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Agenda

• Organization

– Financial Management (FM)

– Human Resources (HR)

• Case Studies

Leave Donor/Advanced Sick Leave (ASL)

Registration/Reimbursement for External Training Services

Change of Station (COS)
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Financial Management Division Functional Breakdown
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Chief: Cindy Epperson

Financial Accounting Branch

(XD013)

Chief:  Peggy Mosteller

Lead:  Michele Rollins

• NSSC Internal Controls 

• NSSC Audit Liaison Representative

• Agency Lead for NASA Travel/Fleet Cards

• Reconcile cash on a daily basis 

• Transmit Fund Balance With Treasury 

• Complete CMPs related to FBWT

Financial Services Branch

(XD011)
Payroll/Travel Branch

(XD012)

Payroll POC:  Karen Borne

• Process bi-weekly WebTADS time and 

attendance 

• Develop and implement strategy for self-

service/e-enablements

• Provide documents for internal 

management review and external audits

• Monthly CMP and Agency Reporting

Travel Lead:  Leslie Anderson

• Change of Station Authorizations

• Change of Station Travel Vouchers

• Prudential Relocation Contract Oversight

• Foreign Travel Vouchers

• Domestic Travel Vouchers

• Extended TDY Assistance

• Monthly CMP and Agency Reporting 

Chief:  Teri Green

AP Lead:  Nikki Tubbs

• Process vendor invoices

• Process IPAC Payments

• Monthly CMP and Agency Reporting

AR Lead:  Vacant

• Billing services and required reporting for 

all receivables

• Responsible for processing collections 

• Follow-up and collect aged receivables

• Work with Centers on determining write-

offs and allowance for doubtful account

• Monthly CMP and Agency Reporting
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NASA Shared Services Center

National Aeronautics and Space Administration  

Human Resources Division Functional Breakdown

Chief: Anita Harrell

Deputy: Amy Alexander

Program Services and Operations 

Team

HRIS, Training & Support 

Services Team

Lead:  Michael McCann

HRIS

• HR and Training Information Systems

• NASA Awards and Recognition 

Processing

Training & Support Services

• Employee Development and Training

• On-line Course Management 

• Training Purchases

• Development of Information Materials 

Lead:  Amy Alexander (Acting)

Benefits/Retirement Services

• Benefits Processing

• Benefit/Retirement/Survivor Counseling

• Retirement Estimates and Package Processing

• In-Processing

• Leave Donor/Advanced Sick Leave Programs

HR Operations

• Personnel Action Processing

• eOPF Maintenance and Record Keeping

• Drug Testing

• General Employment Inquiries

• Position Classification Appeals

• Employee Notices

• Support to HR Specialists      

• SES Case Documentation

• Financial Disclosure Processing

Center Human Resources

HR Officer:  Anita Harrell

HR Operations

• Management Consultation

• Recruitment

• Staffing

• Classification

• Employee Relations

• New Employee Orientation

Training & Development

• Continuing Education Program

• Competency Management System

• Individual Development Plans

• Leadership Development Programs

• SATERN 

• HR Portal

• Special Projects
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NASA Shared Services Center
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Case Study # 1 – Leave Donor/Advanced Sick Leave

• What is the activity?  

– The Voluntary Leave Transfer Program (VLTP) allows an employee who has a medical 

emergency to receive transferred annual leave directly from other employees; this allows an 

employee to continue to receive pay while recuperating from a medical emergency

– The Advanced Sick Leave (ASL) Program allows an employee to draw on his/her anticipated 

future sick leave accruals when the requirements of an eligible circumstance surpass his/her 

current sick leave balance
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 1 – Leave Donor/Advanced Sick Leave (continued)

• Pre-caseworker approach

– Ten ways of doing business—overarching NASA polices existed, but each of the ten NASA 

Centers had their own processes and business rules

– Employee access to the programs varied according to Center interpretations and applications of 

the rules

• Caseworker approach

– Standardized Agency-wide process and business rules were developed and applied by the NSSC

– The ASL and VLTP Caseworker provides the employee with a single point-of-contact throughout 

the process

– Increases the degree of communication and individualized counseling
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 1 – Leave Donor/Advanced Sick Leave (continued)

