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BASIC ORGANIZATIONAL DESCRIPTION
Chief of Naval Operations

The Naval Undersea Warfare Center (NUWC) (CNO)
Division, Keyport, is located on Puget Sound,
across the bay from Seattle, Washington. Keyport
is a field activity of the Naval Sea Systems
Command (NAVSEA). Team Keyport has a Naval Sea Sl\i/’it\%"Es Acommand
proud history and tradition of expertise and ( )
dedication in the unique field of Undersea War-

fare (USW).
Naval Undersea Warfare Center
(NUWC)
NUWC NUWC
Division Keyport Division Newport

Figure B-1. Keyport Is a Major Component of
the Navy’s USW Mission.

PRODUCTS AND SERVICES
We Make Fleet Systems Dependahle

As part of NAVSEA, Keyport supports the corpo-
rate value statemefiteeping America’s Navy
#1 in the World.”

Keyport's mission is to provide test, training and | .- ==
evaluation; in-service engineering; U.S. Navy
Fleet support, maintenance, and repair; and
industrial support for torpedoes, naval mines,
countermeasures, sonars, and many other
undersea warfare systems. Keyport's customer-
driven objective is t6Make Fleet Systems
Dependable.”

Because of the diverse locations of Keyport’'s
Fleet customers, Team Keyport is located at
Keyport and Bangor, Washington; in Hawaii on

the.|slar]d.s of Qahu and Kauai; in San Diego, Proven through Test, Training and Evaluation
California; and in Hawthorne, Nevada. (TT&E): We provide full-spectrum Test,
The Division is led by a Navy Captain as Com- Training and Evaluation by providing the environ-
mander, Naval Undersea Warfare Center Divisionments, conducting tests, and then evaluating the
Keyport, and a civilian Senior Executive Service performance of USW weapons and systems. We
(SES) Executive Director. Keyport's organiza-  provide test and evaluation support at precision
tional chain of command is shown in Figure B-1. fixed sites and any place any time with portable
systems. The Test and Evaluation support
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provides the warfighter confidence that the weap-International Association of Machinists and Auto
ons and systems will work as advertised when Workers. The International Association of Fire
required. Fighters represents fire fighters. A nationally

Available through Life-Cycle Systems Support- rgcognized union/management Part.ner'ship.Coun-
ability (LCSS): We are a principal provider of cil (PC) has been successfully functioning since
life-cycle supportability insight, integration, and March of 1995. In 1997, Keyport was awarded

: DoD’s Partnership Council Certificate and was
assurance for USW and Mine Warfare (MIW) . . .
systems. Life-cycle supportability encompasses nomlnatehc_l in 1999 f?r thea]ohn N. Sturdivant
engineering and logistics products and services tgartners Ip National Award.
assure Fleet operational availabilityJAand self-  Customer Focused Organization:In 1998,
sufficiency with reduced Total Ownership Cost  Keyport furthered its customer focus by establish-
(TOC) and maintenance burden. ing a Customer Advocacy Group (CAG) to pro-
vide its customers with a single point of contact
and an on-site advocate. From 1992 to 1998,
downsizing in the Department of Defense (DoD)
resulted in a work force reduction of over 60
percent at Keyport. During these trying times,
Keyport strengthened its customer-focused culture
and has now entered a period of modest growth.
This reconstitution has several dimensions (train-
ing, awards, promotional opportunities, and
moderate hiring), all important to future success.

Sustained through Fleet Material Readiness
(FMR): We are the principal provider of Fleet
material support, modernization and advanced
industrial technology, including preventive and
corrective maintenance of undersea vehicles and
other Fleet Combat Systems. Modernization and
upgrade of these systems and components focus
on improving performance, reducing required
maintenance, and testing of new products for
acceptance and delivery to the Fleet. Full-spec-
trum depot maintenance engineering services areNUWC Division, Keyport, has been honed and
applied to ensure that Fleet delivered quality, costempered by the defense drawdown. As a conse-
and schedule expectations are satisfied. We quence, its leadership, vision, and culture have
exploit leading edge industrial technology and  become a model for the rest of the Federal Gov-
custom engineering to support the Research and ernment in quality improvement, performance
Development (R&D) community with rapid enhancement, and efficient operations. These
prototype development and testing. qualities are enabling Keyport to meet the under-

Keyport's Total Quality Journey: Keyport sea warfare challenges of the 21st century.

began its impressive Total Quality journey in the

late 1980’s. By 1992, Keyport had improved its PRINCIPAL FACTORS DETERMINING OUR
processes to reduce costs, to better meet sched- PERFORMANCE SUCCESS

ules, and to increase customer satisfaction. Key- gy core equities comprise our people, their
port also reorganized along product and service ynowledge, skills and abilities, our corporate
lines to strengthen its customer focus and actionsygyy expertise, and our facilities. Keyport's

In 1994, Vice President Al Gore presented Key-  ragition of full-spectrum capability and excellent
port the Federal Quality Institute’s prestigious performance depends on maintaining our core

National Quality Improvement Prototype Award, equities, satisfying our customer requirements,
recognizing Keyport as a role model for the rest of g4 practicing good citizenship.

government in improving the quality of its goods )
and services. Our Work Force: The demographics of

- , Keyport’'s work force provide for a capable skill
Labor/Management Partnership: Keyport's mix necessary to efficiently perform its mission.

Union/Manage_ment Partne_rship Council started_imt present, Keyport has 1,259 civilian employees
1995 and received the National Defense Council ang 29 military personnel on board. Of these

Partnership Award in 1997. personnel, 78 are stationed at the Hawaii site, 20

The principal bargaining units at Keyport are the in California, 3 in Nevada, and 6 in British Co-
Bremerton Metal Trades Council and the lumbia. The skills composition of the civilian
work force is shown in Figure B-2.
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Engineer & Scientist 458 (MILCON) Programs, and our partnerships with
industry and academia strongly support new
technologies and processes for the 21st century.
Our leadership in Manufacturing Technology

Technician 156
Administrative & Clerical 205

Technical Support 154 (MANTECH) and Information Technology (IT) is
Industrial Trades 296 recognized throughout the Navy.
Figure B-2. Keyport Has a Diverse Work Our Regulatory Environment: Local, State,
Force to Accomplish Its USW Mission. Federal, and Navy directives and regulations
govern our operations. As a Navy Working
Our Major Market Areas: The work accom- Capital Fund activity, Keyport must be funded by
plished by Keyport's work force is augmented by customers rather than directly out of appropriated
the effective use of private sector contractor funds. This factor is the overriding consideration
support in five basic areas: in our financial management and establishes a set
o of guidelines completely different from those
* Logistics Support rules used by institutionally funded activities. We
« Technical Support Services are very successful at operating as a business and

. meeting all safety, occupational, environmental,
* Range Craft Operation financial management, and acquisition reform
» Base Operating Support regulations and directives.

* Administrative Support. Our Community Stewardship: Due to the

Keyport's primary customers consist of Naval Sed!'dhly hazardous nature of many of the systems
Systems Command (NAVSEA) and Program __ @nd processes in use at Keyport, strong emphasis
Executive Office (PEO) system managers, Naval IS Placed on safety, environmental, security, and
Air Systems Command (NAVAIR), Naval Inven- fire protection. As good citizens, Keyport leaders
tory Control Point (NAVICP), commodity manag- and employees demonstrate_ strong involvement
ers, and the Fleet. These customers are the pri- 21d support to our Community, to the Puget

mary sources of tasking and funding. In FY 2000,S0und region, and Washington State.
customer-funded workload (costs) for Keyport

(new funds) totaled $200 million: OUR CUSTOMER REQUIREMENTS

* NAVSEA (includes PEOSs) - $136M Keyport delivers a wide range of products and
« NAVAIR - $23M services to a diverse customer base. In 1999, 199
distinct customers received Keyport products and

* NAVICP - $16M services. As part of the External Customer Satis-
faction Survey Process, these customers were

» Other Navy - $17M ;

y-$ surveyed. Feedback from 79 of these customers
» Other DoD - $8M. shows overall satisfaction of 8.6 out of 10. This
Workload distribution in our key Product and diverse customer base brings with it a variety of
Service Areas is: requirements and challenges.
« Test, Training & Evaluation - 29% To emphasize customer satisfaction, Keyport has

: . 0 adopted a principle to guide the translation of

* Life-Cycle Systems Supportability - 27% requirements via the CAG while ensuring organi-
» Fleet Material Readiness - 44%. zational efficiency.
Our Major Exquipment/Facilities/Technology: Our guiding principle;Quality for Our Cus-
Meeting current and future customer requirementgomers . . . Improvement for Our Future,”

demands maintaining and upgrading our major  serves to focus achievement of customer expecta-
facilities, equipment, and technology. Our annualtions in a consistent and mutually beneficial
Capital Purchase Program (CPP), our past and manner. It drives us to view customer require-
future successful Military Construction ments in very basic terms: Performance, Cost, and
Schedule. We strive to improve Performance,
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reduce Cost, while maintaining Schedule. How- Academia: Animportant partnership is the long
ever, customer satisfaction drives the balance of term interdependence with University Laborato-

Performance, Cost, and Schedule requirements. fies such as the Applied Research Laboratory
(ARL), Penn State and the Applied Physics

Laboratory (APL), University of Washington.
"Work with ARL and APL involves many types of
research and development projects that the Navy
Sponsors.

Performance: In addition to meeting the techni-
cal requirements of the task, customers for weap
ons systems have a very high requirement for
safety and reliability of products and services.

Cost: Customers are concerned with both the
immediate cost of obtaining the product/service

and the cost of supporting and sustaining it operation of the Nanoose Range site, which is
through its life cycle. considered a model of international cooperation
Schedule: Customers expect their requested ~ and mutual military benefit. Keyport's Northwest
products and services will be delivered on time agkange Complex comprises the U.S. Navy’s only
negotiated. Keyport offers a high degree of cold-water undersea testing range.

flexibility to react to changing requirements.

Canadian Forces: For over 30 years, the U.S.
and Canada have maintained a joint agreement for

OUR NEW ALLIANCES
OUR SUPPLIER AND PARTNERING We have initiated proactive actions to use innova-

RELATIONSHIPS tive agreements to partner with industry and
Keyport has a history of established relationshipsacademia. Most recently, Raytheon Company
with its suppliers, and lasting partnerships with moved their torpedo production facility to Key-
other Navy activities, the private sector, academigort to co-locate it with Keyport’s torpedo mainte-
and foreign governments in order to deliver Fleet nance and life-cycle processes. The synergy of
products and services. Supplier relationships andhis partnership provides better support to the
partnerships are categorized below. Our successNavy. Our new alliance is a model of public and
ful Supplier and Partnering Relationships provide private partnership for the Navy.

best value products and services to our customers.

Original Equipment Manufacturers (OEMS): OUR COMPETITIVE EDGE

Keyport collaborates closely with OEMs to Keyport's mission is assigned; however, it oper-
understand and resolve performance problems  ates in a public and private competitive market.
during the'development, production, and accep- The Navy Working Capital Fund (NWCF) finan-
tance testing phases_ of the contracts. As a_Trust%tpa| system requires that all operating costs be
Agent, Keyport functions as a technical advisor recovered from orders placed by customers.
for the acquisition manager while maintaining a | 3por rates must be affordable in order to meet
cooperative partnership with the OEM to ensure - stomer expectations for cost. The NWCF
program success. environment creates and necessitates the

Supply System Managers:As a customer, “compe_tition" to aggressively control billing rate
Keyport's expertise and system knowledge are ~ €scalation.

used to project and adjust demand rates and

determine alternate sources and functional produgTHER STRATEGIC FACTORS

equivalents. As a supplier, Keyport produces and
repairs parts that the supply system manager mu
stock.

& an environment of downsizing that has resulted
In a work force reduction of nearly 60 percent,
disruption and dislocations have led to stress in
Support Services Contractors: Keyport also the work force, skill imbalances, declining mo-
maintains well-established supplier relationships rale, and loss of continuity in some important
through long term technical or logistic support  processes. In the face of these realities, Keyport
service contracts. has entered a period of reconstitution. This
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reconstitution has several dimensions, all of whiclthrough Fleet Material Readiness.

are important to future success:

» Focus on Keyport's strategic vector as
“Keyport...We make Fleet Systems Depend-
able,” a corporate vision in which the entire
work force shares.

 Revitalize the work force with training, awards,
growth opportunities, and moderate hiring.

» Emphasize a structured business approach

SIGNIFICANT ACCOMPLISHMENTS

» 2000 President’s Quality Award Finalist.
» One of the highest Productivity Ratios in the

Navy (85 percent).

» Saved over $28 million (FY 96-FY 99) through

Depot consolidation.

aligned with the Strategic Plan, using Malcolm * On track to save over $53 million (FY 00 - FY

Baldrige world class criteria and the Interna-
tional Organization for Standardization (1ISO)
guality standards.

05) through Business Process Reengineering,
Smart Buying Habits, and Strategic Sourcing
initiatives.

The past 5 years have been most challenging, but International Organization of Standards (ISO

have also resulted in an organization forged to
meet the Defense posture for the 21st century.
Out of this, Keyport leadership has formed a
vision and culture that will chart the course for
“Keyport...We make Fleet Systems Depend-
able.”

CHANGES IN OUR STRATEGY

Keyport’s business strategy is flexible and agile,
and is constantly evolving to capture new oppor-

tunities and to leverage process improvements fof

the benefits of customers and stakeholders.

Our contribution to fulfilling the Naval Sea
Systems Command’s value statemeriafep-
ing America’s Navy #1 in the World” is through

synergy, innovation, and action to meet the USW «

challenges facing our Navy.

By reaching out to other Navy, DoD components,
universities, and private industry we form genuine
partnerships. The synergy we derive through

these partnerships enables us to accomplish what

no single group or organization can. Encouraging
innovative ideas and approaches from those that
understand the challenges and know the technol-

ogy and systems is essential to the future success

of the Navy. Itis through action that innovative

ideas are implemented, solutions are developed, »

and our customers’ expectations are met.

Keyport’s relevance to our Navy ‘islaking

Fleet Systems Dependable* proven through
Test, Training and Evaluation; integrated through
Life-Cycle Systems Supportability, and sustained

9000) registration of all processes used to
deliver high quality torpedoes to the U.S. Navy.

* Winner of eight National Partnership for Rein-

venting Government Awards, also known as
“Hammer” Awards. Keyport has earned eight
times as many Hammer Awards as would be
expected for an organization of its size. Total
cost savings of these initiatives exceeded $31
million. A ninth Hammer Award nomination
adds an estimated savings of over $3 million.

Keyport and its Union partners use Interest-
Based Negotiations and other techniques to
quickly resolve employee grievances and issues.
As a result, there has not been an Unfair Labor
Practice filed since 1985.

Best Practices identified by Keyport’'s customers
include: Web-based ISO 9000 Process, Web-
based Directives Control System, External
Customer Survey Process (started in 1991),
Internal Cultural Survey Process (begun in
1991), Lightweight Torpedo Engineering Con-
trol System, and the Corporate Balanced Score-
card Process. Keyport has 6 “Best Practices”
and 20 “Great Idea” processes identified in
NAVSEAs Best Process Improvement Link
(BPIL) site: http://bpil.navsea.navy.mil.

Keyport supports Navy Regionalization in Puget
Sound as a means of reducing costs by sharing
common facilities across the region. For ex-
ample, over $7 million in cost avoidance re-
sulted from establishing a Regional Cleaning
and Metal Preparation partnership with the
Puget Sound Naval Shipyard in Bremerton,
Washington.
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CATEGORY 1 — LEADERSHIP terized by rapid change, align strategic vectors,
and engage resources toward achieving its goals.

1.1.a. Senior Leadership Direction The BOD brings together the Command execu-

The central leadership mechanism used at Keypdives (Commander, Executive Director, and

to set and coordinate corporate direction is built Deputy Executive Director) with the Associate
into the linkage of the Board of Directors (BOD) Directors. This body works through consensus-
to the operational organization. This relationship building to develop the corporate vision, guiding
is detailed in Keyport Directive KPT 5223. The principles, goals and objectives, policies, metrics,
process is depicted in Figure 1.1-1. and investment decisions. By virtue of their

. . responsibilities and external connections, the
The Keyport leadership system recognizes the Commander, Executive Director, and Deputy

mL_JItl-faceted needs of t_he_orga_n Ization fo_r Ie.aderExecutive Director contribute a total enterprise
ship (focused on establishing direction, aligning ) o :

L perspective and critical information about the
people, and motivating the work force) and man- oberating climate to the BOD. Other kev indi-
agement (focused on planning and budgeting, vi%uals ?ncluding the Chief Siaff Officer{:lnd
organizing and staffing, controlling, and problem ’ . - .
solving). This leadership system makes it possib oertsaf[;g] ;?]eenégerresentatlves, participate as advi
for Keyport to respond to an environment charac- '

Our Leadership System

BOARD OF
DIRECTORS
Board of Directors Responsibilities CUSTOMER * Vision
« Commander « Vision REQUIREMENTS » Guiding Principles
« Executive Director « Guiding Principles + Corporate Goals &
« Deputy Executive Director * Leadership System Objectives
« Corporate Financial Officer « Corporate Goals + Corporate POH?Y
« Director: Customer Advocacy & Objectives * Corporate Metrics
« Director: Fleet Material Readiness ° Corporate Policy * Investment Decisions
« Director: Life Cycle System Supt. * Corporate Metrics 5 8
« Director: Test, Training & Eval. + Resource Decisions T MEASURE S
» Advisors (Fleet, Industrial, Safet E RN = T
and Envirf)n., Ad Hoc as require?ﬂl) R CR—EtSULTS MANAGEMENT] I\O/I
2 S;tsiscf);?:(tairon TEAM E
— L . Skilled Continuous « Fulfill R
Management Team Responsibilities W Gee Analysis & Objectives
« Associate Directors « Fulfilling Objectives 5 o EuEfirss Improvement « Strategy E
« Department Heads « Strategy Deployment R ‘ Management Deployment £
» Deputy Department Heads + Operational Plans | « Technical * Annual D
« Key Program Managers « Operational Achieve. v Capability Operating B
e Customer Comm. E ¢ Organizational Plans A
R Efficiency C
S K
Cross Functional Teams Responsibilities
¢ Technical Managers * Improvement Init.
« Operational Managers * Investment Planning
« Business Managers * Process Re-Engin. ACTION CROSS-FUNCTIONAL TEAMS
e Customer Advocacy T~ » Customer Advocacy

Figure 1.1-1. NUWC Division Keyport Leadership System Puts Compelling Focus on Customers

i

 Investment Planning
« Improvement Initiatives
* Process Re-Engineering

and Continuous Analysis and Improvement.
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An important feature of the roles of the Associate Chief Engineer for Fleet Operational Support
Directors in the BOD forum is their participation Department (Code 90).

as advocates for key corporate thrusts, not only a
senior managers of the line organization. These

“dual hat” roles are summarizéd . . .
: have been aligned to support major product lines.

Figure 1.1-2. . e .

(See Figure 1.2-4., page 7). This alignment im-

LINE ORGANIZATION ROLE | BOARD OF DIRECTORS parts organizational customer focus and allows

FY TS ———— : . I each product line group or department to fashion
ssoclate Director, business ; Corporate Financial icer H H H H

Services Group (Code 10) . its processes consistent with the requirements of

its market area.

Since a major reorganization in 1992, the direct
production and service components of Keyport

Associate Director, Undersea Director for Fleet Material
Vehicles Gro Code 30 + Readiness .

cles Group ( ) —— The Undersea Vehicles Group (UVG) and the
Associate Director, Combat Director for Life-Cycle System .
Systems Support Group (Code | Supportability Combat_ Syster_ns Support GI’OUD_ (CSSG) pr_owde
40) a good illustration of differences in product line

Associate Director, Undersea Director for Test, Training and requirements The UVG concentrates its attention
Warfare Test, Training & Evaluation ’

Evaluation Group (Code 50) on the stringent and specialized requirements
Associate Director Customer i Director for Customer (SUCh as tightly controlled DFO_CGSS proce_dures) of
Advocate Group (CAG) i Advocacy working on weapon systems involving high

explosives, hazardous propellants, and undersea
environments for a small set of customers. In
contrast, the CSSG has a highly diverse customer
The roles of the Corporate Financial Officer and base with diverse requirements requiring rapid
Director for Customer Advocacy reflect the adaptation of personnel and other resources.
importance of balanced business performance an@rganizational separation of these two groups
customer service to Keyport’s future. The other enables both to freely respond to the requirements
three positions provide corporate focus on of their customers without encumbering either one
Keyport's three Technical Leadership Areas: Test,with unnecessary restrictions.

