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free to email your comments and questions to Tyndall Traversa (TTraversa@cns.gov) or Jason Smith
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Additional copies may be ordered by contacting Tyndall Traversa (TTraversa@cns.gov) or Jason Smith
(JSmith@cns.gov).
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To learn more about the Corporation or any of its programs, visit www.nationalservice.org or call 202-606-
5000 or TTY 202-565-2799.
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1201 New York Avenue, NW

Washington, DC 20525

Phone: 202-606-5000
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Our Mission

The mission of the Corporation for National
and Community Service is to provide opportu-
nities for Americans of all ages and back-
grounds to engage in service that addresses
the nation’s educational, public safety, environ-
mental, and other human needs to acheive
direct and demonstrable results and to encour-
age all Americans to engage in such service. In
doing so, the Corporation will foster civic
responsibility, strengthen the ties that bind us
together as a nation, and provide educational
opportunity for those who make a substantial
commitment to service.




Preface

Purpose of the Report

The Corporation for National and Community Service’s FY 2004
Performance and Accountability Report provides performance
and financial information that enables the Congress, President,
and public to assess the performance of the Corporation relative
to its mission and stewardship of the resources entrusted to it.
This document meets reporting requirements under a number of
acts, including the Government Performance and Results Act, the
Federal Financial Management Improvement Act, and the
Federal Managers’ Financial Integrity Act, the Government
Corporation Control Act, the Improper Payments Act and the
Federal Information Security Management Act. In addition, this
document is structured to meet the recommendations of the
Association of Government Accountants’ Certificate of Excellence
in Accountability Reporting program, as well as all applicable
Office of Management and Budget guidance.

How the Report is Organized

Management'’s Discussion and Analysis

The Management Discussion and Analysis (MD&A) is an
overview of the entire Performance and Accountability Report. It
includes:

» A message from the Chief Executive Officer (CEO);
» An organizational overview;

» A summary of the most important mission performance results
and challenges for FY 2004;

m A discussion of the demographic, social and economic trends
affecting the Corporation;

= A summary of the most important management performance
results and challenges for FY 2004, including information on
the agency’s progress in implementing the President’s
Management Agenda;

m A brief analysis of financial performance;

m A brief description of systems, controls, and legal compliance;
and

m A discussion of audit results.

Corporation for National and Community Service




The CEO’s message includes an assessment of whether perform-
ance and financial data in the Report is reliable and complete,
and a statement of assurance as required by the Federal
Managers’ Financial Integrity Act (FMFIA) and the Federal
Financial Management Improvement Act, indicating whether
management controls are in place and financial systems conform
with government-wide standards.

The MD&A is supported and supplemented by detailed informa-
tion contained in the Performance Section, Financial Section and
Appendices.

Program Performance

This section contains the annual program performance informa-
tion required by the Government Performance and Results Act of
1993 (GPRA) and includes all of the required elements of an
annual program performance report as specified in OMB Circular
A-11, Preparing, Submitting and Executing the Budget. The
results are presented in two sections: the first focuses on the
Corporation’s five core programs, while the second highlights
other Corporation activities. Each chapter is organized around
the Corporation’s goals and strategies.

Financial Management

This section contains the Corporation’s financial statements,
related Independent Auditor’s Report, and assessment of manage-
ment challenges, as well as the agency’s response to the auditor’s
findings and recommendations.

Appendices

This section contains supplementary information on the
Corporation’s performance results including information on the
sources and reliability of the Corporation’s performance data,
other agency-specific statutorily required reports on the National
Service Trust, and donations and contributions.
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President George W. Bush talks with AmeriCorps*NCCC
members after working with them to remove invasive

plants at a Florida reserve. White House photo by Eric Draper.
April 23, 2004



Message from the Chief Executive Officer

November 2004

FY 2004 was a “turnaround year” for the
Corporation for National and
Community Service. The agency made
great progress on the programmatic,
strategic, and administrative/manage-
ment fronts, as detailed herein. We also
made significant progress in addressing
the three organizational goals I articulat-
ed when I took over as Chief Executive
Officer in December of 2003— rebuilding trust, managing to
accountability, and focusing on our various “customers.”

Change is never easy, especially for a complex organization.
However, because of the extraordinary progress made by the
agency, it gives me great pleasure to present to Congress the
Corporation’s FY 2004 Performance and Accountability Report.
This report describes the accomplishments, challenges, plans, and
financial condition of the Corporation and its three main pro-
grams— AmeriCorps, Learn and Serve America, and Senior
Corps— as we go about achieving our mission of helping people,
building communities, and increasing volunteerism and civic
responsibility in America.
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As I have detailed in testimony before Congress and elsewhere,
the Corporation has moved steadily and surely over the past 12
months to establish financially and managerially sound systems
and processes. For example, in FY 2004 we:

Message From the CEO

» Put in place new procedures that fix the problems that we had
experienced in the past with the National Service Trust;

= Strengthened our grants management, oversight, and monitor-
ing functions including reforming the grant-making process,
improving the quality of peer reviewers, and implementing
improvements to eGrants, our online grant application system;

= Instituted a new budget development approach in which each
department uses a logic model that ties budgeting to goals and
performance;

m Upgraded technological systems to ensure more accurate and
timely reporting of data;

m Developed new administrative standards for our state service
commissions, and implemented improved compliance monitor-
ing protocols;

Corporation for National and Community Service A-11



» Developed a comprehensive strategic human capital plan; and

» Ended the predominant use of term appointments, expanded
employee training, and implemented a performance-based
appraisal system.

All of these changes were instituted to allow the Corporation and
its programs to operate more efficiently, effectively, and account-
ably—which, I am pleased to report, has been confirmed by a
number of independent assessments. The review of our financial
systems, as required by the Federal Financial Management
Improvement Act, found that the Corporation’s systems fully
conform to governmental financial system requirements. The
evaluation of our management controls, as required by the
Federal Managers’ Financial Integrity Act, found the agency’s
overall control system to be in compliance with the Act, except
for a single deficiency noted by our Office of the Inspector
General regarding the documentation and follow-up conducted of
systems security testing and evaluation. We will complete new
Certification and Accreditation reports for all our major systems
by January 31, 2005 that will fully address this documentation
deficiency. In separate reports, the Government Accountability
Office and the Inspector General each found that the Corporation
had implemented sound business practices, including strict con-
trol over AmeriCorps member enrollment certification proce-
dures that will ensure the Corporation’s obligations remain with-
in its appropriated limits. And, for the fifth straight year, the
Corporation received an unqualified audit of our financial state-
ments. These accomplishments demonstrate our continued com-
mitment to sound financial practices and reliable financial infor-
mation to support decision-making.
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On the programmatic side, thanks to Congressional funding at
record levels and great support from the President, the
Corporation was able to reach significant milestones. For exam-
ple, in FY 2004 we awarded grants to support some 540,000 vol-
unteers through the Senior Corps program, 1.1 million Learn and
Serve America students, and a record 75,000 AmeriCorps posi-
tions—the largest class ever. Together the Corporation’s pro-
grams helped to provide over 200 million hours of service and
achieved demonstrable results in meeting critical community
needs in education, the environment, public safety, care for eld-
erly, homeland security, and other areas—including a massive
response by participants in all three national service programs to
the hurricanes that devastated areas of Florida and the South this
past September. And, AmeriCorps*State and National program
members recruited and trained more than 525,000 community
volunteers throughout the country—an important aspect to our
goal of building a stronger culture of service and civic engage-
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A-12 FY 2004 Performance and Accountability Report



ment in America.

The performance and financial data presented in this report are
reliable and represent the strongest accountability measures that
the Corporation has ever generated. Still, we recognize that we
have more work to do in order to provide the full range of per-
formance outcome reporting necessary to support more effective
decision-making. The Corporation is continuing to accelerate
improvements in the scope of its performance data, particularly
with regard to the cost effectiveness of our programs in meeting
human needs.

And we continue to press for other changes and improvements
through a variety of strategic initiatives designed to support and
further advance the efficiency, effectiveness, and accountability
of the agency’s operations. For example:

m The Board of Directors in FY 2004 began to outline a draft five-
year strategic plan, much of which conforms to an Executive
Order on National and Community Service that President Bush
issued in February 2004. This plan will be issued in FY 2005
and will be designed to guide the Corporation’s activities for
years to come;
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m The Corporation has engaged the accounting firm Deloitte to
perform a business process review of the agency’s core opera-
tions. Results will be used to further enhance the reforms now
under way;

m The National Academy of Public Administration is conducting
a thorough review of the agency’s organization and manage-
ment and their recommendations will be incorporated into the
agency’s plans in FY 2005;

m The Corporation developed and is implementing a strategic
human capital plan that promotes alignment of staff with the
Corporation’s mission and goals;

Message From the CEO

m At the behest of our Board of Directors, the Corporation is cre-
ating a set of management metrics designed to measure whether
Corporation operations are performing to target;

» In FY 2004, we embarked on a six-month rulemaking process
for the AmeriCorps program in which we sought to strengthen
the program by finding ways to better leverage Federal
resources, while making our programs more predictable and
reliable for our grantees. The final rule is expected to be
released in FY 2005; and

m The Corporation is upgrading its technological systems, includ-
ing developing new designs for the Corporation’s core online
operational systems, eGrants and WBRS (Web-Based Reporting
System), through which grants are administered and grantees

Corporation for National and Community Service A-13



report required information to the Corporation.

In short, the Corporation has made tremendous progress over the
past year. The achievements of our extraordinarily talented and
dedicated staff are all the more remarkable because our opera-
tional resources have been shrinking, while the demands and
pressure on staff to do more, and to have their work held to high-
er standards, have been increasing. In FY 2005 and beyond, we
look forward to fully implementing our management reforms,
improving our financial systems, and making our programs even
more effective and accountable. In so doing, we will meet the
challenges of the future and become the kind of well-managed,
effective agency that the nation deserves.

David Eisner
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National Service
Responds to Florida
Hurricanes

After Florida suffered one of the worst
hurricane seasons in its history this sum-
mer, national and community service pro-
grams were quick on the scene to give
Floridians needed assistance.

More than 700 AmeriCorps, Senior Corps
and Learn and Serve America volunteers
were deployed to provide both direct
services and to leverage the support of
thousands of additional volunteers.
Floridians were grateful for the help. As
one recipient of assistance from
AmeriCorps members commented, “This is
like a prayer answered. I'm tickled pink.
It’s a godsend.”

Volunteer Florida, the state commission
on service and volunteering, was the lead
agency designated by Governor Jeb Bush
to coordinate the activities of volunteers
and donations during the hurricane
response. On September 9, Corporation
CEO David Eisner met with Governor Bush
at the emergency operations center in
Tallahassee and announced two Special
Volunteer Grants totaling $1.5 million to
help the state mobilize volunteers in
response to future emergencies and dis-
asters.

Teams of AmeriCorps*NCCC members
from all five campuses (Denver,
Washington D.C., Sacramento, Perry Point,
Md., and Charleston, S.C.) were deployed
to Florida to serve with the Christian
Contractors Association and the Army
Corps of Engineers. The members covered
about 1,500 roofs with plastic sheeting to
protect the interior of homes from the
weather until permanent repairs could be
made. Other AmeriCorps programs,
including the St. Louis Safety Corps and
the Washington Conservation Corps, also
participated in the project. With financial
assistance from the General Mills
Foundation, 15 AmeriCorps*VISTA mem-
bers from Minnesota also traveled to
Florida to help cover roofs. Most recently,
three teams from the AmeriCorps*Tribal

Civilian Community Corps based in Alaska,
California, and Arizona traveled to Florida
to help remove debris and secure roofs.

RSVP volunteers staffed the Emergency
Information Hotline in Orlando and
worked at the city’s Emergency
Operations Center and with the Red Cross
to set up a volunteer reception center.
The volunteers staffing the Emergency
Operations Center in Sanford stayed
throughout the day and night to handle
citizen calls and to help special needs resi-
dents who did not evacuate during the
storms.

ManaTEENS, a service-learning program
based in Manatee County, fielded 3,322
members who devoted more than 50,000
hours to disaster relief efforts. The
ManaTEENS covered the roofs of 1,444
homes; delivered 1,415 emergency meal
and flashlight kits to “at risk” residents
prior to hurricane season; ran the state’s
only pet-friendly shelter; and, managed
the Volunteer Reception Center for unaf-
filiated volunteers in DeSoto County
where they registered, deployed, and
tracked the efforts of more than 8,000
volunteers.

The Corporation’s efforts were supported
by The Home Depot, which provided a
$500,000 donation to the Corporation to
assist with revitalization efforts. The
Corporation’s response in Florida contin-
ues a long history of engaging volunteers
in public safety, public health, and disas-
ter relief. For the past decade, AmeriCorps
members and Senior Corps volunteers
have worked closely with the FEMA and
the American Red Cross to respond to
nearly every federally-declared disaster.
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Corporation for National
community Service

overview

The Corporation for National and Community Service
(Corporation) is a key part of the effort to create in America a
new culture of citizenship, service, and responsibility. Especially
since the terrorist attacks of September 11, 2001, Americans have
been looking for meaningful and effective ways to give back to
the nation. Through its AmeriCorps, Learn and Serve America,
Senior Corps programs, the Corporation provides opportunities
for Americans of all ages and backgrounds to express their patri-
otism while addressing critical community needs.

The members and volunteers who serve in Corporation programs
provide valuable assistance to local charities, schools, government
agencies, and faith-based organizations. In addition to offering
direct services, such as tutoring at-risk youth, building homes for
low-income people, responding to natural disasters, and caring
for homebound seniors, Corporation members and volunteers
promote outreach programs to attract more volunteers and help
build capacities of local organizations.

Service through Corporation programs strengthens communities
by increasing civic engagement, breaking down barriers, and cre-
ating new social ties. And, it gives added purpose and meaning to
the lives of those who serve while also helping to open the doors
of educational and career opportunity.

