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Attached is our final report on our audit of the International Trade Administration’s (ITA’s) 
efforts to resolve foreign trade barriers. Our audit objective was to assess ITA’s progress and 
actions to prevent, reduce, and remove foreign trade barriers. 

Overall, we found that ITA did not effectively prevent, reduce, and remove foreign trade 
barriers to increase exports of U.S. goods and services and to ensure American businesses and 
workers have an equal opportunity to compete within foreign markets. Specifically, we found 
the following: 

I. ITA does not strategically manage trade barrier cases to ensure resources are effectively 
used to meet the needs of U.S. businesses. 

II. ITA did not ensure the completeness and accuracy of data reported in Salesforce. 

III. ITA performance measures do not accurately report its efforts to assist U.S. companies 
in resolving trade barriers. 

On July 19, 2023, ITA provided a response to our draft report. However, the response did not 
clearly state whether ITA concurred with the report recommendations. In response to our 
request, ITA provided a revised response on August 3, 2023. ITA’s revised response is included 
within the final report in appendix D.  

ITA commented on our methodology and the basis of our findings, and disagreed with four of 
the eight recommendations in the draft report, which we address in the Summary of Agency 
Response and OIG Comments section of the report. ITA concurred with four 
recommendations and described actions it has taken, or will take, to address them. We look 
forward to receiving ITA’s action plan for implementing the four recommendations. We will 
follow the processes outlined in DAO 213-5 to reach resolution on the remaining 
recommendations. 
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Pursuant to Department Administrative Order 213-5, please submit to us an action plan that 
addresses the recommendations in this report within 60 calendar days. This final report will be 
posted on our website pursuant to the Inspector General Act of 1978, as amended (5 U.S.C. §§ 
404 & 420).  

We appreciate the cooperation and courtesies extended to us by your staff during our audit. If 
you have any questions or concerns about this report, please contact me at (202) 577-9547 or 
Terry Storms, Division Director, at (202) 570-6903. 

Attachment 

cc: Adrienne Waite, Audit Liaison, ITA 
Mayank Bishnoi, Alternate Audit Liaison, ITA 
MaryAnn Mausser, Audit Liaison, Office of the Secretary 
Christiann Burek, Acting Deputy Chief of the Employment and Labor Law Division, OGC  



Report in Brief
November1, 2023

Background
The International Trade 
Administration’s (ITA’s), a bureau 
of the U.S. Department of 
Commerce (the Department), 
mission is to create prosperity by 
strengthening the international 
competitiveness of U.S. industry, 
promoting trade and investment, 
and ensuring fair trade and 
compliance with trade laws 
and agreements. Preventing, 
reducing, or removing 
foreign trade barriers creates 
opportunities for U.S. companies 
to increase exports. ITA 
broadly defines a trade barrier 
as a foreign government policy, 
practice, or procedure that 
unfairly or unnecessarily restricts 
U.S. exports.

ITA is organized into three 
primary business units: Global 
Markets (GM), Enforcement and 
Compliance (E&C), and Industry 
and Analysis (I&A). All three 
ITA business units work with 
U.S. industries and businesses to 
resolve foreign trade barriers. 
GM addresses market access 
barriers. The majority of trade 
barriers reported during any 
given year are market access 
barriers. 

ITA uses Salesforce; a 
commercial, off-the-shelf 
product; to track trade barrier 
casework and document the 
foreign trade barrier resolution 
process, from open to close. 
A foreign trade barrier case is 
considered closed when a decisive 
event occurs in the management 
of a case.

Why We Did This Review
Our objective was to assess 
ITA’s progress and actions to 
prevent, reduce, and remove 
foreign trade barriers. To address 
this objective, we assessed 
ITA’s process for (1) identifying 
and resolving trade barriers; 
(2) receiving, recording, and 
monitoring foreign trade barriers 
reported by U.S. companies; and 
(3) selecting trade barrier cases 
for reporting to stakeholders.  

INTERNATIONAL TRADE ADMINISTRATION 

ITA Did Not Effectively Resolve Foreign Trade Barriers  

OIG-24-004-A

WHAT WE FOUND
We found that ITA did not effectively prevent, reduce, and remove foreign trade barriers to 
increase exports of U.S. goods and services and to ensure American businesses and workers 
have an equal opportunity to compete within foreign markets. Specifically,

I. ITA does not strategically manage trade barrier cases to ensure resources are 
effectively used to meet the needs of U.S. businesses.

II. ITA did not ensure the completeness and accuracy of data reported in Salesforce.

III. ITA performance measures do not accurately report its efforts to assist U.S. companies 
in resolving trade barriers.

WHAT WE RECOMMEND
We recommend that the Under Secretary for International Trade

1. Develop criteria and guidance for prioritizing trade barrier cases and identifying which 
cases might be a higher priority than others, based on the Administration’s and the 
Department’s goals, to ensure case contributor resources are used for cases that would 
have the most impact on the U.S. economy.

2. Develop a strategy to manage and monitor foreign trade barrier cases that addresses 
the growing demand for ITA’s assistance from U.S. businesses and achieves the 
Department’s strategic goals for U.S. trade policy.

3. Develop and implement a comprehensive workforce plan to: (a) determine optimal 
staffing levels needed to manage trade barrier cases and to clear the current backlog of 
unresolved cases and (b) identify any potential staffing shortfalls or gaps. 

4. Develop and publish policies and procedures that specify when a trade barrier case 
should be entered into Salesforce and that require management to provide oversight to 
ensure that cases are entered into Salesforce. 

5. Require staff to consistently track and update case information in Salesforce to ensure 
that it is accurate and complete.

6. Develop and publish policies and procedures requiring supervisors to validate that 
sufficient evidence exists in Salesforce to warrant reporting as a Written Impact 
Narrative.

7. Establish objective performance measures to accurately assess and report ITA’s 
progress in preventing, reducing, and removing foreign trade barriers. 

8. Include a separate performance measure for reporting trade barriers that were 
prevented, reduced, and removed each fiscal year to show stakeholders ITA’s 
effectiveness in assisting U.S. companies in resolving foreign trade barriers.
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Background 
The International Trade Administration’s (ITA’s), a bureau of the U.S. Department of 
Commerce (the Department), mission is to create prosperity by strengthening the international 
competitiveness of U.S. industry, promoting trade and investment, and ensuring fair trade and 
compliance with trade laws and agreements. Preventing, reducing, or removing foreign trade 
barriers creates opportunities for U.S. companies to increase exports. ITA broadly defines a 
trade barrier as a foreign government policy, practice, or procedure that unfairly or 
unnecessarily restricts U.S. exports.1 Addressing trade barriers benefits companies by  
(1) increasing access to consumers and markets, (2) creating jobs and/or increased pay for 
employees, and (3) reducing the risk of economic downturns. ITA serves as a major access 
point for U.S. businesses to report trade barriers for U.S. government action.  