Training and Evaluation, Life-Cycle Systems
Supportability, and Fleet Material Readiness.

Figure 1.1-2. Associate Directors Have a Dual
Role to Advocate Key Corporate Thrusts.

Each of the product line groups or departments
has a significant role in one or more of the three
BOD meetings typically include participation Technical Leadership Areas as shown in Figure
from the Fleet Operational Support Department 1.1-3. An important strength of the leadership
(Code 90) as well as key department heads in  system is that it provides a mechanism for simul-

advisory roles. taneously allowing the product line organizations
The Management Team component of Keyport's

leadership system consists of the Associate Direc- TECHNICAL

tors, Department Heads, Deputy Department LEADERSHIP AREA
Heads, and key program managers. This team TT&E | LCSS | FMR
directs the operational organization in which Undersea Vehicles N X
products and services are provided to customers, Group

and corporate support services are accomplished. |4 g | Combat Systems X X
The Associate Directors who lead the Manage- S £ | Support Group

ment Team provide an important link tothe | g2 | 20 Toh TEFNO& | x

strategic processes of the BOD. They bring their |8 $ [rqustial Tech &

shared strategic consensus to the BOD and pro- & & | Operations Dept X
vide a critical fulcrum for leveraging strategies Fleet Operations X X X

into operational actions. Support Department

In order to turn strategic decisions into tactical Figure 1.1-3. Keyport's Product Line
actions, facilitate continuity, and coordinate Organization Links to Technical Leadership
operations, a Director’s Steering Committee Areas.

meets bi-weekly. These meetings include the
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to focus on their customers while also creating engineering activ_ity, integrating Intermediate
linkages through the Technical Leadership Areas.Maintenance Activity (IMA), depot, and In-

. . Service Engineering (ISE) functions. We approach
The Cross Functional Teams of the leadership this through standardized best practices, data

system are created as necessary to apply COI’pOI’% stems, Iogistics pipeline, and exercise and

resources to specific priorities and tasks that span - rshot operations. Partnered with primary

many parts of Keyport. The teams may be permay, o4 nroduction industry, we are the Navy's
hent or temporary, address!ng priorities that are undersea vehicle maintenance manager, providing
e”dU”“Q' perlodlc,_or one-time In nature. maintenance architecture, plans, and policy for all
Keyport’s leadership system is further developed torpedoes: and we determine the source of supply
and supported by processes for four key areas: for undersea vehicles maintenance services. As

« Strategic Planning the chief tester and maintainer for all undersea
vehicle requirements we are directly responsible
to the Fleet for vehicle performance and reliabil-

» Corporate Metrics ity. In effect, the work of Keyport supports the

« Leadership Communications. Fleet by providing a bridge from program man-

. _ agement, development, and production organiza-
Keyport directives establish the scope, purpose, tions to the waterfront. Our vision is the result of

process boundaries, and responsibilities for eachy review of external drivers and consultations with

* Human Resource Planning

of these processes. customers and stakeholders. Our vision provides
Keyport's Business Plan sets the stage for defin- Keyport with a unique strategic vector comple-
ing, communicating, and sustaining uniform menting the vision of the Division, Newport with

direction of all parts of Keyport. The Business linkage to the vision of NUWC and NAVSEA.

Plan binds together the vision, mission, guiding - communication with key constituencies is essen-
principles, Te_chmcal Leadershlp_Areas, strategic tig] for Keyport's success. The leadership system
goals and objectives, and planning framework forapplies focus on communications with these

Keyport. The statements a_nd ideas in this CoONCisgonstituencies, emphasizing multiple avenues of
document form the foundation for all other plan-  <ommunication and employing feedback and
ning, initiatives, and operations. assessment. Key constituencies of communica-
To foster a work-force-wide understanding of the tions processes are:

Keyport Business Plan, the plan has been de-
ployed by distribution of printed copies, briefings
through the organizational chain of command, and Keyport’'s Work Force
lunch time “brown bag” sessions. “Brown bag” . stakeholders

sessions provide the Commander and Executive )

Director a forum for providing informal explana- * Chain of Command
tions and to field questions from those in atten- « Suppliers and Partners

¢ Customers

dance. * The Public, especially the communities in which

“We Make Fleet Systems Dependable,” Keyport operates.

« Proven through Test, Training and A combination of leadership practices reinforces
Evaluation corporate directions, principles, and expectations.

Some of the key supporting practices are summa-

* Available through Life-Cycle Systems rized in Figure 1.1-4.

Supportability I - »
: : : Internal communications with the work force are
) Sust_au_nedthrough Fleet Mater.lal Readiness. ~of particular importance for maintaining corporate
Our vision, as stated above, drives our operationglignment in today’s environment of rapid change
to “Keeping America’s Navy #1 in the World.”  and challenge. Several practices are employed in
This vision focuses Keyport to maintain the order to connect with various parts of the work
Navy’s only undersea vehicles maintenance and force, deliver different types of information, and
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Key Leadership Practices

Customer / Stakeholder Satisfaction

. Commander and Executive Director meetings with customers and stakeholders

. Personal attention to Customer Survey Results by Commander and Executive Director

. Personal attention by the Commander and Executive Director to high interest projects and programs
. Frequent communication and visits with chain of command.

Teamwork

. Implemented Board of Directors in Leadership System

Reinforced use of Management Team and Cross-Functional Teams

Management Off-Sites

Emphasis on partnerships with other Navy organizations, private sector, academia, and foreign governments
Fostering of NUWC Keyport/Newport Collaboration.

Accountability and Recognition

. Performance Appraisal Standards that emphasize: Leadership, Performance, Productivity, Teamwork, Equal Employment
Opportunity

. Team and Individual Command Awards: Commander's Award for Excellence, Executive Director's Award for Technical
Achievement, Total Quality Achievement of the Year, Service to Others Award, Award for Customer Service

. Reinstated monetary awards in FY 97, when fiscal circumstances permitted.

Continuous Improvement

. Update and Validation of Strategic Plan

Implement new Leadership System

Expanding deployment of ISO 9000 methodology and certification
Conduct Business Process Re-engineering

Corporate Process Re-engineering.

Figure 1.1-4. Keyport's Leadership Practices Reinforce Corporate Directions and Principles.

Key Leadership Communication Practices
Chain of Command
« Provides bi-directional communication of routine information throughout the work force.

« Most often accomplished through bi-weekly Tech Brief meetings and weekly distribution of written Tech Brief
summary, followed by regular staff meetings at all levels.

“Keynotes” Command Corner

* Regular message from the Commander in “Keynotes” publication.

“Weekly Wire”

¢ Direct e-mail communication from the Commander to All Hands to provide news and authoritative information.

« Used to communicate significant developments as they occur, and with high frequency during especially stressful
periods of downsizing.

Work Area Visits

¢ Scheduled and impromptu visits by Commander and Executive Director to work areas for direct conversations with
the work force.

Brown Bag Sessions

¢ Informal lunch-time sessions with the Commander and Executive Director to brief any employees who choose to
attend on topics of interest.

« Several sessions often scheduled on a single topic (e.g., Business Plan, SIP/VERA, A-76 Studies, etc.).
¢ Q & A taken from attendees.
Division Keyport Intranet Site

« Provides employees with follow-up availability of many leadership communications: Open Forums, “Weekly Wire,”
“Keynotes” Command Corner, Weekly Highlights, Plan-of-the-Week, and Keyport Directives.

Employee Bulletins
« Written summaries of information of critical interest to employees
« Distributed to all hands.

Figure 1.1-5. Keyport's Mulit-Faceted Approach to Internal Corporate Communications.
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obtain feedback. Elements of Keyport’s multi-  relationships with potential customers, making
faceted approach to internal corporate communi- targeted investments in promising ventures, and

cation are illustrated in Figure 1.1-5. cultivating partnerships with other government
and industry organizations. Keyport's leadership
1.1.b. Organizational Performance Review accomplishes this by briefing key individuals

Kevport assesses cornorate performance and from customer and stakeholder organizations.
yp P P Briefings focus on Keyport's capabilities, accom-

posture through a combination of techniques, bOtglishments, and strategies in order to establish
formal and informal. These leadership technique wareness of potential customer and provider

include: relationships and impart corporate commitment to
« Corporate Balanced Scorecard metrics, an arrajhe relationships.

of measures used to assess progress in achieviag,ortina Kevoort&We Make Fleet Svstems
strategic goals (Customer Satisfaction, Skilled Deggndatﬂe”viysﬁ)on, many of these brigfings are

Work Force, Business Management, Technical :
Capability, and Organizational Efficiency) gg;cr;[qe;ngosward key officers and staff of Fleet

* Direct communications with customers, stake-

holders, and employees In the beginning of FY 00, a significant focus of

Keyport’s leadership has been directed towards
* Workload forecasts “reinvigorating the work force.” This focus on the
« Periodic Technical Briefings work force is a corporate response to growth,
. through hiring, development, and retention of

* Safety and Environmental Self-Assessments  employees. Three distinct initiatives have begun
« Vulnerability Assessments focusing on these key human resource elements.
This effort follows a period of several years of
difficult transition during which corporate atten-
tion necessarily has been on controlling costs and
« Management Control Program, inspections,  aligning the work force to match the customer

audits, and certifications. base workload. Since 1992, the work force has

The information from these assessment techniqu&gen reduced by over 2,000 employees (nearly 60
serves as critical inputs to both Keyport's near angercent)—culminating in a loss of over 600
long term planning and decision-making affectingeémployees in FY 97, and 87 employees in FY 98.

areas such as budgets, hiring, training, capital  Reinvigorating the work force focuses on building
investments, environmental awareness, Security for the future which complements other organiza-
posture, organization structure, and partnering.  tjonal thrusts and initiatives as outlined in

Keyport's leadership is involved in developing ~ Figure 1.1-6.
future business opportunities by establishing

» Structured Group Assessments of Keyport's
strengths and weaknesses

THRUST INITIATIVES
Focus on Keyport's ¢ Update and Deploy Strategic Plan.
Strategic Vector « Develop Keyport Vision Linked to Chain of Command.

« Establish Corporate Consensus on Core Business Areas.
« Identify Key Competencies.
« Establish Customer-Focused Leadership System.

Emphasize Structured « Apply Business Acumen Aligned with Strategic Plan to Operations, Investments, and New
Business Approach Ventures.

¢ Continue Deployment of ISO 9000/14000 Practices & Certification.
« Apply Malcolm Baldrige Criteria to Corporate Assessment & Improvement.

Figure 1.1-6. Keyport Leadership Is Directing These Reconstitution Thrusts Toward
Building for the Future.
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1.2.a. Responsibilities to the Public inputs are used to identify still other opportunities
fo improve. Ethics awareness and review are
directed by Keyport's Command Legal Counsel. A
Command Review staff, reporting directly to the
Commander, supports investigations, audits of
compliance, and assessments. Lastly, comparison

f processes, knowledge, and methods of other
acilities feed our improvement system as well.
This system ensures processes provide the confi-
dence that our organizational operations are
responsive to public health, safety, and the envi-
ronment.

Due to the highly hazardous nature of many of th
systems and processes in use at Keyport, strong
emphasis is placed on safety, environmental,
security, and fire protection programs. Figure
1.2-1 depicts Keyport's approach to assessing
environmental programs and major environment
aspects. Program deficiencies are sought on a
daily basis as program managers perform their
duties. A yearly audit is conducted based upon
known environmental aspects in each of our
buildings and the main environmental aspects
identified in our Environmental Quality Assess-  Significant elements of the programs and pro-
ment (EQA) matrix. Customer and external auditcesses relating to these four areas are summarized
in Figure 1.2-2.

Program Manager|_
Daily Duties

1.2.b. Support of Key Communities

Environmental ||
Assessments

As a part of the Federal Government, Keyport

ousiomer Uyl anavze LT comtniet e |p] fimsiiidtess leadership places high value on maintaining a
e 1 A Mo ubon Risk strong, positive relationship with the communities
Outside Audits | in which it operates.

Keyport employees participate in many local civic
Knowiedge [ programs to foster positive relations and contrib-
Figure 1.2-1. Keyport's Environmental ute benefits to our neighbors. Some of the many
Assessment Process. programs and activities that comprise this multi-
faceted community relations commitment are
summarized in Figure 1.2-3.

Societal Responsibilities

Safety
* Occupational Safety and Health Self-Assessments

 Stringent qualification and certification of personnel ensure the safe handling and transportation of hazardous and explosive
materials.

* An Explosive Safety Review Board, comprised of Department Heads responsible for explosive operations, oversees explosive
safety policy development and implementation.

Security & Fire Protection

» Keyport operates an active security program to instill awareness of security threats and responsibilities in employees.

» A security force controls access to the facility while employees and building security systems monitor activities of personnel.
» Policies and processes govern distribution, access, and accountability for classified material.

* An emergency response team prepares to quickly and effectively respond to mishaps of several types.

Environmental

» Environmental Self-Assessments

« Keyport operates an aggressive hazardous materials program focusing on reduction of hazardous materials used and controlling
wastes generated. Annual waste has been reduced by 10 million pounds since 1994.

* A specialized holding and transfer facility provides secure temporary storage of hazardous materials.

* An Energy Conservation Board, chaired by Keyport's Commander, leads an active Energy Conservation Program. Since 1985,
Keyport's energy consumption has been reduced by 25% based on energy per square foot.

Ethics
* Annual ethics training is provided for employees to maintain awareness of ethical responsibilities throughout the work force.

« Employees in sensitive positions prepare Financial Disclosure Reports for Legal Counsel review.

« A telephone hotline provides an avenue for employees to report instances of suspected waste, fraud, and abuse. Command
Review staff supports investigation and resolution of reported irregularities.

Figure 1.2-2. Keyport Focuses Its Societal Responsibilities in Four Major Areas.
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ACTIVITY DESCRIPTION
Naval Undersea * Provides permanent educational displays for the community to explore the undersea environment.
Museum « Offers quarterly Distinguished Speaker Program for free public lectures on topics related to the undersea

environment.

« Sponsors “Kids Adventure” with activities for children geared toward arts and crafts related to the
undersea world.

* Summer Guide Program offers volunteer activity and work experience for local teens.

Restoration Advisory
Board

Keyport's Restoration Advisory Board actively involves the community in identifying and evaluating
alternatives for remediation of National Priorities List (Superfund) sites on the base. Membership includes
Native American Tribal Leaders, community leaders, Washington State Department of Ecology, and
Keyport’s Installation Restoration Manager. Over many years, community involvement has been
encouraged through newsletters, door-to-door surveys, workshops, and open houses.

Navy — Marine Corps
Relief Society

Employees volunteer time before and after work and during lunch breaks to raise funds for active duty and
retired service personnel and families who have emergency needs.

Mutual Aid
Assistance
Emergency
Assistance

Agreements for reciprocal emergency fire and medical support with the City of Poulsbo and Jefferson
County Fire District #2 improve overall emergency response capacities for the communities and Keyport.

Fisheries Support

Support and access to Keyport’s pier facilities is provided to the Washington State Fisheries Department
and the Suquamish Tribe for transfer of salmon fingerlings.

Ride Share

Since 1983, Keyport and the Kitsap County Transit Company have partnered in a “Ride Share” Program to
offer carpooling, vanpooling, and bus service in order to reduce pollution and relieve congestion on local
highways.

Computer Equipment

Surplus computer equipment is donated to local schools and non-profit organizations. Employees

Donations volunteer their time to prepare and deliver computer equipment that is no longer useful to the command.
Poulsbo Chamber of | The Chief Staff Officer serves as military liaison to the Poulsbo Chamber of Commerce.
Commerce

Nanaimo and
Bremerton Bathtub
Races

Since 1966, Keyport has participated and provided support to the Nanaimo (British Columbia, Canada)
Bathtub Races and the Bremerton Blackberry Days bathtub races. These activities serve as goodwill
gestures to the local community and the community of the Canadian allies test ranges in Canadian waters.

Recompression
Chamber Medical
Aid

For many years, the recompression chamber in Keyport's Dive Locker has been used for treatment of
emergent medical conditions. Keyport's military divers, working with medical personnel, have provided
life-saving support to treat medical conditions and emergencies for people from throughout the Puget
Sound community.

Tutoring Program

Keyport employees support students in local school districts by providing one-on-one tutoring to help them
succeed in subjects where they need help.

Holiday Cruise for
Special People

Keyport’s gig is used to give community children with disabilities a cruise to view holiday lights on nearby
shores.

NUWC Scholarships

Since 1989, 54 $1,000 Scholarships have been awarded to students in the community pursuing college
degrees.

E.H. Lesinski
Scholarships

Since 1992, 11 $1,500 Scholarships have been awarded to students in the community pursuing Science
and Engineering degrees.

Figure 1.2-3. Keyport’'s Leadership Maintains Strong Community Involvement and Support.

COMMANDER - CAPT. T. F. VIOLETTE, USN
EXECUTIVE DIRECTOR - DR. J. C. S. MENG

CHIEF STAFF OFFICER - CDR T. CARPENTER, USN
DEPUTY EXECUTIVE DIRECTOR - D. LIKENS

ED

01
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BUSINESS SERVICES
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CUSTOMER ADVOCATE UNDERSEA LIFE CYCLE USW TEST, TRAINING &
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AGENTS
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SUPPORT DEPARTMENT

ENGINEERING &
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SUPPORTABILITY
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TEST & TRAINING
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90
90A

PROGRAM
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Figure 1.2-4. Keyport's Product-Line Organization Is Customer Focused.
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CATEGORY 2 - STRATEGIC PLANNING Keyport leadership is continually evaluating the
business environment as part of the strategic
planning process. A Corporate Workload Plan-
ning System based on customer-provided infor-
mation is used for projecting workload. Customer
requirements and feedback based on customer
KSurvey results and face-to-face contacts are also
taken into account when formulating Keyport
strategy. Through this process, performance, cost,
and schedule aspects of customer requirements
have become recognized as the fundamental
drivers of market expectations.

Formal Long Range Planning (LRP) has been
conducted at Keyport for over 25 years. Themes
for the LRP conferences are directed at the busi-
ness future of the organization with comprehen-
sive reports on emerging programs, issues, and
initiatives dominating the agendas. Guest spea
ers from headquarters (military and civilian) as
well as the private sector provide updates on
subjects of organizational interest.

2.1.a. Strategy Development Process
Keyport's strategic planning process has recently

Keyport has established a Vision 2010 as a strat- been redesigned to strengthen organizational

egy to reconstitute core equities. Keyport’s VISIOI’]performance’ improve our Competitive position,

2010 serves as the guiding foundation for our R .
business plan strategies and introduces significarﬂtr:gtreng?mam alignment with corporate NAVSEA

business planning paradigm changes through
increased focus on recapitalization of our facilitiesThe NAVSEA Strategic Plan provides direction
and reconstitution of our work force. Towards and continuity for development of corporate
achievement of our Vision 2010, goals and striv- strategy. The NAVSEA Commanders’ Forum and
ing for optimal efficiency, operational goals for ~ Executive Steering Committee (ESC) and NUWC
direct workload, investments, and work force havdManagement Team meetings execute and rein-
been developed through FY 05. Highlights in-  force this plan. Keyport’s Business Plan maps to
clude: this higher level plan and provides the vision,
mission, Technical Leadership Areas, goals and

» Core equity direct workload levels conducive objectives, and guiding principles for the organi-

for reconstitution of our work force, supportive

. ; zation.
of durable stewardship of physical plant re-
sources, and exploration of cost reduction Figure 2.1-1 shows the relationship of the leader-
initiatives. Funding and workload profiles ship system’s BOD, Management Team, and

reflect an approximate 20 percent growth from Cross Functional Teams in the strategic planning
FY 00 to FY 05, with end-strength and expendi-framework found in Directive KPT 5223-01.
tures commensurate with an operational goal to

increase our direct workyears executions from  corporate Strategic
1,000 in FY 00 to 1,228 in FY 05. A

» Comprehensive MILCON program of seven
projects to be completed over 10 years, formu-
lating three major facility centers for Division
Keyport’s mission workload in the 2tentury.