Corporation Programs

The Corporation for National and Community Service each year
engages more than 1.6 million Americans of all ages and back-
grounds in improving communities through a wide array of serv-
ice opportunities in education, the environment, public safety,
homeland security, and other human needs. The Corporation’s
main programs are:

» AmeriCorps, whose members perform intensive community-
based service and earn education awards to help finance col-
lege. AmeriCorps consists of three programs—
AmeriCorps*State and National, AmeriCorps*VISTA, and
AmeriCorps*National Civilian Community Corps (NCCC);

m Learn and Serve America, which supports programs in schools,
colleges, and community-based organizations that link commu-
nity service to educational objectives. About 1.1 million stu-

Corporation for National and Community Service
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dents participate in programs supported by Learn and Serve
America each year; and

= Senior Corps, through which more than 500,000 Americans age
55 and older use their skills and experience to address vital
community needs. Senior Corps comprises the Retired and
Senior Volunteer Program (RSVP), the Foster Grandparent
Program and the Senior Companion Program.

Board of Directors

Stephen Goldsmith, Chairman Henry C. Lozano
Indiana California

Cynthia Burleson William Schambra
California Virginia

Dorothy A. Johnson Donna N. Williams
Michigan Texas

Carol W. Kinsley

Massachusetts
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Officers of the Corporation
David Eisner, Chief Executive Officer

J. Russell George, Inspector General

Andrew Kleine, Chief Financial Officer (acting)

swelboud S31| pue uonetodio) ayl

A-18 FY 2004 Performance and Accountability Report



sisAjeuy pue uoissnasig s.juswabeuein

swelib0.d S3| pue uoneiodio) aylL

"MBIASJ 92UBLLIOIad SJ0308UIp 8y} 03 $8INQLIU0I 03D SUL "Senss Juleldwod pue juleidwod-aid Uo 030 8yl 8SIAPE 03 AJIOUINE JUspuadapul SeY JOI08UID BUL s
BS UOIJ09S “10V [eJauan J0323dsul 8U3 UM S80UBPIODE U] +
SjuswiUloddy [ernuspIsald «

uayoy y
EYNETN

»
wIed|

123
AP UD A D)
Sururel], %
judwdopAdq
PP diys.aopeo

Sutuiog W mwyvz )W

uosrery suoneddQ

L1104 syuean

[Bunov]
AU [T Yoz W YO Y
VISIA DION 1JeN % 91el1§
X+ * 5

sdaoyrLuy sdaopruy sdaopruy

Jjouunag J

sdao)
R UEIN

Juvov 4
1O SunerddQ Py

wuiiLy ¥
3 wdwdoPAd( AJN[0d 29 Y2.18IsY

[Bunov] 11058 §
sAreyyV dlqnd

nH d
A3o10uyd9 ], uoneuLIOJU]

swviim

2 SIUSTY [AID

SPADNPH [
[ende) uewinyg

no
SUOIE[IY JUIWULIIAOY)

Apundg o
[9SUNo)) [BIIUIL)

vn.1dn))
SaAnENIU] A)Iunurwo)) 7p paseq-yyeq

UOSLIPUY A
JUSUIGRUR]A] [BIOURUL]

QuIly
judwIseue A Weadoad % suruue[d

s [Bunon] 2u1d1y
JDYJO [eRURULY JOIYD

231020

4 [e13udn) 10333dsuy

«APUSLT plAD(
JIIJJO 2AINIXY JOIYD)

AWV
Jers jo puyp

................ $.10)22.11(] Jo paeog

Jey) |euonieziuehbio uonelod.io)

Corporation for National and Community Service A-19



Corporation Goals and Strategies
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Mission Performance Highlights

overview

In FY 2004, the Corporation conducted a comprehensive assess-
ment of its strategic goals and strategies. This assessment helped
clarify the agency’s goals and strategies, including identifying the
primary beneficiaries of the Corporation’s programs—people in
need of assistance, volunteers who devote their time to helping
others, and the communities in which they live. This assessment
also focused on the key strategies the Corporation uses to achieve
its mission and established a strategic framework to help guide
the Corporation’s programs.

The agency’s revised strategic framework is helping to: align the
agency’s programs more closely to the Corporation’s overall goals
and strategies; unify and coordinate the agency’s programs;
respond to emerging demographic, social and economic trends;
and strengthen the organization’s management. The strategic
framework reflects the complex world in which the Corporation
operates and the important role that volunteers fill in American
society. It also recognizes the key role that the Corporation can
play in building character, sustaining health, and creating career
and educational opportunities through the volunteer experience.
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Within this framework, the Corporation views its role as a cat-
alyzing one—providing strategic critical support to volunteer
organizations that, in turn, deliver much-needed services to com-
munities throughout the country. The agency helps to ensure a
healthy, vibrant, non-profit volunteer organization sector that
delivers these services effectively and efficiently, thus leveraging
the Federal contribution to better meet the needs of the nation’s
communities. Moreover, the Corporation promotes the growth
of a civic culture in which contributing to your community and
helping to meet the needs of the country’s most vulnerable indi-
viduals and groups becomes commonplace. To do so, the
Corporation provides grants, training, and technical support to
developing and expanding non-profit volunteer organizations,
and explores, advocates and models effective approaches for using
volunteers to meet the nation’s human needs.

Mission Performance Highlights

In FY 2004, through its five major programs, the Corporation
provided:

» Over 200 million hours of community service nationwide;

» High quality service experiences to its volunteers, including
about 540,000 Senior Corps volunteers, 1.1 million Learn and

Corporation for National and Community Service A-21



Serve America students, and almost 75,000 AmeriCorps mem-
bers, about 90 percent of whom would recommend AmeriCorps
service to a friend or family member; and

» Education awards totaling $112 million to former AmeriCorps
members.

The Corporation’s primary focus, however, is on the agency’s
“end beneficiaries”—the people and communities that benefit
from the services provided through its grants and projects.
Therefore, the bulk of the Corporation’s resources are directed
toward Goal 1—meet human needs through high-quality service
programs. However, the Corporation also places great emphasis
on improving the lives of those who volunteer through its pro-
grams (Goal 2), promoting civic responsibility by all Americans

(Goal 3), and managing for accountability (Goal 4).1

Estimated FY 2004 Funding by Goal
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THIS NOTE IS LEGAL TENDER
FOR ALL DEBTS, PUBLIC AND PRIVATE

E;c‘-‘"‘ o
Goal 1 Goal 2 Goal 3 Goal 4
S553 5249 S56 582
million million million million

The Corporation’s programs support these goals in various ways,
focusing on different populations of organizations and volunteers.
The diagram below depicts the primary objectives of each of our
programs.
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Corporation Logic Model
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The discussion below explains the strategic direction of the
Corporation along the lines of the four goals and accompanying
strategies. Because the FY 2004 budget did not identify any
Corporation-level performance indicators, this section presents
performance measures that reflect the Corporation’s recently
defined strategic goals and objectives. For some of these meas-
ures, however, FY 2004 data is not yet available; the agency plans
to continue developing data to support these measures and to
report against them in the FY 2005 Performance and
Accountability Report. These measures are included here to pro-
vide greater perspective on the overall Corporation’s goals and
strategies and the way in which the Corporation will measure its
performance against these goals. This discussion also includes
highlights of the agency’s accomplishments in FY 2004 in support
of each goal. More detailed information on the agency’s pro-
grams and performance against the FY 2004 program perform-
ance measures, as well as the agency’s newly established program
performance measures, is provided in the Program Performance
section of this report.

Mission Performance Highlights

Goal 1: Meet Human Needs through Diverse, High-
Quality Service Programs ($553 million)

Goal 1 concerns the ultimate impact of the Corporation’s grants,
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members, participants, and volunteers in meeting human needs,
such as assisting older Americans so they can remain in their
homes, helping victims of natural disasters, and mentoring chil-
dren of prisoners so they can grow up to be productive citizens.
However, measuring progress toward this goal is difficult, partic-
ularly since the ultimate beneficiaries represent people and com-
munities throughout the country with problems of all sorts—
poor reading skills, lack of shelter, little understanding of person-
al financial management. These beneficiaries and the ways in
which they are helped through the Corporation’s programs are
extraordinarily diverse. Moreover, since most of the agency’s
programs are administered by a wide range of grantees which are
responsible for recruiting, enrolling and managing volunteers, the
collection of data on the agency’s ultimate outcomes presents sig-
nificant challenges. Nonetheless, the Corporation is putting in
place a system to better assess the impact of its programs on these
end beneficiaries. Improved grantee reporting, expanded infor-
mation technology systems and programmatically-focused
research are helping to provide better information on the
Corporation’s impact.
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FY 2004 Accomplishments:

m The AmeriCorps program funded almost 75,000 members:

0 AmeriCorps*NCCC engaged 1,187 members on 575
projects in all 50 states, tutoring and mentoring 25,000
children and youth, constructing or repairing 500 low-
income homes, and building or restoring 550 miles of
trails in our national parks

o AmeriCorps State and National supported approximate-
ly 71,000 members in non-profit volunteer organiza-
tions through-out the country to help build their capac-
ity and deliver services to communities

0 AmeriCorps*VISTA supported approximately 7,000
members in about 1,400 anti-poverty projects

m Learn and Serve supported about 40 million hours in service-
learning programs in their schools and communities.

SIUBIUBIH 82UBWIOHSd UOISSIA

m Senior Corps provided about 120 million hours of service,
which helped improve health and nutrition, enable the frail
and elderly to continue living in their own homes, improve dis-
aster preparedness and response, and meet many other human
needs

Strategy 1.1: Leverage service to address the nation’s education,
public safety, environmental, homeland security, and other
human needs.

The concept of leveraging is fundamental to this goal and is
embodied in the ability of a well-managed volunteer-based pro-
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gram to tap the commitment of Americans to serve their neigh-
bors and communities. Effective leveraging results in more vol-
unteers and more people served. It also targets resources to meet
high-priority needs, such as homeland security and support for
children of prisoners.

Corporation-Wide Indicators for Strategy 1.1

AmeriCorps NCCC
AmeriCorps*VISTA

Senior Companion

Learn and Serve

Number of hours of service provided by Corporation program participants.
Sources: National Service Trust, Senior Corps Program, PPVA (1/04)

AmeriCorps*State and National 30.0 million hours

Foster Grandparent

Retired Senior Volunteer

2.1 million hours

11.8 million hours

27.9 million hours

13.9 million hours

78.1 million hours

40 million hours
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Total all programs 203.8 million hours
Percent of Corporation grant funds serving highly disadvantaged communities N/A w
(bottom 25% of counties on socioeconomic scale).3 E
Corporation’s cost per member service year for stipended AmeriCorps*State and N/A 2
National programs.4 <
{)
Number of children of prisoners served in mentoring and other volunteer pro- 12,281 children T+
grams.> Source: Corporation program data 8
Percent of Senior Companion Program clients who say that without their Senior N/A %
Companion, they could not remain living at home.® &
| -

Number of counties and local jurisdictions with voluntary organizations active in 1,432 counties (@)
disaster preparedness and response under the Citizen Corps Program. Source: ra
Citizen Corps, Department of Homeland Security’ S_J
Percent of client organizations and individuals who believe their community is 78% c
considerably better prepared to respond to emergencies due to training provided o)
by AmeriCorps members.8 Source: Corporation National Performance ‘B
Benchmarking, 2004 §°2
Percent of parents reporting that since participating in a Corporation-supported N/A =
youth development program, their child’s behavior has improved considerably.?

Strategy 1.2: Improve Program Quality, Reach, and

Sustainability.

To meet the needs of their communities, the Corporation’s

grantees must operate high-quality, far-reaching, and sustainable

programs. The Corporation works with small, developing organi-

zations to establish viable programs in their communities and to

promote the use of best practices in volunteer recruitment and
management. The Corporation also works with more-established
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grantees to increase their ability to meet community needs
through more effective, efficient or expanded programs.
Moreover, the Corporation seeks to enable its grantees to contin-
ue their operations beyond the grant period to become a long-
term force to meet human needs.

In recent years, the Corporation has begun requiring its grantees
to identify and report on their performance against goals and
measures established by the grantee. Although data from
grantees is only now beginning to be analyzed, these perform-
ance measures form the basis for both the Corporation and the
grantee to assess progress and work toward improvement. Other
measures of program quality, reach and sustainability address the
impact of the Corporation’s members and participants on project
sponsors, members and participants satisfaction with their service
experience and the amount of matching funds contributed by the
grantees to support their projects.

Corporation-Wide Indicators for Strategy 1.2

!ercen! O! !orporallon-!un!e! programs mee!mg SE !-nomlna!e! pe!!ormance !!!

goals.10
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Percent of organizations reporting that assistance by service participants enabled N/A
them to provide important new services.1"

Percent of current AmeriCorps members who would recommend participation in 90%
AmeriCorps to a friend or family member. Source: Corporation National
Performance Benchmarking, 2004

Amount and percent of matching funds provided by grantees (S in millions) N/A

Percent of leveraged community volunteers who believe the experience has been N/A
a worthwhile use of their time.13

Strategy 1.3: Diversify the National and Community Service
Infrastructure

Diversity in the non-profit sector helps to ensure that the full
range of human needs across the United States can be met. In
particular, as changes occur in the types and locations of services
needed, a diverse infrastructure is better positioned to be able to
meet those needs. Moreover, a diverse infrastructure is better
able to test new methods of service delivery that may be more
effective and efficient than prior practices.

SIUBIUBIH duew.0Juad UOISSIA

Although the Corporation is continuing to develop improved
analyses of the volunteer sector infrastructure, initial efforts to
define the characteristics of a diverse sector include:

» The range and distribution of grantees geographically, across
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service types and in approaches to providing service. For exam-
ple, if new types of potential grantees, distinguished by their
approach to engaging volunteers, are forming and show prom-
ise, the Corporation can provide critical and timely support and
capitalize on their innovations. Similarly, the Corporation can
help to ensure that critical services are available throughout the
country—urban and rural.