ITA is organized into three primary business units working to improve the global business 
environment and help U.S. businesses compete at home and abroad: 

• Global Markets (GM)–GM assists and advocates for U.S. businesses in international 
markets to foster U.S. economic prosperity. GM does this by assisting U.S. businesses 
and partners in selling into international markets (export promotion), addressing 
barriers to accessing foreign markets (commercial diplomacy), winning foreign 
government procurements (advocacy), and attracting inward investment into the United 
States (investment promotion).  

• Enforcement and Compliance (E&C)–The Office of Trade Agreements Negotiations and 
Compliance (TANC) within E&C represents the Department in bilateral, regional, and 
multilateral trade agreement negotiations. Once agreements are in effect, TANC is 
ITA’s lead for seeking trading partner compliance with those commitments. 

• Industry and Analysis (I&A)–provides expertise on international trade, investment, and 
export promotion across a range of industries and sectors.  

All three ITA business units work with U.S. industries and businesses to resolve foreign trade 
barriers. GM addresses market access barriers, which occur when a U.S. company’s export is 
being limited by a foreign government measure, outside of an already established trade 
agreement. The majority of trade barriers reported during any given year are market access 
barriers. TANC addresses trade barriers that occur when a foreign government limits U.S. 
exports because it does not comply with its trade agreement obligations to the United States. 
I&A plays a supporting role when addressing trade barriers, providing industry and technical 
expertise.  

ITA uses a customer-relationship management software platform called Salesforce to track 
trade barrier casework and document the foreign trade barrier resolution process, from open 

 
1U.S. Department of Commerce ITA. Resolve a Foreign Trade Barrier. Available online at 
https://www.trade.gov/trade-agreements-compliance (accessed April 19, 2023).  
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to close. Salesforce is a commercial, off-the-shelf product that uses centralized data to manage 
customer relationships, allowing information to be shared and analyzed by teams in real time.  

A foreign trade barrier case is considered closed when a decisive event occurs in the 
management of a case.2 ITA’s Guidance on Trade Barrier Casework states that case contributors3 
should create a trade barrier Written Impact Narrative (WIN) when a documented action or 
decision made by a foreign government body in a successfully closed case results in the 
prevention, reduction, or removal of a trade barrier.4 ITA defines WINs as a written narrative 
describing an ITA-facilitated change in foreign policy or practice that has the effect of 
preventing, reducing, and removing a barrier to U.S. exports or operations in a foreign market.5 
ITA measures its performance for the trade barrier activity by determining the number of trade 
barrier WINs for each fiscal year.  

In the Office of Inspector General’s (OIG’s) FY 2022 Top Management and Performance 
Challenges Facing the Department of Commerce report, we identified as a priority area “combating 
unfair trade practices by effectively resolving trade barriers and enforcing U.S. trade 
agreements” as a continuous challenge facing ITA.6 President Biden’s 2021 Trade Policy Agenda 
and 2020 Annual Report7prioritizes opening markets and reducing trade barriers. Additionally, 
this policy aims to increase economic security for American families by combating unfair trade 
practices. The Secretary of Commerce has stated that the Department is committed to holding 
U.S. trading partners accountable when they violate U.S. laws and trade agreements. The 
Secretary’s focus is on proactively identifying, monitoring, and resolving trade barriers to 
ensure American businesses and workers have an equal opportunity to compete within foreign 
markets. To address these priorities, we initiated this audit to assess ITA’s progress and actions 
to prevent, reduce, and remove foreign trade barriers. 

  

 
2 Such events include (1) a specific company problem has been resolved to the company’s satisfaction (transactional 
issue resolved), (2) a major advancement has been made in resolving a trade policy problem facing U.S. exports 
(policy milestone reached), (3) the barrier is eliminated/removed (resolution), (4) case contributors decide that the 
foreign government will not take steps to resolve an issue (unable to resolve), and (5) anything else that changes 
the nature of the case that is outside of ITA’s control.  
3 “Case contributor(s)” is the term ITA uses to identify anyone within ITA who is a part of a team who is working 
together to resolve a foreign trade barrier case.  
4 See U.S. Department of Commerce ITA, February 2018. Guidance on Trade Barrier Casework, 9. 
5 Ibid. 
6 Commerce OIG, FY 2022 Top Management and Performance Challenges Facing the Department of Commerce, 22.  
7 Office of the United States Trade Representative, March 2021. 2021 Trade Policy Agenda and 2020 Annual Report 
of the President of the United States on the Trade Agreements Program. Available online at online-pdf-2021-trade-
policy-agenda-and-2020-annual-report.pdf (agoa.info) (accessed August 23, 2023). 
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Objective, Findings, and Recommendations 
The objective of our audit was to assess ITA’s progress and actions to prevent, reduce, and 
remove foreign trade barriers. To address this objective, we assessed ITA’s process for  
(1) identifying and resolving trade barriers; (2) receiving, recording, and monitoring foreign 
trade barriers reported by U.S. companies; and (3) selecting trade barrier cases for reporting to 
stakeholders. See appendix A for a more detailed description of our scope and methodology. 

We found that ITA did not effectively prevent, reduce, and remove foreign trade barriers to 
increase exports of U.S. goods and services and to ensure American businesses and workers 
have an equal opportunity to compete within foreign markets. Specifically, we found the 
following: 

I. ITA does not strategically manage trade barrier cases to ensure resources are 
effectively used to meet the needs of U.S. businesses. 

II. ITA did not ensure the completeness and accuracy of data reported in Salesforce. 

III. ITA performance measures do not accurately report its efforts to assist U.S. 
companies in resolving trade barriers. 

As a result, ITA is not effectively addressing the needs of U.S. businesses that require assistance 
in preventing, reducing, and removing foreign trade barriers.  