* Increased Capital Purchase Program (CPP)
authority commensurate with NAVSEA corpo-
rate strategies, projected increases in revenue,
and Keyport's Vision 2010 objectives.

» Reconstitution of the skills, knowledge, and
experience of our work force. With recruitment,
development, and retention strategies developed,,. .o
towards establishing a highly skilled and effi- Planning
cient work force with staffing levels increasing
from 1,262 in FY 00 to 1,551 in FY 05. Figure 2.1-1. Keyport Focuses Its Societal

Responsibilities in Four Major Areas.

Responsibilities

* Vision

* Guiding Principles

* Leadership System

® Corporate Goals &
Objectives

* Corporate Policy

* Corporate Metrics

* Resource Decisions

Board of _

Responsibilities

* Improvement Initiatives
—— | * Investment Planning

* Process Re-Engineering
® Customer Advocacy

Cross Functional
Teams (ad hoc]

Responsibilities

* Fulfilling Objectives

* Strategy Deployment

® Operational Plans

* Operational Achievement
* Customer Communication

Strategies
Actions
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In 2000, our strategy development and business planning session we addressed specific reconstitu-
planning was accomplished through four planningion elements that will result in “Reinvigorating
sessions designed to identify initiatives and Our Core Equity Work Force.” We are focusing
strategies that fortify our core equities, enhance on hiring, development, and retention to reinvigo-
business development and strategic investments rate our work force.

and revitalize our work force. To deploy our hiring strategies we are developing

Session One: “Reinvigorating Our Core Equities a recruiting process capable of meeting Keyport’s
into the 2 Century.” This session brought key  needs for new employees in all disciplines. The
leaders together to assess core equity preservatiosacruitment process starts by defining annual

and discuss short and long term core equity employee recruitment requirements and cycles
initiatives and synthesizing business plan strate- through an iterative hiring process involving work
gies. force management, recruiters, and line depart-

Another aspect of the business environment ~ MeNtS:

evaluation is the attention to identify new busines®Vork force development is aimed at establishing
opportunities that may arise out of a customer  definitive career paths for major skill categories
need, referral, or emerging technology. In our (covers all employees) and formalizing our educa-
“Strategic Business Development” session (Ses- tion and leadership development programs. Our
sion Two) we identified potential business oppor- training and education strategic focus is on techni-
tunities and capture methodologies and invest- cal skills and knowledge in computer technologies
ments needed to attract and retain future businesand on project management. Growth opportuni-
This session resulted in a priority list of business ties are enhanced through rotational assignments
development opportunities and necessary invest-in selected management areas to expand experi-
ments. Some were translated into long term ence and increase management flexibility and
strategies, while others are near term opportunitiggotential.

that require more immediate actions. This infor-
mation supports decision-making regarding risks
and potential strategies.

For work force retention we are focusing on
understanding the reasons people leave and then
developing specific retention initiatives—key

Our third Strategic Planning session focused on pillars to success that will result in Keyport being
“Strategic Investment Planning” prioritizing CPP the place people want to work. Retention initia-
projects, investment projects, and the develop- tives include Work and Job Design, Compensa-
ment of an execution plan of action and mile- tion, Career Progression, and Quality of Life. A
stones. In this planning session we identified significant change in the way General Schedule
specific investment strategies to establish new employees are currently compensated and recog-
capability, refresh technology, reinvigorate infra- nized will be made possible next fiscal year as
structure, and position ourselves for new opportuKeyport enters into the Science and Technology
nities. Investments were considered for improvingReinvention Laboratory Personnel Demonstration
environmental compliance and energy cost reducProject. This Personnel Demonstration Project
tion. For example, we initiated investments to  will afford employees with increased compensa-
replace HVAC and Refrigeration equipment tion possibilities (continuing and bonus pay)
containing Class | Ozone Depleting Substances based on performance linked to strategic goals
(ODS) and to reduce energy costs with more and objectives. Progress towards achieving strate-
efficient equipment. This investment will increase gic goals and objectives are important consider-
reliability and downtime, reduce equipment ations in the awards and recognition process.
maintenance costs, and help us to meet the obje
tive of complying with Navy Environmental
Policy.

9—'|iring, education and training, growth opportuni-
ties, and recognition and compensation are de-
scribed in the Human Resources Planning Process
A key part of our strategy development involves Directive KPT 5223-02, which also outlines the
revitalization of the work force. In our fourth process by which they will be deployed. This
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Human Resources Planning Process is clearly and

FINANCIAL PERSPECTIVE

deliberately mapped to our Vision and Business
Development Initiatives needs.

* Meet the Net Operating Results Target
« Aggressively Manage Workload
¢ Sustain Competitive Posture

2.1.b. Strategic Objectives

EMPLOYEE PERSPECTIVE

During our four strategic sessions, Keyport's
Management Team also revalidated the Division
Keyport Strategic Goals and brainstormed refine-

« Develop and Retain World Class Work Force
» Provide a Work Environment that Enhances Job

Performance

« Provide Leadership, Direction, and Communication
« Reward and Recognize in Consonance with Keyport Goals

ments to our technical measures so that they will

CUSTOMER PERSPECTIVE

be true indicators of Fleet interest items relative to
our technical leadership areas. The resultant « Increase Customer Base

metrics will become part of our Balanced « Ensure Customer Retention

Scorecard for assessing progress towards strategic + Be Provider of Choice

objectives. The Balanced Scorecard metrics are INTERNAL BUSINESS PERSPECTIVE
also reported quarterly to NUWC Center Manage- | - Reduce Product Defects

ment as part of a collective effort to align Division | « Reduce Cost of Doing Business

Keyport strategic objectives with those of the »_Provide Timely Response to Customers
NUWC and compare performance between the LEARNING AND GROWTH PERSPECTIVE
two Divisions (Keyport and Newport). The objec- | ° 'T”;‘;;:’:’ne Tlr‘]’f‘n’:tv“vlzfs"

tl\_/es are Categorlzed into five perspectives: . . Increasg Capabilities/Competencies of Work Force
Financial, Employee, Customer, Internal Busi- * Increase Partnering with Industry and Academia
ness, and Learning and Growth. A measure, goal,

progress “self-score,” and a rationale that supports Figure 2.1-2. Keyport Accesses Chain-of-
the information provided underpin each objective. ~ Command Alignment Through Balanced
Figure 2.1-2 shows the five perspectives and their ~ Scorecard Perspectives and Objectives.
associated objectives in summary form.

¢ Increase Customer Satisfaction

ment planning sessions are used periodically
during the year to address specific aspects of the
strategic planning process and deal with emerging
,[requirements and decision points that relate to

Keyport’s recent strategy to hold stabilized rate
increases at or below inflation levels has proven
effective in the ever-shrinking, competitive DoD

m%rl;?rtaiggmelﬂt'th'g%gf ;-i?efg%vr\:\s/i:gﬁr;eesnlilt 0 strategic issues. Figure 2.1-3 depicts the related
9y y ’ e|lements of the strategic planning process.

leadership has placed a high emphasis on financia
performance to meet Net Operating Result (NOR)
goals, and careful investment planning to ensure 2.1.c. Strategy Deployment

that technology investments have direct dividendsThe intersection of the two ellipses shown in

to customers and business efficiency. Thus, A-11Figure 2.1-1 represents overlap in the leadership
Budget and CPP planning is driven by the strate- system responsibilities for strategic planning.

gic planning process of the leadership system.  Once corporate goals and objectives are set by the
BOD, the Management Team joins in to validate
and solidify the objectives of the organization.

This provides the basis for strategy deployment.

The nature of Keyport’'s mission and its Business
Plan commitment to safeguard employees, com-
munity, and the environment places leadership
attention to budget and investment strategies thatEssential to the solidifying of the strategic objec-
will protect employees in the workplace, protect tives is the understanding by all of the external

the environment of the in-water ranges and sur- drivers and common customer requirements. To
rounding community, and ensure continued provide this understanding, the planning session
compliance to state and federal laws. These agendas include reports and presentations to the
priorities are balanced with the needs for technol-attendees on key issues related to the future of the
ogy investment for business performance. In business. These reports and presentations are
addition to the weekly BOD meetings, manage- often the result of pre-conference assignments to
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NUWC DIVISION, KEYPORT * Knowledge Management: The Right Knowledge
STRATEGIC PLANNING PROCESS for the Right People at the Right Time
rovew ] L. Conue > (oo » Business Processes: Excellence, Innovation, and
Mssion, e o validate Stategic Continuous Improvement to Attain the Best
Gung || ¥ * Customer [ f--Qussthes Results at the Lowest Prices
Principles, & equirements . aﬁi\gzvi\:)na . A i A A . . .
srategi EODansaent Taa O peraing.  Engineering: Disciplined Engineering Rigor,
an flo-mm-ms o e Requirements . . .
@ony ||| identiy Organizational [ | Process and Validation to Provide Safe, Effec-
Operating Requi t (BOD)
1stQu 4 persing e 2nd Qu tive, Affordable Systems
\ (Menagement Team) / » Future Concept: Shape the Future Navy
, Through Robust Development and Transition of
peromance. iientty Concepts and Technology as a Continuum
o Be Communicated Across Programs
©00) \ * Integrated Product Support: Effective, Timely,
' and Affordable Integrated Product Support for
Review & Assess M Develop the Fleet
Performance Metrics Establish Annual Corporate 5 . . . .
Operating Plans YearPlan » Business/Financial Planning
] . « Bus get traleg)_/
e ange | 1 | s Plamina « Investment Planning
Investments
(®0D) (ranagement " Human Resource » Environmental Protection Program
e — These objectives and strategies are used as the
(BOD)

organizational Annual Operating Plans by the
Management Team and are the central focus for
Figure 2.1-3. Keyport’s Strategic Planning our 5 Year Business Plan.

Process Is Based on Quarterly Activities.

3rd Qtr

2.2.b. Performance Projection
each Technical Leadership Area and cross func-
tional teams to research an issue and conduct
situation audits and scans addressing the issues

Keyport is emerging from a period of significant
glr%dustrial, technological, and economic reorgani-
Zation. Since the end of the Cold War, we have
-Jocused on supporting and adjusting to the Navy’s

strategies have been agreed upon, the Manage- heed to reduce costs and improve efficiencies.

ment Team can translate them into actionable  As the Navy moves into the 2&entury, Keyport
strategies for their own organizational planning is faced with many new challenges—the foremost

and deployment. of which is the reinvigoration of our core equities
and achieving optimal efficiency in meeting the
2.2.a. Action Plan Development and needs of the Fleet today, tomorrow, and for the
Deployment Navy after next.

As part of the restructuring of the leadership and Keyport’s Vision 2010 provides the focus towards
strategic planning systems, action plan require- meeting these challenges. Vision 2010 articulates
ments have been redefined. As shown in Figure our view of Keyport's role in supporting

2.1-3, the BOD now develops a Corporate 5 Year NAVSEA mission and meeting the long term
Business Plan. This plan contains Keyport’s technological and operational needs of the Navy
Vision 2010 and focused elements including: through the 2% century. Category 7 provides

. . . . projections in these strategic areas.
» Business Planning Alignment with NAVSEA

Strategic Goals
» Customer Service Second to None
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CATEGORY 3 - CUSTOMER AND MARKET  relationship between Keyport's market segments,
FOCUS market drivers, and responding strategies.

New customers and workload are continuously
pursued. The CAG is the process owner of the
Keyport's market and market opportunities are  Corporate Business Development process, which
based upon higher-level mission assignments. Thg defined in directive KPT 5351-03. Through this
Keyport mission is focused through three Techni- process, depicted in Figure 3.1-2, corporate

cal Leadership Areas to serve a market that com-pusiness opportunities are identified, evaluated,
prises Keyport's current and potential customers. and pursued. Strategic Business Development has

process has looked at market opportunities by~ Planning process. This past spring, executive
undertaking a comprehensive review of the forceseadership, department heads, and key technical

that are affecting the national defense establish- Personnel devoted a day to identifying and priori-
ment—especially those in USW. tizing business initiatives which we plan to pur-

sue.

3.1.a. Customer and Market Knowledge

To fulfill its mission, significant market drivers iy , _

are factored into the Keyport marketing strategy Additionally, each of Keyport's Leadership Areas
with one such driver being the competition for utilized various methods to obtain new business
scarce resources in a declining budget environ- and increase customer and market knowledge.
ment. This driver represents an implicit require- The following examples demonstrate how this is
ment for Keyport to operate in a fashion that primarily accomplished within each area.

preserves the resources and capabilities requiredTest, Training and Evaluation (TT&E). An

by the Fleet to meet national security contingen- essential element for customer research in this
cies. Other market influencing drivers are Navy market segment is the use of one-on-one inter-
downsizing, inventory reductions, privatization, views with current customers and stakeholders.
Base Realignment and Closure, acquisition Program managers and department heads, who are
reform, and new technologies. Keyport has organizationally aligned to the TT&E market
developed and continues to develop strategies tosegment, submit an annual business plan to define
respond to outside market drivers. The strategiessurrent business opportunities to be continued,
which apply to all Technical Leadership Areas, areind determine how and what new opportunities
part of an overall marketing approach that is moreyill be pursued. Major business plan categories
effective and can result in new and continued  include opportunity description, value assessment,
workload for Keyport. Figure 3.1-1 shows the  requirements, risks and/or obstacles, and a Plan of

Market Segments Market Drivers Strategies

. » Consolidate torpedo product lines into common processes
Test, Training and » Budget Reductions

Evaluation (TT&E) « Inventory Reductions

* Navy Downsizing and
Restructuring

« Establish a common depot
» |SO 9000 Certification
» Partner with industry, academia, other government agencies

Life-Cycle Systems
Supportability (LCSS)

. Less Ranging and Proofing * Expand from torpedo proofing to broaden TT&E opportunities

* Maximize use of resources to support multiple customers

* Non-Developmental Item/Commercial Off-the-Shelf (NDI/COTS)
Symposium

» Explosion in Technology

® Acquisition Reform

® Privatization . . . .
Fleet Material * Move from continuous production to rapid prototyping

; ® BRAC Committee
Readiness (FMR) « Concurrent engineering

® Greater Fleet Influence

» Retain current workload and attract new work based on reputation.

Figure 3.1-1. Keyport's Market Segments Are Directly Tied to Market Drivers and
Responding Strategies.
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Commanders Council, broadens Keyport’s view

10

rliti of customers and the marketplace. Presenting

boundaries

technical papers at functions like these provides
visibility to a wide audience of Keyport's capa-

mg%m% bilities.
Life-Cycle Systems Supportability (LCSS).
i Keyport's competencies and technical capabilities
s bprtnies are marketed in this segment by inviting program
1 office, Fleet, and command personnel to visit
oty e o s Keyport sites. Site visits provide a chance to
opportunty candcates provide technical briefings that convey Keyport’s

relevance and value to the Navy. Keyport aggres-
sively pursues Fleet Headquarters and Type
dently PR Squrements Commander personnel visits to develop their

e 7P pocess awareness of this market and to receive informa-
tion on the changes occurring in the Fleet. Visits
like these also form the beginnings of effective

50
IsCPP
required?

0D st e business two-way communication. Additionally, Fleet
coca e o e customer knowledge and advocacy are pursued
Rviay rogesstoverd during the normal execution of shipboard installa-
panany e v tions, servicing, and testing. Personal relation-
f urse sl s ships and mutual respect develop between ship-
ooy e board customers and the Keyport team; and as

these customers move on to higher command or
acquisition roles, these relationships offer oppor-
tunities for future alliances and partnerships.

100
Induct captured
busiress into task
planning, execution,
and mgmt. process

Another strategy for marketing in this segment is

to have managers attend National Defense Indus-
Figure 3.1-2. Keyport’'s Closed-Loop trial Association conferences on USW to address

Corporate Business Development Process.  “Regaining USW Fleet Readiness.” Another

Actions and Milestones (POA&M). During the ~ €Xample is hosting Commercial Off-the-Shelf

preparation of the business plans, careful attentiof=OTS) Symposium to discuss the impacts of
is given to what customers have said in the past chnological advances and acquisition reform
relative to the services provided. This is also onelnitiatives. Conferences like these provide cus-

forum for defining possible new investment areastomer knowledge and are opportunities to discuss,
for existing and future customers. firsthand with the customer, visionary concepts on

o undersea sensors, undersea vehicles, and mine
Keyport also prepares its investment strategy  warfare.

through an annual CPP. The CPP documents the i _ _
decisions on where to place new purchase dollard €€t Material Readiness (FMR) Marketing for

for investment in the future and to help refine the this segment is primarily aimed at the Program
overall strategy for retaining current customers ~ Executive Office Undersea Warfare (PEO-USW)
and addressing new customer requirements for tith @ focus on undersea vehicles and related
upcoming years. The CPP defines the strategy fdirogram areas including Foreign Military Sales
customer/market continuation taking into account(FMS) opportunities. FMS continues to be an
such things as current capabilities and long term Important market opportunity so Keyport includes
projections of customer needs. Regular interactiof{€ Pursuit of FMS customers as an aggressive
with the Test and Evaluation community through part of its overall market strategy. Market strategy
DoD-level functions, such as the International

Test and Evaluation Association and the Range
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............

includes teaming initiatives with Division New- facilities, support and test equipment, production,
port and follow-on agreements with OEMSs. manufacturing, personnel skills, manpower levels,

Customer Agents or program managers identify and related support. With the information

customers and their requirements for the market obtained, a competitive determination is made to
segments. The process management procedure,ensure viability for future POM submissions.
discussed in Category 6, provides guidance for
identifying customers and their requirements and
then documenting them in understandable terms
SO process managers, owners, and operators ca
effectively address them. Additionally, the proce
dure provides guidance on the development of
customer communication and feedback mecha-
nisms and the establishment of a customer inter-
face for routine customer contact. When making
commitments to customers, additional consider-
ations are factored to ensure Keyport’s capability
to meet customer needs is realistic. For exampl
in addition to documenting customer require- " vy re what market area should/could be
ments, Keyport also identifies regulatory require-

; ursued.
ments that may impact process performance. This
is done so that the anticipation of customer needs$-igure 3.1-3 summarizes the relationship between
and the development of new opportunities will  the Keyport market segment, specific customer
include a complete, current, and accurate flow- requirements, and the common requirements of
down of all requirements to process documenta- performance, cost, and schedule.
tion. The intent is to develop easily understood
documentation that permits “doing the right work 3.2.a. Customer Relationships
right the first time—every time,” while document-
ing the method of regulatory compliance.