» Organizations poised to address emerging community needs.
For example, Corporation programs can be particularly helpful
in supporting society’s response to needs such as disaster
response and helping children of prisoners.

m The span of the organization—national, regional, state or local.
Different types of needs can be met most effectively and effi-
ciently by organizations that span different breadths of service.
For example, meeting the needs of students in particular set-
tings may be most effectively met through organizations
focused specifically on that small group. Conversely, national
and regional organizations can provide comprehensive service
to meet similar needs across broad areas of the country.
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Corporation-Wide Indicators for Strategy 1.3

Number of applicants for Corporation Funding. 2,574 applicants

Percent of grantees with no prior funding from the Corporation. N/A

Goal 2: Improve the Lives of National Service
Participants ($249 million)

Corporation programs have, historically, been committed to the
principle that service can and should benefit both the volunteer
and the end beneficiary. While all the Corrporation’s programs
seek to provide a high-quality and satisfying experience to their

Performance Highlights

members, AmeriCorps programs also provide members with edu- S
cation support when their service has ended. In the Senior ‘B
Companion and Foster Grandparent programs, volunteer service é

is rewarded with a modest stipend, which can make the differ-
ence for seniors dependent on modest fixed incomes. The RSVP
program helps to improve the lives of volunteers who enroll,
even though it provides no financial incentive to the volunteer.
However, meaningful volunteer service that enables the program
participant to effectively contribute time and skills to needy indi-
viduals improves the social and psychological well-being of the
volunteer.
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FY 2004 Accomplishments:

m The AmeriCorps program improved the job skills, educational
abilities, and interest in community service of about 93% of its
members.

m The Senior Corps program improved the knowlede, health, or
social connectedness of about 19 out of 20 volunteers.

m The Corporation’s programs continue to promote future volun-
teering through its members.

» Around three quarters of former AmeriCorps members have
used their education awards.

= Compared to the national average, former AmeriCorps mem-
bers are almost three times more likely to volunteer.

» In FY 2004, 48 percent of Learn and Serve-funded organiza-
tions reported that Learn and Serve activities had a substantial
positive impact on participants’ civic engagement.

Strategy 2.1: Increase the diversity of participants within and
among service programs.

Under this strategy, the Corporation is working to have our
member, participant, and volunteer populations better represent
the communities in which they serve, in terms of sex, race, eth-
nicity and other characteristics. For NCCC, the team-based
approach continues to be a unique opportunity for collaborative
effort among ethnically diverse individuals. Outreach to under-
served groups is being strengthened, and the Corporation plans to
monitor results of these efforts in the years ahead.

S
0
S
Y,
Q
@
3
@
=
=
L))
=
2]
o
<
2]
8,
o
=
0
=
o
=
S
)
<
&,
L))

Corporation-Wide Indicators for Strategy 2.1
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Percent of service participants from minority groups.'4 Source: CNCS National 37%
Performance Benchmarking, 2004

Percent of funded programs that are diverse (minority members exceed 20%).15 N/A
Percent of service participants who are "Baby Boomers" (those born from 1946 to N/A
1964).16 Source: PPVA

Number of national service applicants.1” N/A
Ratio of women to men in Senior Corps and AmeriCorps programs. Source: 3t01
PPVA, 2004

Strategy 2.2: Expand education, economic, and other opportuni-
ties for service participants.

The Corporation is constantly looking for new ways to add value
to the education awards that are provided through the
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AmeriCorps programs. For example, a growing number of col-
leges recognize AmeriCorps service for college credit. Some offer
supplemental scholarships for AmeriCorps graduates. The
Corporation also is looking to strengthen direct support to mem-
bers, particularly those in NCCC, in identifying career and educa-
tional opportunities as their AmeriCorps service draws to a close.

Corporation-Wide Indicators for Strategy 2.2

!ercent Or rormer !men!orps mem!ers W‘ O say J €lr Service experience !!!o

increased their life skills.18 Source: Corporation National Performance
Benchmarking, 2004

Percent of former AmeriCorps members who say the skills they learned during 93%
their service have helped them greatly in their current job, educational pursuits,

or community service activities.1® Source: Corporation National Performance

Benchmarking, 2004

Percent of Senior Corps volunteers who report that their service has greatly 94%
improved their knowledge, health, or social connectedness.20 Source: 2004
Survey of Senior Corps Volunteers.

Percent of AmeriCorps members who use their education award.2? Source: 76%
National Trust Database.
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Percent of colleges and universities offering academic credit or matching scholar- 50%
ship money for AmeriCorps members.22 Source: NCCC Program Office

%)
=

Strategy 2.3: Encourage life-long civic engagement. 2
Corporation programs are designed to reinforce the nation as a g
democracy by strengthening the civic commitment of those who T
participate in its programs. Individual projects often serve as Q
models for how citizens can be engaged in their communities. c
The Corporation is piloting a longitudinal study to collect data on g
civic engagement of AmeriCorps members a year or more after o
. . T . @)
their service has ended. This will increase understanding of the Y=
causal linkage between the experience of service and continuing ‘g_-’
civic engagement. c
@)

Corporation-wide Indicators for Strategy 2.3 g
=

Percent O! participants in service-learning programs t”at Lst at least a semester 31.6%

and that serve a minimum of 20 hours. Source: 2004 LSA Program and
Performance Measurement Report.

Percent of former AmeriCorps members who have done volunteer work since 82%
completing their service. Source: Corporation National Performance
Benchmarking, 2004
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2003-2004 Program Performance
Former members who have volunteered in the year since completing their AmeriCorps service.

State/National

AmeriCorps Program

NCCC

National Average*

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

*From 2003 Current Population Survey, Volunteer Supplement.
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Goal 3: Strengthen the Infrastructure, Capacity, and
Social Capital of Communities Across America ($56 mil-
lion)

The Corporation’s third goal concerns the less tangible, but more-
generally felt effects of the Corporation’s programs on the social
fabric of the nation. Social scientists have increasingly focused
on the concept of social capital as a measure of the quality and
resilience of the nation’s democracy, and the ability of communi-
ties to solve their own problems. Social capital refers to the
extent to which citizens are informed about community issues
and concerns, meet their civic responsibilities and help to sustain
the quality of their communities. Corporation programs present
models of civic engagement and enable citizens to experience
volunteering as a means to address individual needs and to
empower communities. In the case of younger Americans, social
capital is enlarged as patterns of civic engagement are established
early in life through the Learn and Serve Program.

SIUBIUBIH duew.0Juad UOISSIA

FY 2004 Accomplishments

m The overall number of people who volunteer through any
organization, including the Corporation, rose to about 64 mil-
lion people.

m The Corporation also contributed to the overall number of
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schools with service-learning programs. However, the available
data suggests that the number of schools with service-learning
programs has hit a plateau at around 30 percent of schools.

m The Corporation provided grants to 96 local non-profit organi-
zations in 38 states and the District of Columbia to help mobi-
lize volunteers on Martin Luther King, Jr. Day on January 18,
2004. These volunteers helped build homes, paint schools, plant
trees, clean parks, visit seniors, collect items for homeless shel-
ters, and install smoke detectors.

Strategy 3.1: Renew the ethic of civic responsibility, in part by
stimulating education institutions to focus on their civic missions.
The Corporation encourages schools and colleges to enhance
their role in creating a socially engaged citizenry. At the primary
and secondary levels, many schools have transcended an earlier
view of public education where civic education consisted of
understanding how government worked, to one where direct
involvement in community affairs and service are being
embraced. The Corporation has an important catalytic role in
supporting this trend, particularly in school districts where funds
are constrained, but where the community needs are often great-
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Corporation-Wide Indicators for Strategy 3.1 4‘3
K
T a——— | o
Percent of schools with service-learning programs. Source: Study by Westat, 30% c
2004 )
Percent of Federal Work-Study funding devoted to community service activities N/A I
(]
Percent of high school seniors scoring at or above "proficient" on the National N/A 8
Assessment of Educational Progress (NAEP) civics assessment. ©
Percent of organizations that report that Learn & Serve-funded activities had a 47% g
highly positive impact on their efforts to make service-learning a permanent part )
of their institution. Source: CNCS National Performance Benchmarking, 2004 =
Percent of Learn and Serve organizations that frequently or always have at least 75% &’
six of nine characteristics of a high-quality service-learning program.23 Source: —
2004 LSA Program and Performance Measurement Report. o
‘»
§°2
=

Strategy 3.2: Strengthen the sprit of community, as demonstrated
by greater interaction and collaboration among individuals and
institutions.

Under this strategy, the Corporation seeks to identify, refine, and
promote new and innovative modes of community empowerment
through voluntary service. A number of small grants (e.g. Martin
Luther King, Next Generation grants) are intended to demon-
strate new ways to manage and recruit volunteers, new organiza-
tional structures for community engagement, and innovative
approaches to service delivery, particularly in high priority areas,
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such as working with children of prisoners. The agency’s pro-
grams also help to connect organizations and promote their part-
nerships to meet their community’s needs..

Corporation-Wide Indicators for Strategy 3.2

Social Capital Index.!5 N!A

Percent of grantees reporting that service participant activities fostered greater 61%
community involvement26 Source: CNCS National Performance Benchmarking,

2004

Number of Unified State Plans with acceptable score. N/A

Strategy 3.3: Increase volunteering in America and grow com-
munity capacity to engage volunteers effectively.

Corporation programs are designed to stimulate volunteer service
both directly through its members and participants and also
through a long-term influence to create a culture of service in
America. To do so, the Corporation’s programs demonstrate
models through which volunteer service can make a real differ-
ence in people’s lives. The members and participants, in some
cases provide services directly, but in others they help to increase
the sponsoring and partner organizations’ capacity to plan and
manage volunteer-based programs. The Corporation’s Learn and
Serve program also teaches the Nation’s youth that service is a
lifelong commitment. Moreover, the Corporation serves to pub-
licize and recognize the work of volunteer-based programs.
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Corporation-Wide Indicators for Strategy 3.3
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Number of Americans who volunteer. Source: U.S. Census 3.8 million
Number of Americans who say they have devoted more than 100 hours of volun- 21.5 million
teer work in the past year. Source: U.S. Census

Average percent of time Americans spend volunteering.28 N/A
Number of community volunteers leveraged by AmeriCorps members.29 525,000
Percent of charities and congregations that report significant difficulties recruiting 25%
volunteers during the workday. Source: Study by the Urban institute, 2003

Number of non-profit organizations reporting that their volunteer leveraging N/A
efforts are stronger because of Corporation assistance (e.g., members)

Percent of nonprofit organizations that regularly train, and recognize their volun- 69%
teers. Source: Study by the Urban institute, 2003
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Strategy 3.4: Increase service programs and participants in faith-
based and other community-based organizations.

Corporation-Wide Indicators for Strategy 3.4

ercent of Corporation grantees that are faith-based (and other community- aith-base A
based programs).30 Source: CNCS program data Other: N/A31

Building on our Performance

The Strategic Environment

Over the coming decade, the Corporation will be challenged to
adapt to changing demographic, social, and economic trends.
These trends clearly point to expanding demand for community
services. They also indicate a number of opportunities to increase
the supply of community services through volunteer service-
based programs, and to greatly increase the impact of the
Corporation’s programs overall. In FY 2004, the Corporation
more fully incorporated a broader perspective and increased
awareness of relevant trends into the strategic planning, budget
development and policy development processes. The agency will
continue to implement many on-going efforts to further incorpo-
rate knowledge of the Corporation’s environment and improved
information on the agency’s activities and results into the
agency’s decision-making process.

'@
=
©
c
<<
(-]
c
(S
c
L
v
()
S
O
2
o
i
L )
=
@
£
@
o
c
c
c
=

Demographic Trends and Implications

Each of the Corporation’s programs focuses on somewhat differ-
ent demographic groups. AmeriCorps and, especially, the NCCC
program engage young adults in intensive community service.
Senior Corps engages older Americans, typically in part-time vol-
unteering. Learn and Serve America promotes volunteerism
among the nation’s youth. Each of these programs helps to meet
a variety of human needs. But the agency’s central focus is on
helping the most vulnerable Americans — children at risk and the
frail elderly. As the nation’s population changes, the
Corporation’s programs also will need to change to meet growing
needs and take advantage of expanding opportunities.

Mission Performance Highlights

The Aging “Baby Boomers.”
The Baby Boom generation, defined as those born between 1946
and 1964, is about 77 million strong or 28 percent of the U.S.
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population. The oldest of them are just

. . . . Population Age 65 and Over as a Percent of Total U.S. Population

= now beginning to retire. During the
g next decade, this trickle will turn into a 25
g flood of newly-retired ‘ibaby boomers,” e 204
o) as the number of Americans aged 65 and g 20 :
3 over grows from the current 36 million 8 16.3
g to about 40 million in 2010, and then § 15 1 13
o explodes to 55 million, or about 16 per- a 14
e cent of the country’s population, in 5 10
2 2020. F
(o] e 5
§ The “baby boom” generation will be the .
o healthiest and best-educated generation 2000 2010 2020 2030 2040
= of seniors in the Nation’s history. Fully  ‘ssoree 75 censns
Q 29 percent have a college degree. Most
3_ have extensive experience in the workplace and have gained a
h broad range of technical and social skills. Many are already com-
g mitted to volunteerism and express a remarkable commitment to
< their communities. Many were inspired during their formative
3. years by the example and idealism of programs like Peace Corps

and VISTA. As “baby boomers” retire, they will have more

leisure time than previous generations and could contribute their

time and expertise to their communities. For the Corporation to
= effectively engage this population in volunteering, the agency
2. will need to:
o
-
o = Broaden the public image and operational flexibility of the
(_2 Senior Corps programs;
=3
2 » Promote opportunities for “baby boomers” in the AmeriCorps
3 programs;
Q
g » Develop special outreach efforts that focus on the newly retired
® population, particularly in the locales where “baby boomers”
T are an especially large part of the
Q population; and
2 Undergraduate and Community College Enroliment
e} » Support the Corporation’s partner (in millons of students)
= organizations to build programs that
] can make best use of highly skilled 18

volunteers, including volunteers
available during the workday. 17.51

The “Echo Boomers.” 171

The current surge of “echo-boomers”— 65 1

children of “baby boomers”—is current-

ly seen in our crowded schools and col- 16 |

leges. This surge presents both new

challenges and new opportunities for 15.5

the Corporation. The increasing popu- 19% 19%8 2000 2002

source: U.S. Census
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lation of children and teenagers is leading to growing needs for
after-school tutoring and mentoring programs, anti-drug pro-
grams and similar support to help them become productive mem-
bers of our society. As these “echo boomers” enter young adult-
hood, many will need to find the means to meet rising postsec-
ondary education costs and corresponding student loan debts.