I. ITA Does Not Strategically Manage Trade Barrier Cases to Ensure Resources Are Effectively Used 
to Meet the Needs of U.S. Businesses  

Although past and current administrations have prioritized opening foreign markets and 
reducing trade barriers, our review of ITA’s management of trade barrier cases found that 
ITA is not adequately addressing the needs of U.S. companies. Specifically, ITA does not 
strategically manage cases to achieve the Administration’s and the Department’s strategic 
goals. We found that case contributors manage their cases by individual preference, 
meaning, they arbitrarily select what case they will work on that day without any clear link 
to how their daily activities contribute to achieving strategic goals and without guidance and 
direction from senior management. This approach does not ensure the proper use of case 
contributor resources because it does not ensure that resources are used for U.S. 
companies that may need them the most. ITA officials acknowledged that its current 
approach for managing foreign trade barrier cases does not include a prioritization 
methodology for preventing, reducing, and removing foreign trade barriers.  

Additionally, ITA lacks criteria and guidance for prioritizing cases and identifying which cases 
might be a higher priority than others. Without sufficiently detailed guidance and criteria for 
consistently and systematically prioritizing cases, ITA is at increased risk of not identifying 
and focusing its efforts on its most critical trade barrier cases and thereby not taking the 
steps necessary to resolve them as soon as possible. 

Furthermore, our analysis of ITA’s trade barrier cases tracked in its Salesforce system 
identified a significant backlog of unresolved cases that has grown by 125 percent between 
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FY 2017 and FY 2021; some cases have been unresolved for 10 years (see tables 1 and 2 in 
appendix B). The low rate of successfully closed cases (see table 3 in appendix B) 
demonstrates that ITA is not keeping up with the growing demand for their assistance from 
U.S. businesses. ITA management needs to conduct a workforce study to determine its 
optimal staffing needs to manage trade barrier cases and to clear the current backlog of 
unresolved cases. Failure of ITA management to align activities and resources to resolve 
trade barrier cases effectively and efficiently may result in U.S. companies requesting ITA’s 
assistance but not receiving it in a timely manner.  

We view ITA’s efforts to address foreign trade barriers as critical in helping U.S. businesses 
increase exports, but ITA’s subjective process of selecting cases on which to work is a 
substantial weakness in removing trade barriers that impede exports of U.S. goods and 
services. Without prioritizing cases, ITA cannot be sure that it is aligning its resources to 
meet the needs of U.S. businesses and the Administration’s goals. ITA needs to prioritize its 
resources by focusing on the cases that are considered the highest priority to be effective 
and to clear the backlog of unresolved cases.  

Recommendations 

We recommend that the Under Secretary of Commerce for International Trade: 

1. Develop criteria and guidance for prioritizing trade barrier cases and identifying 
which cases might be a higher priority than others, based on the Administration’s 
and the Department’s goals, to ensure case contributor resources are used for cases 
that would have the most impact on the U.S. economy.  

2. Develop a strategy to manage and monitor foreign trade barrier cases that 
addresses the growing demand for ITA’s assistance from U.S. businesses and 
achieves the Department’s strategic goals for U.S. trade policy. 

3. Develop and implement a comprehensive workforce plan to: (a) determine optimal 
staffing levels needed to manage trade barrier cases and to clear the current backlog 
of unresolved cases and (b) identify any potential staffing shortfalls or gaps. 

II. ITA Did Not Ensure the Completeness and Accuracy of Data Reported in Salesforce 

Overall, we found that ITA lacks an effective internal control environment for Salesforce 
data accuracy. We found that Salesforce does not accurately reflect the entire population of 
trade barrier cases and case documentation is inconsistently recorded. Specifically, we 
identified issues with the migration of data from a legacy system to Salesforce. In addition, 
new cases may not be recorded in Salesforce, and case contributors working in Salesforce 
do not consistently document their efforts to resolve trade barrier cases. As a result, an 
accurate understanding of the needs of U.S. businesses and ITA’s efforts to address these 
needs may not be reflected in Salesforce. 

In 2015, ITA migrated trade barrier cases from a legacy system to Salesforce; however, not 
all cases in the legacy system were migrated. This occurred, in part, because ITA allowed 
case contributors to use their own discretion as to which cases they transferred from the 
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legacy system. Although ITA staff stated that they conducted a reconciliation between the 
legacy system and Salesforce, they did not retain documentation supporting this 
reconciliation. ITA management acknowledged that any case in Salesforce dated FY 2015 or 
prior is not reliable. As a result, there is no assurance that Salesforce contains complete and 
accurate information. 

In addition, ITA does not have a defined process to ensure all new cases received by ITA 
after the migration are recorded in Salesforce. For example, trade barrier inquires can be 
received by ITA in various ways8 but ITA does not have an established intake process for 
documenting inquiries that result in a trade barrier case, which should then be entered into 
Salesforce. Also, ITA does not have guidance that states when trade barrier cases should be 
entered into Salesforce or that requires management oversight to ensure that cases are 
entered into Salesforce. Without effective controls and oversight, management cannot 
ensure that all trade barrier inquiries are recorded in Salesforce, which reduces 
management’s ability to know the complete number of trade barrier cases and ITA's efforts 
to address the U.S. company’s concerns.  

Finally, we found that case contributors are not consistently updating case information in 
Salesforce to reflect the actual progress and status of their efforts to resolve a foreign trade 
barrier. For example, our review of Salesforce documentation revealed that case statuses 
(that is, opened versus closed) were inaccurate. We identified 2,617 cases with an “open” 
status in Salesforce; however, ITA acknowledged that 173 cases (6.6 percent), with a date 
range from 1995 to 2015 that were migrated from its legacy system, had an incorrect status 
in Salesforce (see appendix B table 1).  

In addition, we found that of a statistical sample of 83 WINs reported from FY 2017 to  
FY 2021, 24 (29 percent) cases did not include all supporting documentation describing case 
contributor’s efforts to resolve the trade barrier. For example, we found one WIN in which 
ITA described conducting meetings and establishing a working group to develop feasibility 
studies and discuss partnership models with foreign companies in support of the client’s 
objective. However, no documents supporting these actions were in the case file in 
Salesforce. Furthermore, 39 (47 percent) cases did not have supporting documentation to 
support that the trade barrier was resolved.  