Range Improvement and Modernization (1&M)
Strategy documents are another way to identify
customer product and service needs. These
Mdocuments provide the information for analyzing
“product, service, and process features. Analysis is
coordinated using a Mission Elements Needs
Statement, an Operational Requirements Docu-
ment, and the Test and Evaluation Requirements
document. Each customer is queried to find out
what systems they currently use or expect to use
in the future. The information is maintained to
Gf<eep track of current customers and to project into

Keyport’s customers have a variety of methods to
provide complaint information directly to the

The customer-determined balance of performanc@roduct/service provider. These methods include
cost, and schedule represents a set of common standard Navy processes such as Technical Feed-
customer requirements that are incorporated into back Reports, Technical Manual Deficiency/

all Keyport business areas. This balance, depictevaluation Reporting, Output Data Requests, and
in the Total Quality Triangle, sets the stage for theConsolidated Shipboard Allowance List Feedback
translation of customer specific requirements intoReports. Combat Systems customers also have
product, service, and process features important tbhe opportunity to provide complaints directly to
the customer. project teams who install Combat Systems and

Customer Agents and Project Teams do the transgc?rrr?t}:}n?g?;]irr::?ece(ir?neOE?Q;S\)eg?gIg(i)sncﬂlsys’; dny
lation of customer-specific requirements for use irfOmP 9

developing product/service features and designinaggnmg Igﬁﬁirﬁter?]eLgt?AStéC\,Svr?:rgpﬁretel\fZﬂgﬂg?ﬁgg is
processes. The resulting requirements are docu- P 9 9

mented and conveyed to project teams through encouraged.

procedures, directives, and memorandums. For Customers also provide complaint issues directly
example, customer requirements related to tor- to Keyport operating departments so that appro-
pedo maintenance, repair, and upgrade are deterpriate improvement actions can be initiated by
mined through the Program Objectives Memoranthose most knowledgeable of the customer

dum (POM) process. This process projects “dislike.” For example, Keyport's Hawalii

product and service needs and related quantities Detachment received customer complaints regard-
for the next 5 years. POM information is used to ing data transfer and communication problems
determine what the requirements will be for between different time zones. The complaint led
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Market Segments Specific Customer Requirements Common Requirements

Realistic undersea weapons test Performance, Cost, Schedule
Test, Training and Evaluation (TT&E) | Reliable undersea weapons analysis

Effective weapons training

Increase Fleet self-sufficiency

) - Lower Fleet maintenance burden
Life-Cycle Systems Supportability )
(LCSS) Reduce program life-cycle cost
Enhance/improve weapons/weapons
systems operational availability

Torpedo/Target systems and
components upgrade

Fleet Material Readiness (FMR) Torpedo/Target systems and
components repair

On-time scheduled maintenance

Figure 3.1-3. Keyport's Market Segments Tie Directly to Specific Customer Requirements
Including Minimum Requirements for Performance, Cost, and Schedule.

to technological improvements for data transfer current and future milestones, issues, funding
and communications between Hawaii and their  profile, and customer satisfaction. An example of
east coast customer. Additionally, the improve- a Customer Notebook page is included in Cat-
ment resulted in secure unattended data transfer egory 7.1 Other methods include action item
capability that allows exchange and update of  tracking, ISO quality system review, Torpedo

information without the need for changes in Certification Examination Boards, corrective
personnel work schedules due to time zone action/preventive action, tickler, monthly cus-
differences. This application of Information tomer reports, Cost Schedule Status Reporting,

Technology (IT) has evolved into a department- repair turnaround time, and periodic Technical
wide initiative to install secure connectivity and Briefings. Customer feedback is received prima-
data storage as an enhanced data transfer/commuily through customer contact employees or
nication tool. In parallel, these efforts are consis-technical points of contact identified in each

tent with the recent Fleet Information Technology organization. Feedback ranges from short term
for the 22 Century (IT-21) initiative assuring operational issues to those more strategic in
compatibility and connectivity for the future. nature. An example of strategic focus is the

, . monitoring of changes in both the Fleet and
Keyport’s approach for understanding customer program offices. These changes represent the

expectations and obtaining feedback is tied to maiority of external drivers to the Kevoort busi-
operational, support, and management processes, Jority yp

These processes incorporate planning sessions 1ESS €nvironment and, therefore, are given high
with the customer, direct program manager priority in assessing Keyport's future.

interaction with the customer, ad hoc meetings to Keyport uses a variety of methods to determine
discuss lessons learned, and process improvementistomer satisfaction on daily, weekly, monthly,
teams and internal department initiatives aimed atnd annual periods. Continuous contact with the
improving customer satisfaction. Keyport main- customer is maintained through daily telephone
tains a Web-based “Customer Notebook” that  calls, e-mail, and video teleconferenddgetings
provides a high-level look at a particular custometetween customers, Customer Agents, and Pro-
group. On one quad chart, a manager can see gram Managers are conducted on a regular basis
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to review progress made on various tasks. Fleet
customers work directly with Keyport to review
product performance and accept the product as
satisfactorily meeting their needs.

3.2.h. Customer Satisfaction Determination

Customer satisfaction determination is also
formally assessed through an annual survey
process. The External Customer Satisfaction
Survey Process, initiated in 1991, has been con-
tinually improved to facilitate the gathering of
customer satisfaction indicators. Improvements

The customer performance rating is expressed
numerically from 1 to 10 with 10 being “excel-
lent” and 1 being “terrible.” An overall customer
satisfaction indicator is derived by averaging the
numerical rating of all nine performance factors.
Customer comments and suggestions are also
gathered on the survey, and compiled and ana-
lyzed to highlight customer “likes” and “dislikes.”
This year 199 customer surveys were sent out,
with return and analysis of these surveys ongoing.

The Commander, Executive Director, Deputy
Executive Director, Customer Advocate Group,

include modifications to survey questions in orderand technical points of contact review customer

to better understand customer satisfaction and
dissatisfaction; transfer of the responsibility for
results analysis from a third party to the Custome
Agent familiar with the customer and products/
services produced; and development of an “Orga
nizational Scorecard” for each of the Groups,
providing a high level look at their results and
improvement areas. Current improvement initia-
tives aim towards managing external customer
surveys and their analysis through a Web-based
environment. This Web-based environment will
offer a real time review of the most current satis-
faction statistics.

Performance Factors

Technical performance (quality) of our products and
services.

Timeliness of deliveries

Value added to the product or service in relation to our
cost

Our understanding of your expectations and
requirements

Our ability to communicate effectively with you

The right people communicating with you

Our attitude, responsiveness, and accountability

Technical capability of our personnel

© @I N|lo O

Comparison of our performance, cost, schedule to
similar private and government activities

Figure 3.2-1. Keyport Annually Assesses Nine
Customer Satisfaction Factors.

Keyport's external customer survey questions
solicit scores, comments, and trends relative to
nine performance factors. The results of the
survey are shown in Category 7.1. The perfor-
mance factors are shown in Figure 3.2-1.

survey data as it is received.

If a significant problem is identified, the Execu-
five Director immediately responds with a per-
sonal follow-up letter or personal visit to the
customer. For a routine response, the assigned
Customer Agent makes customer contact within
days of receiving the survey to extend Keyport’s
appreciation for completing the survey and identi-
fying any actions planned for implementing
improvements based upon the feedback.

As appropriate, meetings are scheduled with
customers and senior Group-level managers to
review progress of the improvement actions. We
realize it is not only important to capture customer
feedback, but it is vital to use the data to drive
improvement efforts. A customer survey results
report is also generated and distributed to the
BOD and direct reporting departments. The
report identifies trends and helps place proper
priority on responding to areas of suggested
improvement.

To maintain a customer focus, Keyport places
personnel on Fleet staffs through the Division
Fleet Representative (FLTREP) Program. This
program is mutually beneficial to Keyport and the
Fleet customer by providing a means to facilitate
effective communication between the Fleet and
Program Offices. As a member of the Fleet staffs,
FLTREPSs are able to better address customer
support issues, monitor changes occurring in the
Fleet, identify opportunities to improve products/
services, and serve as a conduit to monitor cus-
tomer satisfaction.

The FLTREP Program concept has been expanded
by placing On-Site Representatives (OSRS) in
many of our key customer offices.
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CATEGORY 4 — INFORMATION AND the past, intense focus on financial aspects of
ANALYSIS downsizing to become equally focused on the
non-financial aspects of the efficient organization
4.1.a. Measurement of Organizational of corporate materiel and personnel. The goal is
Performance alignment of information with strategic initiatives

and values. The stated objective of Senior Lead-

data is driven by its customers, stakeholders, an leglp 'S the integration of information and tech-

its Strategic Plan goals and objectives as defined 9y-

by the Balanced Scorecard, Figure 4.1-1. Reflecting the importance of customer satisfac-
tion, performance, cost, and schedule receive
focused attention among metrics. These customer
requirements are balanced with continued atten-
tion to attaining results that are of high impor-
tance to stakeholders and to achieving the range of

Keyport’'s selection and use of information and

600, Goale & Orjocives strategic objectives that Keyport has adopted for
SEHEDU its future success. Keyport’s attention to corpo-
rate metrics has resulted in an improved organiza-
tional performance measurement system better
Monitor Metrics for aligned to the strategies of the Naval Undersea
Decision-Making Warfare Center (NUWC) and the Naval Sea

Systems Command (NAVSEA). Keyport indica-
tors support chain-of-command stakeholder

(BOD/Mgmnt Team)

Evaluate and Improve Corporate Melrics

i requirements to draw on internal metrics for
subsequent reporting to NAVSEA. The major
A e e components of this organizational alignment and
Objectives reporting are reflected in a set of strategic objec-

(BOD)

tives tracked and analyzed using a Balanced
Scorecard approach. The Balanced Scorecard

Take N'ecessa_w _ provides the framework fc_Jr assessing organiza-_
e to Tronte. tional performance specific to Keyport's strategic
alignment with NUWC and NAVSEA. The frame-
(eopMgm Tea) work affords “balanced” assessment through five

different linked complementary perspectives.
Figure 4.1-1. Keyport Utilizes a Balanced
Scorecard Approach in Its Corporate
Metric Process.

For each objective and measure, a goal, prior year
baselines, progress, and supporting data are
managed and reported by assigned data owners.
An important supporting component of the leaderThe data owner is also required to assign a nu-
ship system is a renewed emphasis on evaluatingnerical self-score that reflects goal progress based
corporate performance based on a broad array ofon a narrative rationale. The rationale considers
metrics in large measure derived from “compara- the understanding of current business environ-

tive data” related to competitors and by looking atments, improvement initiatives, or any factor that
the “best practices” of other organizations. Indi- may influence measurement data or goal attain-
viduals and teams determine the metrics and ~ ment. Numerical self-score values are “5 - Goal
information they need to manage and improve  Exceeded,” “3 - On Target,” “1 - Needs Atten-

their processes and attain their objectives. Infor- tion.” The data owners provide their metrics to the
mation from Strategic Planning sessions and othdBusiness Services Group, who assembles the data
corporate sources are posted on the Keyport Webinto “spider charts” for use by leadership in

site and are easily accessible by all Keyport assessing progress. This Balanced Scorecard
employees. Improved communications at all allows leadership to assess each perspective using
levels is helping to balance the disparity betweena single indicator chart, while assigned data
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FINANCIAL PERSPECTIVE

EMPLOYEE PERSPECTIVE

OBJECTIVES

MEASURES

OBJECTIVES

MEASURES

Meet the NOR Target

* Net Operating Results
(NOR)

* $K/DWY

Develop and Retain World
Class Work Force

Employee Satisfaction Index
Employee Retention Rate

Non-mandatory Training
Hours/Person

Aggressively Manage
Workload

¢ Sustain Direct
Workyears (DWY) Base

Provide a Work Environment
that Enhances Job
Performance, Product/Service
Quality & Encourages
Innovation

Quality of Work Life
Safety Deficiencies
Environmental Deficiencies

Manage Leverage Ratio

« Total Leverage Ratio
« Direct Leverage Ratio

Provide Leadership, Direction
& Communication

Leadership Index

Supervisory Feedback
Process

Sustain Competitive Posture

¢ Stabilized Workyear
Rate

¢ Best Value Costs for the

Reward & Recognize in
Consonance with Division
Goals

Employee Recognition

Customer
CUSTOMER PERSPECTIVE INTERNAL BUSINESS PERSPECTIVE
OBJECTIVES MEASURES OBJECTIVES MEASURES

Increase Customer
Satisfaction

¢ Customer Satisfaction
Index

Reduce Product Defects

Number of Post-Delivery
Deficiencies

Increase Customer Base

¢ Number of New Starts

Reduce Cost of Doing
Business

Infrastructure (G&A) Cost
Efficiency Ratio

Ensure Customer Retention

Customer Retention
Index

Provide Timely Responses to
Customers

Percent On-Time
Deliveries

In-Service Product Support
Response Time

Be Provider of Choice

« Relative Value Index

LEARNING AND GROWTH

OBJECTIVES

MEASURES

Improve Teamwork

1. Team Player Index
2. Teaming Initiatives

Increase Innovation-Related
Initiatives for Products and
Services

1. Number of Approved
Reinvention Waivers

2. New Starts Derived from
Technical Visions

3. Process Reengineering/
Innovation

Increase Capabilities &
Competencies of Work
Force

* Hours/Person Non-
mandatory Training

e Special Focus Training

Programs - Number of

Participants

Percentage of

Employees with Masters

Degrees
| partneri ith * MOAs, EPAs, CRADAs
ncrease Partnering wi . .
Industry and Academia \[/)Vac;/rgshop/Symposm

Figure 4.1-2. Balanced Scorecard

Performance Measurement System Aligned
with Chain-of-Command Stakeholders.

owners manage the specific metrics comprising
the particular perspective. Figure 4.1-2 shows the
perspectives, along with their respective objec-
tives and measures. The collection of “spider

5 - Exceeding Goal
3 - On Target
1 - Needs Attention

Overall Command

Assessment
5

Financial
Perspective

Learning & Growth
Perspective

Internal Business
Perspective

Employee
Perspective

Customer Perspective

Figure 4.1-3. Balanced Scorecard Linkage.
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charts” for each perspective is shown in Section combine to limit the opportunities for employing

7.5. An overall spider chart links all perspectives comparative information and data. Where there

for a snapshot of progress in all Balance Score- are common standards employed by other organi-

card areas, Figure 4.1-3. zations, Keyport collects and compares its perfor-

mance relative to that information. All of our

%alanced Scorecard metrics are compared against
ivision Newport.

Keyport continues to assess its current set of
balanced metrics to ensure they continue to refle
strategic alignment and maintain their effective-
ness in terms of assessing Keyport organizationaDue to the critical importance of corporate finan-
performance. cial performance, Keyport has focused attention
on its performance relative to other Navy Working
Capital Fund activities, especially other Warfare
Center activities. Key comparative business

Since customer satisfaction is so important to
Keyport’s success, significant focus is applied to
indicators aligned with this perspective. A pri- ¢ data includ head { d
mary indicator of customer satisfaction is derivedPE’ orr(;l_ance %"’.‘ Includes 0v2er ead costs an
from the External Customer Satisfaction Survey NOR, discussed In Section 7.2.

described in Section 3.2.b. These surveys captu®ther comparative data is regularly gathered and
customer appraisals of Keyport’s performance andsed for comparison includes safety metrics
provide focused insight into customer views and (Injury/lliness Rates), repair performance for
concerns. NAVICP orders, and environmental measures,

In addition to the Balanced Scorecard metrics, discussed in Sections 7.3 and 7.5.

performing organizations, which may be at a The Keyport Safety Division acquires Bureau of
department, customer advocate, program managégbor Statistics safety statistics for occupations
or project team level, also monitor customer similar to those employed at Keyport, then ana-
performance, cost, and schedule requirements lyzes the comparisons and reports the results to
associated with specific customer tasks. This is the Command as a whole, as well as individual
primarily done because customers often have  work areas. These comparisons provide a basis
unique product or service requirements and for targeting specific work areas or activities for
reporting expectations. remedial steps to improve worker safety. Reports
Pf Keyport’s safety record, including comparison
data, are periodically briefed in the Command
“Tech Brief” forums.

While the types of data of interest to the custome
are often similar (performance, cost, schedule),
the method and format for reporting are often
different. These circumstances lead to the use ofFor comparisons of performance in depot repair,
customized collection and reporting of program NAVICP regularly provides measures of

and project-specific data, usually at the program Keyport’'s performance relative to a class of
and/or department level. similar Navy depots. This comparison focuses on

Financial data related to expenditure of funds for throughput of scheduled workload.

labor, material, and contracts on individual cus- Figure 4.1-4 summarizes the types of data used to
tomer orders is accumulated centrally in the Navalssess corporate performance, their linkage to
Ordnance Management Information System strategic goals, and their primary users and pur-
(NOMIS) financial system. NOMIS information poses. Periodic review of each of the sets of data
is updated daily and made available to users and information permits managers at all levels to
throughout the organization through electronic  evaluate performance in that area and make

and printed reports. Business offices support theadjustments as necessary.

Groups, Departments, Customer Advocates, and

Program Managers with analysis and reports ~ 4.2.a. Analysis of Organizational Performance
tailored to the needs of individual customers,

programs, and projects Strategic Planning Sessions 2000 titled “Rein-

. o . ' vigorating Our Core Equities Into the 21st Cen-
Keyport’s unique USW mission and its business tury” broadened the corporate focus from finan-
environment (the Navy Working Capital Fund)  cjal to encompass and utilize a wide range of non-
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STRATEGIC KEY MEASURE/ SOURCE/DATA
GOAL INDICATOR SYSTEM PRIMARY USERS REPORTS PURPOSE
Aggregate
Command Customer
Executives, Satisfaction Index
e Customer Customer Survey Associate Discern & Improve
(S:X'Elgcl):'\A/lg'll?l ON Satisfaction Responses Directors, (F:?J(;ltjc?r?\%r Survey Customer
Results (Annual) Department Heads, Subsets Satisfaction
Program Managers,
COMNUWC Customer
Comments
Command
. Direct Ongoing Customer Execu_tives, _ _ Obtain Real Time
Customer Contacts Associate E-mail, Trip Customer
Feedback (Meet_lngs, Phone, Directors, Reports, Meetings Feedback and
E-mail) Department Heads, Response

Program Managers

Cost - NOMIS Tech Brief
Financial System Reviews
* Quality Triangle Y : Project Leaders CSSR R Manage Product &
Schedule - Project Proaram Mana ‘ers eports Service Delivery
« Performance Leaders & Pgrm Linec:] Managers,g ' Delivery Using Indicators
. Cost Mgrs Command Performance That Predict
« Schedule Performance — Executives Index ggtsi;?glfiz)n
Project Leaders & Program Status
Pgrm Mgrs Reports
COmm"?‘”d Gauge Work
Executives, Team Keyport Force Perspective
SKILLED WORK |« Team Keyport Employee Survey Associate y
; Cultural Survey on Key Elements
FORCE Survey (Monthly) Directors, Results of Work
Department Heads, Environment
COMNUWC
Employee Training Monitor Ongoing
Reports Investments in
o Work Force
* Non-mandatory Training Managers at All Advanced Competency
Training/ Automation Levels, Education .
Education System COMNUWC Program Results Track Growth in
Work Force
DAW'A . Advanced
Participation Education Profile
Command
Work Force Defense Civilian Executives, Evaluate Trends in
Profiles ) )
(Average Age Personnel Data A_ssomate Various Work Fo_rge
Diversity) ! System Directors, Composition
Y Department Heads
Command
. CPP CPP Teams Executives, CPP Project gvilcut?lfn':u”_
TECHNICAL Aligned with Associate Evaluations & pect
Investment ) : Requirements for
CAPABILITY Analvsis Technical Directors, Investment Canital
Y Leadership Areas Department Heads, Allocations Inv?astments
COMNUWC
Command
. : Assess Customer
. Mailed Survey Executives, Summary Extract :
Customer Responses Associate of Customer perspective of
Survey : Technical
(Annual) Directors, Survey Capabilities
Department Heads P
Supply « Command Various Supplier Evaluate and
Department Executives, Performance Improve Supplier
« Supplier Records Associate Reports (for Performance as
Performance User Evaluations Directors, Contractor & Contributors to
of Supplier Department Government Keyport's
Performance Heads Suppliers) Capabilities

Figure 4.1-4. Department,

Program Manager, or Project Team Level Information and Data

Aligned with Strategic Goals.
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STRATEGIC KEY MEASURE/ SOURCE/DATA
GOAL INDICATOR SYSTEM PRIMARY USERS REPORTS PURPOSE
Optimize
Command . . 2E
» Direct/Indirect Executives, Productive Ratio égggﬁ?ggg t%f
ORGANIZATION Cost & NOMIS Financial Associate Smart-Sourcing Performance of
EFFICIENCY Performance System Directors, Ratio Direct
Measures Department Heads, Overhead Costs Customer
COMNUWC
Tasks
Command Efﬂciency Evaluate
. . ) i i Initiatives Progress
E:]oqess Re Business Services Executives, Results Toward Contin-
gineering Grou Associate c
p ; . . uous Corporate
Results Directors, Reinvention Process
Department Heads Waiver Results Improvements
Command Size Infra-
Executives, Depot Capacity structure to
» Depot Capacity Depot Managers’ Associate and Workload Match
Utilization Capacity Data Directors, Analysis & Workload and
Department Heads, Charts CORE
COMNUWC Requirements
Command
Executives, éz?egfa%verall
BUSINESS » Financial NOMIS Financial Associate Business Results Perf%rmance for
MANAGEMENT Performance System Directors, Report
Customers &
Department Heads, Stakeholders
COMNUWC
command Injury/lliness
Executives, Evaluate &
* Resource . Associate Report Improve
Protection lliness/Injury Data :
Performance Directors, Safety Workplace
Department Heads, Deficiencies Safety
COMNUWC
Command Hazardous
Environmental Executives, Waste Evaluate &
« Environmental Management Associate Generation Improve
Performance Information Directors, Environmental Environmental
System (EMIS) Department Heads, Notices of Stewardship
COMNUWC Violation

Figure 4.1-4. Department, Program Manager, or Project Team Level Information and Data
Aligned with Strategic Goals (continued).

financial metrics and indicators. A cross-section competition, and the prospect of future base
of Keyport employees was brought together to  closures forced highly focused attention on finan-
brainstorm and put together recommendations to cial performance.

present to Senior Leaqgrship. Infp rmation on bo.thrhe corporate budget serves as a cornerstone for
traditional and nontraditional business was studie ssessing corporate performance. This exhibit

resulting in significant new business opportunities_ ;"o stage for corporate plans, priorities, and

and employee hiring/retention initiatives. A targets. It captures projections of funded tasks

whole planning session was devoted to “Rein-
. ) . from customers, work force levels, and outlays.
vigorating Our Core Equity Work Force.” Com- y

prehensive information was gathered for skill gapKeyport's leadership monitors corporate health
analysis and work force demographics enabling and performance on an ongoing basis. Team
Command to identify future skill requirements ~ Keyport cultural survey results and comments are
and hire or train accordingly. provided to cognizant Senior Leadership for
action. The Business Services Group prepares
weekly reports on corporate financial perfor-
mance. Frequent reviews are held by the Direc-
ors’ Steering Committee to review and discuss
a@)erformance. These sessions lead to important

In past years, financial performance was abso-
lutely critical to corporate survival. The combina-
tion of pressures stemming from declining Navy
budgets, chain-of-command expectations, intern
business responsibility, latent private sector
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tactical decisions on steps to take to enhance  Keyport’s customers for 3 successive years, while
efficiency, control operating costs, and acquire  simultaneously achieving a positive Net Operating
additional workload. Results (NOR).