This increasing population of children and teenagers also pro-
vides opportunities for the Corporation to greatly increase the
supply of community services. As children and teenagers, the
“echo boomers” can participate in service-learning programs that
not only help to provide services to others, but also teach civic
responsibilities and promote lifelong volunteering. The Learn
and Serve program must be adapted to take advantage of this
opportunity by promoting the continued expansion of service-
learning to all our schools.

As the “echo boomers” enter young adulthood, the Corporation
can continue to engage them in service and help them to pay for
postsecondary education through our intensive AmeriCorps pro-
grams that provide education awards, through partnerships with
colleges and universities to provide college credit for service and
through expanded work-study community service programs. As
the “echo boomers” enter the workplace and begin to have fami-
lies of their own, the Corporation can continue to develop service
opportunities that enable them to help others, while meeting
their other responsibilities.

Growing Frail and Elderly Population.

U.S. Population Aged 85 and Older

The fastest growing segment of the U.S.
population is the group that is 85 years
old and older—most of whom are frail

2.2

6.7 and require help in living. The
increasing life expectancy, now
approaching 75 years for men and 80

4.3

for women, also is resulting in an
increase in the number of somewhat
younger seniors, with compelling
human needs. While social services

1980

1990

will be available to meet many of the

2000 2010 needs of the expanding frail and elderly

Source: U.S. Census

population, other aspects of their
needs, such as assistance with grocery shopping or helping to pay
monthly bills, will need to be met through the help of their
neighbors and other volunteers.

Increase in the Foreign-Born Population.
In the 2003 census, 33.5 million people (or 12 percent of the U.S.

Corporation for National and Community Service
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Mission Performance Highlights



population) were estimated to be foreign-born. Many of these
people will not have sufficient English-language skills to work at
more than relatively low-paying jobs, often with little or no
health insurance. This population, which grew by about 37% in
just eight years is expected to continue to grow dramatically.
This trend presents both a challenge and an opportunity to the
Corporation. While many of the expanding foreign-born popula-
tion will need support services, such as classes in English as a
Second Language or job skills, others could represent a significant
resource to their communities and could help their fellow for-
eign-born or other neighbors in a variety of ways.

To meet growing needs, the Corporation must take advantage of
key opportunities to attract more Americans to service and vol-
unteering. Demographic trends presage shifts in how we struc-
ture and market our programs. To meet the implications of these
trends, the Corporation must continue to refine its programs and
develop effective and efficient approaches to meet the needs of
the Nation’s changing population.
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At-Risk Youth

A large population of American children continue to face enor-
mous obstacles to becoming productive adults, capable of holding
down employment, earning a sustainable wage, supporting a fam-
ily, and positively contributing to their communities. The
Corporation and its predecessor agencies have a long history of
giving the highest priority to assisting this population, across the
country in urban and rural settings.

Children in Severely Distressed Neighborhoods

Children growing up in severely distressed communities, charac-
terized by high poverty rates and a variety of social problems,
from high crime rates to early experimentation with illicit drugs,
are more likely to be at risk of school failure, unemployment,
criminal behavior and persistent poverty. In 2000, 5.6 million
children, or about 8 percent of the
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children under 18 years old, were liv- Children by Family Type
ing in severely distressed neighbor- 80.0%
hoods, 852,000 more than in 1990. 70.0%
g 60.0% +——
Children in Single-Parent Families 5 50.0%
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more likely to be poor and are com- Family Types

paratively more likely to have aca-
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demic and behavioral problems, leading to poor socio-
economic status later in life. Almost 30 percent of
children under age 18 were living in single parent or
no parent homes in 2002.

Children of prisoners

A particularly challenging subset of all “at-risk” chil-

dren is composed of those with an incarcerated par-

ent. These children not only face the risk associated

with growing up in a single-parent household or one

v P A with no parent present, but also experience the stigma

“Tonight | ask Congress and the American people to £ havi 1 iail ]

focus the spirit of service and the resources of the gov- O Naving a parent in jail or prison. In 2003, over two

ernment on the needs of some of our most vulneérable  mjllion children had an incarcerated parent, nearly
Citizens— boys and girls trying to grow up without guid- .

ance and attention, and children who have to go double the number in 1991.

through a prison gate to be hugged by their mom or

dad [...] Government will support the training and

recruiting of mentors; yet it is the men and women of Children of Prisoners

America who will fill the need. One mentor, one person 2.500.000
can change a life forever. And | urge you to be that one T
person. President George W. Bush, January 28, 2003
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Social Trends and Implications

The Service Learning Movement

The service learning movement, which gained strength in the
1990s, is now well established in many locales. It is reflected in
the community service graduation requirements for a growing
number of high schools, in the granting of school credit for pub-
lic service, and in a budding movement to integrate civic educa-
tion into school curricula. A recent study indicated that 30 per-
cent of all public primary and secondary schools now offer serv-
ice-learning opportunities, as compared to less than 10 percent in

Mission Performance Highlights

1984.32 Half of all community colleges offer service-learning
opportunities. Twenty percent of the Nation’s college and uni-
versity presidents belong to Campus Compact, a national coali-
tion committed to helping students develop the values and skills
of citizenship through participation in public and community
service. Service learning not only provides and promotes com-
munity service both in school and in later years, but also results
in improved academic performance.
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The Corporation, especially through the Learn and Serve America
program, has been the catalyst for this movement.
Approximately 1.1 million students participate annually in 2,000
local Learn and Serve-supported projects in which community
service is integrated into the classroom and extracurricular activi-
ties. Learn and Serve America higher education programs annu-
ally engage about 30,000 participants in service linked to their
studies at 250 institutions of higher education. Most schools that
received funding through the Learn and Serve America program
have institutionalized service-learning, so that service-learning
programs continue after Federal funding ends.

Unfortunately, recent studies indicate that growth in

service-learning has begun to plateau. Responses to CPS Volunteering Survey

Although the percentage of schools with Not
service-learning programs more than tripled Mofiated to
. . olunteer
from 1984 to 1999, since then, this rate has 19%
. . Volunteers
remained at just 30 percent. The Learn and 29%

Serve America program must re-stimulate
the growth in service-learning.
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Face
Barriers to

Volunteering in America Volunteering
Currently, about 29 percent of the U.S. pop- ’
ulation, or about 64 million people volun-

teer in their communities an average of Potential

Volunteers
about one hour per week. However, an 359
additional 52 percent would volunteer, if

. i Source: U.S. Current Population Survey (CPS) conducted by the
they had more information on volunteer Census Bureau

opportunities, a good match of their skills with
the volunteering activity, and more time to volunteer.

At the same time, more than 90 percent of charities and congre-
gational social service outreach organizations reported that they
could use, on average, 20 more volunteers each, or about 6 mil-
lion additional volunteers nationwide. These organizations also
reported that effective volunteer recruitment and management
was a challenge for them. Recruitment, particularly of volunteers
available during the workday and with the right skills and work
habits, as well as the lack of staff to train and supervise volun-
teers are the biggest impediments for these organizations to
expanding their volunteer services.
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Addressing these factors could have a broad impact on the num-
ber of Americans serving their communities.

The Non-Profit Volunteer Sector
The non-profit volunteer sector is highly complex, with inter-
woven partnerships and relationships involving a wide range of
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Volunteer Management Capacity in America's
Charities and Congregations

The Corporation recently completed the
first study of volunteer management
capacity among America's charities and
congregations. This study assessed the
ability of these organizations to utilize vol-
unteers, including the extent to which
they have adopted various effective man-
agement practices, as well as the chal-
lenges they face in managing and retain-
ing volunteers and the types of changes
that could increase their ability to engage
volunteers. The study was conducted in
the fall of 2003 by the Urban Institute, on
behalf of the Corporation, the UPS
Foundation, and USA Freedom Corps and
is based on a representative sample of
congregations of all faiths and other char-
ities throughout the country.

The study found that the benefits volun-
teers bring to organizations are quite
large, with these organizations reporting
that one hour of a typical volunteer's time
was worth $20. However, the study also
identified several barriers that prevent
these organizations from realizing the full
benefits of their volunteers.

Overcoming Obstacles to Improved Use of
Volunteers

The study also concluded that:

= Volunteer management capacity
could be enhanced by helping
organizations to recruit more volun-
teers (particularly during the work
day and with specific skills), invest in
staff support for volunteers, and
provide opportunities for volunteer
management training.

= When paid staff members dedicate
a substantial portion of their time
to the management of volunteers,
organizations experience fewer
recruitment challenges and demon-
strate greater adoption of volunteer
management practices.

= More than nine out of ten charities
and congregational social service
programs indicate that they are
able to take on additional volun-

teers at current capacity; however,
many experience difficult in recruit-
ing sufficient numbers of volun-
teers and would like more informa-
tion about potential volunteers.

= While additional funding to cover
the expenses of volunteer involve-
ment is a popular capacity-building
option, an even greater percentage
of charities and congregations indi-
cated that a full-time, stipended
volunteer with responsibility for vol-
unteer management would
enhance their volunteer programs.

= Charities that screen and match
volunteers, offer training and devel-
opment opportunities for volun-
teers, provide recognition activities
for volunteers, and use volunteers
to recruit other volunteers demon-
strate higher volunteer retention
rates than charities that have not
regularly adopted these practices.

= Charities that collaborate or partner
with religious organizations report
greater benefits from volunteers.
Yet, only 15 percent of charities
with a secular mission report that
they partner with religious organiza-
tions.

= MOSt congregations partner with
other organizations when running
their social service outreach activi-
ties and tend to provide emergency
services.




organizations. Not only are
there many community and Percentage of Charities and Congregational Social Service Outreach
Activities That Cite Various Challenges as a Big Problem in

faith-based organizations, :
5 Their Volunteer Programs

there also are many

delivery and make sub-
grants to other organiza-
tions that provide direct services. They vary widely in size and
funding, with smaller organizations having annual budgets often
of less than $250,000 and larger organizations frequently with
budgets of $1 million or more. They provide services to people of
all ages, in rural and urban settings—in schools, hospitals, and
state forests—and help to meet educational, public safety, envi-
ronmental and other human needs. As with for-profit organiza-
tions, partnerships and a focus on the organization’s core func-
tions and highest value-added services are helping to bring
greater efficiency and effectiveness to the operations of these
organizations, but also are contributing to the further complexity
of the sector.

Corporation

V)
-
Q)
o) national direct service and Recruiting volunteers available during the workday
5 grant—making organiza— Lack of funds to support volunteerss
g tiOIlS, VOlunteer centers Recruiting sufficient number of volunteers
ﬂ . . . .
U; that SPEC1311Z6 n hEIPlng Lack paid staff time to train and supervise volunteerss
U Other Organlzatl.ons recruit Recruiting volunteers with right skills ong.r.egations
= and manage their volun- Charities
g d . 1 d Absenteeism, unreliability, or poor work habits by volunteers
: teers, an reglona an Having more volunteers than the organization can
[ state-sponsored organiza- accommodate
2. tionS Such as the state Regulatory, legal or liability constraints
o
1 1QQ] Resistance by board members or paid staff
= service COminissions.
g These organizations pro- 0% 5% 10% 15% 20% 25% 30% 35% 40°
o vide both direct service Source: 2003 study, “Volunteer Management Capacity in America’s Charities and
> Congregations,” conducted by the Office of Research and Policy Development of the
-
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The Corporation recently completed a study of volunteer man-
agement capacity in America’s charities and congregations. This
study, combined with existing and planned research and data, is
helping the Corporation to identify better, more effective and
efficient ways to support and expand the non-profit sector and
the services they provide. For example, the agency can better
focus its training and technical assistance to grantees to promote
more effective volunteer management practices, or target its
resources to key aspects of the volunteer generation and manage-
ment process.
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Homeland Security, Disaster Preparedness and Recovery.
Although the future extent of terrorism, extreme weather events,
and other man-made and natural disasters is not knowable, the
nation can become better prepared to respond to such emergen-
cies. All of the Corporation’s programs contribute to improved
preparedness and respons; but the NCCC program is particularly
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well structured to meet these needs. Using its quick-response,
team-based approach, NCCC team members have provided emer-
gency assistance in responding to forest fires, hurricanes and
other disasters, often providing the organizational and manage-
ment support necessary to effectively mobilize thousands of other
community volunteers.

Beginning in 2001, the Corporation gradually modified its pro-
grams and priorities to better support homeland security and dis-
aster preparedness and response. However, the Corporation’s
programs can be made to more effectively and efficiently deliver
this support throughout the country. For example, the
Corporation could further emphasize the effective coordination
of its efforts with its partner
organizations and provide

Average Tuition and Fees- Current Dollars (Enroliment weighted) improved Coverage in Currently
underserved areas and popula-
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Corporation. The AmeriCorps
program was created in part to
help narrow the college affordability gap by providing a $4,725
education award in exchange for a year of service. Although
inflation has eroded the education award’s value, it is still equal
to the average tuition and fees of one year at a public four-year
college and two years at a public two-year college. The
Corporation’s programs can be structured to better meet the
needs of students, not only through the education award for
AmeriCorps members, but also through the expansion of service-
based College Work Study and improved support for current
members to continue their educations.

Mission Performance Highlights

Corporation Performance Challenges

All of the trends—economic, social and demographic—point to
the need for the Corporation to continuously review and revise
its programs to meet the rapidly changing challenges and oppor-
tunities that will present themselves over the coming years. The
Corporation has begun to analyze and determine appropriate
changes to meet these needs.
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1 The distribution of funding (obligations) by goal is based on the primary
roles of our programs and the components of our programs, such as the educa-
tion award and senior stipend. The derivation of this distribution is provided
in Appendix B: Derivation of Estimated Funding by Goal.