Despite the absence of sufficient documentation in Salesforce to support the resolution of 
the case, supervisors approved the case as a WIN that is reported to stakeholders. This 
occurred because ITA management stated they do not want employees to spend an 
inordinate amount of time performing administrative tasks in Salesforce, such as uploading 
documentation or changing case statuses, but to use that time engaging with clients. As a 

 
8 Examples include: (1) A U.S company may report a barrier by directly contacting the U.S. Export Assistance 
Center, which many small and mid-size businesses use to identify foreign markets and customers, (2) Companies 
with operations overseas might directly contact the U.S. Embassy or U.S. Foreign Commercial Service, or (3) A 
company may report a barrier through an online form via trade.gov, email, or telephone, which is forwarded to 
TANC management via TANC’s intake officer. An ITA employee (that is, trade specialists, desk officers, 
commercial service officers, and locally engaged staff, or industry analyst) may identify a trade barrier during 
domestic trade seminars and/or webinars, roundtable discussions with government affairs representatives, daily 
research, or normal engagement with a U.S. client. 
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result, ITA management may not have a complete understanding of what actions are needed 
to resolve a trade barrier and confirm the actions resulted in the trade barrier being 
removed. 

ITA’s Guidance on Trade Barrier Casework9 states that Salesforce is used to track trade 
barrier casework, documenting the issue as it progresses and case contributors’ work 
towards a positive resolution. However, the guidance does not specify when a trade barrier 
case should be entered into Salesforce, nor does it require management to provide 
oversight to ensure that cases are entered into Salesforce. This weakness makes it difficult 
to track the actual number of trade barrier cases that should be reported in Salesforce. 

Without complete and accurate data, ITA remains at risk of reporting unreliable and 
inconsistent information on its trade barrier activities. Accurate trade barrier case 
information can be used to monitor the resolution of trade barrier cases, address the 
backlog of unresolved cases, identify and report systemic issues to external stakeholders, 
and ensure that ITA meets the needs of U.S. businesses.  

Recommendations 

We recommend that the Under Secretary of Commerce for International Trade: 

4. Develop and publish policies and procedures that specify when a trade barrier case 
should be entered into Salesforce and that require management to provide oversight 
to ensure that cases are entered into Salesforce.  

5. Require staff to consistently track and update case information in Salesforce to 
ensure that it is accurate and complete. 

6. Develop and publish policies and procedures requiring supervisors to validate that 
sufficient evidence exists in Salesforce to warrant reporting as a WIN.  

III. ITA Performance Measures Do Not Accurately Report Its Efforts to Assist U.S. Companies in 
Resolving Trade Barriers 

Our review of the Department’s annual performance reports and strategic plans show ITA 
is not accurately measuring and reporting the needs of U.S. companies, as reflected in the 
number of trade barrier cases reported each fiscal year and the number of cases 
successfully closed. Specifically, we found that trade barriers are not reported as a separate 
performance measure and WINs reported do not accurately reflect the status of ITA’s 
efforts. As a result, stakeholders, such as Congress and the Department, do not have an 
accurate reporting of the needs of U.S. companies, which can hinder proper decision-
making that could help ITA make changes to improve its ability to effectively prevent, 
reduce, and remove foreign trade barriers. 

 
9 Guidance on Trade Barrier Casework, 2.  
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This condition occurred because ITA’s goal and measure for assisting U.S. companies to 
resolve foreign trade barriers does not fully align with leading practices. According to 
leading practices identified by the Government Accountability Office (GAO),10  

effective organizations establish performance goals and measures to help assess and manage 
program performance. First, organizations set goals that clearly define intended program 
outcomes. Second, organizations should establish measures, which are concrete, observable 
conditions that clearly link with the goals and allow organizations to assess, track, and show the 
progress made toward achieving the goals.  

In comparing ITA’s trade barrier performance goals and measures to leading practices, we 
found that they did not fully align with these practices. For example, ITA’s performance goal 
and measure lack specificity and clearly defined targets, raising questions about how 
effective the goal and measure will help ITA gauge the activity’s achievements and identify 
improvements in assisting U.S. companies to resolve foreign trade barriers. The U.S. 
Department of Commerce Strategic Plan 2022-202611 established the following strategic goal, a 
strategic objective and one performance measure related to trade barriers12: 

• Strategic Goal. Drive U.S. innovation and global competitiveness 

• Strategic Objective. Increase international cooperation and commerce. 

• Performance Measure. Number of commercial diplomacy and advocacy WINs. 

As noted above, according to leading practices, effective organizations set program goals 
and performance measures. However, for performance goals and measures to be useful in 
performance management, the practices indicate that they should reflect key attributes as 
identified by GAO (see table 4 in appendix C). ITA’s current goal and measure do not fully 
align with these attributes. For example, 

• Measurability and Clarity. ITA’s one goal and its corresponding measure are not 
expressed in a quantifiable manner, and the measure lacks clarity. According to 
GAO’s definition of the attributes for measurable and quantifiable, it should include a 
quantifiable, numerical target or other value and indicate specifically what should be 
observed, in which population or conditions, and what time frames. However, in the 
Department’s 2022-2026 Strategic Plan, neither the goal nor measure were defined 
as a numerical target specifically for trade barriers.  

Further, the measure’s lack of specificity also means it lacks clarity. According to the 
attribute for clarity, the measure should be clearly stated. We found that the 
performance measure does not clearly define whether trade barriers are included as 
part of the measurement. For example, ITA stopped reporting trade barrier WINS 

 
10 U.S. Government Accountability Office, January 2023. GAO-23-105399. FCC Could Improve Performance Goals and 
Measures, Consumer Outreach, and Fraud Risk Management. Washington, DC: GAO, 11. 
11 U.S. Department of Commerce. U.S. Department of Commerce Strategic Plan 2022-2026. Washington, DC: DOC. 
Available online at U.S. Department of Commerce 2022 – 2026 Strategic Plan (accessed August 23, 2023). 
12 There were six other strategic objectives and related performance measures for this strategic goal. 
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separately13 and combined trade barrier efforts with other commercial diplomacy 
activities, without identifying trade barriers as part of those activities. As a result, 
this reduced stakeholders’ ability to assess ITA’s progress in resolving foreign trade 
barriers impacting U.S. companies.  

• Objectivity and Reliability. According to leading practices, performance 
measures should be reasonably free of significant bias or manipulation that would 
distort the assessment of performance and do not allow subjective considerations to 
dominate. Additionally, the performance measure should provide a reliable way to 
assess progress and produce the same result under similar conditions. However, we 
found ITA’s use of the WIN performance measure lacks objectivity and reliability 
because it is based on the case contributors’ subjective judgment in their selection of 
reporting WINs. For instance, ITA selects the most compelling action and decision 
stories to report to Congress and the public. This approach focuses on selected 
achievements during the life of trade barrier case rather than on actual prevention, 
reduction, and removal of foreign trade barrier cases; therefore, success is claimed 
for cases that are not fully resolved.  