• Caseworker concept

– Prior to implementing a Caseworker to support this activity, the employee was provided 

several points of contact dependent on their inquiry

» If the employee inquired about the requirements of the program or the status of their 

request, they spoke to a representative in HR 

» If the inquiry was related to leave balances and/or number of hours which were 

donated, the representative in HR transferred the employee to a representative in FM

– Caseworker approach—one point of contact
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 1 – Leave Donor/Advanced Sick Leave (continued)

• Implementation of Caseworker

– The HR Civil Servant provides oversight to these programs by ensuring quality and 

performance in all functional aspects of administering the VLTP and ASL

– The caseworker manages all aspects of the process to ensure

» Identification of the participant

» Receipt and completion of documents

» Appropriate tracking and routing

» Systems processing

» Accurate record keeping
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 1 – Leave Donor/Advanced Sick Leave (continued)
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 1 – Leave Donor/Advanced Sick Leave (continued)

• Request Procedure

From the employee Leave Balance page in WebTADS, click on the link to Request to 

Become Leave Share Recipient 
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 1 – Leave Donor/Advanced Sick Leave (continued)
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 1 – Leave Donor/Advanced Sick Leave (continued)

• After submitting the request, the user is returned to the request page; at this point, the 

request can be withdrawn or comments can be applied to the request; to apply 

comments, type within the Comments section of the request; when finished, click 

APPLY COMMENTS; the comments can be reviewed by the Approver, the NSSC HR 

office, and the NSSC Payroll Office

• The employee and the selected Individual to Provide Recommendation will receive an 

e-mail notification that the request has been submitted and is pending approval
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 1 – Leave Donor/Advanced Sick Leave (continued)

• Approval Recommendation Procedure; there are two locations to access the request:

– Option 1:  From the List Timesheets page, locate employee with the pending request; click the 

pending request icon to go into the request

– Option 2:   From the employee Leave Balance page, click on the link to List Pending Leave Form 

Requests; locate the request to review, and click the employee name to enter the request 

• Option 2
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• Option 1

 

RELEASED - Printed documents may be obsolete; validate prior to use. 



NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 2 – Registration/Reimbursement for External Training

• What is the activity?  

– Provides service for all registration-related activities for individual off-site training courses, 

conferences, and university programs

• HR roles and responsibilities

– Administratively carry out registration

– Credit card payment

– Completion of documentation for External Training Events submitted through the SATERN 

Learning Management System

– Provide monthly reporting to Centers on incompletes and failures
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 2 – Registration/Reimbursement for External Training (con’t) 

• FM roles and responsibilities

– Reimbursement payments to individuals or vendors as appropriate  

– Process the employee collection as appropriate, in the event of a Center-identified 

collections requirement
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NASA Shared Services Center

National Aeronautics and Space Administration  

Original External Training Process

• Single flow for two distinct processes across three departments

• Customer unclear as to who to call for status or concerns – frequent hand offs

• Responsibility for processing spread across three departments
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NASA Shared Services Center

National Aeronautics and Space Administration  

Current External Training Process

• Separate, distinct processes handled by one department each

• Customer clear on who to call – no hand offs

• Work distribution/ticket creation automated 
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NASA Shared Services Center

National Aeronautics and Space Administration  

Training Request (SF-182)

• Provides data from Centers via SATERN

• Automatically initiates ticket in Remedy

• Records approvals

• Common source document for HR and FM
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NASA Shared Services Center

National Aeronautics and Space Administration  

Claim for Reimbursement (SF-1164)

• Provides data from Centers via 

Document Imaging Process

• Documents approval

• Source document for FM
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NASA Shared Services Center

National Aeronautics and Space Administration  

Remedy Work Tracking System

• Automatically generated upon receipt of SF-182 or SF-1164

• Pre-populates with appropriate data from SF-182

• Used to document actions and any customer/vendor contact 

• With attachments, is the source file for training purchase transactions
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NASA Shared Services Center

