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From the Desk of the Director

Mary M. Rodriguez

WE’VE DEPLOYED MODERN SYSTEM, NOW WHAT?

Yes, the deployment of Modern System is behind us!  And what a massive undertaking that was!  There was so much preparation and training involved on the front end.  We dubbed the process the “Rocky Road to Modern”, and each employee visually demonstrated their personal commitment to the project by decorating their own rock and adding it to our Modern Rocky Road display.  I am so proud of the WCPOC staff for their extraordinary effort in traversing the rocky road together to ensure that the deployment was successful.  

So now what?  Well, the deployment represents the halfway mark -- we’ve made it halfway down our rocky road.  There are still many challenges ahead, and many more rocks to cross over.  As we work with the new system and better understand it, we will get closer to the end of the road.  We’re all convinced we’ll get there – it will just take a little time.  We need to make sure we revise all our procedures to accommodate the new system; continue to train the staff as we discover new things; continue to work with our partner CPACs on whatever impacts them and our customers; continue to market the system and do our best to make it work.   Putting it mildly, we have a full plate in front of us, and all this while trying to get back on track with our normal work – providing quality and timely Human Resources products and services for our valued customers.  

But we can do it – of that I have no doubt!  We have to – our customers are counting on us.  Customers are the only reason we’re here.  And speaking of customers, I want to share with you some customer expectations as expressed in a book I’m currently reading and that I learned about from BG Peter T. Madsen, Cdr, COE South Pacific Division.  The book is titled, First, Break All the Rules, by Marcus Buckingham and Curt Coffman.

The identification of these customer expectations are based on the Gallup Organization’s interviews of over a billion customers.  Even though expectations vary somewhat by industry, four remain remarkably consistent across various types of businesses and types of people:


Level 1:  At the lowest level, customers expect accuracy.  Examples for us would include accurate responses to inquiries, accurate setting of pay and processing of personnel actions, accurate data and reports, accurate referral lists, etc.  You get the picture, right?  It doesn’t matter how nice and customer friendly we are; if we consistently fail the accuracy test, customers are dissatisfied, and rightfully so.


Level 2:  The next level is availability.  Customers expect that we will be there for them when they need us.  Remember the “Fish” video – two of the “Fish” rules are “Be There” and “Make Their Day”.  A prime example of availability for us is timeliness – timeliness in everything we do – timely response to inquiries, timely input of resumes into the database, timely processing of actions, timely issuance of referrals, etc.  Of course, right?
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An important word about Levels 1 and 2 --  Both of these expectations, accuracy and availability, will not guarantee customer satisfaction.  If consistently handled effectively, they will only prevent customer dissatisfaction.  To gain true customer satisfaction, much more is required on our part.  Let’s look at Levels 3 and 4.


Level 3:  At this level customers expect partnership.  They want you to listen to them, to be responsive to them, to understand them and their unique needs.  We do not work for our CPACs and our Commanders in the sense that we don’t report to them, but we are definitely on their team.  In a sense that is even a higher level relationship – we are their partners and it is only through partnership, that we can help them get their mission accomplished.  This level of customer satisfaction takes a lot more work and constant attention on our part.


Level 4:  The most advanced level of customer expectation is advice.  Customers feel the closest bond to organizations who have truly helped them.  Our customers expect that we know our business and that through our advice and assistance, we help them get their job done.   Partnership and advice they can count on are the most advanced levels of customer expectation.    


An important word about Levels 3 and 4 – there are no mechanical steps or procedures to accomplish these, as there might be for Levels 1 and 2.  Achieving these are dependent on the culture of the organization and the attitude and commitment of its employees.

So now what, I ask again?  Seems to me to be a blinding flash of the obvious!  We continue on our never ending journey and commitment to attain customer satisfaction.  We do it by living our WCPOC Principles – by striving to produce accurate and timely products, by partnering with our customers, and by helping them get their missions accomplished.

From the Desk of the Deputy Director

Lisa J. Lessard

It’s spring in Arizona – my favorite time of year.  For me, the spring is a time for renewal and a time to be grateful for the many blessings in my life.  

One thing I am truly grateful for is that we have finally deployed the Modern System!   Due to the extraordinary effort on the part of the West CPOC staff the deployment of the modern system in the West Region was a huge success, with 100 percent data conversion and system certification ahead of schedule!    The Modern System is the Department of Defense’s (DoD) automated Civilian Human Resource (HR) system.  The system, the largest HR system in the world, will support about 800,000 appropriated and non-appropriated fund, and local national civilian personnel worldwide.   

New systems usually present problems and this one is no different.  Army and DoD are aggressively working functionality/system issues.   During the transition period, our staff is gaining experience and dealing with a myriad of existing and newly developed  “work arounds”  in order to successfully process personnel actions.  There is a learning curve and it will take some time before we are back at the pre-deployment efficiency level.   

We know this has been a tough time for you, our customer.  Intensive planning and preparing for this deployment was critical to assure employees would not be impacted by the conversion to a new system.  We appreciate your support during this difficult time!