2 For State/National the figure for FY 2004 is lower than most years due to a
pause in enrollment.

3 The Corporation is developing a definition of “highly disadvantaged commu-
nities” based on percent in poverty, unemployment, education, household
income, and per capita income. For FY 2005, county level data will be
matched against addresses of grantees and subgrantees for AmeriCorps ,VISTA
and State/National programs.

4 Data will be available following completion of final grant competition for
2004 program year.

5 This includes children of prisoners served by 278 Senior Corps and VISTA
programs, and refers to a range of services provided to the children. Data for
other Corporation programs are expected in FY 2005.

6 These data will be available beginning in FY 2005.

7 There are some instances of more than one Citizen Corps in a county.
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8 This is based on a survey of those receiving training, and indicates the per-
centage reporting that as a result of the training they or their organization had
followed up by preparing emergency kits, conducting emergency drills, chang-
ing organization operations, or related preparedness activities.

9 The Corporation has so far not been able to collect reliable data on this indi-
cator.

10 Beginning in FY 2004, all grantees began submitting proposed performance
goals. The Corporation is now reviewing the first round of self-assessments
against these goals, and developing standards for judging performance by
grantees.

11 1t is anticipated that the Corporation will be able to report on this indicator
for AmeriCorps programs beginning in FY 2005.

13 Initial efforts have been unsuccessful in attaining reliable data.

14 AmeriCorps only, based on a random sample. “Minority” includes all who
identified themselves as other than “White, not Hispanic”.

15 1t may be possible to begin to report on this indicator for some programs in
FY 2005.

16 Data is not yet available for all Corporation programs. However, the per-
centage of RSVP participants is 5.1%; for VISTA the percent is 32.8%.

17 Recruitment to serve in AmeriCorps through VISTA and the State/National
programs are generally handled by the grantees themselves, and application
data is not systematically kept nor passed on to the Corporation. For NCCC,
there were 4,084 applicants for 1,187 slots in FY 2004, or about 3.4 per posi-
tion.

SIUBIUBIH 82UBWIOHSd UOISSIA

18 percent who responded that to a great (58%) or moderate (34%) service
increased life skills defined as leadership, teamwork, communications, time
management, and decision-making.

19 This includes 62 percent reporting that they were helped to a great extent
and 31 percent reporting that they were helped to a moderate extent.

20 This is the average percent of RSVP volunteers who agreed (58%) or strong-
ly agreed (36%) that volunteering 1) had given more meaning to their lives, 2)
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had given them a more positive outlook, 3) had made them better informed
citizens, and 4) had made them feel more competent.

21 This is the percent of those entering Americorps service in 1997, and who
had used the award by the time it had expired in FY 2004.

22 This includes some colleges that have agreed to match education awards
based on personal requests, but do not have a formal program for doing so.

23 These include: 1) activities of a significant duration, 2) clear and specific
learning objectives, 3) connections between service and learning, 4) connec-
tion of curriculum, 5) explicit relationship between service and civic participa-
tion, responsibility, skills, and concepts, 6) formal reflection, 7) leadership
roles for participants, 8) strong community partnerships, and 9) emphasis on
both learning and service.

24 “Engaging Youth in Lifelong Service,” Independent Sector, 2002.

25 There is no official “social capital index” for the Corporation or the Federal
Government overall. The Corporation will continue to explore developing an
appropriate one as a composite of broadly available data.

26 This indicator is a composite of the responses to six questions pertaining to
the effect on the organization as a result of its involvement with AmeriCorps:
increased the number served by a considerable amount (State/National and
VISTA), leveraged considerable number of additional volunteers
(State/National and VISTA), brought in considerable additional funds (VISTA),
brought in considerable donations of goods and services (VISTA), led to a con-
siderable increase in number served (VISTA and NCCC), and led to a consider-
able increase in involvement in coalitions and partnerships (NCCC).

'®
=
«©
=
<
(]
=
oS
=
9
()]
(7))
-
(O
e
o
»
=
=
(7]
£
()
o))
(]
c
(™)
=

27 The Corporation is studying the feasibility of scoring these required plans
annually, beginning in FY 2005.

28 These data do not seem to be readily available on a national level.

29 This is for the NCCC program only. The State/National and VISTA data are
not yet available. These programs are revising their data collection systems in
order to provide this information on a timely basis in FY 2005.

30 Does not include formula-based grants.

31 The Corporation is seeking additional data for all programs beginning in FY

2005 to report on involvement with community—based organizations that are
not faith-based.

32 Study conducted by Westat, Inc., 2004

Mission Performance Highlights

Corporation for National and Community Service A-43



=
0
S
Y,
Q
®
3
@
=
=
L))
=
2]
o
<
2]
8,
o
=
0
=
o
P
S
)
<
&,
L))

This page is intentionally left blank.

A-44 FY 2004 Performance and Accountability Report



Management Performance
Highlights

overview

The Corporation places a major emphasis on improving the
agency's management and relationships with it customers and is
implementing reforms affecting nearly every aspect of the
agency's operations. Such reforms reflect the concepts and
approaches outlined in the President's Management Agenda,
OMB's Program Assessment Rating Tool, the Strengthen
AmeriCorps Program Act and other statutory and regulatory
requirements, as well as the Inspector General's and the agency's
own identification of changes needed to ensure effective, efficient
and legal agency operations. The following sections describe the
agency's:

= Overall management goal (Goal 4), supporting strategies and
performance measures
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m Progress in implementing the President's Management Agenda

= Response to OMB's Program Assessment Rating

= Analysis of budgetary expenditures, financial condition and
financial statements

= Management controls, systems and compliance with legal and
regulatory requirements

m Audit results

Goal 4: Improve the Corporation's Trust, Credibility,
Accountability, and Customer Focus ($82 million)

Effective agency management, including ensuring the agency's
credibility and accountability, is so critical to achieving the
agency's mission that the Corporation has elevated its manage-
ment goal to the same level as the agency's mission goals. Thus
the agency's fourth primary goal is to improve the Corporation's
trust, credibility, accountability and customer focus.

Management Performance Highlights

As with its mission goals, in FY 2004 the Corporation developed
strategies and performance measures to help guide the agency's
actions and measure its progress in achieving its management
goal. Because these performance measures were only recently
developed, the agency is not generally able to report on its FY
2004 performance against these measures. In FY 2005, the
Corporation will fully analyze the reporting requirements and
processes necessary to use these measures. In some cases, this
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analysis may conclude that a particular measure is not feasible;
however, the Corporation will establish and implement the nec-
essary reporting to support measurement against these or compa-
rable measures and will establish a performance baseline and set
targets for subsequent years' performance.

The Corporation has made significant progress in a number of
key management areas over the past few years, including devel-
oping and implementing grantee and Corporation performance
measures; developing grant guidelines that require grantees to
better leverage Corporation dollars; increasing Board oversight;
implementing policies aimed at increasing our programs' account-
ability and effectiveness; implementing fiscally sound manage-
ment of the National Service Trust; improving budget execution,
financial and grants management; and, enhancing the agency's
information technology systems and capital planning. The
Corporation's management reforms are enhancing its financial
integrity and helping to ensure the accurate, timely, and relevant
reporting of financial information.
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Strategy 4.1: Restore trust and credibility.

Following the problems associated with shortfall in the National
Service Trust that was identified in FY 2002, many of the
Corporation's stakeholders were concerned that other problems
may exist and that the Corporation was not being managed effec-
tively. Although the Corporation's own internal review identi-
fied no further similar problems, the Corporation's trust and
credibility with its stakeholders had been seriously compromised.
To address this problem, the Corporation identified restoring
trust and credibility as one of its primary management objectives.

To help measure the Corporation's progress toward strengthening
its trust and credibility, the agency identified the following per-
formance measures for which baselines will be established in FY
2005, using the identified data sources, and for which targets will
be set for FY 2006.

Corporation-Wide Indicators for Strategy 4.1

!ercent O! !ey !lnanua sta!e“o !ers W| 0 say J e !orporatlon IS trustwort| !V N!A

Source: Customer survey to be developed in FY 2005
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Percent of employees who feel the Corporation's leaders consistently demonstrate N/A
integrity and honesty Source: Federal Human Capital Survey, initially conducted in

October 2004

Ratio of positive to negative media citations in major outlets Source: Office of N/A

Public Affairs media monitoring beginning in FY 2005
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A number of recent external reviews-by the GAQO, OIG, and an
independent auditing firm-found that the Corporation: 1) is in
compliance with the requirements of the Strengthen AmeriCorps
Program Act; 2) is following sound business and accounting prac-
tices; and 3) is effectively addressing identified weaknesses
through major management reforms.

A new evaluation unit in the OIG will bring a fresh perspective
to identifying best practices. The National Academy of Public
Administration (NAPA) soon will make recommendations about
our leadership structure, operations, management and grants pro-
grams. The Corporation itself has expanded its internal oversight
by expanding its evaluation, program review, analysis and per-
formance-based budget development efforts. Such oversight and
the Corporation's continued open, transparent and collaborative
approach will help the Corporation to continuously improve its
management, trust and credibility.

Strategy 4.2: Manage to accountability.

Through a focus on greater accountability, the Corporation will
not only ensure that all its programs and operations meet all
statutory and regulatory requirements, but also will promote
more effective and efficient use of its resources.

To help measure the Corporation's success in managing to
accountability, the agency identified the following performance
measures for which baselines will be established in FY 2005 using
the identified data sources and for which targets will be set for
FY 2006:

Corporation-Wide Indicators for Strategy 4.2

!um!er of grantee noncomp‘lance m!lngs In site visit an! au!lt reports !ource: N!A

Field Liaison Office's monitoring of site visit and OIG audit reports, beginning in FY

2005
Number of consecutive clean audit opinions Source: 0IG audit reports 5
Number of consecutive Certificate of Excellence in Accountability Reporting N/A

awards Source: Association of Government Accountants (AGA) award program;
the Corporation's FY 2004 Performance and Accountability Report will be the first
such report submitted by the agency to the AGA for evaluation

In FY 2004, the Corporation's management of all its programs,
organizations and processes was improved to ensure greater
accountability, and thereby improved performance.

Central to this effort is the agency's ongoing development of a
comprehensive performance measurement and management pro-
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gram. Under this program, which is described in more detail in
the President's Management Agenda—Budget-Performance
Integration section, each grantee now is required to submit infor-
mation on its performance, documenting the actual impact of the
program on the people and communities it serves. In addition,
the Corporation's own performance will be measured against a
hierarchy of performance measures, ranging from national, out-
come-oriented performance measures to operational performance
metrics.

These performance measures and the data to support their ongo-
ing monitoring will be maintained in a data warehouse that is
currently under construction. To help focus management atten-
tion on the most critical aspects of performance, the agency also
has begun to develop a management "dashboard" that will place
key performance metrics for each of the Corporation's functions
at the fingertips of executives and managers. Moreover, for all of
its programs, the Corporation has begun to produce annual per-
formance data pertaining to participants, grantees, sub-grantees,
and end beneficiaries. Analysis of this data in FY 2005 and
beyond will enable the Corporation and its partners to make
more performance-based judgments on the funding allocations,
program policies, and management priorities that will produce
the greatest results.
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Because the Corporation's programs operate primarily through
grants, the agency also focused considerable attention in FY 2004
on improving its grants management, monitoring and oversight.
The grant-making process was simplified and improved by, for
example, improving the quality of peer reviewers and internal
agency analyses of grant applications, continuing to upgrade the
agency's new eGrants system and using more analytical tools for
portfolio development. The Corporation's grant compliance
monitoring also was improved, with more comprehensive written
guidance covering all Corporation programs and the development
of improved administrative standards for the state service com-
missions, among other reforms.

To support continued improvements in management accountabil-
ity, the Corporation initiated business process reviews of many of
its internal processes. Under contract, a private, independent
firm completed initial reviews of the agency's grants manage-
ment, National Service Trust, procurement, and VISTA and
NCCC member payroll processes. Based on these reviews, the
Corporation identified opportunities to streamline labor-and-
paper-intensive processes, eliminate redundant data entry, and
reduce errors
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Strategy 4.3: Put the customer first.

In FY 2004, the Corporation's new Chief Executive Officer placed
customer service as one of the agency's highest priorities. Thus,
the Corporation's third management priority focuses on our cus-
tomers-the program’s end beneficiaries, grantees, members and
other constituents that benefit from the Corporation's programs.
Only by placing an emphasis on service to our customers can the
Corporation effectively focus its efforts to meet their needs.

While the Corporation will continue to assess its performance
along a broad range of dimensions through ongoing, detailed cus-
tomer surveys, the agency also identified in FY 2004 two key per-
formance measures against which to measure its customer service
performance at the Corporate level in FY 2005 and beyond, as
follows:

Corporation-Wide Indicators for Strategy 4.3

Average burden hours per grant associated with applying for Corporation grants N/A
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Source: OMB reporting burden analysis —

Overall score on the American Customer Satisfaction Index Source: National 57 out of 100
Performance Benchmarking Study

To help implement this customer service priority, in FY 2004 the
Corporation:

» Greatly improved the grants application, funding and manage-
ment reporting process (additional details on these improve-
ments are provided in the Grants Management section of the
discussion of the President's Management Agenda);

m Began to conduct annual customer surveys of its grantees/sub-
grantees, service participants and end beneficiaries; and

» Began developing plans to further assess customer satisfaction
through additional surveys of its other customers, such as
Congressional and OMB staff.

Initial results from the Corporation's recent survey of
AmeriCorps grantees, participants and beneficiaries are beginning
to indicate the areas most in need of improvement. For example,
the following graphs show that most current and former
AmeriCorps members considered their AmeriCorps experience to
be excellent or good (50 percent and 40 percent, respectively for
current members, and 61 percent and 34 percent, respectively for
former members). This data also show that VISTA members
were not as happy with their experience as members of other
AmeriCorps programs. As a result, the Corporation is looking
further into aspects of the VISTA members' experiences to deter-

Management Performance Highlights
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mine how to better meet members' expectations.

