CHAPTER 7.  ONSITE SURVEY
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7.01  Purpose�
This chapter describes the evaluation procedures to be used in conducting onsite surveys at field stations covering the ''quality" and "management" aspects of Loan Guaranty operations.  The major purpose is not simply to label operations as "meeting standards" or "needing improvement." A management evaluation should determine whether good management practices are being used for maximum effectiveness at minimum costs and pinpoint areas in which improvements are needed.  Evaluations are also intended to disclose effective local procedures which are worthy of consideration for department wide adoption on either a mandatory or optional basis.�
�









7.02  Objectives




















�
Apply uniform and objective standards whenever possible.





Acquaint all concerned with what is to be measured, how it is to be measured, and against what criteria evaluations are to be made.





Identify operations which can be improved and determine the management actions needed to accomplish the improvement.


�
�



7.02  Objectives (Cont.)�
Apprise the field station Director, Service Director, and Under Secretary for Benefits about the accuracy, timeliness, effectiveness, and efficiency of Loan Guaranty operations.





Provide information for improving activities within the entire program area.  Determine the effectiveness of policies, procedures, standards and control systems in relation to operating needs and changing conditions.





Encourage and give recognition to effective and creative management.�
�









7.03  Scope�
Central Office may periodically survey the Loan Guaranty operations of each field station.  In addition to this manual, the evaluation system will be based on local internal controls and other directives.





The surveys will be conducted by Central Office staff with occasional assistance by field station personnel.


�
�









7.04  Quality of Services and End Products








�
The evaluation of quality of Loan Guaranty operations will be based on compliance with existing directives, findings of reviews conducted under the SQC (Statistical Quality Control) program and reviews of other records, reports, and correspondence.  An essential part of the process will be the Central Office postaudit of work items reviewed under the SQC program, along with presurvey reviews of automated systems and Central Office records relating to station operations.





During the Central Office postaudit of work items reviewed under the SQC program, multiple errors caused by a common misconception of policy or by numerous procedural mistakes may be detected.  In these cases the Central Office reviewer should note each exception even if the particular “no” finding is reflective of a repetitive mistake and could be easily corrected.








�
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7.04  Quality of Services and End Products (Cont.)�
During survey visits, special emphasis will be placed on a review of those components of quality which cannot (or can only partially) be analyzed from data available at Central Office.





The organization and grouping of work functions within a Loan Guaranty Division may vary and cause overlapping between sections.  The evaluation system has been designed so station management can identify how well the work functions are being done regardless of placement in individual stations.








�
�
7.05  Other Quality�
In addition to the "Quality of Service and End Products" revealed by case reviews in the SQC analysis of accuracy and timeliness, areas of quality not susceptible to SQC review are included in the evaluation system.  These areas include, but are not limited to:





Associated requirements, local requirements, and correspondence.





Local internal controls.





Commendatory or complaint correspondence including congressionals.





Internal Audit, Inspector General, General Accounting Office, Fiscal Audit reports and any other sources of performance data.





Potential problem areas reflected in information requested directly from the station specifically for survey purposes.





Matters of concern involving the Loan Guaranty Division initially developed by Central Office staff, either before or during the visit.


�
�









7.06  Judgment�
The evaluation of quality of service and end products, is based on objective criteria, particularly in those areas subject to SQC results. There will, however be areas of inquiry requiring the exercise of judgment, particularly in the analysis of the subelements of "Other Quality."�
�
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