work problems.
5 4 3 2 1 0

5 4! 3
1
1

2 1

5.10 Employees in my immediate work unit who 

take risks and look for new and better ways 

of doing things are respected and 

rewarded.

5 4 3 2 1 0

5 4' 3 2 1
5.11 I am satisfied with the leadership in my 

immediate work unit.
5 4 3 2 1 0

5 41 3 2 1
5.12 There are opportunities for employees with 

leadership abilities to be mentored.
5 4 3 2 1 0

5.13 What can be done to improve leadership in your immediate work group?

I

6.0 Decision Making
(Decision making is how we select a solution to a problem.)

I

Importance Satisf actio n/Aqreement

| Not At All
Very Important - Important

Don’t
Strongly Agree - Strongly Disagree Know

5 4 j 3 2 1
6.1 We make what I consider ethical decisions

in mv immediate work unit.
5 4 3 2 1 0

6.2 In my'work unit, most decisions are made: (Choose ONE out of the next five statements.)
A. j By employees with freedom and imagination within reasonable boundaries.
B. , By employees with review and approval by the manager or supervisor.
C. By discussing with everyone and arriving at a solution that everyone supports.
D. 'By the manager or supervisor after consulting a few employees.
E. By the manager or supervisor mostly without consulting employees.

6.3 M/hat can be done to improve how decisions are made in your work unit?

1
1

I

I

I

I

I
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7.0 Teamwork
(Teamwork is people working together to solve problems, improve work processes or do some other specific task.)

I
Importance Satisfaction/Aqreement
1 Not At All Don’t

Very Important - Important Strongly Agree - Strongly Disagree Know

5 4'i 3 2 1 7.1 I am proud of my team's achievements. 5 4 3 2 1 0

5

i
4 1 3 2 1

TZ Everyone in my immediate work unit 
contributes to a team effort in getting our 
work done.

5 4 3 2 1 0

5

1
4 I 3 2 1

7.3 When people in my immediate work unit 
have problems working with each other, we 
develop ways to solve problems.

5 4 3 2 1 0

5 4 ' 3 2 1
7.4 The people in my immediate work unit share 

their knowledge with each other; we 

develop ways to solve problems.

5 4 3 2 1 0

5
1

4 3 2 1

7.5 When working on a team, the team members 
accept differences of opinions and still 
commit themselves to work together.

5 4 3 2 1 0

7.6 WHot can be done to improve how actions are taken on your team?

I

8.0 Performance Management and Compensation
(Performance.management is continuous communication between a supervisor and employee about the most important parts of the

employees 'job, developing performance standards, feedback about performance and plans to improve.)

Importance Satisfaction/Aqreement
j Not At All Oon t

Very Important - Important Strongly Agree - Strongly Disagree Know

5 4 3 2 1
8.1 I am satisfied with how performance 

standards are communicated and executed 
in my immediate work unit.

5 4 3 2 1 0

1
2 1

8.2 My supervisor tells me what he or she
2 1

expects me to do.
0

5 4 |3 2 1 8.3 I have clear goals defined for my job. 5 4 3 2 1 0

5 4 ',3 2 1
8.4 My supervisor has a clear understanding of 

my abilities and skills.
5 4 3 2 1 0

5 4 '3
1

2 1
8.5 My supervisor has a clear understanding of 

what I accomplish in my job.
5 4 3 2 1 0

5 4 3 2 1
8.6 I receive written performance evaluations 

once a year or more often.
5 4 3 2 1 0

8.7 What can be done to improve performance standards in your immediate work group?

8.8 I understand what determines my PSI

5 4 3 2 1 (Performance Salary Increase) or PBSI 
(Performance-Based Salary Increase).

5 4 3 2 1 0

I
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5 4'
1

3 2 1
8.9 I understand how promotions and 

reclassifications occur.
5 4 3 2 1 0

5 41 3 2 1
8.10 I am satisfied with the system of giving

PSIs or PBSIs in my department.
5 4 3 2 1 0

5 4i 3 2 1

8.11 The way I do my work / my overall job 
performance (accurately, with quality, on- 
time, dependably, etc.) determines my merit 
increase and/or incentive award.

5 4 3 2 1 0

5 4 !

1

3 2 1
8.12 The length of time I have worked in the 

department determines my merit increase 

and/or incentive award.

5 4 3 2 1 0

5
1

4 3 2 1
8.13 How well customers like the work I perform 

determines my merit increase and/or 
incentive award.

5 4 3 2 1 0

5 4 : 3 2 1
8.14 My process improvement accomplishments 

(cutting costs, etc.) determines my merit 
increase and/or incentive award.

5 4 3 2 1 0

5 4 I 3 2 1
8.15 My relationship with long-term members of 

the department determines my merit 
increase and/or incentive award.

5 4 3 2 1 0

5 4 !

i
3 2 1

8.16 How well I accomplish agreed upon goals 
determines my merit increase and/or 
incentive award.

5 4 3 2 1 0

5 4 3 2 1
8.17 My dependable attendance at work 

determines my merit increase and/or 

incentive award.

5 4 3 2 1 0

8.18 What can be done to improve the PSI or PBSI process in your work unit?

9.0 Vision1 and Mission
(Vision is an idea! description of how your department will operate in the future (e.g., 5 years from now). The organization's mission 

is its purpose for providing services to the campus.)
i

Importance Satisf actio n/Aqreement
' Not At All Don T

Very Important I- Important Strongly Agree - Strongly Disagree Know

5 4 '3
i

2 1
9.1 My department has a vision/mission

statement.
5 4 3 2 1 0

5 4 .3 2 1
9.2 I understand my department's 

vision/mission statements.
5 4 3 2 1 0

5 4 13 2 1
9.3 My work priorities are based on my 

department's vision/mission statements.
5 4 3 2 1 0

5 4 |3 2 1
9.4 I understand how my department 

contributes to the campus as a whole.
5 4 3 2 1 0

9.5 What can be done to improve vision/mission processes in your immediate work group?

Please add any additional comments:

i
i
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CSU Facilities Balanced Scorecard Measures
April 22, 2003

BSC ' 
Perspective Measure

Folds up to
Campus Type Collected Div BSC

Financial 1
Percentage of effort spent on programmed maintenance vs total 
maintenance

Northridge Annually Yes

% completed projects / work orders delivered within budget Pomona Lag Yes
% completed projects / work orders delivered on schedule Pomona Lag Yes

, Utilization Rate Pomona Lag Yes
1 Facility Condition Index (as defined by APPA) San Bernardino

Customer ,
| Customer Satisfaction Survey Score Northridge, 

Pomona, San 
Bernardino

Lag Annually Yes

Number of utility interruptions per year Northridge Annually
Response time to unsafe conditions Northridge Quarterly
A&F Division Dept. Visits San Bernardino Biennially

Internal Business Processes (aka: Operational Effectiveness, Internal Processes)
Weighted Documented Processes Produced Pomona Lead Yes
% Documented Processes Improved Pomona Lead Yes
#,of hours per week spent on tasks not part of job / # of people Stanilaus Weekly Yes
Project Management Report Card Stanilaus Quarterly Yes
Average WO Cycle Time - in days (as defined by APPA) San Bernardino Annually
Backlog Index (as defined by APPA) San Bernardino Annually

Learning & Growth (aka: Employee, Innovation & Learning)
% of employees with training/development plans in place Pomona Lead Yes
Employee Satisfaction Survey Score Pomona Lead Yes
Employee Climate Survey San Bernardino Annually

i

i

i
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