For example, a U.S. company needed ITA's assistance to relay concerns to a foreign 
government about proposed regulations that, if put into effect, would potentially cut 
the company's revenue by 50 percent. ITA officials encouraged the foreign 
government to work with the U.S. company to consider other options instead of 
publishing the proposed regulations. Because of ITA's efforts, the foreign 
government decided to delay publishing the final regulations by 5 months and use 
this time to arrange additional meetings with the U.S. company to discuss other 
options. ITA considered the delay of the proposed regulations as a milestone; 
however, the barrier of the proposed regulation is still an open issue and not fully 
resolved.  

• We also found that WINs do not accurately report the U.S. companies’ level of 
need and ITA’s ability to successfully address this need (see tables 2 and 3 in 
appendix B). Specifically, this performance measure does not include the number of 
U.S. companies contacting ITA for assistance; the number of cases that are closed, 
successfully and otherwise;14 and the level of effort required to successfully close 
cases. The time it takes to resolve a case varies; it can take months or years to 

 
13 In its 2018-2022 Strategic plan, the Department reported trade barriers as a separate performance indicator and 
during FY 2018 and FY 2019, as an Agency Priority Goal. Although this facilitated identifying ITA-designated trade 
barrier successes, it did not accurately reflect the needs of U.S. companies or the operation of the trade barrier 
activity. 
14 Foreign trade barrier cases can be successfully closed if a milestone is achieved that advances the issue, if the 
issue is resolved by a foreign government body’s action or decision, or if a company's transactional problem is 
resolved. Cases can be closed as “unable to resolve” if the case contributors decide that the foreign government 
will not take steps to resolve an issue. Cases can be closed “administratively” if the client decides to no longer 
pursue the issue.  
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successfully close a case. We found that, on average, WINs are closed in 364 days.15 
None of this is being reported to stakeholders. 

As a result, ITA performance measures do not accurately capture ITA’s efforts in assisting 
U.S. companies to resolve foreign trade barriers, and the reporting of this information to 
Congress and the public is misleading and inaccurate. 

According to ITA representatives, ITA uses WINs as a performance measurement because 
it is focused on the quality of its interventions rather than the quantity. Using quality instead 
of quantity as a measurement is misleading because it includes trade barriers that are not 
fully resolved and cases that are still ongoing without a definitive end date. Additionally, this 
performance measure does not accurately illustrate how ITA actions are helping U.S. 
companies to compete for opportunities globally. Specifically, the measure does not reflect 
the overall operation of the trade barrier activity, such as how many cases are opened and 
closed per fiscal year, how many are successfully closed, how long cases remain open, and 
the reduction of the backlog of all open trade barrier cases. 

Without performance measures that accurately reflect ITA’s efforts in preventing, reducing, 
removing foreign trade barriers, ITA cannot determine the true success of the trade barrier 
activity. Additionally, the trade barrier performance measure should be reported as a 
separate measure each fiscal year to show stakeholders ITA’s effectiveness in assisting U.S. 
companies in resolving foreign trade barriers. This type of reporting will enable ITA to track 
the true value of the trade barrier activity and to adjust its performance goals each year 
based on these measures. 

Recommendations 

We recommend that the Under Secretary of Commerce for International Trade: 

7. Establish objective performance measures to accurately assess and report ITA’s 
progress in preventing, reducing, and removing foreign trade barriers. 

8. Include a separate performance measure for reporting trade barriers that were 
prevented, reduced, and removed each fiscal year to show stakeholders ITA’s 
effectiveness in assisting U.S. companies in resolving foreign trade barriers. 

  

 
15 Applicable to cases that were successfully closed between FY 2017 and FY 2021, as identified in Salesforce. This 
includes cases that were reported as WINs, as well as cases that were not reported as WINS, even though they 
were considered successfully closed.  
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Summary of Agency Response and OIG 
Comments 
On July 19, 2023, we received ITA’s response to our draft report. However, the response did 
not clearly state whether ITA concurred with the report recommendations. In response to our 
request, ITA provided a revised response on August 3, 2023. ITA’s revised response is included 
in appendix D. 

ITA commented on our methodology and the basis of our findings and did not concur with four 
of the eight recommendations in the draft report, which we address in this summary. ITA 
concurred with four recommendations and described actions it has taken, or will take, to 
address them. We look forward to receiving ITA’s action plan for implementing the four 
recommendations. We are pleased that ITA recognizes the significance of our findings and 
recommendations. We will follow the processes outlined in DAO 213-5 to reach resolution on 
the remaining recommendations. 

ITA also provided an executive summary. However, the executive summary included 
statements that were inaccurate and misleading. To provide clarity and perspective, we have 
responded to ITA’s comments below even though its comments do not change our conclusions 
and recommendations. ITA expressed the following concerns about the audit report: 

• The report draws an inaccurate conclusion regarding ITA’s effectiveness in resolving 
trade barriers and fulfilling the needs of U.S. exporters. The report failed to 
acknowledge that ITA had 

o demonstrated its ability to effectively address foreign trade barriers, exhibiting a 
remarkable success rate in reducing, removing, and preventing over 690 such 
barriers on behalf of U.S. businesses and  

o been exceeding its metrics for the past several years. 

• The audit focused on a narrow set of record-keeping functions and system processes, 
rather than a fully detailed account of ITA’s work related to reducing trade barriers.  

