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« 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

Chief: Cindy Epperson

Financial Services Branch Payroll/Travel Branch Financial Accounting Branch
(XD011) (XD012) (XD013)
Chief: Teri Green Chief: Peggy Mosteller
AP Lead: Nikki Tubbs Payroll POC: Karen Borne Lead: Michele Rollins
« Process vendor invoices * Process bi-weekly WebTADS time and + NSSC Internal Controls
* Process IPAC Payments attendance + NSSC Audit Liaison Representative
+ Monthly CMP and Agency Reporting * Develop and implement strategy for self- + Agency Lead for NASA Travel/Fleet Cards
service/e-enablements « Reconcile cash on a daily basis
AR Lead: Vacant * Provide documents for internal « Transmit Fund Balance With Treasury
« Billing services and required reporting for management review and external audits + Complete CMPs related to FBWT
all receivables * Monthly CMP and Agency Reporting
» Responsible for processing collections
+ Follow-up and collect aged receivables Travel Lead: Leslie Anderson
« Work with Centers on determining write- + Change of Station Authorizations
offs and allowance for doubtful account + Change of Station Travel Vouchers
* Monthly CMP and Agency Reporting » Prudential Relocation Contract Oversight
» Foreign Travel Vouchers
» Domestic Travel Vouchers
+ Extended TDY Assistance
* Monthly CMP and Agency Reporting
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Human Resources Division Functional Breakdown

Chief: Anita Harrell
Deputy: Amy Alexander

Program Services and Operations
Team

HRIS, Training & Support
Services Team

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

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

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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Case Stuy # 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

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011
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| Case Stuy # 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

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011 6
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‘Case tudy # 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

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011 7
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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

» |dentification of the participant

>

A4

Receipt and completion of documents

>

A4

Appropriate tracking and routing

>

A4

Systems processing

>

A4

Accurate record keeping
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National Aeronautics and Space Administration

NASA SHARED SERVICES CENTER

Customer Service Web

NSSC Contact Information

Phone: 1-877-677-2123
Fanx: 1-B66-F7r9-6772

Home  Travel | IT Services  Accounting Services  Training/Conferences  Retfirement & Benefits | Employes Senvices

RECEASESC Printéd doédfents may be obsolete: validate prior to use.

MESC Customer Service Web = Employee Semvices = Advanced Leave/Leave Donations

Advanced Leavel/Leave Donations References | Forms | Tools | FAQ

Hews

Lagin | Register

Procurement Services

MASA's Office of Human Capital Management (OHCM) recently released Personnel Bulletin 2008-02-2H to establish the
medical documentation requirements and supporing timelines for submission of requests for Advanced Sick Leave (ASL)
andfor the Voluntary Leave Transfer Program (VLTF). In addition, this Personnel Bulletin also clarifies the approval process for
such requests. Please review this Bulletin for more information.

- Welcome to Advanced Leavelleave Donations

WebTADS Automated Process

All requests for Voluntary Leave Transfer Program (WLTP), WVLTP Donations, and Advanced Sick Leave (ASL) are automated in
WebTADE. Additionally, employees requesting to donate annual leave or restored annual leave must use WebTAD S to initiate
their request.

NOTE: You must obtain and provide adequate medical documentation to support your medical leave request. You must
provide this docurmentation to your supernvisor and to the NSSC HR Office who are the approving officials of your request. The
MESSC faxline (1-866-779-6772) is secure. Please review OHCM FPersonnel Bulletin 2008-03-2H for more information.

View step-by-step WebTADS instructions on how to Become a Recipient under the Voluntary Leave Transfer Program.
Wiew step-by-step WebTADS instructions on how to Request Advance Sick Leave.

Wiew step-by-step WebTADS instructions on how to Code Time while on the Donated Leave Program.

View step-by-step WebTADS instructions on how to Donate Annual Leave.

View the Current List of Leave Transfer Recipients (available from MASA computers only)

NSSC Communities

Financial Management

Human Resources

Procurement

NSSC Board of Directors

Read our Latest

Customer Newsletter

Benchmarking — June 17, 2011
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*Case tudy # 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

LEAVE FORM REQUESTS for CHARMING, PRINCE P

Create Request for Advance Sick Leave  Create a new request to receive sick leave advance.

Create RequeSt to Become Leave Share Create a new request to receive donated leave.