I wish you all a joyful spring!
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THRIFT SAVINGS PLAN INNOVATIONS!!

Submitted By Cathie Callaway

Customer Focused Division I

Changes  that Offer YOU new Options:

TSP ANNOUNCES IMPLEMENTATION OF TWO NEW FUNDS

The Federal Retirement Thrift Investment Board announced that Thrift Savings Plan (TSP) participants will be able to begin investing in the Small Capitalization Stock Index Investment (S) Fund and the International Stock Index Investment (I) Fund beginning with the Open Season in May 2001.  The new 

S and I Funds will be in addition to the Common Stock Index Investment (C) Fund, Fixed Income Index Investment (F) Fund, and Government Securities Investment (G) Fund, which are the current investment choices available to participants.

The new TSP investment funds had been delayed pending the delivery of a new record keeping system being developed for the Board by American Management Systems, Inc., of Fairfax, Virginia, and initially scheduled for implementation this year.  Although a firm date still has not been established for the new system’s availability, the two new offerings will be made available in May 2001 under the current record keeping system.  The new record keeping system will be implemented  sometime later, but an exact date is not known at this time.  (Monthly updates on the status of the new system are published on the TSP Web site at www.tsp.gov.)

TSP ANNOUNCES CHANGES DUE TO LEGISLATIVE UPDATES

Public Law 106-361 and the Omnibus Consolidated and Emergency Supplemental Appropriations Act for Fiscal Year 2001 provided several changes to the rules and regulations of the Thrift Savings Plan which will be implemented beginning with the open season 15 May – 31 July 2001.  Below are some of the frequently asked questions AND answers extracted from the TSP web site:

When can I sign up for the TSP under the new eligibility provisions of Public Law 106-361?

On October 27, 2000, President Clinton signed Public Law 106-361, which provides for immediate participation in the TSP for newly hired (and rehired) employees covered by FERS or CSRS.  Currently, newly hired employees must wait until the second open season after they are hired (a six- to twelve-month period) before they can contribute to the TSP; rehired employees also have a waiting period. Public Law 106-361 allows Federal employees to begin contributing their own money (through payroll contributions) when they are hired.  However, this provision applies only to employee contributions; agency contributions remain on the current open season waiting period schedule.  We plan to implement this new benefit in conjunction with the May 15, 2001 open season with elections becoming effective in July 2001. Participants who are currently in their waiting periods will be eligible to make a contribution election during the May open season.  More information about the implementation of this new benefit will be posted early next year.

What money can be rolled over to my TSP account? Can I roll over my regular IRA into the TSP? How about money from my mutual fund or savings account?

Public Law 106-361, signed October 27, 2000 allows direct rollovers from qualified retirement plans established by your previous employer.  These plans are limited to pension, profit-sharing, and stock bonus plans, and include 401(k) plans.  Public Law 106-361 also allows rollovers from conduit IRAs that were set up to accept distributions from qualified retirement plans.  This benefit will be available to participants in July 2001. We will announce a more precise date early in 2001.  Rollover forms will be available on the Web site.  However, you cannot roll over money from a regular IRA, a mutual fund, or savings account.
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BEST TIMES TO REACH AN ABC-C COUNSELOR

Reprinted from SWCPOC Trailblazer 

Did you know that the Army Benefits Center for Civilians (ABC-C) now has a 3rd shift of counselors that expands the hours of operations?  What this means is that Army employees can reach a counselor from 7:00 a.m. to 8:00 p.m., Central Time, 5 days a week, Monday through Friday.  

Busiest times are between 10:00 a.m. to 2:00 p.m., Central Time.  For example, on average, we get almost 300 calls every half-hour between 10:00 a.m. and 2:00 p.m.  During these times, you may have to wait in the queue for a few minutes until the next counselor is available to take your call.  

If you need to speak to a counselor with hardly any waiting time, your best bet is to call between 7:00 and 10:00 a.m. and between 2:00 and 8:00 p.m.  After 5:00 p.m., call volume drops to well below 100 calls every half-hour.  

We've also added a voice mail option on a test basis.  If the wait in the queue is projected to exceed 15 minutes, you will have the option to press 1 and continue to hold for a counselor; or press 2 and you can leave a voice message.  An ABC-C counselor will then try to return your call within one business day.  

You can reach the ABC-C at 1-877-276-9287, or by accessing the website:  

www.abc.army.mil.

Apply NOW for the next Sustaining Base and Leadership Management (SBLM) Program at the Army Management Staff College

Submitted By Kathy Evans

Human Resources Development Division

The June 5 deadline is fast approaching for the next Sustaining Base and Leadership Management program.  SBLM is a college-level course of instruction that can help supervisors address what the Office of Personnel Management (OPM) has recently found to be a “serious problem that has the potential to worsen” in the area of first-level supervisor development. 