First, we do not agree the audit report draws an inaccurate conclusion regarding ITA’s 
effectiveness in resolving trade barriers and fulfilling the needs of U.S. exporters. As discussed 
in our report, ITA did not strategically manage trade barrier cases to ensure resources are 
effectively used to meet the needs of U.S. businesses. ITA did not prioritize its resources by 
focusing on the cases that are considered the highest priority and/or on U.S. companies that 
may need them the most. We found that case contributors manage their cases by individual 
preference, meaning they arbitrarily select what case they will work on that day without any 
clear link to how their daily activities contribute to achieving strategic goals and without 
guidance and direction from senior management. ITA officials also acknowledged that its 
current approach for managing foreign trade barrier cases does not include a prioritization 
methodology and that they lacked criteria and guidance for prioritizing cases and identifying 
which cases might be a higher priority than others. We believe these concerns from ITA 
personnel lend additional credibility to our finding.  
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Also, we disagree that ITA had effectively demonstrated its ability in addressing foreign trade 
barriers by preventing ,reducing, or removing more than 690 barriers and reported these 
outcomes as Written Impact Narratives (WINs). As a result of our audit, the reporting of more 
than 690 trade barriers prevented, reduced, or removed is questionable. As noted in our 
report, case contributors are not consistently updating case information in Salesforce to reflect 
the actual progress and status of their efforts to resolve a foreign trade barrier. We selected a 
statistical sample of 83 WINS out of the WIN Universe of 691 for FY 2017 through FY 2021 
and found that 24 (29 percent) cases did not include all supporting documentation describing 
case contributor’s efforts to resolve the trade barrier. For example, we found one WIN in 
which ITA described conducting meetings and establishing a working group to develop 
feasibility studies and discuss partnership models with foreign companies in support of the 
client’s objective. However, no documents supporting these actions were in the case file in 
Salesforce. Furthermore, 39 (47 percent) of the 83 sample WINS did not have documentation 
to support that the trade barrier was resolved. Also, ITA is claiming success for cases that are 
not fully resolved. ITA’s approach focuses on selected achievements during the life of a trade 
barrier case rather than on the actual resolution of a foreign trade barrier; thereby claiming 
success for cases that are not yet resolved.  

Lastly, we disagree that the audit focused on a narrow set of record-keeping functions and 
system processes. Our audit focused on all aspects of the trade barrier activity, from receipt of 
a case until resolution and reporting, between FY 2017 through FY 2021. We analyzed only 
those areas and responsibilities within ITA’s purview, specifically, identifying and resolving trade 
barrier cases; receiving, recording, and monitoring trade barrier cases; and reporting trade 
barrier activities to stakeholders. 

ITA’s Comments on the Findings 

1. ITA does not strategically manage trade barrier cases to ensure resources 
are effectively used to meet the needs of U.S. businesses. 

ITA’s Comments on the Strategic Management of Foreign Trade Barrier Cases. 
ITA stated that the Department’s strategic priorities are continuously and clearly 
communicated to ITA’s workforce by ITA’s leadership to enable management to align their 
resources and focus their team’s efforts on achieving the Department’s strategic goals. ITA 
explained that staff's work in addressing trade barriers undergoes rigorous scrutiny during 
performance reviews, actively holding each individual accountable. ITA stated inclusion of 
this information would have revealed meaningful supervision of ITA staff's trade barrier 
work and the alignment of resources to focus their team's efforts on achieving the 
Department’s strategic goals. ITA acknowledges that more can be done to strategically 
manage resources for trade barrier work and that the recommendations in the audit report 
provide guidelines for prioritizing trade barrier cases across the Department and for 
developing a workforce plan to determine optimal staffing needs.  

OIG’s Response. OIG does not agree that ITA’s supervision of staff’s trade barrier work 
ensures alignment with the Department’s strategic goals. As noted in our report, we found 
that multiple case contributors and supervisors manage trade barrier cases by their 
individual preference. Additionally, ITA officials, including senior leaders, acknowledged that 
its current approach for managing foreign trade barrier cases does not include a 
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prioritization methodology for preventing, reducing, and removing foreign trade barriers. As 
a result, trade barrier cases were managed and addressed without a clear link to how the 
daily activities of case contributors and supervisors aligned with achieving trade barrier 
strategic goals. ITA acknowledged in its response that more needs to be done to 
strategically manage resources for trade barrier work by establishing and providing guidance 
for prioritizing trade barrier cases across the Department. 

ITA’s Comments on the Backlog of Unresolved Trade Barrier Cases. ITA 
expressed concern that the report’s conclusion that a backlog of unresolved trade barrier 
cases harms U.S. business interests. ITA emphasized that trade barrier resolution is 
dependent on the foreign government’s timeline and cooperation, which can take a 
significant amount of time. ITA stated that it provides guidance to staff on how to 
administratively close cases that have not been actively worked on for an extended amount 
of time because the foreign government will not take action to address the trade barrier. 
ITA also stated that it intends to provide additional training to staff on how to recognize 
when a case should be administratively closed.  

OIG’s Response. OIG disagrees with ITA’s inference that a backlog of cases is driven by 
the foreign government not taking action to address the trade barrier that ITA has 
identified. Our review of Salesforce information found this conclusion is not consistently 
supported. As discussed in our report, we found that case contributors are not consistently 
updating case information in Salesforce to reflect the actual progress and status of their 
efforts to resolve a foreign trade barrier. Failure of ITA to maintain updated records in 
Salesforce reduces management’s ability to ascertain the cause of what is driving the backlog 
of unresolved cases and whether these cases should be administratively closed because of 
no action by the foreign government. Therefore, ITA’s assertion that the inaction of the 
foreign government caused the backlog may not be accurate.  

We also disagree with ITA’s assertion that the lengthy time to resolve a trade barrier is 
necessarily a routine reason to administratively close a case. It may be premature to close a 
case because contributors are not consistently updating case information. Of the 2,617 
cases we identified with an “open” status in Salesforce; ITA acknowledged that 173 cases 
(6.6 percent) with a date range from 1995 to 2015 that were migrated from its legacy 
system, had an incorrect status in Salesforce. The low rate of closed cases demonstrates 
that ITA is not keeping up with the growing demand for its assistance from U.S. businesses, 
which impedes exports of U.S. goods and services. As noted in our report, the number of 
unresolved cases has increased by 125 percent between FY 2017 and FY 2021. ITA needs to 
conduct a workforce study to determine its optimal staffing needs to address the current 
backlog of unresolved cases.  

III. ITA performance measures do not accurately report its efforts to assist U.S. 
companies in resolving trade barriers. 

ITA’s Comments on Performance Measurement. ITA responded that the report 
would benefit from a fuller explanation of ITA's approach to performance measurement. 
ITA explained that it uses the WIN performance metrics to track achievements made 
throughout the year, including preventing, reducing, and removing trade barriers. Also, ITA 
stated that staff are directed to report the “most compelling” outcomes achieved as WINS, 
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which does not result in significant bias or manipulation. ITA also stated that it only takes 
credit for those successes when it has played a demonstrably meaningful role and 
undercounts its successes rather than inadvertently inflating its contribution. Lastly, ITA 
stated that the report did not acknowledge ITA’s performance management framework, 
management’s multiple levels of approval, and the difficulty measuring foreign trade barrier 
resolutions. 