Recipient
Donate Leave within NASA Inttiate process to donate annualirestored leave within NASS,
Donate Leave outside NASA Inttiate process to donate annualiestored leave outside NASA.

Donate Leave - Emergency Transfer Inttiate process to donate annualirestored leave under declared emergencies (Cther Federal Agency).

Program
List Pending Leave Form Requests List pending leave form requests.
List Historical Leave Form Requests List historical leave form requests.

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011 10



‘Case tudy # 1 — Leave Donor/Advanced Sick Leave (continued)

Request to Become a Leave Recipient for CHARMING, PRINCE P (0)

Leave Request Number 9999-00016
Initiated by: CHARMING, PRINCE P {0)
Status: Editing

This request may be submitted. Please review the Certification and Privacy Act statements at the bottom of this form. After review, click the Submit Request

button.
Nature and severity of the medical emergency Broke Foot
Effective Date (MMDDYYYY) 084012007
Date medical emergency ended (or, is expected to end) (MMDDYYVY) 1203172007

Select appropriate disclosure information

C‘ Do MOT dizclose spplicant name an agency-wide leave share recipient list,

Individual affected by medical emergency {check one} C Disclose appliicant name on agency-wide leave share recipient list,
{T Salf (? Dizcloze applicant name and description of medical emergency on agency-wide leave share recipient list,

Provide a description of the medical emergency to be distributed to servicing personnel offices so that other employees may donate
annual restored leave to the applicant.

O Bath Broke foot after falling off
mechanical bull.

C‘ Family Member

Indicate telephone number where initiator of this request can be reached

{O00X-XXXX 27)-555-5555

Select individual to provide
recommendation

BEAR, BALOD B (1) v

Comments (include justification)

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011
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‘Case tudy # 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

Request to Become a Leave Recipient for CHARMING, PRINCE P (0)

Leave Request Mumber: 9999-00016

Initiated by CHARMING, PRINCE P (0]

Status: Pending Recommendation

Medical Documentation not yet received at MNS5C

[ Apply Comments ]

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011 12



*Case tudy # 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 1 Normal (01/07/2007 - 01/20/2007) E=Er

NAME
BABOON, RAFIKI R (198)
BEAR, BALOO B (198)
BEAUTY, BELLE B (198)
BELL, TINKER T (198)
BOY, PINOCCHIO P (138)
CARPET, ALADDIN A (198)
CAT, CHESHIRE C (198)
CHARMING, PRINCE P (198)
COWBOY, WOODY C (198)

} 060 66 DOV ) )

PHONE
256-555-9939
256-555-5555
256-555-5555
256-555-9999
256-555-3333
256-555-7777
256-555-3333
256-555-7777
256-555-5666

RT
DISNY
DISNY
DISNY
DISNY
DISNY
DISNY
DISNY
DISNY
DISNY

APPROVED HISTORY EDIT PPPA
N A 5]
N A B Doy
N A =
N B =
N [ = Doy
N B B Deay

. Opton 2

Create Request for Advance Sick Leave Create a new request to receive sick leave advance.

Create Request to Become Leave Share
Recipient

List Pending Leave Form Requests

Pending Requests for CHARMING, PRINCE P (0)

9939-00016 CHARMING, PRINCE P (0) LEAWE RECIPIENT Pending Recommen dation

RECEASESC Printéd doédfents may be obsolete: validate prior to use.

List pending leave form requests.

Create a newy request to receive donated leave.
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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

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011
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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

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011 15
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Original External Training Process

L=
QL nilales .
= - (Allend Training Dr)
% Tr;:;l:ng f{r:gfnft Recaive Payment
© F
o
I Creates Ticket Validates Request Process Training Matify Training
(] From MF-1735 or " SiTEEqN " Relmbursamant | =—=hoge Procuremeant J —Mo Documentation in Office and
o SF-1164 SATERN Employee
(3]
= F
Tes
o
[V
(] Process Purchass
o s & Registration
(3]
=
E v
O Process I J
)] Raimbursameant
[p)
=

 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

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011 16
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Current External Training Process

 —
£ Center Initiates
c ) Attend Training
@ Request
o
o
I SATERM Validates R 1 rocess Purchase Process Training Matify Training
o Autcmatically | InHSTTEEqI‘JJES & Registration in Documentation in Office and
% Generates Ticket P-Card/SAP SATERM Employes
=
@
= Center Initiates .
5 Reimbursamant Receive Payment
o
T
Doc Imaging
o Autcmatically UalmaSlTTFé;qﬁeﬂ Frocess Payment
% Generates Ticket
=