The OPM study, “Supervisors in the Federal Government: A Wake-up Call,” released April 2 found that most federal agencies “do not identify employees with supervisory potential and develop them for future leadership positions.”  OPM called on federal agencies to make “the selection and development of first-level supervisors a top human resource management priority.”  The full OPM study can be found at http://www.opm.gov/studies/.
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[image: image6.wmf]Supervisors in sustaining base agencies and programs can address that priority by encouraging up-and-coming employees to apply for the SBLM course to be offered beginning September 17 by the Army Management Staff College at Fort Belvoir, Va.  The course, open to all services, is specifically designed to educate the civilian and military personnel who will become the future leaders of the sustaining base.

The Army’s sustaining base consists of those agencies and programs which train the soldier, prepare the soldier for operations, get the soldier to the operation, sustain the soldier during the operation and return that soldier home.  The sustaining base also includes the programs aimed at the well being of soldiers and their families, to provide them a quality of life equal to, or better than, that which the soldier is pledged to defend. 

“Allowing your employees to pursue professional education is an indication of a supervisor’s own farsightedness and planning abilities.  You may be without a valued employee for a short time, but you get back someone who will provide much more in-depth knowledge and support for your office,” said Dr. Ursula Lohmann, dean of the college.  “By the way, this is also an opportunity for an on-the-job developmental assignment for another employee left at home station.” 
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CAREER DEVELOPMENT & LONG TERM TRAINING OPPORTUNITIES 

Submitted By Ralph Hangsleben

Human Resources Development Division

In an era that is marked by budget reductions, manpower cuts, and base closings - promotional opportunities and career advancement have become more and more difficult.   Consequently it has become increasingly important for individuals to stay competitive, if they want to move ahead in their careers.  One of the ways to stay competitive is to consider applying for either career developmental opportunities or long term training possibilities.  The Department of Army lists dozens of career development opportunities and long term training possibilities in the FY2001 ACTEDS Training Catalog.  This catalog contains detailed information about career developmental assignments and long term training opportunities that are offered by the Department of Defense and by the Department of the Army.  The catalog not only outlines how these various programs work, but it also contains application instructions, grade criteria, nomination forms, and cut-off dates for submission of applications.  If you are interested in obtaining additional information about any of these opportunities, the ACTEDS Training Catalog is available on-line under the heading of Training at:   www.cpol.army.mil
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Modern System "Gatekeeper" Ensures Timely HR Processing

Submitted By Michelle Mitchell
Chief, Customer Focused Division II

As stated earlier, we recently deployed the Modern System, which is the Defense Department's automated civilian human resources system.  While nearly transparent to CPAC, managers, and administrative end users, the system  simplifies processing personnel actions and standardizes the way personnel services are managed.  The system, once deployed throughout the world, will link all military branches under the same personnel system. 

The Modern System, a user-friendly system based on a commercial, off-the-shelf product, uses a graphical Windows environment with drop-down menus, point-and-click maneuvering, and the cut-copy-paste capability. 

The Department of the Army has augmented the Modern System with the Army Regional Toolkit or ART.  ART includes automated reports, similar to the web-based reports previously on the WCPOC website and "gatekeeper checklists," which are automated checklists that complement the functions of the Modern System, and is responsive to customers' needs.  The West Region is using a consolidated version of the ART gatekeeper checklist while ART is being tested.  Should ART deployment to the West be delayed, we’ll make minor adjustments to ensure the current checklist is as complete as can be.  The ART checklists are based on a Legacy System (the FPIs) gatekeeper checklist deployed by the Northeast Civilian Personnel Operations Center (CPOC).

Mike Vajda, director of the Northeast Civilian Personnel Operations Center (CPOC), headquartered at Aberdeen Proving Ground, Md., said when a manager (customer) generates a Request for Personnel Action (RPA) such as filling a position or reassigning a person, the system will prompt a user-friendly checklist.

"The checklist has a series of questions relative to the personnel action the manager requested," he said.  "Many of the questions have a drop-down menu with a list of potential answers the manager can select from."  Information collected for the checklist ensures the manager has submitted the necessary information to process the RPA.  
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"It tells the manager upfront what the staffing personnel need to complete the action," Vajda said.  "In the past, when the staffing personnel did not have the required information, the action was returned to the customer for additional information."

As the RPA moves through the routing process, each user - manager, resource manager and personnel advisor - can add and update the required information on the checklist.  "This assures the required information to process the action is complete and accurate when it arrives at the CPOC," Vajda said.  

He explained that the gatekeeper checklist is very compatible with the Modern System and is advantageous to the customer because the staffing specialist at the CPOC can process the action faster.

Carol Prater, deputy director at the Civilian Personnel Operations Center Management Agency, said the users serviced by the Southwest Region will conduct a full operational test of the ART gatekeeper checklist next month at the Southwest CPOC located at Fort Riley, KS.  

"Once the test is complete, as well as successful, we hope to have the tool available to all CPOCs using the Modern System," she said.  Currently, Pacific, Southwest, North Central, Northeast, West and National Capital Regions have deployed; and Southeast, South Central, Korea and Europe Regions will be deployed by August.

She added that this is one of many tools associated with the Modern System that will help managers and supervisors fulfill their human resource needs faster, and with less frustration than we've done in the past with the legacy system.  
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