OIG’s Response. OIG’s report provides a very clear picture and detailed explanation of 
ITA's approach to performance measurement. As discussed in our report, our review of the 
Department’s annual performance reports and strategic plans show ITA is not accurately 
measuring and reporting the needs of U.S. companies, as reflected in the number of trade 
barrier cases reported each fiscal year and the number of cases successfully closed. 
Specifically, we found that trade barriers are not reported as a separate performance 
measure and WINs reported do not accurately reflect the status of ITA’s efforts. We found 
that ITA’s use of the WIN performance measure lacks objectivity and reliability because it is 
based on the case contributors’ subjective judgment in their selection of reporting WINs. 
For instance, ITA selects the most compelling action and decision stories to report to 
Congress and the public. This approach focuses on selected achievements during the life of 
trade barrier case rather than on actual prevention, reduction, and removal of foreign trade 
barrier cases; therefore, success is claimed for cases that are not fully resolved. As a result, 
stakeholders, such as Congress and the Department, do not have an accurate reporting of 
the needs of U.S. companies, which can hinder proper decision-making that could help ITA 
make changes to improve its ability to effectively prevent, reduce, and remove foreign trade 
barriers.  

Recommendations, ITA’s Comments, and OIG’s Response 

ITA did not concur with four of the eight recommendations in the draft report.  

Recommendation 1: Develop criteria and guidance for prioritizing trade barrier 
cases and identifying which cases might be a higher priority than others, based 
on the Administration’s and the Department’s goals, to ensure case contributor 
resources are used for cases that would have the most impact on the U.S. 
economy.  

ITA’s Comments. ITA did not concur with Recommendation I and stated that it 
already prioritizes trade barrier cases and other responsibilities as established by Senior 
Commercial officers with input from headquarters experts in GM and E&C. ITA further 
stated that setting priorities at the market level best harnesses the knowledge of those 
most connected to the local challenges faced by U.S. businesses and allows for timely 
and informed adjustment of priorities to reflect changing circumstances on the ground. 
Through headquarters input, ITA stated it ensures consistent advancement of the 
Administration’s and Department’s goals as reflected in the Department’s Strategic Plan.  

OIG’s Response. ITA’s comments are nonresponsive to our recommendation. 
However, ITA acknowledged in its response that more needs to be done to strategically 
manage resources for trade barrier work by establishing and providing guidance for 
prioritizing trade barrier cases across the Department. As discussed in the report, ITA 
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lacks criteria and guidance for prioritizing cases at the case contributor level and 
identifying which cases might be a higher priority than others. Without sufficiently 
detailed guidance and criteria for consistently and systematically prioritizing cases, ITA is 
at increased risk of not identifying and focusing its efforts on its most critical trade 
barrier cases and thereby not taking the steps necessary to resolve them as soon as 
possible. 

Recommendation 2: Develop a strategy to manage and monitor foreign trade 
barrier cases that addresses the growing demand for ITA’s assistance from U.S. 
businesses and achieves the Department’s strategic goals for U.S. trade policy.  

ITA’s Comments. ITA did not concur with Recommendation 2 and stated that its 
current strategy relies on the Department’s Strategic Plan to carry out the economic 
and commercial priorities of the Administration.  

OIG’s Response. ITA’s comments are nonresponsive to our recommendation. As 
discussed in our report, our review of ITA’s management of trade barrier cases found 
that ITA is not adequately addressing the needs of U.S. companies. Specifically, ITA does 
not strategically manage cases to achieve the Administration’s and the Department’s 
strategic goals. We found that case contributors manage their cases by individual 
preference, meaning they arbitrarily select what case they will work on that day without 
any clear link to how their daily activities contribute to achieving strategic goals and 
without guidance and direction from senior management. As a result, the number of 
unresolved cases has increased by 125 percent between FY 2017 and FY 2021, and 
some cases have been unresolved for 10 years. The low rate of closed cases 
demonstrates that ITA’s current strategy for managing and monitoring trade barrier 
cases is not keeping up with the growing demand for its assistance from U.S. businesses. 

Recommendation 7: Establish objective performance measures to accurately assess 
and report ITA’s progress in preventing, reducing, and removing foreign trade 
barriers.  

ITA’s Comments. ITA did not concur with Recommendation 7 and stated that 
implementation of this recommendation would conflict with the Department’s Strategic 
Plan. ITA stated that Salesforce captures trade barrier WINs and ITA’s workforce is 
trained to that standard. ITA explained that trade barrier WINs are a component of 
ITA’s “Commercial Diplomacy and Advocacy WINs” Key Performance Indicator in the 
Department’s Strategic Plan. ITA stated that it will continue to review its performance 
measures and reflect any changes in its Strategic Plan and Annual Performance Goals.  

OIG’s Response. ITA’s comments are nonresponsive to our recommendation. Also, 
ITA did not explain why implementation of this recommendation would conflict with the 
Department’s Strategic Plan. As discussed in our report, ITA’s reporting does not 
accurately portray its efforts in assisting U.S. companies to export goods and services. 
Specifically, the measure does not reflect the overall operation of the trade barrier 
activity, such as how many cases are opened and closed per fiscal year, how many are 
successfully closed, how long cases remain open, and the reduction of the backlog of all 
open trade barrier cases. Also, the performance measure ITA uses has no metric or 
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baseline associated with it. Quantifiable measures and baseline data can help to assess an 
agency’s performance more fully because the data shows progress over time, and 
decision makers can use historical data to assess performance. Implementation of the 
recommendation will help inform stakeholders of the needs of U.S. businesses and how 
many of the cases received were resolved. 

Recommendation 8: Include a separate performance measure for reporting trade 
barriers that were prevented, reduced, and removed each fiscal year to show 
stakeholders ITA’s effectiveness in assisting U.S. companies in resolving foreign trade 
barriers.  

ITA’s Comments. ITA did not concur with Recommendation 8 and stated that the 
Department’s Strategic Plan includes the current key performance indicator 
“Commercial Diplomacy and Advocacy WINs.” ITA stated that this metric includes 
trade barriers prevented, reduced, and removed, and is shared with stakeholders. ITA 
stated that creating a separate key performance indicator would conflict with the 
Department’s Strategic Plan.  