Individual project, program, and line organization An important forum for ongoing review of
managers using criteria specific to the execution Keyport's performance is the periodic “Tech

of the particular customer task monitor perfor-  Brief” meeting attended by Command Executives,
mance, cost, and schedule. Information is typi- Associate Directors, Department Heads, Em-
cally compiled and analyzed by the responsible ployee Representatives, and Command Staff.
manager in a format meaningful to the particular High interest programs, projects, and operations
project and/or customer. are briefed by subject matter experts. This forum,
coupled with the weekly written “Tech Brief”
[[eeder reports, promotes awareness and coordina-

ion of technical performance in operations
throughout Keyport.

Past analysis of corporate financial projections
have led to a combination of significant steps tha
have been taken in recent years to control costs
and align Keyport’s capacity to its workload. The
work force, which has been reduced through a Customer satisfaction survey results are accumu-
combination of separation incentives, early retire-lated and summarized by Keyport's Customer
ment incentives, and a reduction in force, is now Advocate Group for review and response by the
in a growth phase based on the findings of the leadership.

Strategic Planning Process. Overhead costs are
still tightly controlled to raise Keyport's produc-
tivity ratio, but it is recognized there must be
some flexibility in financial management in the
short term to support an organization that will be
viable in the long term. Business efficiencies
have been increased through innovative steps to
“smart-source” selected tasks, consolidate intern
facilities, increase flexibility, and regionalize
selected functions. The cumulative success of
these steps has been to reduce billing rates to

The Business Services Group accumulates all
costs, direct and indirect, on a continuing basis.
These costs for labor, material, and services are
assigned at the transaction level to specific cus-
tomer orders and tracked through the financial
system. In addition to being made available to

erforming organizations for purposes of tracking
%erformance on customer orders, this information
serves as the basis for monitoring organizational
performance at all levels.

Our Vision is to be the Center for:

* Integrated Undersea Warfare (USW) Systems
Dependabiliky;

* Integrated Mine and Undersea Warfare (MLUW)
Supportabality; and

* Undersea Vehicle Maintenance and Engineering,

Vision 2010
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CATEGORY 5 - HUMAN RESOURCE Workers and teams are encouraged to propose
FOCUS process and product improvement for those

Streamlining the work force was a major empha- Situations where processes are necessarily defined
sis during the 1990's as Keyport aligned major by detailed procedures and/_or skills certification.
organizational components with broad product ~ 'MProvement recommendations are pursued
lines and gave employees greater autonomy to through _structured systems such as the Beneficial
meet customer requirements. Keyportis now  >udgestion Program and the Continuous Improve-
concentrating on reinvigorating the work force as MeNt Program (Undersea Vehicles Group). For

it takes on a new business strategy of capturing N€se “production line” oriented processes, a
opportunities. long-standing example of employee empower-

. _ . ment has been the policy that allows employees to
Our Strategic Planning Session of May 24, 2000, “stop production” if they see that the process is

addressed our plan to reinvigorate our Core not functioning properly or if products are defec-
Equity Workforce. We have identified our Core tjye.

Equity Workforce requirements for FY 01-

FY 05, identified the gap in skill requirements,
and developed our 5 year plan for hiring, develop
ment, and retention while meeting our EEO and
diversity goals. Our new business thrust and
expected workload have changed our approach f
the next decade in order to create a corporate
culture that fosters high performance, employee
education, training and development, and em-
ployee well being and satisfaction.

5.1.a(2). Continuous Process Improvement.

Help for those working on improving processes is
available through the use of the Continuous
Process Improvement Guide resources. These on-
dine resources provide a systematic approach to
understanding team dynamics and processing
approaches to improvement. Benchmarking with
industry and government ensures the most effec-
tive and efficient process improvement methods
are available for the Keyport work force.

5.1.a. Work Systems 5.1.a(3). Organizational Cooperation.Histori-

cally, Keyport has been able to adjust to new and
changing customer priorities in its major pro-
grams of torpedo preparation, systems engineer-
ing, parts production, proofing, and module repair
to meet Fleet and production priorities. During

the Torpedo depot consolidation, employees
adapted to a complete process redesign that
merged three different torpedo processes into one.

The reorganized product line structure focuses on
customer satisfaction. In order to achieve con-
tinuous improvement, Keyport initiated self-
directed teams and provided continuous product
improvement guide resources. This organiza-
tional structure and Keyport’s new emphasis on
reinvigorating the work force have enhanced
organizational cooperation and supported the
development of high performers. The history of cooperation and flexibility and the

5.1.a(1). Self-Directed TeamsAt Keyport, self- current approach to job structure and operations

directed teams (variously called customer focus pr70ved benepmﬁll n trlle recent downsizing V\:jhere
teams, project teams, or product teams) are widel perce_?t ofall emp oyI?e? t"r\]'ers r(ej:astslgnge to
utilized as a most effective method of operation. Few pogl;é)ns as a resuft ot the reduction-in-
Based on customer requirements and tasking, orce (RIF) process.

managers and supervisors structure teams from 5.1.a(4). Supporting High Performers
functionally organized department resources. Through the Demonstration Project. In Octo-
These teams work closely with Keyport’s cus- ber 2000, approximately 300 Keyport employees
tomer advocate, program manager, and the Fleet are scheduled for conversion to a Personnel
customer to ensure that expectations are met or Demonstration Project. Specific innovations in
exceeded. Teams are empowered to accomplish the project include a broadband classification
their tasks using their own designed and manageaystem for General Schedule occupations, perfor-
approach. Customer agents working with team  mance development system emphasizing career-
leaders assure customer requirements are being long development, an incentive pay system

met. linking employees’ pay to level of contributions,
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and several rightsizing authorities (e.g., new For the 1999 performance year, performance
approach to competitive examining and changes awards were given.

in the RIF process). The other award and recognition vehicles listed in
The Demonstration project aims to provide: a Figure 5.1-1 can occur throughout the year. One
simplified human resources management system of the more popular and widely used is the On-
understandable to employees; continuous devel- the-Spot (OTS) Award. Any employee can
opment for employees; incentives for performancegecommend an OTS for an individual or team
contributions; flexibility to meet the needs of the accomplishment; and with the appropriate super-
organization in a changing environment; delegate visory approval, a cash award of up to $200 can
decision-making to lower levels in the organiza- be awarded.

tion; and cost control. 5.1.a(6). External Awards. Over the past
5.1.a(5). Employee Compensation and several years, Keyport has received numerous
Recognition. Keyport's methods of employee external awards as the result of an excellent and
compensation and recognition are summarized indedicated organization of teams and individuals,
Figure 5.1-1. The Keyport Command Awards often performing beyond expectations. Figure
5.1-2 is a summary of these awards. Employees

Command Employee Recognition Structure share in the prestige that Keyport receives with
Title Type Frequency these awards by participating in ceremonies and
gfofg:‘;;”d Awards Non-Monetary | Annual receiving recognition in “Keynotes.”
Performance Awards Monetary Annual 5.1.a(7). Reinvigorating Our Core Equity
Special Actor Service | i oneErY & Nom| AnyTime Workforce. Keyport has changed direction from
On-the-Spot Monetary a five-year progression of several reduct!ons in
- force due to declining budgets to strategically
Commendation Letters | Non-Monetary planning to reinvigorate the work force. After
Time Off Non-Monetary identifying business development opportunities,
ggngg;zn Non-Monetary Keyport set about to capture the§e oppqrtunities.
— - This effort has led to Keyport being designated a
Beneficial Suggestion Monetary “Center of Excellence” by Congress for Un-
Patents Non-Monetary manned Undersea Vehicles.

/Monetary \ 4

As a result of Keyport's new business methods, a
new strategy is being developed for hiring, devel-
opment, and retention of employees to meet
projected business activity. The proposed process
Program recognizes team and individual signifi- for recruiting consists of a roll-up of departmental
cant accomplishments in five specific categories: recruiting requirements and the development of
Commander’s Award for Excellence, Executive the annual recruiting plan. The Workforce Re-
Director’s Award for Technical Achievement, source Office will monitor the performance to the
Total Quality Achievement, Service to Others,  plan, report on the status of the performance to
and Customer Service. In 1999, a new Safety the BOD, collect and manage data on all candi-
Awareness Command Category was added. To dates, and arrange and coordinate on-site inter-
reinforce a teamwork culture, nominations em-  Views. Recruiters conduct site visits and inter-
phasize team contributions; however, individuals views and identify potential candidates. The

can also receive award recognition. newly formed Recruiting Working Group will
assemble data, open and close vacancy announce-

ments, credit candidates, make selections, extend
offers, process new employees aboard, and pro-
vide new employee orientation.

Figure 5.1-1. Keyport Utilizes Different
Methods to Compensate and Recognize
Employees.

Winners and nominees are recognized at an
annual ceremony and featured in a subsequent
issue of “Keynotes” (the Division newspaper).
Results for the 1999 Command Awards Program
are shown in Figure 7.3-6.
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NUWC Division Keyport Awards
Date  Award
7/00  President’s Quality Award Finalist
5/00 Hammer Award — Mine Warfare Intermediate Maintenance Migration Team

3/00 NAVSEA Nominee for Secretary of the Navy and Department of Energy Federal Energy Management
Program Energy Conservation Awards for Large Shore Category, Gold Level

8/99  Hammer Award — Corporate Information Technology

6/99 1998 NAVSEA Achievement Award for Environmental Cleanup (Installation)

5/99  NAVSEA Certificate of Merit for Energy Conservation for FY 98

7/99  NAVSEA Logistics Excellence Team Award — AN/SQQ-32 Logistics Improvement Team
4/99  Jefferson Award for Public Service (Tony Murkins)

3/99 1998 CNO Environmental Award for Environmental Cleanup (Installation)

1/99  Hammer Award — Advanced Tomahawk Weapons Control System Team

11/98 Hammer Award — Fleet Mine Support Integrated Product Team (in partnership with Naval Coastal
Systems, Panama City)

4/98  NAVSEA Environmental Excellence Award for Recycling (John Lacy)

4/98  CNO Environmental Award for Recycling (John Lacy)

4/98  NAVSEA Environmental Excellence Award for Natural Resources Conservation (Carl Haselman)
4/98  NAVSA Environmental Award for Installation Cleanup (Honorable Mention)

12/97 Kitsap Transit — Commuter Trip Reduction Award

10/97 Defense Partnership Council Certificate

10/97 1997 Federal Energy and Water Management Award by Department of Energy

10/97 SECNAV Energy Conservation Award for Industrial Activities for FY 96

7197  NAACP Roy Wilkins Renown Service Award, Tony Murkins

4/97  Silver Anchor Award (runner-up in Golden Anchor Retention Excellence Award) — Special Unit Category
4/97 1997 Nathaniel Stinson Equal Employment Opportunity Award

3/97  NAVSEA Shore Sailor of the Year Award (BM 1 Robert H. Herman)

6/97 1996 VADM Harold G. Bowen Award

11/96 SECNAV Energy Conservation Award for Industrial Activities

7/96  Meritorious Unit Commendation Award

7/96  U. S. DOE Energy Champion Award (Phil Beste)

7/96  Hammer Award — Aircraft Carrier Anti-Submarine Warfare Module

7/196  Hammer Award — Mine Battery

5/96 ~ SECDEF Productivity Excellence Award (Mine Battery Disposal)

Figure 5.1-2. Keyport Continually Receives External Awards and Recognition.

5.2.a. Employee Education, Training, and be specific to job functions and responsibilities

Development and to develop abilities directly applicable to job
Keyport's strategic goals are the fundamental performance. Figure 5.2-1 summarizes the
drivers for the approach to training and education.formal, advanced degree opportunities focused on
A competency-based training system is being these competency-based education concepts.
developed that requires training and education to
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Formal Education Opportunities provides insight to technology developments and
e Provider Method 1 ihen__ trends relative to USW weapons and systems.
Academic (Sabbatical) These inputs help to forecast maintenance, testing,
Program : and Fleet support skill needs for the future. They
b Atairs | Untoaty | oreom | WorkHours form the guidance that is translated into training
Master of Penn State Classroom After Hours objectives and individual development plans.
igfunsctiecs Fnversty e Education and training experiences for employees
mﬁzgemem S‘rﬁ’versity Classroom | After Hours are provided through many means: televideo
Certificate Seattle distance learning; self-paced, computer-based, and

formal classroom formats; On-the-Job Training

Figure 5.2-1. Keyport Offers Employees (OJT); and mentoring.

Several Formal Education Opportunities.
PP Required knowledge skills and abilities are identi-

The Public Management Certificate and Master ofied within the context of the job; and where
Public Affairs degree programs were established specific reinforcement is necessatry, it is often
with Indiana University in the early 1990’s to given in the workplace through OJT which may or
build leadership competencies for sound businessnay not be formally documented, depending on
management. the job complexity and requirements. Formal
classroom training is also used to teach theory and
oncepts foundational to maintain job perfor-
ance. Training to maintain certification is
r;arovided for critical processes and functions such
as soldering, Electrostatic Discharge, explosive
fety, quality inspection, and truck driving.
ectronic data systems are used extensively to
track employee certification and authorization
status for assigned work functions.

The Pennsylvania State University Master of
Science in acoustics program is geared to develo
capabilities in the technical area of Test, Training
and Evaluation. The Graduate Academic Progra
allows individuals to pursue advanced degrees in
specific technical areas on a sabbatical leave ba
to meet emerging technology areas critical to the
needs of the organization. The City University
Project Management program targets competen-
cies for systematic and efficient management of Participation on self-directed teams provides
customer tasking. Results of these strategies for employees with opportunities to gain new knowl-
advanced education in technical and managerial edge and develop new skills as a result of the
disciplines are shown in Figure 7.3-7. multi-skilled structure of the team. Member
eassignments often require enough familiarity with
eagssociated skills in order to back each other and
Operate efficiently. This results in team flexibility
and provides the ability for the team to better react
to changing and emergent requirement.

The current reconstitution initiatives, as address
in the Human Resources Planning Process, plac
emphasis on education and training that will
position Keyport for the technical and business
challenges of the future. Specific employees in
technical fields are gaining needed skills in
computer technology and programming through
after-hours courses at local universities. Person-Keyport has a very proactive approach to main-
nel with contract-related responsibilities are taining a safe and healthful work environment in
taking Acquisition Reform courses for Acquisition keeping with its strategic goals and objectives. A
Professional certification in response to the DoD comprehensive safety program is administered
acquisition initiatives. through the Resource Protection Department.

On an annual basis, supervisors and employees Union and management cooperation has long
evaluate individual training needs necessary to  been instrumental in maintaining productive
meet organizational goals and objectives and  working conditions as evidenced by Keyport’s
workload requirements. Working closely with nationally recognized Partnership Council (PC).
customers provides insight for identifying skills  Using Interest-Based Negotiation techniques, the
needed to meet their needs in the future. PC was able to renegotiate the 1998 bargaining
Keyport’s relationship with the R&D community unit agreement using employee input and

5.3.a. Work Environment
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participation and without costly outside negotia- ciation; counseling through the Employee Assis-

tors or arbitrators. tance Program; carpooling assistance and benefits;

community volunteering; food services; leave

share program; on-site Kitsap Federal Credit

Union services with ATM; a management assis-

tance representative; and on-line employee infor-

| mation services. Morale, Welfare and Recreation
Yacilities are available for employee use. These

facilities include a picnic area, nature walk, fitness
enter, and tennis courts.

The PC works to address issues of common
interest to workers and management. A newly
revised grievance process affords bargaining unit
employees quicker resolution of problems with
alternative dispute resolution options available.
the first 6 months of its adoption in late 1996,
grievance resolution at the first level had improve
by 35 percent compared to past years. In 1998, 3
out of 45 grievances were resolved at or before . .
Step Two of the grievance process. In 1999, 21 5.3.c. Employee Satisfaction

out of 26 grievances were resolved at or before Employee satisfaction is monitored using several
Step 2 of the grievance process. In 2000 (to date)methods. The most well-recognized is the internal
all grievances have been resolved at or below Stepeam Keyport Cultural Survey done monthly, by

2 of the grievance process. So far, in 2000, inter- random selection of 75 employees who are sent

vention and mediation by Union Stewards in survey forms to voluntarily (and anonymously)
supervisor/employee disputes and disciplinary ~ complete and return. Focus of this survey is the
actions have avoided at least six grievances. management style and quality of life. Results are

Figure 7.3-11 shows grievance resolution results. shown in Figures 7.3-14 and 7.3-15.
The new process quickly led to supervisors be-
coming more proactive in resolving grievances at
their level.

Keyport considers high employee satisfaction
results in retention of good employees. During
Keyport’s emphasis on reinvigorating the work

By utilizing an informal interest-based bargaining force, separations were defined by method. As
process, there has not been a formal Unfair Laborshown in Figure 5.3-1, 24 percent of employees,
Practice (ULP) filed from Keyport since 1985. who were separated, quit their jobs. Reasons for
Since a typical ULP can cost approximately separations were identified from the Personnel
$10,000 to 20,000 to resolve, a significant cost System Data and are shown in Figure 5.3-2. As a
avoidance has resulted due to this Labor-Manageresult of the data, Keyport is presently developing

ment Partnership. a retention program strategy that specifically
- - _ addresses the problem and provides actions to
EsLtllam:aéeszfg%%toAvo|dance 24 ULPs X $10,000/ solve the problem. Of the number indicated, 25

percent of the employees resigned due to the
The EEO program also serves to minimize work- threat of a RIF. Keyport’'s new business strategy
place problems and resolve issues successfully. has solved this part of the problem. Methods to
enhance retention are addressed by a comprehen-
5.3.b. Employee Support Climate sive approach to assessing the data and establish-

Employee support services include: Employee ing processes to foster retention capability.

