[bookmark: _GoBack]ORM KEY PERFORMANCE MEASURES
Effective January 31, 2016
	Measure 
	FY14 
	FY15 Target 
	Actual FY-Date
	Status 

	1 
	*Resolution Rate:  Percentage of EEO complaints resolved during the pre-complaint process
(*As of December 31, 2015)
	53% 
	50% 
	50% 
	

	2 
	ADR Participation Rate:  Rate at which both parties accept ADR in order to resolve the complaint
	55% 
	53% 
	60% 
	

	3 
	Average time to investigate complaints
	193 
	175 days 
	204
	

	4 
	Customer satisfaction rate
	88% 
	85% 
	78% 
	



Key:
 Actual performance is short of meeting the annual goal by 5 percentage points or more
 Actual performance is within 5% of the annual goal
[image: Green Dot] Actual performance is at the annual goal. 
 Actual performance exceeds the annual goal by at least 5%.
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