Also as part of the

National Performance 2003-2004 Program Performance
BenChmarking Inltlatlve Current and former AmeriCorps members' opinions of their overall experience with AmeriCorps.
b

the Corporation recently I
Surveyed State Commis_ State/National Former Members

sions, national direct 1

organizations, national State/National Current Members

education award organiza-
VISTA Former Members _ | O Excalont

tions, tribes and territories
using the American @600
O Fair

\
CuStomer SatiSfaCtion VISTA Current Members _ | O Poor

Index (ACSI).! This data,
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i Source: Early resufts from the National Performance Benchmarking Project, conducted by
grantees needs. A fur- the Urban Institute and the Office of Research and Policy Development in FY 2004

ther analysis of the pro-

gram's customer satisfaction index for particular aspects of
§ grantee customer service, also shown below, is helping the
> Corporation to identify particular aspects of its grant-making
Lg services in need of improvement.
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Q,bq’ *The American Customer Satisfaction Index (ACSI) rates customer satisfaction on a 100 point scale. Individual customers rate their level of
satisfaction using a scale from 1 to 10, where 1 is “Poor” and 10 is “Excellent”. The scores are then aggregated and converted into a scale
from 0 to 100.

Source: Early results from the National Performance Benchmarking Project, conducted by the Urban Institute and
the Office of Research and Policy Development in FY 2004.
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AmeriCorps*State and National 2003-2004 ACSI Customer Satisfaction:
Components of Customer Service

ransparency of funding decision

process

Timeliness of being notified of 50 41 62 66
funding decision decisions

Quality of assistance AmeriCorps 78 71 86 92
staff provides

AmeriCorps' ability to articulate a 59 52 68 75

vision for National and
Community Service

Consistency of information 54 47 66 68
about Corporate programs and

policies

Helping to foster new partner- 42 31 56 67

ships with other organizations

Source: Early results from the National Performance Benchmarking Project, conducted by the Urban Institute and the Office
of Research and Policy Development in FY 2004.
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Also in FY 2004, recognizing the need to continue to make effec-
tive use of technology to meet customers' needs, while enabling
effective grant management and monitoring, the Corporation

continued to make improvements to its eGrants system, the n
agency's central system for tracking and managing its grants. =
e
<
Technology 97
2003-2004 ACSI Customer Satisfaction T
Ease of Using eGrants ©
O
o0 =
o
. 2
()
o
® €
g - 2
:E 42 GE)
2 © = o
=9 (4v]
(e
» =
(6] T T
AmeriCorps Overall State National Education Award Program
AmeriCorps Program
*The American Customer Satisfaction Index (ACSI) rates customer satisfaction on a 100 point scale. Individual customers rate their level of
satisfaction using a scale from 1 to 10, where 1 is “Poor” and 10 is “Excellent”. The scores are then aggregated and converted into a scale from
0to 100.

Source: Early results from the National Performance Benchmarking Project, conducted by the Urban Institute and the Office of
Research and Policy Development in FY 2004.

Corporation for National and Community Service A-51



However, data from the same National Performance
Benchmarking AmeriCorps survey indicated that much more
must be done. In FY 2005, the Corporation will implement fur-
ther improvements to the eGrants system, based on the feedback
of the grantees and the needs of agency grant managers.

The Corporation also is developing plans to implement a
Customer Relationship Management System. This system will
help to support a "one-stop" approach to customer service, reduce
the need to refer customers to other staff and provide the infor-
mation the staff need to help solve customer problems quickly
and correctly.

Strategy 4.4: Build a diverse, energized, high-performing work-
force.

In FY 2003, our Inspector General and the Office of Personnel
Management issued highly critical reports on the Corporation's
human capital program. These reports, augmented by suggestions
from Corporation employees, led us to reassess nearly all of the
agency’s human capital programs and to identify human capital
development as a key Corporation management goal. To help
assess the agency's progress in meeting this goal, the agency iden-
tified the following performance measures in FY 2004 and will
report on these measures as data becomes available:
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Corporation-Wide Indicators

!ercen! o! emp‘oyees repo!lng !|g! overa J|O! sa!|s!ac!|on !ource: !e!eral !!!

Human Capital Survey; initially conducted in October 2004

Percent of employees rating "fully successful" or higher on annual performance N/A
appraisals Source: Office of Human Capital's performance records system; initial
results of the more performance-based appraisal system for supervisors available

in January 2005

Percent of managers from under-represented groups (ource: Office of Human N/A
Capital's staffing database

Percent of annual performance targets met or exceeded Source: to be deter- N/A
mined

During FY 2004, the Corporation moved forward in implement-
ing three key strategies to build the agency's human capital.
These strategies focused on:

SIUDBIUBIH 8duew.0Juad Juswabeueln

» Implementing a comprehensive strategic workforce plan;

» Ensuring a fair, performance-based appraisal system; and

m Identifying and responding to employee needs
In FY 2004, the agency developed a preliminary Strategic Human
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Capital Plan that is designed to advance workforce planning,
encourage a results-driven, performance culture and open-up
communication and decision-making. Under this plan, the
Corporation ended the predominant use of term appointments
and is now implementing electronic, web-based recruitment and
application systems. These changes are helping to increase the
number of high-quality job applicants and significantly improve
employee morale.

In the area of employee performance management, the
Corporation implemented a new, five-level performance appraisal
system for managers. This system holds managers accountable for
results and distinguishes between levels of performance.
Moreover, the Corporation more closely tied management's
bonuses and pay adjustments to their performance.

To help its managers and staff to meet performance expectations,
the Corporation also began to more systematically identify and
attempt to meet its employees' needs. For example, the
Corporation initiated a survey of employees based on the govern-
ment-wide survey developed by the Office of Personnel
Management (OPM). Moreover, the agency doubled its invest-
ment in employee training and promoted leadership development
by encouraging all supervisors, managers and executives to par-
ticipate in "360-degree" assessments by the individual's supervi-
sors, peers and staff.

(Further details of the agency's FY 2004 human capital accom-
plishments are provided in the Human Capital section of the
President's Management Agenda discussion.)

President's Management Agenda

In order to ensure accountability for performance and results, the
Administration identified the following five government-wide
areas for improvement: the strategic management of human capi-
tal, improved financial performance, competitive sourcing,
expanded use of electronic government, and the integration of
budget and performance information. The Administration also
identified several additional areas for targeted improvement spe-
cific to those agencies with certain types of programs, such as
loan or grant programs. As a grant-making agency, the
Corporation works to meet not only the five government-wide
objectives, but also to reduce barriers to the participation of faith-
based and other community organizations in Federal grant pro-
grams.

Corporation for National and Community Service
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The President's Management Council defined specific standards
for success in each area, in consultation with experts throughout
government and academe, and established a rating system to
measure agencies' progress in meeting these standards-green for
success, yellow for mixed results and red for unsatisfactory. This
system includes two ratings—one to assess the agency's manage-
ment operations, the "status" rating, and one to assess the
agency's progress in implementing improvement plans, the
"progress" rating. These two ratings use the following scale:

= Status rating—To receive a green status rating (G), the agency
must meet all of the standards for success, representing the
highest operational characteristics; a yellow rating () requires
the agency to meet all the success standards representing transi-
tional operational characteristics; while a red rating (R) applies
to performance that fails to meet any one of the yellow stan-
dards.

m Progress rating-For the progress rating, green (G) means the
agency's implementation of improvement plans is proceeding
on schedule; a yellow rating (') means that some slippage or
other problems are inhibiting the agency's planned achieve-
ment of the success standards; while a red rating (R) indicates
the initiative is in serious jeopardy and is unlikely to realize its
objectives without significant management intervention.
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Further information on the President's Management Agenda
(PMA) and its rating system is available at
http://www.results.gov/agenda/scorecard.html.

Although the Corporation is not required to meet the specific
requirements of the President's Management Agenda due to its
status as a small, government-sponsored corporation, the agency
has adopted the PMA as a guide to help focus the agency's man-
agement improvement efforts. A summary of the Corporation's
self-assessments against these standards and the actions taken and
planned for each of these issue areas follows.

Corporation Rating Summary

Corporation Rating Summary

Human Capital ! !

Financial Management
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Competitive Sourcing
Expanding E-Government

Budget and Performance Integration

Faith-based and Community Initiative
Overall Agency Rating
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Strategic Management of Human Capital

The Corporation recently reassessed nearly all of its Human
Capital Plan, modeled on the Office of Personnel Management's
(OPM's) Human Capital Standards for Success. This plan, which
reflects discussions with employees, managers, and
Administration officials, is helping the Corporation to:

» Align all staff performance toward achieving the Corporation's
mission and strategic goals;

= Plan for and deploy the resources necessary to achieve those
goals;

» Ensure Corporation leaders effectively manage people and cul-
tivate a climate of continuous learning and organizational
improvement;

m Leverage features of the Alternative Personnel System and the
General Schedule system to attract, acquire and retain quality
employees;

» Promote a diverse, results-oriented, high-performing work-
force;

m Differentiate between high and low performance and link indi-
vidual/team/unit performance to organizational goals; and

m Assure accountability to Administration goals, laws, regula-
tions, merit principles, the public interest and the highest stan-
dards of ethics and integrity.

The Corporation is committed to building a diverse, energized
high-performing workforce. Working against our preliminary
Strategic Human Capital Plan, the agency implemented major
human capital reforms in FY 2004. For example, the
Corporation:

m Reformed the long-time practice of using term appointments
for on-going positions to instead use permanent appointments,
thus increasing the number of high-quality job applicants and
significantly improving employee morale;

m Tightened the criteria used to determine bonuses and pay
adjustments and implemented a rigorous new managerial
appraisal system, thus more closely tying pay to performance;

m Doubled the agency's investment in employee training;

» Promoted leadership development by encouraging all supervi-
sors, managers and executives to participate in "360-degree"
assessments and to use the results of these assessments to pre-
pare Individual Development Plans;

m Established a Diversity Advisory Council to focus attention on
the Corporation's commitment to diversity and inclusiveness;

Corporation for National and Community Service
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» Improved employee communication by initiating a biweekly
newsletter and holding regular "all-staff" meetings on important
human capital issues;

» Reinforced the centrality of our programs and strengthened
program management, by establishing a new Chief Operating
Officer with broad responsibility for enhancing and integrating
all program operations;

m Developed initial operational, output, and outcome metrics to
better assess the agency's progress and to support more
informed decision-making;

» Implemented the Federal Human Capital Survey to help identi-
fy employee concerns, particularly with regard to equitable
treatment of employees; and

m Received the Excellence in Government Ethics award for our
comprehensive and highly effective ethics program.

Although enormous progress was made in FY 2004, the
Corporation recognizes that building a diverse, energized, high-
performing workforce requires a long-term investment of time
and resources. For example, although the Corporation's minority
and female representation compares favorably with that of other

agencies, the agency must continue to develop more effective
approaches to recruit and retain highly qualified minorities and
women, particularly in senior management positions.
To ensure the Corporation's ongoing progress, the agency will
Percentage of Workforce Composed of Minorities and Women
updated as of 8/27/04
70%
60%
50%
[
3
€
[}
E 40% —
©
n
k]
S  30% —
)
c
s
[
& 20% +— —
10% +—— —
0%
Total Civilian | Total Federal Total CNCS Total Civilian | Total Federal Total CNCS
Workforce Workforce Corporation Supervisor Workforce Workforce Corporation Supervisor
Workforce Staff Workforce Staff
Proportion of Minority Staff Members Proportion of Female Staff Members

Source: Corporation Staffing Database and OPM
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update and refine its Strategic Human Capital Plan in FY 2005,
reassessing our progress, strengthening the measures used to
determine our success and identifying further steps to achieve a
high-performing workforce. Among other initiatives, our new
Strategic Plan will call for:

» Implementing a rigorous new appraisal system for non-supervi-
sory employees in FY 2005;

m Developing and testing a Workforce Planning Model, which
eventually will be applied to all Corporation units and occupa-
tions;

» Implementing a strategic approach to the use of training
resources to ensure that such resources help to address skills
gaps and leadership succession;

m Streamlining staffing processes to identify the right people for
the right jobs more quickly and efficiently; and

» Developing a certification program for the agency's grants man-
agers to further "professionalize" this function.
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Based on the tremendous progress made in FY 2004 and the
agency's commitment to meeting its human capital challenges,
the Corporation will, over the coming years, become a "model" of
human capital management.
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President’s Management Agenda: Strategic Management of Human Capital Rating

Developed and operate
against a comprehensive
human capital plan

Based on OPM's Human Capita
Standards for Success, devel-
oped, documented and commu-
nicated to all staff a preliminary
Strategic Human Capital Plan
that ensures agency's human
capital policies and practices
support the agency's mission

Analyzed and optimizing existing
organization structures from a
process in place to address service delivery perspective,
future organizational using redeployment and de-lay-
changes ering

Organizational structure G
analyzed and optimized;

Managers assure that a R G
continuously updated tal-

ent pool is in place for cur-

rent and future succession

Launched reform program to
assess the developmental needs
of current supervisors

Performance appraisal G
plans link, differentiate,

and provide consequences

for SES, managers and at

least 60% of the rest of

the agency

Reduced under-represen- G
tation and established a

process to sustain diversity

Implemented new, performance
appraisal system for all managers
in FY 2004 that ties to agency
goals, differentiates perform-
ance and incorporates incentives

Established Diversity Advisory
Council and a new Director of
Civil Rights and Inclusiveness
position to ensure management
attention to issues of under-rep-

resentation
Sustained a significant R G Identified resources and
decrease in mission critical launched ambitious multi-year
skill gaps workforce planning initiative
Developed and used an R G ldentified initial metrics for

accountability system to
make decisions

operations through outcomes;
participating in Federal Human
Capital Survey

Update and finalize the
Strategic Human Capital
Plan in FY 2005, focus-
ing on strengthening
measurement

Ongoing Business
Process Reviews will
form basis for continu-
ing organizational opti-
mization

Assess alternative
approaches to succes-
sion planning and
implement further
expansion of staff
training in FY 2005

Similar results-oriented
plan to be implement-
ed for all employees in
FY 2005

Increase minority repre-
sentation in senior posi-
tions through proactive
recruitment and devel-

opment programs

Implement and test a
workforce planning
model to, over time,
apply to all Corporation
units

Inform decision-making
with Federal Human
Capital Survey metrics,
as data is available

Improved Financial Management

In FY 2004, the Corporation continued to build on its recent
improvements in financial management, receiving an unqualified
opinion on its financial statements for the fifth year in a row.
The Corporation also performed well against its own internal
goals and provides initial information for FY 2004 for the govern-
ment-wide metrics that were recently established by OMB. In FY
2005, when comparable data is available for other Federal agen-
cies, the Corporation will be better able to assess its performance
against these metrics.