Recreation Association; Federal Managers’ Asso-

Death
1%

Transferred
20%
Resigned

24%

Continue
Education
RIF Threat

real 5%

25%

EEE
Family
10%

. Better Job

\15%

X Pay
Fired 1%
1%

Figure 5.3-1. Separations by Method. Figure 5.3-2. Resignations by Reason.
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CATEGORY 6 - PROCESS MANAGEMENT

TASK PLANNING, EXECUTION, & MANAGEMENT

6.1.a. Design Processes Eauc | ’—‘CPP m [ secwes
Keyport translates customer performance, cost, r i e Excouion vear
and schedule requirements into technical capabil- Program Quote inprove

ity, and internal business practices as inputs into | Reaurerense. beviop o )

the design of new products and services and the | “ogen Ve | L] vegua
modification of existing products and services. S B Cusommer Keypor
Changes in product and service requirementsor L
advancements in technology that may enhance | _jo‘c’* ] — -
product and/or service performance are discussed§ pentty, pimegrand
and negotiated with the customer. The strategic | | e

goal of Customer Satisfactiomnd the objective |

of Increase Communications with Our Custom- Review

Quarterly/

ersresults in direct interaction with the customer R
as the preferred method of incorporating customer|  reven
requirements into the products and services 7

produced and delivered by Keyport. S S 5 N ‘

Update Project Provide
Keyport's Customer Advocate Group (CAG)

Summary |¢——| Project |q-
Project Plans Plan
w/Customer for
Concurrence of
CSsP

Execute
Project

' Task :
Plan based CWPS : Execution ;
| i\ Process i

upon Customer Actuals [ At '
operates as an extension of Command serving as e J| carew
the customer’s principal activity level advocate. _ Sl
Customer Agents (CAs) serve as the principal Figure 6.1-1. Keyport's Task Management

customer for all corporate programs. The CAG Process Is Focused on Customer Requirements.

identifies customer requirements and solutions tO“Time-Phased” {0 Droiect cUStomer Service com-
meet those requirements, forming cross functional . ) proj S
itments. Planning documents are periodically

teams and monitoring project cost, schedule, an compared against established requirements result-

performance. oo :

ing in a common set of expectations.
A Task Management process sets long term
customer goals for Keyport and drives updates t
the Corporate Workload Planning System to
reflect current customer requirements. Responsi
bility for the performance of each step in the
process belongs to the line organization with the
authority to deliver the product. This process is
shown in Figure 6.1-1.

Cﬁdvances in industrial technology are shared with
the customer and, as appropriate, are used to
refine requirements and enhance our capabilities.
This sharing of information results in lessons
learned to ensure test resources and process
capabilities are accurately addressed in future
customer quotes. Integrated Product and Process
Development teams work directly with the cus-
Complementing the CAG’s Task Management  tomer during design and production. This results
Process, program and project teams maintain a in keeping test personnel involved for the duration
customer dialogue from product/service concep- of a project to account for any changes to cus-
tion to delivery. The following approaches are tomer requirements.

typically used. Pre-Operational Planning and Coordination

Program managers personally work with the identify and document customer product and
customer to define product and service require- service needs. Services and Test Conduct ensure
ments, which are used to develop a Request for test plans are coordinated and adapted based on
Quote. The Quote is then translated onto a Statecustomer interaction and any subsequent changes
ment of Work. This customer coordination resultso requirements. Post-Operation Analysis Report-
in succinct quote preparation that is ing and Coordination results in customer feedback



2001 President’s Quality Award

and analysis to address concerns and identify

improvement opportunities.

The Combat Systems Supportability Guideline for,
Project Teams incorporates customer requiremen
into Combat System products and services. In

help to ensure trouble-free introduction and
delivery of products and services.

f;1.b. Production/Delivery Processes
Keyport's key processes relate directly to the

this process self-directed project teams empha- production and delivery of products and services

size:

* Providing quality products and services that are

on schedule and within budget

» Developing project plans according to custome
requirements and established guidelines

» Developing team indicators

 Selecting a project team leader focused on

customer requirements

* Limiting work activity to specific customer

requirements.

This results in process owners achieving a greate,
understanding of production and delivery pro-
cesses and the relationship of negotiated produc
and service requirements and customer perfor-
mance, cost, and schedule commitments. In turn
this drives the development of problem preventio
techniques, such as quality self-checks. In-Proce
Inspection, Final Acceptance Inspection, and Firsf"
Article/First Piece Inspection methods are also
used. Both prevention and detection-based

in the three Technical Leadership Areas discussed
in Category 3.

Influential business environments, advancements
Ijn technology, and changes in customer needs
result in using dynamic methods for selecting key
processes at Keyport. Principal requirements for
key processes are derived from common customer
requirements and unique product/service require-
ments imposed by specific customers.

The relationship of these requirements to key
processes is shown in Figure 6.1-2. Other factors
ipfluencing the management and improvement of
key processes include customer feedback and in-
frocess control strategies and measures to ensure
guality. This valuable information is routinely
shared with the work force to aid in the delivery

r?f high quality products and services. The use of
%/g[eb-based technology to share critical process
anagement information is one example. Through
our Industrial Technology Department Home Page
employees can access a variety of databases to

techniques and close interaction with the customer

Key Process

Unique Requirements Common Requirements

Test, Training and
Evaluation (TT&E)

Fleet Training

Ship Testing
Weapons Testing
Environmental Testing

Realistic undersea weapons test
Reliable undersea weapons analysis
Effective weapons training

Performance, Cost, Schedule

Life-Cycle Systems
Supportability
(LCSS)

COTS/Technology
Insertion

Logistics Management
Engineering Support
Systems Training
Technical
Documentation
Combat Systems
Maint.

Increase Fleet self-sufficiency
Lower Fleet maintenance burden
Reduce Program life-cycle cost

Enhance/improve weapons/weapons
systems operational availability

TECHNICAL LEADERSHIP AREAS

Fleet Material
Readiness (FMR)

Torpedo Maintenance

Targets/Mines/Counter
-measure Maintenance

Industrial Support
Prototyping

Torpedo/Target systems and components
upgrade

Torpedo/Target systems and components
repair

On-time scheduled maintenance

Figure 6.1-2. Keyport’'s Technical Leadership Areas Link Directly to Key Processes and Unique
Customer and Common Requirements.
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improve their understanding or obtain the latest DENTIFY CUSTONE ]
status on key processing information. This infor- ESTABLISH IDENTIFY PROCESS
mation includes: COMMUNICATION LINES CONTROLS
AND REGULATIONS AND
« Deviation/Waiver Data Base DEVELOP P OWROMN
PROCESS
» Discrepancy Reporting Data Base IDENTIFY PROCESS PURPOSE |
. l DEVELOP PROCESS
* Equipment Recall Data Base RECORDS
IDENTIFY PROCESS BOUNDARIES ¢
* Research and Development Inventory T R ATHORITIES,
* Procedures v v
. SELECT PROCESS PROVIEEJ;FSBIEQCK e
* Internal Audit Results COMPONENTS MODIFY PROCESS AS
. i . . NECESSARY
* Corrective Action/Preventive Action. \—
The compilation of these factors and a Continuous
Process Improvement Guide help to prioritize Figure 6.1-3. Keyport's Policy Requires the
process improvement activities and keep a focus Management of Processes to Assure Product
on the customer. and Service Quality.

Keyport has also established a corporate policy ' o

that requires the management of processes as a lgid quality standard. Both organizations have
means to assure product and service quality. A successfully achleve_d repeat CeI’tIfIC_atIOFIS and
corporate procedure provides the guidance to ~ subsequent registration through a third party
implement the process control policy and is basedegistrar.

on two main themes: continuously pursue best- 1 help prepare for the Keyport-wide implementa-
value (performance, cost, and schedule); and  tion of an ISO 9001 quality system, a major

improve customer satisfaction. The guideline  restructuring of all corporate-level directives is
approach allows for flexibility and the adaptation ynder way. This improvement effort takes exist-

of unique requirements relevant to individual ~ jq policy directives and eliminates redundant and
products and services. The basic elements of  gn_yalue added processes and practices while
process management at Keyport include: delineating those that will be retained in terms of
Process Design Translate the requirements of ~ a tiered documentation system that is owned and
the customer into understandable terms and ~ updated by process owners. Tiered in this sense
workable solutions. means policies, issued by command, that contain

links to implementing procedures and instruc-

Process Control Use problem prevention tech-  tjons - An important feature of this corporate

niques and ensure the process operates as de-  jmprovement effort is the use of Web-based
signed. electronic media to facilitate easy access to all
Process Measurement Identify measures and pertinent directives. Access is gained by simply

measurement points for the process. “drilling down” through policy, procedure, and

. instruction from any desktop computer.
Process Improvement Base process improve-

ment on facts and knowledge. Keyport is also pursuing certification to the ISO
14000 standards. The Resource Protection De-
partment is leading this effort with the goal of
improving environmental processes at Keyport.

Figure 6.1-3 shows the generic Keyport approach
to designing and managing processes.

The development and implementation of an ISO
9000 registered quality system in the UVG is an
example of a major process improvement at
Keyport. Our Industrial Technology Operations production and delivery. Validation is done to
Department has also attained registration to this provide confidence in process capability as well

We use process validation techniques as another
method to ensure timely and trouble-free
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as seeing any effects on related processes. The accurate status for process expenditures. This
method of validation uses the same process valuable information provides trend data that
inputs, actions, controls, and components that wilenables adjustments in workflow and work force
work in the process. The results of these actions to improve future cost/performance curves.

and controls provide the evidence that the proces
is operating as designed. Process, product, and/
service acceptance/rejection results are recorded

to attest to the acceptability of product_quallt_y al easures are compared against national averages
given steps in the process and to provide ewdencgnd are also made available to the entire work

tThk?é Zonﬂgglfﬁggeo?f;?ge(sv?ﬂ/ Zr 2‘253 é?:l'nﬁ;n;sntforce on the Resource Protection Home Page. In
PpIIC y (with Sp >Mp order to ensure environmental accountability we
on explosives safety), security and enwronmentalh ave recently started the implementation of an

e e i EMronmentl QUalty Assecsment mars 1
P P ack, rank, and rate environmental risk. The

during validation as well. The most common matrix also serves as an environmental risk

;’r?rl('iat'hon ﬁg?hggﬂgtsiéﬂﬁlﬁgs grno(;:e(ijlgtralr\(/)v_zl(l:(t-s metric for command. Additional improvement
gn, pre-p ' piiot proj " initiatives have resulted in combining Keyport’s

Keyport's key processes are periodically evalu- Facilities Management processes with the Re-
ated to criteria that are unique to each process, source Protection Group. This gives us more
product and/or service. The criteria are set forth access to expert facility services and when

by the customer as an additional means to verify combined with environmental services helps our
requirements are being adhered to. In addition, long range planning relative to MILCON projects
process owners have established or are establishand building maintenance. Our distributed net-
ing specific measures and their own self-improve-work of departmental environmental coordinators
ment practices. Self-improvement, the selection is helping to make us very proactive and address
of measures, and the prioritization of process environmental issues in the design phase.
improvement efforts are derived from customer p | from K , . d
interaction. Figure 6.1-4 shows the relationship ersonnel from Keyport's contracting an procure-
between key processes, evaluation methods/ ~ Ment support processes have membership on the
measures, customer interaction techniques, and Pacific Northwest Regional Contracting Consor-

Resource Protection measures illness/injury rates
And lost days, limited days, and lost time case
rates as corporate indicators. These critical

self-improvement practices. tium. The Consortium is comprised of Contracting

Representatives from FISC Puget Sound, Environ-
6.2.a. Support Processes mental Field Activity-North West, Supervisor of
Keyport's support processes play a critical role in Shipbuilding Everett, and the Bremerton Naval
the production and delivery of our technical Hospital. Quarterly meetings are held to discuss

products and services. Key support processes argurrent acquisition initiatives (DoD Standard Pro-
managed using the same process management curement System), share lessons learned, and de-
discipline for key production and delivery pro-  velop global acquisition strategies, such as the Re-
cesses. gional Base Operating Support Contract. These

Periodic reviews and self-improvement practices collaborative efforts were praised by RADM Bill
determine performance levels for support pro-  Jenkins, SC, USN, Deputy for Acquisition and Busi-
cesses. Review varies from end-of-task customeness Management, Assistant Secretary of the Navy
feedback to regular meetings where improvemen{RD&A) when he briefed the group on Business
opportunities are discussed. Some processes are\|jjances in February 2000.

benchmarked, others are trended, and still others

are compared to national averages with improve-Our IT support process measures and provides valu-
ment driven by internal and external customers. able information to the work force regarding IT

Financial Services provides critical business systems. The work force has direct access to the
results reports to all supervisors that provide information which includes:
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Key Process Evaluation Method/Measures Customer Interaction Self-Improvement Practices
Range Operational Availability (A )
Fleet Training Performance, Cost, Schedule
Customer Satisfaction + Program Manager
- — interface with customers
Range Operational Availability (A,) Quarterly management
Ship Testing Performance, Cost, Schedule meetings Internal Technical Reviews
Customer Satisfaction * Monthly progress reports | product upgrades based on
Range Operational Availability (A) to customer product evaluation
% Weapons Testin Valid In-Water Test « Attend customer Comparison to customer
,'Z P 9 Performance, Cost, Schedule program and team needs
) ; meetings
Customer Satisfaction ) )
Fail Analvsi e Customer Satisfaction
ailure Analysis
Environmental y Survey
Testing Performance, Cost, Schedule
Customer Satisfaction
Commercial Off-the- | Systems Performance Analysis
Shelf/Technology Performance, Cost, Schedule
Insertion Customer Satisfaction
Casualty Reports (CASREPS)
Logistics Internal Logistic Audits
Management Performance, Cost, Schedule
Customer Satisfaction
CA_SREPS teedback « Program Manager Bud ) ‘
. . Project team feedbac interface with udget review of cost
Engineering Support
g g supp Performance, Cost, Schedule customers adherence
% Customer Satisfaction + Customer Approlval of Program reviews
9 CASREPS project and service Meetings with customers to
Systems Trainin Training effectiveness * Team planning meetings discuss satisfaction
y 9 Performance, Cost, Schedule Customer Satisfaction
. . Survey
Customer Satisfaction
Technical Manual Deficiencies
Technical Reporting (TMDR)
Documentation Performance, Cost, Schedule
Customer Satisfaction
Combat Svst NAVICP Metrics
ombat Systems
Maintenance Performance, ACost,‘ Schedule
Customer Satisfaction
Request for Problem Resolution
(RPR)
Torpedo Torpedo Certification Examination )
Maintenance Cost/Schedule Variance Management Team Review
Performance, Cost, Schedule « Customer interface at Customer Survey Cost
Customer Satisfaction quote and during project Control/Reduction ISO 9000
Expansion
TMDR Status reports to customers P ) ) .
. . . Corrective Action/Preventive
Target/Mines/ RPR + Define expectations Action Process
Target Certification Examination during pre-operations )
% Countermeasures. g . phase Continuous Improvement
T Maintenance Program/Budget Reviews Program
Performance, Cost, Schedule ¢ Changesin .
Customer Satisfaction requirements during Internal Self-Audits
operations i
On-time Delivery RP ) ¢ feedback Implementing New Technology
. . esults and feedbac Li
Industrial Support Performance, Cost, Schedule : ] On-Line Process Improvement
S during post-op phase Tool Kit
Customer Satisfaction
! - Annual Procedure Review
Quote Timeliness
Prototyping Performance, Cost, Schedule
Customer Satisfaction

Figure 6.1-4. Keyport's Technical Leadership Areas Are Continually Measured, Evaluated,
and Improved.
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has developed a long term relationship with
suppliers that has spanned 3 decades.

* IT Security/Virus Alerts
» Operational Status

» Systems Performance
» Workstation Information

» Corporate Applications

The relationship between key support processes,
requirements, evaluation methods/measures, an
self-improvement practices are shown in

Figure 6.2-1.

Keyport’s Contracting Officer, in partnership with
the Fleet Industrial Supply Center (FISC) Puget
Sound’s Contracting Officer and Legal Counsel,
has reached agreement to raise our review thresh-
old from $100,000 to $500,000 to be commensu-
ate with our procurement authority. This and
ther business process reengineering efforts
(ETOP and Workload Leveling) have led to an
improvement in task order Procurement Action
. _ Lead Time (PALT) from 7 to 4 days. Lessthan 1
6.3.a. Supplier and Partnering Processes percent of the task orders issued by Keyport
Suppliers who provide technical and engineering against FISC Puget Sound awarded contracts
services to Keyport are considered key partners ifequire their review. Negotiations are currently
the execution of the Keyport mission. Keyport under way with FISC Puget Sound to allow

Key Support
Process

Requirements

Evaluation Method/Measures

Self-Improvement Practices

Financial Services

Accurate tracking and
accountability for expenditures

Business Results Report

Review/analysis of workload
execution to improve
cost/performance curve

Resource Protection

Environmental stewardship
Protect health of personnel

Force protection and physical
security

Regulatory compliance

Injury/lliness Rate

HazMat/Waste reduction
Explosives Safety Self-Assessment
Vulnerability Assessment

OSH and Environment Self-
Assessments

Search for alternative pollution
prevention technology

Restoration Advisory Board
Implementing ISO 14000
Process Improvement Plans

Administrative
Services

Timely and accurate
responsiveness of
Administrative support
services

Customer Satisfaction
Cost Savings
Number of errors

Flowcharting administrative services

Increase automation of
administrative services

Address root cause of errors

Human Resources

Timely and accurate human

Value to customer
# of days to classify a job

Comparison of performance against
goals

Management resource services 4 of . | d Resource and Training planning to
of errors in personnel records meet leadership goals
Annual review of 5-year construction
Water Elow Measurement project plan Community involvement
i ici with ener rogram
Facilities Cost_ effective and efficient Energy Consumption Rates gy prog :
Management services Search for alternative energy

Energy Procurement Cost

technology
Market survey for energy providers

Contracting/
Procurement

Maintain inventory accuracy

Timely processing of procure-
ment and contract services

Inventory accuracy by %

Procurement Action Lead Time
(PALT)

Flowcharting contracting and
procurement services

Competitive bidding

Information
Technology

Maintain IT
systems/applications
availability

Systems Availability (A,)

Provide services through team-
based activities

Capital Purchase
Program

Effectively manage construction
projects

Effectively manage equipment
procurement projects

Obligation rate

Annual management review of 5-
year construction project plan

Command Review

Provide independent
oversight/management of
reviews, hotline investigations,
external audit liaison, and
management control program

Annual Review Plan

Management Control Program
procedural review

Figure 6.2-1

. Keyport’'s Support Processes Are Also Measured, Evaluated, and Improved.
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electronic submission of the over $500,000 task ¢ Methods to deal with excess or residual materi-
order to their office for review. This initiative als
when implemented will reduce PALT for those Inspection and test requirements

actions as well. _ _ )
. . . : « Safety, security, and environmental require-
Technical, logistic, and base operating services arements

initiated at the working level through a statement ) o _

of work following the Federal Acquisition Regu- * Configuration integrity.

lations and Keyport Statement of Work prepara- Material certifications, Certificates of Conform-
tion guideline. The Statement of Work is given toance, and special testing are additional examples
the services contractor for a cost estimate in of how Keyport verifies that material specification
accordance with the Issuance of Cost-Type Deliv-and requirements have been achieved by suppli-
ery Process. The resulting contract is monitored ers. Suppliers are provided feedback on inspec-
for performance and delivery schedule adherencdion, testing, and quality requirements. Product
by a Performance Evaluation Board. The board feedback is provided by Product Acceptance and
provides feedback to the supplier through a formdlon-Conforming Material Reporting processes.
contractor evaluation process and face-to-face Figure 6.3-1 summarizes the relationship between
discussions; incentive awards are based on perfokey suppliers, the key supplier process, and how
mance and schedule adherence. quality and performance are measured.

Open market commercial suppliers, which includeKeyport also collaborates closely with OEMs to
contracts, simplified acquisition, and Governmentunderstand program requirements, performance
Bankcard, are also monitored for on-time deliveryparameters, and test needs during the develop-
and cost adherence. ment, production, and acceptance phases of
contracts. Keyport teams with the OEMs to help
improve designs and processes, ensuring the best
é/alue is provided to the Navy. As a Trusted
Agent, Keyport maintains a support role to the
Chief of Naval Operations (CNO) acquisition
manager and a cooperative partnership with the

d OEM to ensure program success. Additionally,
Keyport teams with universities, Navy Laborato-
ges, and other research organizations to support
our customer requirements. Long term relation-
ships with the ARL, Pennsylvania State and APL,
University of Washington are well established to
perform undersea systems research and develop-
Suppliers are required to ensure the materials thahent for our Navy customers. A Cooperative

are consumed or otherwise used by Keyport workResearch & Development Agreement process
processes are correct and do not induce errors orgoverns partnership agreements for joint develop-
unsafe conditions into the process. Factors for ment ventures between Keyport and private
developing supplier requirements include: companies.

Keyport utilizes the Navy’s Red/Yellow/ Green
(RYG) program as a source selection tool in
purchasing and contracting products and service
RYG manages the risk of receiving substandard
material by introducing the cost of quality and
performance into the source selection process.
Data relative to a contractor’s performance is fe
into the Navy Material Quality Assessment
Office’s vendor performance database and is use
to classify contractor performance. This data is
used during the contractor evaluation and source
selection process for future awards.