OIG’s Response. ITA’s comments are nonresponsive to our recommendation. Also, 
ITA did not explain why creating a separate key performance indicator would conflict 
with the Department’s Strategic Plan. As discussed in our report, the trade barrier 
performance measure should be reported as a separate measure each fiscal year to 
show stakeholders ITA’s effectiveness in assisting U.S. companies in resolving foreign 
trade barriers. This type of reporting will enable ITA to track the true value of the trade 
barrier activity and to adjust its performance goals each year based on these measures. 
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Appendix A: Objective, Scope, and 
Methodology 

Our audit objective was to assess the progress and actions taken by the International Trade 
Administration (ITA) to prevent, reduce, and remove foreign trade barriers. To accomplish our 
objective, we 

• interviewed personnel from ITA’s three business units (Global Markets, Enforcement 
and Compliance, and Industry and Analysis) to discuss ITA’s overall process for 
preventing, reducing, and removing a foreign trade barrier including: 

o various methods used by ITA and U.S. companies to identify or report a foreign 
trade barrier; 

o ITA actions to prevent, reduce, and remove foreign trade barriers; 

o tracking, monitoring, and supervisory management methods used throughout the 
process from identification to resolution; 

o criteria used in determining if a foreign trade barrier was prevented, reduced, or 
removed;  

o how performance measures were captured and reported for FY 2017 through  
FY 2021 for the prevention, reduction, or removal of foreign trade barriers; and  

• used Salesforce to: 

o obtain the Written Impact Narrative (WIN) Universe of 691 for FY 2017 
through FY 2021 and selected a sample of 83 WINs to determine if the actions 
taken by ITA during these fiscal years prevented, reduced, or removed foreign 
trade barriers; 

o review 104 related cases to WINs to determine if cases support the WINs and if 
case statuses appear accurate; and 

o determine the universe of the most current open cases and all closed cases for  
FY 2017 through FY 2021. 

We gained an understanding of internal control processes significant within the context of the 
audit objective by interviewing ITA personnel and reviewing documentation for evidence of 
internal control procedures. We identified weaknesses in the controls related to lack of 
oversight when entering cases into Salesforce and conducting supervisory reviews during case 
progression. We reported the internal control weaknesses in the Objectives, Findings, and 
Recommendations section of this report. Although we identified and reported on internal 
control deficiencies, our audit found no incidents of fraud, waste, or abuse. 

In satisfying our objective, we reviewed computer-processed data provided by ITA from 
Salesforce. We were granted direct access to Salesforce to obtain information to accomplish 
the objective. We were able to identify the reported WINs in Salesforce and obtain available 
supporting documents to determine data consistency and reasonableness, when available. Based 
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on these efforts, we believe the information we obtained for the WINs is sufficiently reliable for 
this report. However, based on the conditions noted in the report related to open and closed 
cases, we were not able to determine the most current open case universe and cases closed for 
FY 2017 through 2021, so further analysis was not conducted.  

We conducted this performance audit from August 2021 through April 2023 under the 
authority of the Inspector General Act of 1978, as amended (5 U.S.C. §§ 401-424), and 
Department Organization Order 10-13, October 21, 2020. We performed our fieldwork 
remotely. 

We conducted this performance audit in accordance with generally accepted government 
auditing standards. These standards require that we plan and perform the audit to obtain 
sufficient, appropriate evidence to provide a reasonable basis for our findings and conclusions 
based on our audit objectives. We believe that the evidence obtained provides a reasonable 
basis for our findings and conclusions based on its audit objectives. 
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Appendix B: Trade Barrier Case Numbers 
Table 1. Age of Open Trade Barrier Cases 

Fiscal Year 
Case(s) Created 

Number of Cases Open 
as of 09/30/2021 

1995-2015 173 

2016 118 

2017 457 

2018 437 

2019 427 

2020 586 

2021 419 

Total 2,617 

Source: OIG analysis, using ITA reports from Salesforce                                        
records management systems, dated February 22, 2022 

Table 2. Ending Balance of Unresolved Trade Barrier Cases Per Fiscal Year 

Fiscal Year End 2017 2018 2019 2020 2021 

Beginning Balance 
of Open Cases 594 1,161 1,667 1,986 2,437 

Plus Cases Opened 722 732 583 785 530 

Less Cases Closed 155 226 264 334 350 

Ending Balance of 
Open Cases Not 
Resolved 1,161 1,667 1,986 2,437 2,617 

Source: OIG analysis, using ITA reports from Salesforce records management system, dated February 22, 2022 
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Table 3. Closed Cases Per Fiscal Year  

Fiscal 
Year 

Successfully 
Closed 

Administratively 
Closed 

Unable 
to 

Resolve 

Total 
Cases 
Closed 

% of Successfully 
Closed Cases to 
Open Case 
Balance in Table 2 

2017 131 22 2 155 11% 

2018 152 66 8 226 9% 

2019 157 105 2 264 8% 

2020 180 147 7 334 7% 

2021 268 75 7 350 10% 

Total 888 415 26 1,329 N/A 

Source: OIG analysis, using ITA reports from Salesforce records management system, dated February 22, 
2022 
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Appendix C: Effective Performance Goals and 
Measures 

Table 4. Key Attributes and Definitions 

Key Attributes Definitions 

Objective 
Goals and measures are reasonably free of significant bias or manipulation that would 
distort the assessment of performance and do not allow subjective considerations to 
dominate. 

Measurable and 
quantifiable 

Goals and measures include a quantifiable, numerical target or other value and indicate 
specifically what should be observed, in which population or conditions, and in what 
time frames. 

Primary Function Goals and measures reflect the program’s primary function and core activities. 
Linkage Goals and measures reflect the agency’s strategic goals. 

Results-oriented 

Goals focus on the results the program expects to achieve. Outcome goals 
are included whenever possible; output goals can supplement outcome goals. Outputs 
are the services delivered by a program; outcomes are the 
results of those services. 

Crosscutting 

Goals reflect the crosscutting nature of programs, when applicable. Goals of 
programs contributing to the same or similar outcomes are complementary to 
permit comparisons of results and identification of wasteful duplication, 
overlap, or fragmentation. 

Clarity Measure is clearly stated. 

Reliability Measure provides a reliable way to assess progress and produces the same result 
under similar conditions. 

Limited overlap Measure gives new information beyond that provided by other measures. 
Balance The suite of measures covers an organization’s various priorities. 
Government-wide 
priorities 

Each measure covers a priority such as quality, timeliness, efficiency, 
outcomes, or cost of service. 

Source: OIG-generated from Government Accountability Office, January 2023. GAO-23-105399. FCC Could Improve 
Performance Goals and Measures, Consumer Outreach, and Fraud Risk Management 
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Appendix D: Agency Response 
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