The FY 2004 financial statement audit identified one reportable
condition associated with the Corporation's grants monitoring
and management. Eliminating this reportable condition will be a
major focus of management’s attention in FY 2005.
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Government-Wide and Corporation Financial Management Performance Metrics

Government-wide:
Fund Balance with Treasury (absolute $ differ- N/A N/A §553,958
ence between the fund balance reported in
Treasury reports and the balance recorded in the
Corporation's general ledger)
Suspense Clearing (timeliness of clearing and N/A N/A $65,556
reconciling suspense accounts; absolute $
greater than 60 days)
Delinquent Accounts Receivable from the Public N/A N/A $2,180,946
Number of Vendor Payments Made by Electronic N/A N/A 3,016 (56%)
Funds Transfer
Non-Credit Card Invoices Paid on Time N/A N/A 4,152 (93%)
Interest Penalties Paid N/A N/A $9,754
Travel Card Delinquency Rates N/A N/A 1.9%
Purchase Card Delinquency Rates N/A N/A 3.5%
Corporation:
Audit opinion on financial statements Unqualified Unqualified opinion Goal Met
opinion
Material weaknesses reported in financial state- Maintained at Maintained at zero Goal Met
ment audit Z€ero
Operating status of a single grants management All new grants All new grants awarded Goal Met
system that provides stewardship over federal awarded through system
funds in a cost-effective manner through sys-
tem
Operating status of financial management sys- Maintained Upgrade to latest ver- Goal Met
tem ("Momentum") compliance sion, maintain compli-
with JEMIP ance with JFMIP stan-
standards dards
Status of accounting subsystem in Momentum N/A Conduct review of Goal Met
for procurement module to assess costa
and performance
Operating status of automated, internet-enabled N/A Implement Quick Hire Goal Met
personnel hiring system
Number of state commissions in compliance N/A N/A N/A
with the national state commission administra-
tive standards””
Percentage of timely vendor payments 99% 99% Goal Met (99%)
Timely reports to central agencies 100% 100% Goal Met
(100%)
Percentage of payroll by electronic transfer:
Corporation Employee 100% 100% Goal Met
(100%)
VISTA Volunteers 78% 80% Goal Met (90%)
*These measures were not tracked in FY 2003. Performance goals are under development.
“*This performance indicator is being revised since the Corporation has changed its protocol for reviewing the performance of
state commissions.
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Grants Management and Monitoring

About $644 million in grants were made
by the Corporation in FY 2004, represent-
ing about 69 percent of the Corporation's
overall funding. The proper management
and monitoring of these grants are critical
to accomplish the Corporation's goals.

Policies and Procedures

The Corporation recently formed the
Office of Grants Policy and Operations to
coordinate grant review policies and logis-
tics across all programs. This office also
helps to coordinate grants policies and
procedures with other agencies by partici-
pating in the government-wide
"grants.gov" initiative and the National
Grants Management Association, as well as
consulting with other Federal grant-mak-
ing agencies. A steering committee, com-
posed of representatives of each pro-
gram, also participates in the develop-
ment of Corporation-wide review policies
and procedures. Senior managers from
each program work together to establish
direction and priorities for funding, based
on statutory requirements, Board priori-
ties, community needs and innovative
approaches. The Corporation also is
developing a grants management hand-
book to help ensure consistent policies
and procedures across all Corporation pro-
grams. Moreover, all the Corporation's
grants are managed through a single sys-
tem, eGrants, thus ensuring consistency
from the initial application process
through application review, approval,
award, monitoring and final closeout.

Program-specific policies are codified in
the Notice of Funds Availability issued for
each grant competition. However, the
Corporation is working to establish more
comprehensive and stable guidance for
the AmeriCorps programs, and possibly
the Learn and Serve America program, by
developing regulations that will establish
the selection criteria used for all competi-
tions within each program. Rulemaking
for all AmeriCorps competitions, based on
extensive input from over 500 individuals
during initial public discussions and over
250 people during the comment period,

will be completed in FY 2005. Rulemaking
for the Learn and Serve America program
will begin in FY 2005, again incorporating
extensive input from the field.

Fair, Equitable and Efficient Grants
Competitions

The Corporation continues to place an
emphasis on the quality and consistency
of its grant competitions. In FY 2004, the
agency improved quality controls in the
peer review process, including developing
standard review worksheets for both
Corporation staff and peer reviewers that
reflect program-specific guidelines and
selection criteria, as well as Corporation-
wide grants policies and procedures. The
Corporation also is implementing a train-
ing and certification program for grants
managers that will help ensure grants are
consistently reviewed and managed in
accordance with the agency's and OMB's
policies and statutory requirements.

Grants Monitoring Processes and Progress
Through the Corporation's headquarters
and state offices, the Corporation moni-
tors grants and provides training and
technical assistance to grantees.
Monitoring requirements differ slightly,
depending on the program and the year
of the grant. The Corporation is moving
to a risk-based assessment to focus the
agency's monitoring resources on the
grantees and issues most likely to have
problems. Monitoring includes several
components— review and analysis of
progress and expenditure reports, desk
review of performance measures and
financial systems, site visits, audit reviews
and resolution and certification programs.
The agency also conducts financial man-
agement seminars for grantees and pro-
vides one-on-one coaching and training
of individual grantees, as needed. In
addition, Corporation staff work with the
0IG to conduct grantee audits, track
recurring financial management issues,
and publish common audit findings and
solutions, so that all grantees can address
shared problems. In FY 2005, the
Corporation will develop its first agency-




Grants Management and Monitoring (cont’'d)

wide oversight and monitoring plan and
hire a Director of Award Oversight and
Monitoring to help standardize policies
and promote best practices.

Other Recent Improvements

"Grants.gov"

The Corporation actively participates in
the "Grants.gov" initiative. Corporation
staff work on "Grants.gov" teams, helping
to establish government-wide grants
processes. All Corporation funding
notices are posted on "Grants.gov—find;"
and the Corporation is on track with the
planned schedule for expanded
"Grants.gov—apply" participation, with the
first full application currently under devel-
opment.

Streamlining Processes

The Corporation implemented a number
of management changes in FY 2004
designed to streamline the grant-making
and funding processes for both the
grantees and Corporation staff. These
changes include enabling peer reviewers
to complete most of their reviews prior to
meeting at the Corporation and further
improving the Corporation's electronic
grants management system (eGrants). In
addition, the Corporation participates in
federal grant simplification activities
underway in compliance with PL. 106-107.




For FY 2004, the Corporation provides qualified assurance on its
agency controls, pending resolution of compliance with the
Federal Information Security Management Act (FISMA), as
required by the Federal Managers' Financial Integrity Act
(FMFTA) and the Federal Financial Management Improvement
Act (FFMIA). (A full discussion of the agency's FISMA compli-
ance is provided in the section titled, "Statement of Assurance
over Agency Financial System Controls.")

The agency continued to improve its financial management sys-
tems in FY 2004, building on its JFMIP-compliant core financial
system (Momentum), by implementing a new salary management
system and improving the agency's grants system. However, the
Corporation needs to improve the quality of its grants perform-
ance data and further incorporate financial and performance
information into decision-making throughout the agency. To
help achieve these objectives, the agency plans in FY 2005 to:
incorporate a procurement module into the core financial system
(resources permitting); investigate performance-based budget
development systems, and continue to develop a data warehouse
that will integrate data, both financial and non-financial, from a
number of other systems. (A more complete description and dia-
gram of the Corporation's systems structure are included in the
section titled, "Overall Control System.")
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In FY 2004, the Corporation also continued to improve other
aspects of its financial management. For example, the agency:

» Implemented AmeriCorps member position certification
processes into the grant review and decision-making process to
ensure AmeriCorps enrollments do not exceed the level that
could be supported with available funds;

m Refined its cost accounting methodology to further break down
costs within each of its major responsibility segments:
AmeriCorps, National Senior Service Corps, and Learn and
Serve America. This year the Corporation provided data on the
major sub-programs for each responsibility segment. For exam-
ple, the National Senior Service Corps expenses include separate
information on the Foster Grandparent, Retired Senior
Volunteer, and Senior Companion Programs;

SIUBIUBIH 8ouUBWIOMSd Juswabeue|

» Reviewed the agency's programs against the criteria of the
Improper Payments Act and concluded that no Corporation
programs are susceptible to significant improper payments;

m Completed a "business process review" of the Corporation's
National Service Trust operations, the VISTA and NCCC pay-
roll system and procurement operations and identified potential
process improvements that will increase operational efficiency;
and
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m Issued new policies for the administrative control of funds.

In addition to addressing outstanding FISMA and grants monitor-
ing and management issues, the Corporation plans in FY 2005 to
further improve its financial management processes by:

» Automating the education award payment process that is cur-
rently paper-intensive, (which will likely yield significant oper-
ational cost savings) and

» Further enhancing the agency's cost accounting model and
improving upon the system's capabilities to better link costs to
program outcomes.

The Corporation's senior managers also will continue to review
all areas of the Corporation's operations to achieve greater
accountability and efficiency in the agency and its programs.
With this ongoing emphasis and the implementation of the
agency's FY 2005 plans, the Corporation will not only continue
receiving a clean opinion on its financial statements, but also will
further integrate financial information into decision-making
throughout the agency.
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Audit opinion on
annual statements
are clean

Meets financial
reporting deadlines

FEMIA compliance

Accurate financial
information is on
demand and is
used day-to-day

No chronic or sig-
nificant Anti-
Deficiency Act vio-
lations

No material audi-
tor-reported inter-
nal control weak-
nesses

No material weak-
nesses in FMFIA for
Sections 2 (agency
controls) and 4
(financial systems)

President’s Management Agenda: Improved Financial Management Rating

Received unqualified audit opin-
jon for fifth straight year

Met all FY 2004 reporting dead-
lines, including for reports to
Congress and the President

Provides qualified assurance on
its agency controls, pending res-
olution of FISMA compliance
issue

Agency's JFMIP-compliant sys-
tems produce accurate financial
information, as needed by
agency managers

Fully resolved shortfall in the
National Service Trust identified
in FY 2002; GAO, OIC and the
independent auditor concluded
the agency is following sound
business and accounting prac-
tices

FISMA auditor's found the
agency's overall control system
to be in compliance with the
Act, except for a single deficien-
cy due to the lack of an ade-
quate systems test and evalua-
tion documentation and follow-
up

See discussion of FISMA issue
above.

Improve grants monitoring to
eliminate agency's only
reportable condition

Continue to improve financial
reporting to provide support
for management decision-mak-
ing

Complete systems test and
evaluation using auditor-pre-
ferred tool by 1/05; continue
to assess internal controls to
ensure compliance

Incorporate procurement mod-
ule; improve availability and
quality of grants performance
data; integrate data into data
warehouse; ensure regular use
of data by managers

Fully implement management
reforms initiated over prior
year and continue to assess
policies and processes to
improve management control
and customer service

Complete re-certification of
agency systems by 1/05,
resolving significant weakness;
continue to assess control sys-
tem to ensure full compliance.

Continue to assess internal
controls to ensure full compli-
ance.

Competitive Sourcing

Although the Corporation's size and current extensive use of con-
tractor support make implementation of formalized Federal/con-
tractor competitions inappropriate, the Corporation nonetheless
fully supports the objectives of the competitive sourcing initiative
in the President's Management Agenda (PMA). However, since
the specific criteria cited for this initiative in the PMA relate pri-
marily to aspects of the competitive sourcing process, the
Corporation cannot rate its competitive sourcing performance
within the specific PMA criteria. Instead, the agency assesses its
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competitive sourcing performance on the extent of its use of con-
tractors to support many of the agency's functions and the cost
effectiveness of its internal operations.

Currently, Corporation contractors provide much of the agency's
technology operations, including its Office of Information
Technology’s Help Desk, payroll processing, internet support,
National Service Trust hotline, recruitment call center, and finan-
cial system operations and maintenance. In the program support
area, the Corporation uses competitive contracting to obtain
training and technical assistance providers to assist and support
Corporation grantees. The Corporation has service agreements in
place to provide assistance to grantees in a number of areas,
including financial management, member development, technical
assistance to state commissions, diversity training, and organiza-
tional development. These agreements cover the all the agency's
programs. This has allowed the Corporation to provide high
quality training, targeted to customers' needs, at a reduced cost.
Currently, about 24.5 percent of the Corporation's administrative
expenses are for outsourced services. Going forward, the
Corporation will continue to assess whether outsourcing of non-
governmental functions can save money and provide high quali-
ty, effective services in other areas of the agency.
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Expanded Use of Electronic Government

In FY 2004, the Corporation significantly improved its electronic
support of both external and internal government processes by:

» Improving its eSPAN system (the agency's grants and member
information system) based on suggestions from the user com-
munity and legislatively mandated requirements, including
increasing the speed of applications processing and implement-
ing more customer-friendly screens;

» Increasing information technology security by, for example,
initiating a proactive security awareness program, conducting
periodic network scans to identify vulnerabilities and mitigate
their risk, and implementing effective configuration manage-
ment of the Corporation's systems and assets;

Management Performance Highlights

» Exploring telecommuting technology alternatives, including
providing remote computing hardware and biometric devices;
and

» Working to redesign the agency's website to make the
Corporation's programs and people more accessible to their cus-
tomers.