» Supplier performance history As part of continuous improvement, Keyport has
implemented several innovative outsourcing and
partnering practices. One such innovation is the
change to the operation of Keyport's Range Craft

» Material age and environmental sensitivity
requirements

« Identification and status reporting needs from military crews to civilian contractor crews.
« Packaging, handling, storage, and transportatiof h€ military crews provided excellent 24-hour,
requirements 7-day-per-week service, but this level of service

. . . . became too costly with the significant decline in
* Methods to disposition nonconforming materi- \4rkload Keyport now uses a “point of use”
als '
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Key Suppliers Key Supplier Process Quality and Performance Measurement
AMSEC
Technical and Logistic Services
Raytheon .
Issuance of Cost-Type Delivery Orders
Tracor
Anteon GSA Clerical and Special Services
ARIS Request for Contracptual Procurement Logistics Contract Performance
ATA q Technical Contract Performance
Seaward Services, Inc. Operation of Range Craft Supplier Delivery Adherence

Supplier Material Acceptance

Base Operating Services Monthly Task Performance Meetings

Johnson Controls

Facilities Support Management Quarterly Performance Evaluation Board
Parts, Supplies and Services Product Acceptance Reporting
Federal Acquisition Regulations Non-Conforming Material Reporting

Private Sector Commercial,
Open Market Supplies and
Services

Contracts

Simplified Acquisition
Government Bankcard
Contractual Procurement

Figure 6.3-1. Keyport Continually Measures Quality and Performance of Key Suppliers.

contract arrangement in which range craft requireexample is the Partnership with the Resource
ments are negotiated in 2 to 4 weeks in advance Bfotection Department. At times employees were
customer requirements. Intense coordination witlafraid or frustrated with supervisors and unwilling
Keyport’s customers and the contractor provides to pass on safety issues. Stewards are available in
the required level of Range Craft service at sig- most work areas and issues can be taken to them
nificantly reduced cost. Cost avoidance with this anonymously if necessary. The result is more
approach saved approximately $3 million per attention to employee safety and protection of the
year. environment has improved.

Diving services, which are essential to certain At Keyport, consistent with our Principles of

range operations, are now coordinated with otherPartnership Agreement, potential Unfair Labor
Navy diver lockers in the region. All diving tasks Practices (ULPs) are resolved informally through
are now coordinated through a single office. Thiscooperation which (we find) is always better than
partnership has made better use of all diving through confrontation. By utilizing an informal
resources in the region, providing more experi- interest-based bargaining process, there has not
ence for the divers and avoiding expensive con- been a formal ULP filed from Keyport since 1985.
tracting by allocating the region’s requirements  Since a typical ULP can cost approximately
across all available resources. $10,000 to $20,000 to resolve, a significant cost
avoidance has resulted due to this Labor-Manage-
ment Partnership. The Unions also provide
Dispute Mediation and Alternate Dispute Resolu-
tion services as an alternative to the formal griev-
ance process. It has been found that these pro-
cesses generally provide a solution which is more
acceptable for all participants. The Unions are
active participants and Partners in the corporate
Strategic Planning process where they are featured
presenters of employee ideas and concerns.

In early 2000, Keyport's Professional Employees
chose to form a Union. Unions now represent
virtually all eligible employees at the activity.
Local Partnerships between the Unions and each
Department/Group at Keyport have been started.
The participant’s sign a formal agreement com-
mitting themselves to the principles outlined in
the Labor-Management Partnership Charter.
Dependent on the Department the issues can be
global or specific. The results are better commu-
nication, less contention, fewer grievances, and
less severe disagreements between managers,
supervisors and bargaining unit employees. An



NAVSEA
———

Al e s

2001 President’s Quality Award

CATEGORY 7.1 -
CUSTOMER-FOCUSED RESULTS

Keyport’s Customer Survey numeric scores (10
indicates the highest level of satisfaction) are
compiled and the comments sorted for use by
market areas in addressing possible remedial
action or identifying opportunities for improve-
ment. Customer satisfaction data is reported in a
variety of ways to facilitate understanding of the
customers’ perspective regarding our ability to
meet their needs and expectations.

NUWC KEYPORT OVERALL CUSTOMER
FEEDBACK SUMMARY

+ Highest Response = AVERAGE - Lowest Response

|Box Includes 90% of Survey Scores

T

The “flat trend” on our overall customer satisfac-
tion data, Figure 7.1-1, has been analyzed and is
focus point for several business briefings and

technical discussions. Working towards our goal

aFigure 7.1-1. Overall Customer Satisfaction.

of 8.7 we take credit for consistently maintaining
a customer satisfaction rating of greater than 8.5
during the same time period in which we achieve
unparalleled success in Business and Process
Reengineering. This is reflected in our 25%
reduction in total mission costs an a 39% reduc-
tion in total overhead costs.

Customer Satisfaction results are aggregated for
use by individual market areas. This allows
process improvement tailoring to fit individual

1999 NUWC KEYPORT CUSTOMER FEEDBACK SUMMARY
BY CUSTOMER CODE

—&— AVERAGE
OVERALL AVG

@  Highest Response
o Lowest Response

| Box Includes 90%of Survey Scores

B

customer and market needs. See Figure 7.1-2.

We ask our customers to compare our ability to
provide quality products and services with other

Figure 7.1-2. Customer Satisfaction Data by
Market.

organizations. This data, Figure 7.1-3, helps us to

better understand our competitive environment.

Customer complaint data is collected and analyzed

for use in our market areas. Specific information
relative to our industrial operations and USW is
routinely used to identify adverse product trends.
Web-based data systems provide this informatior
to our product-line organization.

Customer satisfaction data is also combined with
customer funding data and current fiscal year (FY
milestones. Next FY plans, program/project
descriptions, and issues/high interest areas are a
compiled. We also compare assessments of perf(
mance between customer agents, our executive
director, and the customer. See Figure 7.1-4.

NUWC KEYPORT OVERALL CUSTOMER
FEEDBACK SUMMARY
ACTIVITY COMPARISON

+ Highest Response = AVERAGE - Lowest Response

|Bo>< Includes 90%of Survey Scores
94 95 96 97 98

Figure 7.1-3. Activity Comparison.

99




NAVSEA KEYPORT

"KEYPORT
Undersea Warfare Center Divisian

Customer Agent: Steve Osburn

Program Description: Provide Material and Support for Logistics Agency
Customers, including depot repair, fabrication, and Custom Engineered
Solutions for supply systemn and related customers.

Objective: Support the supply system and program offices by providing
responsive support for hardware (consumables and repairables),

Customer Notebook Quad Sheet for Logistics Agencies (Program Y)

2001 President’s Quality Award

Customer(s): NAVSUP (MAVICP-M, NAVICP-P), DLA (DSCC, DSCR),
MAVSEA, NAVAIR

Current FY Milestones: EA-6B Throttle Control Computer amplifiers -
~ug; EA-GE Engine door fittings - Sep; EA-GR Tailpipes - Jun; AW-26
Motional Transducer - FAT July; Ffa-128 Forward Fairing - Jun; Sea Systems
Depot Repair workload: 950 units; Torpedo Depot Repair workload: 850
units

Next FY Plans: F-14 [RST Compressor - Oct 00; Future Projects (dates
not set): EA-GB Stingers; Sea Systems Depot Repair workload: 990 units;
Torpedo Depot Repair workload: 850 units

IssuesfHigh Interest: Delivery of IRST compressar on schedule is critical
to Custom Engineering initiative,

Funding:

20000
£K 143

135
21
LU nr 5
10000 i i iy 100 Ll
- 45
4 n n
i I
$ Wy

Fv 0o Fyv Ol

Fy 97 FY¥ 98 FY¥ 99
Funding and Workyears

Planned ws. Actual
F' o

Customer Satisfaction:

External Customer Survey

10 9.1 (3) 4.1(3) 9 [8) 9.4 (7)
Rating 5
{Sample Size)
]
CY¥ 896 CY¥ 97 Y a8 CY¥ 89
Internal Assessment
Cost Cost
Customer Executive ¢ p.q4 . Sched
Advocate: Director: Customer:
Perf Perf

Last Updated: 7/26/2000 1:13:24 PM

Figure 7.1-4. Customer Notebook Quad Sheet.
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CATEGORY 7.2 - FINANCIAL equities and achievement of optimal efficiency
PERFORMANCE RESULTS meeting the needs of the Fleet today, tomorrow,
and for the future. Division Keyport's Vision 2010
provides focus towards meeting these challenges.
It articulates our view of Keyport’s role in sup-

orting NAVSEA's mission and meeting the long
erm technological and operational needs of the
é\lavy through the 21st century.

Keyport is emerging from a period of significant
industrial, technological and economic reorgani-
zation. Since the end of the Cold War, we have
focused on supporting and adjusting to the Navy’
need to reduce costs and improve efficiencies.
During this period, we have achieved unparallele
success in Business and Process Reengineering Division Keyport’s success at business process
(BPR) and have received numerous accolades reengineering is evident by our receipt of eight
from our customers and stakeholders. While we Vice President Gore Hammer Awards, more than
underwent reductions in our workforce by 64%  any other DoD activity. Our long history towards
(2,233 billets), we increased our productive ratio continuous improvement and customer focus has
from 67% to 84%, reduced total overhead expen-fully integrated sound business principles and
ditures over 50% ($54.9M annually), and reducedbusiness process reengineering methodology
our facility square footage usage by 30% (over 1 throughout our organization. We have been ex-
million sq. ft.). See Figures 7.2-1 to 7.2-4. ploiting process improvement, seeking cost
efficiencies and performance improvements as a
division-wide venture since the inception of the
Navy Industrial Improvement Program, and have
documented significant cumulative savings.

As the Navy moves into the 21st century, Division
Keyport is faced with many new challenges, the
foremost of which is the reinvigoration of our core

2,330 . . .
Direct WYs Productive Ratio 85%

{ DWY/(DWY+IWY)

—FY96—FY99—Achieved

—Total-Mission-Cost:———$272M—$205M——25%

1,090 Indirect WYs

—Total Overhead:——$837M—$50.9M—39% 992

ﬁviiianPersonnelﬁ&ﬁﬂiw;l,%ﬁéﬁ?% ,455 =

=Direct-Weorkyears———1567—-1-024——-35%

= = 67% 170
=Indirect-Weo TW?S—ZQ;ESEQUO

92 93 94 95 96 97 98 99 00

Figure 7.2-1. Our Achievements. Figure 7.2-3. Workload and Efficiency.
FY92-00 % Variance
FY92-00 Labor: (76%)

$109.2M ($54.9M) MM&R: (60%)
BOS: (50%)
Depreciation:  (41%) 140 i .
Variable: @7%) Cumulative Savings 115.1 124§
Range: 143% 1201 108}//y//1;0l7 1273
Fees: 1,088% | 93.7

Depreciation Variable Total (50%) 100 85.3 /

749
80 7 694

$54.3M 57.5

a 438 425
W —
o

$M

™

Base Operating 40 +

Support

Fiscal Year Savings

22.0 15.0

12.
20 4 11.9 14.4
9.3 104 ga 70
m 5.5 m 0 56 41 o5
0 , , , , , , , , , . S =
86 87 88 89 90 91 92 93 94 95 96 97 98 99
Fiscal Year

FY92 FY93 FYo94 FY95 FY96 FYo7 FYos FY99 FYoo
Fiscal Year

Figure 7.2-2. Overhead Reductions ($M). Figure 7.2-4. Efficiency Improvements ($M).
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CATEGORY 7.3 - HUMAN RESOURCE
RESULTS

Keyport is currently engaged in strident efforts to

reinvigorate our core work force equity. Right-
sizing efforts undertaken during the 1900’s,

Figure 7.3-1, resulted in a dramatic change in the

size and composition of our work force. This
streamlining, coupled with a work force reflec-

tive of the “baby boom generation,” has resulted

l =$—0On-Board Count —e—Diversity End Strength l

2500 p425

2000 -

1500 A

1000 A

500 { 324
._2.92\1‘99 193 179 170
14% . 13% . 13% . 13% . 13% . 1.2% .

FY95s FY96 FY97 FY98 FY99  FYO00*

in an employee average age of 47.9. Differences * paa as of 43000

at Keyport as compared to industry averages,
Figure 7.3-2, indicate employees under 30 are
scarce at Keyport, while our workers remain in
larger numbers beyond age 60.

The diversity in our work force, however, held
constant through rightsizing initiatives,
Figure 7.3-3.

FYo1 FY92 FY93 FY94 FY95 FY96 Fy97 FYos FY99 FYo0
250

New Hires

0

(250)
SIP/VERA
(500)

(750)

Opt. Rétirément (1,000)
(1,250)
Resignation
(1,500)
(1,750)

(2,000)

(2,250)

(2,500)

Figure 7.3-1. Work Force Attrition.

Industry Comparison
30% 1 Y P

25%
20%
® Industry
15% A
@ Keyport
10% -

5%

0% -
18-24 25-29 30-34 35-39 40-44 45-49 50-54 55-59 60+

Figure 7.3-2. Work Force Profile - Average Age.

Figure 7.3-3. Work Force Profile by Diversity.

Projections indicating an exodus of our aging

work force over the next 5 years, Figure 7.3-4,
demonstrates the urgent need to engage an aggres-
sive hiring program. Figure 7.3-5 shows an
improving trend in hiring from FY 95-FY 00. To

meet our mission requirements, hiring projections

1450 -

1259

1250 A

1050 A

850 -

650

450 +

250

50

FY 00 FY 01 FY 02 FY 03 FY 04 FY 05

[l FWS OAdmin/Gen. mTech. Spec. OSci. & Engr.]

Figure 7.3-4. Projected Attrition by Skill
Category.

43
35

8863

30
25 -
20 -
15 13
10 |
5 9

16
7

FY9 FY9% FY97 FY98 FY9 FYO00

Figure 7.3-5. Hiring (FY 95-FY 00).
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and goals have been established through fiscal [ wannc Fros | mves | rror | eves | Fres | Fvoo
year 2005, Figure 7.3-6. The required skills (to bg rou=s 224K sk [ e |7 | sk |
hired) were accomplished during a Skills Gap INSTANCES oK 2 i | s oK 3
Analysis conducted in 1999. pe e z ® > 2 * il
AVG INS/IEMP 18 13 10 7 6 17
LABOR COST $5515K 44218K $2684K $2605K $1951K $1905K
160 1
140 TUITION COST $2238K $1629K $968K $1282K $598K $517K
120 - TOTAL COST $7753K $5910L $3652K $3887K $2549K $2422K
100 -
80 1 Figure 7.3-8. Employee Development
v ] Investments.
20 +
0 ‘:IOI‘I Board Count E=# of Awards Given =®=$ Amount Awarded
00 01 02 03 04 05 4600 STB7K $950,000
B S&E M Tech./Spec. DAdmin COFWS 4100 [ $850,000
5600 ss15K 679.8K - $750,000
Figure 7.3-6. Projected Hiring by Skills. 3100 % [ $650,000 £
2600 § F $550,000 <E(
2100 ? F $450,000 ?u
Parallel to our hiring plan, Keyport’s effort to 600 | | |2 F $350.000 2
reinvigorate the work force addresses a broad 1100 { |2 g [ $250.000
range of developmental and career progression jzg 'z:"o'zz(’

programs for employee enrichment. Figure 7.3-7 fvos  FYos  FYor  Fves  EYOo  FYOOK
provides the current population of employees with
advanced degrees and those in process with
Keyport support. The steady increase in employ- Figure 7.3-9. Employee Recognition.
ees acquiring advanced degrees attests to ) ]
Keyport's commitment to developing the next ~Command Awards are designed to improve

leaders and professional scientists and engineersgmployee well-being and satisfaction through
recognition and celebration. Figure 7.3-10 shows

the number, as well as the percentage of employ-
ees recognized, has been increasing over the past
0% 171 [Goat: 7:2% of Employees with Advanced Degress | | Pased 3 years, reflecting not only the emphasis on

Som T teaming but the reality that teams are in fact
8%1] becoming the way of effectively doing business.

* Through July 00

350 T T 25%

%]
/

4% 300 T M

250 1 f

200 +

T 20%

2%

% of E:mployees WiEh Masters
2
2

T 15%

T 10%

% of Employees

0%-

Number of Employees

FY97 FY98 FY99 FYTD 100
Figure 7.3-7. Percentage Employees With ol | 5%
Advanced Degrees.
0 t t t t t t 0%
93 94 95 96 97 98 99
Employee development and award programs Fiscal Year
reflect an impressive investment dedicated to [CJEmployees Receving Awards —e— 9% of Employees |

maintaining a high-performance and rewarded
work force. See Figure 7.3-8 and 7.3-9. Figure 7.3-10. Command Awards.
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The most comprehensive method we use to selected employees each month. This will be the
evaluate employee satisfaction is the Team only survey you receive this year. My staff (Code
Keyport Cultural Survey. Each employee is EDA) will collect and summarize the results of
randomly surveyed once a year. Each survey is each monthly survey. The results reported will
sent from Captain Violette with the following have no tie to an individual respondent. The
instructions: thoroughness and credibility of your comments
will enable me to make specific and meaningful

Dear Employee,

Keyports Visiof NUWC's Face To The Fleet” | thank you in advance for taking the time to
communicates the motivation and you provide the y 9

action to continue our quest for excellence in the ﬁomplete this survey. hAnd, thank you for your
field of undersea warfare. The role you perform onest comments on how we can improve.

is important and essential in shaping our future CAPT THOMAS F. VIOLETTE, USN

and ensuring our success.

improvements.

Commander
By completing this survey, you can help me asse
our progress toward our Vision. To understand
your perspective of today, each survey question
will ask you to respond with your assessment of
today and your perspective of 2 years ago. (I
recognize that 2 years ago, you may have been i
a different job or a different Code. Your prospec-
tive of how things were 2 years ago is still impor-
tant.) This survey is being sent to randomly

%—%gures 7.3-11 to Figures 7.3-13 show very
positive trends for Management Style, Quality of
Life, and Employee Assessment. The improve-
ment trends reflect a change in employee attitude,
improved working environment, better communi-
"tations, and a clearer vision of the future. Trend
information is available since 1991, and trends are
tracked for the current year and the two previous

Aways 10

Aways 10 TODAY ‘TODAY‘S TREND TODAY TODAY'S TREND
9 9
8 Y 8 1
pe A AN e = B -
WA A v A/\ —
6 1 6 1 V
e 4] e 4
31 3
21 2
N 1 Never 1
‘ Fvos ‘ Fros ‘ P ‘ ‘ o ‘ Froo ‘ oo ‘
Figure 7.3-11. Management Style. Figure 7.3-13. Employee Assessment.

Aways 10 100%
TODAY TODAY'S TREND

50 90%
9

80%

70%
Most of GOAL (66%)|

theTime 7 ] O\ /\ ~
V
6 4

Some |
Times 4

@
—
#SURVEYS RETURNED
§
d3NINL3Y %

30%

TWO YEARS AGO

34 20%

0 0%
Fvos Fvas ¥
‘ Fvas ‘ Fras ‘ Fro0 ‘

Figure 7.3-12. Quality of Life. Figure 7.3-14. Monthly Surveys Returned.
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years.

A significant part of the employee survey process
is reviewing employee written comments. Each
month Command reviews each trend and each
comment. Although every comment is not taken
for action, comments that point toward actions to
improvement overall Management Style, Quality
of Life and Employee Assessment are pursued.
For example, low scores or comments with re-
spect to poor communications lead directly to
efforts to increase communications in a given
work area. It is important to note that in all areas
employee surveys show “Today” is viewed as
better than “Two Years Ago”.

Figure 7.3-14 shows a very high rate of return of
monthly random surveys. The stretch goal of
66% surveys returned is almost twice that of
industry survey return rates. For the past 18
months, the average return rate has been about
55%. A marked improvement in survey returns

resulted in January 1999, when the survey process
was reengineered to provide better feedback from

employees. The results of the Monthly Cultural

Survey process are provided to all employees via

Keyport’s Intranet. The NAVSEA Command

Performance Inspection Team identified the Team

Keyport Cultural Survey as a Best Practice.

Injury/lliness Rates (lIRs) are monitored and
analyzed (see Figures 7.3-15 and 7.3-16) to

determine where emphasis and training is needed.

Safety bulletins are published regularly to high-

light safety issues and promote safety awareness.