National Aeronautics and Space Administration  

Performance Measures

• Registration/reimbursement of offsite training success metrics

– One Service Level Agreement (SLA) for all ten Centers

– One standardized Service Level Indicator (SLI) for all ten Centers

» 90 percent of purchasing, registration, and confirmation activities for off-site training 

purchases that can be purchased with a credit card shall be completed accurately within 

five business days of receipt of an approved training request

88%
90%
92%
94%
96%
98%

100%
102%

5 Day Metric
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NASA Shared Services Center

National Aeronautics and Space Administration  

Continuous Improvement

• Results of Training Purchases Kaizen Event

– Instituted paperless process

– Reduced rework

– Reduced hand offs

– Reduced search and queue time

– Reduced multiple storage points for required documentation

– Eliminated duplication of work by eliminating process steps

– Identified process for denying incomplete packages submitted by Centers
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study #3 – Change of Station (COS)

• What is the activity?

– Provides services for permanent and temporary relocation moves

» Entitlement counseling

» Authorization preparation and approval

» Voucher payment processing

» Home sale services

» Moving and storage services

» Property management services
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study #3 – Change of Station (COS) (continued)

Pre-Caseworker Model

– Some Centers used the contracted 

service, and some provided their own in-

house service

– Overarching NASA polices existed, but 

each of the ten NASA Centers had their 

own processes and business rules

– Each Center counseled employees

– Each Center prepared authorization to 

begin the relocation 

Caseworker Model

– Agency contract 

– Standardized and common business 

rules have been developed

– Caseworker approach
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 3 – Change of Station (COS) (continued)

• Change of Station (COS) Success Performance Metrics

– One Service Level Agreement (SLA) for all ten Centers

– Four Standardized COS Service Level Indicators (SLIs) for all ten Centers

» 90 percent of COS orders approved within 25 business days

» 85 percent of COS (Enroute, Misc, Fixed TQ, House hunting) payments within six business days

» *85 percent of COS (Actual TQ, Real Estate, Constructive and all other) within 15 business days

» *85 percent of COS (RITA and ITRA) within 30 business days

90%
92%
94%
96%
98%

100%
102%

6 Day Metric

25 Day Metric

*Note: 15 Day and 30 Day Metrics were 100 percent ―Green‖ for each month
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 3 – Change of Station (COS) (continued)
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 3 – Change of Station (COS) (continued)
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NASA Shared Services Center

National Aeronautics and Space Administration  

Case Study # 3 – Change of Station (COS) (continued)
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NASA Shared Services Center
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Results – Reduction in Cost per Relocation

• At a minimum, the General Services Administration (GSA) gathers expenditure 

information every four years, and is required to provide a consolidated report to 

Congress on the total cost of Relocation Services within the Federal Government

– 2004 Report:  NASA averaged $63K per relocation pre-NSSC

– 2008 Report:  NASA averaged $35K per relocation post-NSSC

– Current Federal Government average is $39K per relocation
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NASA Shared Services Center

National Aeronautics and Space Administration  

Efficiencies and Savings through Synergies

• Advantages

– One Service Level Agreement (SLA) for all ten Centers

– One-stop shopping:

» Caseworker approach

– VLTP and ASL issues

– relocation issues

» Off-site training issues

– Standardized Service Level Indicators (SLIs) for all ten Centers

– Standardized processes and business rules

» Single Agency-wide processes developed in coordination with NASA HR and FM 

communities

» Minimized process hand offs between NSSC HR, FM and/or Procurement for efficiency
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NASA Shared Services Center

National Aeronautics and Space Administration  

Efficiencies and Savings through Synergies (continued)

• Advantages (continued)

– Leveraged technologies

» WebTADS – automated time and attendance system

» SATERN – NASA e-Training System

» moveLINQ – cost estimating and vouchering tool

» Remedy – workflow management tool

– Consistency of service

» Caseworker approach implemented

» Interpretation and application of the rules

» Documentation required
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NASA Shared Services Center

National Aeronautics and Space Administration  

Efficiencies and Savings through Synergies (continued)

• Advantages (continued)

– Coordination of contracted services 

» Enables strategic sourcing – volume discounts

» Agency Relocation Services Contract:  Entitlement Counseling, Home Marketing 

Assistance, Home Sale Services, Property Management Services, Move Management 

and Storage Services, and Destination Area Services

» Travel Support Contract (SATO):  Travel Agent, Airlines, Hotel, and Car Rental
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