The agency will build on these advances in FY 2005 through a
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continued focus on meeting customers' needs. In particular, the
Corporation will:

m Better support agency managers' decision-making through the
ongoing development of a data warehouse;

m Further increase the speed of the application process and
decrease the hardware requirements for grantees;

m Create a seamless pass-through of data from the AmeriCorps
Recruitment System to the National Trust, thus decreasing the
potential for data errors;

= Convert the Web-Based Reporting System (WBRS-the grant,
project and member tracking and management system) into
eSPAN, thus further expanding the systems capabilities and
accuracy and decreasing costs by about $650,000 per year;

m Update the agency's systems modernization blueprint and sys-
tems business cases to ensure information technology invest-
ments fully align with the agency's strategic plan;

» Improve re-use of data and XML to create greater operational
efficiencies and support improved data exchange; and
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m Develop plans for a customer relationship management system
to support improved customer service agency-wide.

Moreover, as noted above, the Corporation will address the single
security issue identified by the OIG in its FY 2004 systems audit.
A re-certification of the agency's systems will be completed by
January 2005.

President’s Management Agenda: Expanded Use of Electronic Government Rating
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Has modernization
blueprint in place
which focuses IT
investments

Has acceptable busi-
ness cases for all
major systems
Cost/schedule/per-
formance for adher-
ence overruns and
shortfalls less than
10%

Operational systems
are 90% secure, the
Inspector General and
quarterly reports verify
security

Participation and con-
tributions are com-
plete in 3 of 4 cate-
gories

Blueprint Is out of date.

Created business cases for all
of our major systems

Costs are within 10% of plans;

plans need to be better inte-
grated with the agency's
strategic plan

Conducted annual FISMA
audits and financial audit;

tracked and updated quarter-

ly Plans of Actions and
Milestones; no incidents
reported under U.S. Cert.;
conduct regular penetration

testing
Implementing eGrants per

schedule; currently re-use
data; planning integration
using XML

ontinue working with senior
staff to update blueprint in FY
2005

Update business cases and
coordinate them with agency
strategic plan

Measure new projects in the
broader context of the agency
strategic plan

Continue implementing cur-
rent systems security plans;
update plans, as necessary

Improve re-use of data and
XML; continue planning cus-
tomer relationship manage-
ment system; continue CIO
participation in GMIob project.
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Integration of Budget and Performance Information

In FY 2004, the Corporation continued to implement an ambi-
tious plan to fully integrate budget and performance throughout
the agency in support of management decision-making. When
fully implemented and fully integrated into all the agency's oper-
ations by FY 2010, this plan will enable the Corporation to meet
all of the President's Management Agenda criteria for this initia-
tive. The Corporation's tremendous progress in FY 2004 set the
agency on a trajectory to meet this goal.

Since the key point in an agency's operation, where budget and
performance information is most critical, is the budget develop-
ment process, the Corporation focused considerable attention to
restructuring this process to consciously and systematically take
performance into account in making budgetary decisions and
plans. The Corporation used a "logic model" approach in the
development of the agency's FY 2006 budget request to OMB.
This approach helps to align all of the agency's resources to effec-
tively and efficiently achieve the Corporation's goals by provid-
ing a framework for defining the relationships between the
desired agency/program results (end outcomes), and the inputs
(both funding and staffing) necessary to achieve them.

The Corporation also focused on the development and integration
into agency operations of relevant performance metrics. The
Corporation identified an initial set of measures to assess
Corporate, program and operational performance and to help
identify needed management and programmatic changes. This
hierarchy of performance metrics—from national outcome meas-
ures, such as the percent of Americans who volunteer, to opera-
tional measures, such as grant application cycle times—will con-
tinue to be developed and refined over the coming years. Once
fully implemented, this hierarchy will enable the agency to more
readily identify performance problems and trace the problem's
"root cause" through the subsidiary performance metrics, thus
more clearly identifying the management changes necessary to
effect an improvement in performance.

Corporation for National and Community Service
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Hierarchy of Performance Measures

Corporate Strategy

Program Supporting Strategy
ne
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Operational Efficiency Metrics ,

To provide the data necessary to support these measurements and
effective management analyses in a timely and accurate way, the
Corporation began to develop a data warehouse in FY 2004. This
data warehouse will incorporate data from a variety of sources,
including, for example, data on grantees, financial data, perform-
ance data and service data. When fully implemented, the data
warehouse will enable improved performance monitoring and
better analysis of management issues, as managers identify per-
formance problems and opportunities (see graphic below).
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Data Warehouse
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The Corporation also began developing a "management dash-
board"—a selection of the most critical operational, output and
outcome measures that assess key aspects of the agency's per-
formance. As the first step in its development, the Corporation
identified its operational objectives, taking into account the
agency's mission, programmatic and management goals. Based on
these operational objectives, the Corporation is identifying key
metrics for continuous monitoring by agency management. The
"dashboard" will be implemented initially in FY 2005 and will be
refined in FY 2006.

In addition to these new FY 2004 Corporation initiatives, the
agency continued to move forward in other aspects of budget-
performance integration, including:

m Strengthening grantee performance measurement through
AmeriCorps rulemaking;

m Reporting quarterly to the Board of Directors on key aspects of
the agency's operations, such as grants awarded, member
enrollments, costs incurred and program performance;

Management Performance Highlights

s Implementing performance surveys of our programs' end bene-
ficiaries—the individuals and organizations, such as children
mentored or grantees that benefit from our programs—through
our National Performance Benchmarking Project;

» Conducting an agency self-assessment against the President's
Management Agenda;
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= Incorporating agency mission, goals and objectives into man-
agers' performance plans and implementing a more perform-
ance-based system to evaluate managers' performance and eligi-
bility for bonuses and pay adjustments; and

» Incorporating the agency's goals and performance measures
into its FY 2005 operating plans.

To help the agency accomplish this ambitious agenda and coordi-
nate the agency's many budget-performance integration initia-
tives, the Corporation recently established a cross-organizational
performance metrics team. This team is responsible for coordi-
nating all performance initiatives across the Corporation (e.g., the
data warehouse, Board metrics, grantee performance measure-
ment, strategic goals and indicators, dashboard metrics, perform-
ance surveys and evaluations) and ensuring that managers use
performance information to improve their programs.

The Corporation recognizes the difficulties inherent in fully inte-
grating budget and performance. However, by "jump-starting"
this initiative based on best practices in the field and making
budget-performance integration a key management objective, the
Corporation will be able to steadily increase the effectiveness and
efficiency of its programs and operations.
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Use of performance
information for deci-
sion-making

Plans contain limited
number of goals;
measures used are
from the agency's
PART

Performance apprais-
al systems are linked
to agency mission,
goals, and outcomes

Agency can show full
cost of achieving the
performance goals
and can accurately
estimate the margin-
al cost of different
levels of perform-
ance

Agency has efficiency
measure for all pro-
grams

Agency used the
PART to direct pro-
gram improvements
and to justify funding
requests; less than
10% of programs
receive "Results Not
Demonstrated" rating

President’s Management Agenda: Improved Financial Management Rating

G

G

G

For selected programs and oper-
ations (e.g., AmeriCorps enroll-
ment), managers regularly use
performance and financial infor-
mation for decision-making

Developed strategic budget plan
with a limited number of goals
and objectives, as well as corre-
sponding outcome and output
measures for most programs

Performance appraisal plans for
managers linked to agency mis-
sion, goals, and outcomes, and
effectively differentiate levels of
performance as FY 2004

Full cost of programs is reported
in financial statements; use of
"logic model" approach to devel-
oping the agency's FY 2006,
helped identify the full cost,
including all corresponding sup-
port services, necessary to
achieve programmatic results
All programs measure efficiency
as cost per
member/volunteer/participant
service year/service hour; how-
ever, end outcome efficiency
measures are dependent on the
development of viable end ben-
eficiary measures; agency is
developing hierarchy of per-
formance measures, including
operational efficiency metrics
Only AmeriCorps*State &
National program has been eval-
uated against the PART criteria;
rating of "Results Not
Demonstrated" and correspon-
ding OMB recommendations
guided management changes
and outcome measure develop-
ment

Develop data warehouse to
support decision-making at all
levels; promote use of data in
decision-making throughout
agency

Develop end beneficiary out-
come measures w/ viable data
collection methods

Implement plans for non-
supervisory staff that differen-
tiate levels of performance and
link to agency mission, goals
and outcomes beginning in FY
2005

Develop improved methodolo-
gies to readily and more accu-
rately trace and allocate costs
to performance goals; develop
methodologies to estimate
marginal costs of performance
changes.

Develop viable end beneficiary
measures and assess potential
for efficiency measures of end
beneficiary outcomes; contin-
ue implementing hierarchy of
performance measures; con-
duct business process reviews
to identify efficiency improve-
ments

Re-evaluate AmeriCorps*State
& National program in FY 2005;
other programs to be self-eval-
uated by the agency in FY
2005

Faith-Based and Community Initiatives

Since the Corporation is an independent agency, not subject to
OMB management agreement, the Corporation has not received
formal standards for rating performance on this initiative.
Therefore, the agency has completed a self-assessment based

upon rigorous execution of the President’s Executive Orders and

other administrative guidance to date. The Corporation has
proactively implemented the initiative through a task force com-
prised of representatives from all Corporation programs. The
agency's faith-based and community initiative ensures that all
program development, outreach, technical assistance, and base-
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line research, including collecting relevant data, support the equi-
table participation of faith-based and community organizations in
its programs.

In FY 2004, over $70.5 million, or 13.9 percent of the
Corporation's total program funding, was awarded to faith-based
organizations. Other community organizations received about
$164 million in VISTA, Senior Corps and Learn and Serve
America funding, representing about 47 percent of these pro-
grams' total funding.2 As a result of the removal of barriers and
strengthened outreach efforts across the Corporation's five pri-
mary programs, the number of faith-based and other community
grantees, host sites, sponsors and stations is expected to continue
to grow in FY 2005 and FY 2006. Part of this growth will be
driven by the Next Generation grants that target small, innova-
tive programs that have never before received Corporation fund-
ing.

Pursuant to the President's Executive Orders No. 13198, 13199
(January 29, 2001), 13279 (December 12, 2002) and 13331
(February 27, 2004), the Corporation modified many of its poli-
cies and practices to permit faith-based and other community-
based organizations to participate more fully in its programs.
These actions included:
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= State commission outreach and training;

» Publication of AmeriCorps*State/National guidelines emphasiz-
ing use of members in capacity-building activities, such as man-
aging volunteers and raising funds to support service activities
with grassroots and faith-based organizations;

= Eliminating AmeriCorps*VISTA handbook provisions which
had expressly discouraged "sectarian or religious symbols, deco-
ration, or other sectarian identification;"

= Setting involvement of faith-based and other grassroots organi-
zations as a priority for community partnerships engaged with
school service-learning under the Learn and Serve America
program guidance; and

» Using training and technical assistance as an outreach mecha-
nism and a tool to provide faith- and community-based organi-
zations with the skills and abilities necessary for them compete
effectively for Corporation funding.
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In FY 2004, model faith-based and other community organization
projects included a 15-city replication of the successful program
that provides mentors for children of inmates-the Amachi pro-
gram-through volunteer resources provided by
AmeriCorps*VISTA and Senior Corps, and companion initiatives
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with the National Conference of Black Mayors and National
Association of Blacks in Criminal Justice. In total, over 12,000
children of prisoners had been served in 278 AmeriCorps*VISTA
and Senior Corps projects as of July 2004. In FY 2005-06, the
Corporation's programs have set a goal of recruiting 25,000 new
mentors for children of prisoners.

To further enable faith-based and other community organizations
to participate in the Corporation's programs, the agency plans to:

» Further improve the collection and analysis of data on this ini-
tiative to monitor its impact and identify further areas for
improvement; and

» Further expand outreach to better demonstrate how national
service programs and their members can be a resource to faith-
based and other community organizations, by improving the
agency's web site and tool kit applications, broadening publicity
for notices of funding opportunity and convening informational
sessions at regional forums or gatherings of large organizations.

In FY 2005, the Corporation anticipates further success in elimi-
nating barriers to faith-based and other community organizations'
participation in its programs.

Program Assessment Rating Tool

The Program Assessment Rating Tool (PART) was developed by
OMB to assess and improve program performance so the Federal
government can achieve better results. A PART review high-
lights a program's strengths and weaknesses to inform funding
and management decisions aimed at making the program more
effective. The PART assesses all factors that affect and reflect
program performance including: program purpose and design;
performance measurement, evaluations and strategic planning;
program management; and program results. Because the PART
includes a consistent series of analytical questions, it allows pro-
grams to show improvements over time and allows comparison
between similar programs.

The AmeriCorps*State and National Program was reviewed by
OMB using the PART in FY 2002. OMB will re-evaluate the pro-
gram in FY 2005. Other agency programs are not yet scheduled
for review by OMB. However, the Corporation plans to conduct
an internal PART assessment of all the agency's programs during
FY 2005 to help identify ways to improve the programs, their
operations and outcomes.

Corporation for National and Community Service
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AmeriCorps*State and National

In FY 2002, the State and National program received an overall
PART score of 36 (out of 100) and a rating of "Results Not
Demonstrated." This overall score, which describes OMB's
assessment in FY 2002, was composed of weighted scores for:

» Program purpose and design (12 out of 20): Although the pro-
gram had a clear, specific and unique purpose (meeting commu-
nity needs through intensive volunteer service), its accomplish-
ments were difficult to measure and, at least at FY 2002 operat-
ing levels, relatively small compared to overall volunteering in
America. In addition, the program's authorizing legislation
would require changes to create a more optimal program
design;

= Strategic planning (7 out of 10): The program lacked a limited
number of specific long-term performance goals and annual
performance goals. However, the program was coordinated at
the state and local levels, as well as with other Federal pro-
grams. The agency conducted regular program evaluations and
aligned the budget with program goals, as well as initiated more
outcome-oriented strategic planning, including requiring
grantees to report on program accomplishments;
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» Program management (7 out of 20): Although grantees were
required to evaluate their performance, outcome-oriented per-
formance information was not collected on a regular basis, nor
were grantees held accountable for their performance.
Moreover, the program lacked the capacity to budget for full
costs and did not fully use effective financial management prac-
tices. However, program operations (e.g., timely grantee fund-
ing, effective peer review) reflected good management prac-
tices; and

» Program results (10 out of 50): Although the program had
reduced its average cost per member, demonstrable end-benefi-
ciary results could not be shown.

The Corporation has taken a number of steps to add