Figure 7.3-17 shows the leading Injury/lliness

034
8.1
7.7
‘ ‘ 67
[PPSR
95 96 97 98 99

B R

ORPNWAMGOOON®OO RN

9.

FY00 GOAL =5.0

INJURY/ILLNESS PER 200,000 HOUR

JUL AUG SEP OCT NOV DEC JAN FEB MAR APR MAY JUN
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Figure 7.3-15. Injury/lliness Rates.
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Figure 7.3-16. Lost Days.

Rate contibutor has been strains, especially back
strains. The Safety Office has provided training
and emphasized awareness regarding back inju-
ries.

FY 00TD - 51 CASES

CHEMICAL EXP% FIRST AID
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FRACTURE
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Y gy FOREIONEODY
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i OTHER
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CTDs
14%

Figure 7.3-17. Injury/lliness
Rate Contributors.

Figure 7.3-18 shows grievance resolution results.
The new grievance process quickly led to supervi-
sors becoming more proactive in resolving griev-
ances at their level.
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Figure 7.3-18. Grievance Resolutions Results.



2001 President’s Quality Award

7.4 SUPPLIER AND PARTNER Range Craft operations performance results are
RESULTS monitored and shown in Figure 7.4-3. This

Suppliers of support services (logistics, technical SUPPOrt service contract is critical to our capabil-
range craft operations, and base operating sup- 'Y Of ranging Undersea Vehicles.

port) are contracted for multi-year tasking. Figure

7.4-1 shows logistic contractor performance for

the Current ContraCt. AS the data ShOWS, a Steady 100 COMPOSITE SCORE OF QUALITY, TIMELINESS, AND MANAGEMENT

improvement in performance has occurred over o5 Yad IMAA
the contract period. This reflects the maturity of 90 /SRR v a— S
teaming with the contractor personnel in the 8.5 \\ v

@ 80
2 75
The performance of our service partners is moni- & 7.0
tored through the use of a Monthly Task Grade 6.5
System, shown in Figure 7.4-2. The results of the ®°°
monthly performance scores are shared with

Keyport and contractor management. Fyos FY99 FY00

defining expectations and reviewing results.

Oct
Jan

S
<

Jul
Oct
Jan

. —
o =
< L]

Oct
Jan
Apr

Jul

Figure 7.4-3. Range Craft Operations
Performance.

10.00

Figure 7.4-4. shows a significant improvement
over the last 3 years in issuing contracts and tasks

‘_/\/\ ~ \_\/\_ orders.

Contracts Branch SAP Branch Task Orders
FY00 115 Days 25 Days 4 Days
8.50 ‘ FY99 124 Days 18 Days 5 Days
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
FYo8 158 Days 19 Days 7 Days

SAP - Simplified Acquisition Procedures

_ o Figure 7.4-4. Procurement Action Lead Time.
Figure 7.4-1. Logistics Contractor _ _
Performance. Suppliers contracted to supply material necessary

to accomplish the Keyport mission are monitored
for both product and delivery conformance.

Figure 7.4-5 shows supplier acceptance rates for.
The goal of a 95 percent acceptance rate has been
set; and through improved attention to contract
requirements, communicating with suppliers, and
disqualifying poor performers, this goal is nearly
met.

10.0
9.5
9.0 7
8.5
8.0
7.5
7.0
6.5
6.0

GRADES

Figure 7.4-6 shows the results for Supplier Deliv-
ery Adherence. The goal is 95 percent on-time
delivery. Although we have not yet reached that
goal, we have shown a modest increase from a 20
Figure 7.4-2. Technical Contractor percent on-time delivery rate in 1995 to 66 per-
Performance. centin 1999. This improvement is as a direct
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result to the RYG past performance selection tool
and communication with the supplier.

RECEIVING INSPECTION LOT ACCEPTANCE
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t60.00 @
» L £
5 601l | = I 5000 &
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t 4000 #
40 il — ] —l
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20 il — — [ Nt |
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I L OTS INSPECTED [C—LOTS ACCEPTED
I L OTS SUSPENDED -/~ % LOT ACCEPTANCE
—>— CUSTOMER LOTS SUSPENDED  —%— % LOT ACCEPTANCE CUSTOMER

Figure 7.4-5. Material Acceptance Results.
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Figure 7.4-6. Supplier Delivery Adherence.
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Achieving a Mix of Public and
Private Resources Produces the Lowest
Labor Cost for Our Customers

Figure 7.4-7. Public/Private Optimum Mix.

Keyport’s public-private teaming has been suc-
cessful. See Figure 7.4-7. As shown in Figure 7.4-
8, we maintain an optimum mix of approximately
68%1/32% public/private labor to produce the best
value composite labor rate for our customer. This
provides a rate substantially lower that would be
the case if either the public or private sector were
exclusively utilized.
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32% -68% Public-Private Workforce Mix

Figure 7.4-8. Keyport Optimun Use of Direct
Contract Support.
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7.5 - ORGANIZATIONAL An important feature of Keyport’'s Balanced
EFFECTIVENESS RESULTS Scorecard is that the data owners are required to
The collection of objectives, measures, goals, angrovide a rationale in support of the goal and
progress indicators in the Balanced Scorecard ar@rogress rating. Rational statements significantly
used to help leadership assess organizational ~ improve the utility of the data. Figure 7.5-2A
effectiveness with respect to chain-of-command provides a specific example of how the data
strategic alignment. An overall assessment chart,owner reports the relative data, goal, and rationale
Figure 7.5-1, provides a linked snapshot of in support of the “Sustain Competitive Posture”
progress made towards Balanced Scorecard objective contained in the Financial Perspective.
objectives. The top level “spider charts” are used In this case the rationale draws attention to “re-
by leadership to assess each perspective using aducing infrastructure and overhead costs” as
single indicator chart, while assigned data ownergiecessary elements to offset inflation and declin-
manage the specific metrics comprising the ing direct workload.

particular perspective.

3 onaaay Goal Financial Perspective
Overall Command 1 - Needs Attention o ) -
Assessment Objective 4: Sustain Competitive Posture
Measure F4.1: Stabilized Workyear Rate
Learning & Growth Financial + Goal . .
Perspective Perspective — Stabilized Workyear Rate equal to or less than previous year rate of $118.9K.
« Rationale:

— FYOO stabilized rate reflects the continuance of Division Keyport's strategic goal
to increase our competitive posture, including lowering the stabilized workyear
rate charged to our customers. Our success in lowering stabilized workyear
rates result from reducing infrastructure and overhead costs at a rate necessary

Internal Business Employee to offset inflation and declining direct workload.
Perspective Perspective
FY96: $133.1K* FY98: $122.6K* FYO00: $118.2K

FY97: $126.4K* FY99: $118.9K* (*In FY0O dollars)

Customer Perspective

* Progress (for FY00):
— Achieved Goal with passing of FY00/01 A-11 President’s Budget
— Prior Year Baseline: FY99: $118.9K (In FYOO dollars)

Figure 7.5-1. Balanced Scorecard Overall. . Self Score: 4

The Financial Perspective serves as the focus for ~ 19ure 7.5-2A. Data Owner Reporting.

the objectives and measures in all the other Data owner reporting is also supported with
scorecard perspectives. Figure 7.5-2 provides thenecific data relative to the objective, measure,

financial objectives and their progress for leader- and associated goal. Figure 7.5-2B shows the
ship to determine which objectives need attentiong;piii-eq workyear metric.

and where to direct resources and necessary

|m rovement |ans MEASURE F4.1: STABILIZED WORKYEAR RATE
p P . (For FY00)
Self Score: 4
5 - Exceeding Goal
—_— 3- On Target 140 —
Objective 1: Meet the NOR Target 1 - Needs Attention Goal: Stabilized Workyear Rate equal to or
less than previous year rate of $118.9K.
Measure F1.1: NOR
130 A
. &
MeasureyFtl.Z. Best Value Costs Measure F2.1: $K/IDWY =
for the Customer
& 120
Objective 4: Sustain Objective 2: Aggressively [
Competitive Posture Manage Workload |
- | 110 A
Measure F4.1: Stabilized Measure F2.2: Sustain Direct E
Workyear Rate Workyears
g. 100 ~
£ ©
Measure F3.2: Direct Leverage Ratio Measure F3.1: Total Leverage Ratio -3 T
Objective 3: Manage Leverage Ratio

P fvee | Fver | Fveer | Froer FY00

*In FY0O dollars

Figure 7.5-2. Financial Perspective. Figure 7.5-2B. Stabilized Workyear Rate.
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The Employee Perspective, Figure 7.5-3, provides

5 - Exceeding Goal

indicators of success in those processes that Measure I1.1: Number of Post- 3-On Target

Delivery Deficiencies
5

1 - Needs Attention

impact employee implementation and deployment  omeciver
of the Keyport strategy. This perspective helps

leadership to determine progress in assuring Measure 13.2. In-Service:
employee satisfaction, safety, and well-being. Product Supper Respense Tme

Measure 12.1: Infrastructure
(G&A) Cost

Objective 3: Provide Timely
Responses to Customers

Objective 2: Reduce Cost
of Doing Business

o Objective 1: Develop and Retain 5 - Exceeding Goal Measure 13.1: Percent On-Time' N .
Objective 4: Reward and World Class Workforce 3- On Target Deliver Measure 12.2: Productive Ratio
Recognize in Consonance 1 - Needs Attention 4
with Division Goals Measure E1.1: Employee Satisfaction Index

Measure E4.1: Employee Recognition,

\ Measure E1.2: Employes Retertion Rate Overall Average: 3.2

e P o0 Figure 7.5-5. Internal Business Perspective.

Measure E3.2: Supervisory Feedback
Process

Figure 7.5-6, our Learning and Growth Perspec-
tive provides key indicators in helping us shape

Measure E3.1: Leadership Index Measure E2.1: Quality of Work Life

Measure E2.3: Environmental Deficiencies’ Measure E2.2: Safety Deficiencies H
our core equity work force.
Objective 3: Provide Objective 2: Provide a Work
Leadership, Direction and Environment that Enhances Job

Communication P , Product/Service
Overall Average: 3.0 Quality and Encourages Innovation

Obijective 4: Increase partnering Objective 1: Improve Teamwork g Excjeiedin? Goal
h i B - On Target
Fi 75-3. E | P ti with industy and academia Measure L11: Team Player Index 1- Needs Attention
igure 7.5-3. Employee Perspective.
Measure L4.2: Workshop/Symposia

Days Measure L1.2: Teaming Initiatives

The Customer Perspective, Figure 7.5-4, identifies
Keyport’s objectives relative to customer satisfac-
tion, increasing the customer base, ensuring
customer retention, and being the provider of

Measure L2.1: Business Process
Reengineering (BPR) Savings

Measures L4.1: MOAs, EPAs, CRADAs

choice. The collection of indicators in this per- Emplopecs wih Masirs Degecs
spective are critical to our customer relationship Mese L2 proces e
and enhancement methods. Bl e e e atves
for Products and Services
Measure CL1: Customer 5 Excesding Goal Figure 7.5-6. Learning and Growth Perspective.
Saxisfascnon Index i: 226?5'%?6”“%
e Miod ! Ehsciise 2 norese The Balanced Scorecard methodology continues
/ to undergo refinement at Keyport. Current im-
Measure C4.1: Relative ’ Measure C2.1: Market Share provement initiatives strive to include appropriate
el index (nprocess) metrics for the Technical Leadership Areas. The
Board of Directors are also reviewing and validat-
gbiesve s Be e Obicsive3: Ensure ing existing Balanced Scorecard performance
Measure C3.1: ustomer measures for implementing our Business Plan.

Retention Index
For FY 00-FY 05, Keyport has adopted focused
initiatives aim at achieving projected cumulative
savings of $53.5M resulting in more product/
services at same or lower cost, same product/
Keyport’s Internal Business Perspective’ Figure services with |(?W€|’ cost, and direct SaVIn_gS to
7.5-5, monitors important aspects of our businesscustomer funding and more product/services to the
and particularly our attention to cost, delivery ~ Fleet. See Figure 7.5-7.
schedule adherence, and response to the customer.

Figure 7.5-4. Customer Perspective.
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= Buying

X Cumulative Projected Net Savings
Habits

$53.5M

127

FBPR wm

Net Savings
Investment ———

-0.5

-0.6

3.2
FY00

FY99 FY01 FY02 FY03 FY04 FYO05

Figure 7.5-7. Improvement Intiatives Result in
Savings.

Technical leadership areas of Test, Training and
Evaluation (TT&E), Life-Cycle Systems Support-
ability (LCSS), and Fleet Material Readiness
(FMR) are individually monitored for overall

100% -

= 96%

5% +

50%

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul

‘ --=- Monthly CSS —— 6 Month Moving CSS ——Goal = 100%

Figure 7.5-8B. Customer Satisfaction Score.

In 1998, Keyport reengineered the AN/SQQ-32
mine-hunting sonar maintenance process to
improve system availability, reduce repair turn-
around time, and reduce Fleet operational costs.
Figure 7.5-9A, Figure 7.5-9B, and Figure 7.5-9C
show the impressive results accomplished to date.
The AN/SQQ-32 Team was awarded a Vice
Presidential Hammer Award for these efforts.

command level performance. Technical leadership

area performance measures are typically cus-

tomer-driven and unique. Figures 7.5-8, 7.5-9 an
7.5-10 are examples of technical performance
measures for our leadership areas.

A significant service that our remote sites in
California and Hawaii provide to Fleet customers
is MK 30 Mod 1 Mobile Targets for use during
test and training exercises. (These mobile targets
simulate real target submarines.) Figure 7.5-8A
shows Keyport exceeds the sponsor goal of 85%

for Target Mission Success Score. From the Fleg|

standpoint, we also track whether the Navy’s test

AN/SQQ-32(V) Ag Trends
(DOWNTIME BASED ON C3/4 CASREP)
1
' 0.983

I-LEVEL !

0.9 STANDUP\AE

0.879 ;

0.8 ;

0.769
0.7
0.6
FY 96 FY 97 FY 98 FY 99

and training objectives were accomplished.
Figure 7.5-8B shows our MK 30 Mod 1 Mobile
Target services meet the Fleet objectives 96% of
the time.

Figure 7.5-9A. AN/SQQ-32 Availability
Improvement.

100% + .= e
. . . -m
P e RO
5% T -
50% t t t t t t t t {
5 O 8 = c - E 3
3 3 8 = & E 5 & 5 3
< 2 = 2 a = 5
’ ————— Monthly TMSS —a— 6 Month Moving TMSS Program Goal = 85%

Repair Turnaround Time (RTAT) Reduction

400

0O OEM 0 SIMA 375QTRS
350

3.48 QTRS
300 3.04 QTRS

250

200

Days

1.70 QTRS

4 days 1day
I

Tilt Brake

150

100

50

5 days 2 days

0

Actuator Potentiometer Tilt Motor

Figure 7.5-8A. MK 30 Mod 1 Target Mission
Success Score.

Figure 7.5-9B. AN/SQQ-32 RTAT Reduction.
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Fleet OPTAR Cost Avoidance
6
2 $4.9M
o
3 $4.3M
3
£-3
3
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©
1 $1.2M
0
Thru FY 98 Thru FY 99 Thru 1Q FY 00

Figure 7.5-9C. AN/SQQ-32 Cost Avoidance.
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Figure 7.5-11 IT Availability.

In support of Fleet Material Readiness, our perforKeyport has an aggressive environmental program
mance in reducing weapon backlog is better than that ensures compliance with state and federal

all others. Figure 7.5-10 shows that for the last
eight quarters, we have successfully maintained
reduced backlog which represents a significant
savings to the Navy. By turning around weapon
system components rapidly, Keyport helps meet
Fleet readiness while reducing overall inventory
requirements.

1.2

iy W,
N %

0.2 v

—e— Keyport
— —All Others

Figure 7.5-10. Weapon Station Backlog
Performance.

Q298 Q398 Q498 Q199 Q299 Q399 Q499 Q1-00

. . . ,000
Business key support services are also monitored

at different performance points. Figure 7.5-11
shows corporate information system availability.
It is a measure of the reliability of Keyport’s
Information Technology (IT) systems which are
critical to successful operation of most produc-
tion, service, and support processes.

laws and regulations. Hazardous waste reduction

as actively monitored and tracked to ensure goals
for reduction are on target. Keyport has been
recognized with numerous state and national
awards for efforts and accomplishments in hazard-
ous waste reduction, hazardous material tracking
and control, emergency response, and natural
resources programs. Figure 7.5-12 shows
Keyport’s progress in reducing hazardous material
generation, outperforming DoD goals over the last
4 years.

Capital Purchase Program (CPP) investments are
planned and prioritized based on NAVSEA and
NUWC Strategic goals and objectives.

5,0007 FY Goal: Reduce Hazardous Waste to 780K Ibs

4,000+

3,000+

Phased
Goal: 585

1,000+

FY94 FY95 FY96 FY97 FY98 FY99 FYTD

Figure 7.5-12. Hazardous Waste Reduction.



2001 President’s Quality Award

Figure 7.5-13 shows increased Capital Purchase about through fully integrated sound business
Program (CPP) authority commensurate with principles and business process reengineering
NAVSEA corporate strategies, projected increasemethodology throughout our organization.

in revenue, and Keyport’s Vision 2010 objectives.

Vice Presidential Hammer Awards

[ cPp Authority
07 9.1 O %ofRevenue g gp 84 2000 Mine Warfare Intermediate
70 70 g Maintenance Migration Team
58 55 >9 51 1999 Corporate Information Technology
& 1=
i 1998 Advanced Tomahawk Weapons
‘W HW j ‘ | Control System Team
O e 1998 Fleet Mine Support Integrated
95 96 97 98 99 00 01 02 03 04 05 Product Team
Fiscal Year 1997 MK 37 Torpedo Warshot Battery Team
. 1996 Aircraft Carrier Anti-Submarine
Figure 7.5-13. CPP Investments. Warfare Module Team
1996 Underwater Mine Battery Disposal
Figure 7.5-14 shows the result of aggressive Team
reduction in facilities space and usage. Keyport's| 1995 AN/SQS-53A Engineering Develop-
usage of existing facilities areas has been reduced ment Team

over 1,026,000 square feet, or approximately 30%¥€umulative Cost Savings Exceeds $31 M
of the total, since FY 92.

2000 Submarine Trainers Team
(Nominated)
92 93 94 95 96 97 98 99 Cost Savings Exceeds $3M
—~ 0 .
é Figure 7.5-15. Keyport,s Business Process
= -200 A 168 154 142 g0 Reengineering Initiatives Saved Over $34M.
o
S -400 A Keyport's FY 01-FY 05 customer and proportion-
3 ate workload profiles are projected to remain
® 600 - similar to those achieved during FY 99 and FY 00.
g Figure 7.5-16 shows approximately 68% of our
o 800 - new work coming from NAVSEA organizations,
=5 28% from other Navy customers, and 4% from
S -1,000 - non-Navy customers.
B 1001 -1,026

$200.0M —

Figure 7.5-14. Facility Square Footage

0,
53% *,] $1055 15% ,J $30.5 68%

Reductions. PEOS NAVSEA e s7 =
i - 8% $15.9
“ovsorsso || smaorrsuae | [NAVAR SNV Navsup
PMS425 $5.3 PMS380 $3.3 PMA282  $17.6 NAVICP  $14.9
PMS450 $4.3 Submarine Tech, 4.8 | PMA205  $32 NALC $1.0
. . | . PMA241  $0.9
Keyport’s success at business process e e AL 08 5 518
reengineering is evident by our receipt of eight |\ iue s | simane 527 vesxhst, Non-Navy
N : 9% $17.6 Other DoD $3.4
Vice President Gore Hammer Awards, more than, fue s Pusa 306 o ey PVl | oare s
any other DoD activity. Figure 7.5-15 demon- N e S0L | [eacer sss s
H H eater Surface SPAWAR  $0.9 Private Part 4.4
strates our long history towards continuous combatants - $7.3| [other = e =1 L s
improvement and customer focus. This has come_russz s o s10 Ray. %20

Figure 7.5-16. Workload Projections.
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Proven thrﬂugh Test, Training & Evaluatinn.

Integratéd through Life:Cycle Systems Suppnnablllty
Sustained through Fleet Materlal Readiness.
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“Keeping America’s Navy #1 in the World