« Separate, distinct processes handled by one department each
« Customer clear on who to call — no hand offs

« Work distribution/ticket creation automated

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011
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‘Traini equest (SF-182)

Provides data from Centers via SATERN

Automatically initiates ticket in Remedy

Records approvals

Common source document for HR and FM

RECEASESC Printéd doédfents may be obsolete: validate prior to use.
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‘Claim or Reimbursement (SF-1164)

* Provides data from Centers via
Document Imaging Process
« Documents approval

 Source document for FM

RECEASESC Printéd doédfents may be obsolete: validate prior to use.

CLAIM FOR REIMBURSEMENT
FOR EXPENDITURES
ON OFFICIAL BUSINESS

1. DEFARTMENT OF B2 TASLISRMENT, BUREAL. DIVISI0N O OFFICE

T

3. SCHEDULE NUMEER

Read the Privacy Act Statement on the back of this form.

2. FAID BY

A8 MAME iLast, first, migcle ey b. EQCIAL SECURITY NO.
3
S |5 TR AODRESE o P CoaE) 0. OFFICE TELEPHONE NUMBER
3
(5]
6. EXPENDITURES (¥ fare claimed in col (g) exceeds charge for one person, show in col. (h) the number of additional persons which accompanied the
claimant.}
DATE - = in cal (Bl =
Show appropriate code in col. (b): MILEAGE AMOUNT CLAIMED
8 A - Local traw RATE
B - Telephone segraph, or X _ ADD | TIPSAND
- i MILEAGE FARE FER- | MISCEL-
O C- Cther expenses(itemized) ¥ e A
E (Explaln expendliures in speciic defal) HO. OF
MILES
al =] fc) FROM o T [ i i i

I¥ acdmicnal space Is reguived continue on Me back.

BUBTOTALS CARRIED FORWARD FROM THE
BACH

7. AMOUNT CLAIMED (Total of cols. (f), (3) and (i.] [

TOTALS

|

a8 nece!
are included, the approving
ihe head of the deparim

Sign Cviginal Only

APFROVING
OFFICIAL
B10K HERE

This claim Is approved. Long distance telephone calls, If shown, are caniffiad

In the Inter=st of the Govemment. (Nofe®
lal must have bes
agency io 50 certify

I Iang disEnce cals

1. 1 carifty that this clalm ks true and comect io the bast of my knowiedge and
beliet and that payment or credit has not been received by me.

horized in wiiing, by
TUSC Ge0a)) Sign Original Only
CLAMANT =
313N HERE
DATE 1. CAZH FAYMENT RECEIFT

2. PAYEE {Signature)

5 TNi5 Clalm |5 Certmed COMEst and Proper Tor DaymenL.
Sign COviginal Only

AUTHORIZED

CERTIFYING
OFFICER
233K HERE

b. DATE RECENVED

€. AMOUNT

DaTE 12 FAVMENT MADE

BY CHECK RO.
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NASA Shared Services Center

Reguester Details

Full Hame+ | = Email &ddress | = Company |
Corporate 1D+ | IR I:I R eqion |
Phone Number+ | Site |

NSF Data | Training Purchazes |

Full Hame | Requested Amount | Beceipt [ ate |
Centers | - Price Bange | - | Scheduled Offering |
SATERM Tracking # | Package Status | - | L2 Processaor |
ORG Code | Ewent Location | - | Confirmed |
“Yendar | FPurchase Method | - | Furchase Status |
Dunnz B | Order Log/PO Mumber | Feconciled Amount |
Courze Conference | L3 Card Holder | j Reconciliation Date |
Training Start Date | E Amount Purchased | k odification/Form 27 |
Training End D ate | E Credit Amount | FPeer Review |
Center Accounting D ata | Fee | D epartment Procezsing |
Purchasze Bequest Type | - | Procurement Date/Time | E Quantity |
Handling | -] BT | -] R atification |

Training Type | - | Acadernic Payrent DatesTime | =]

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

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011
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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

102%
100%
98% /-
96%
94% A4

92% - :
90% 5 Day Metric

88% [ [ [ [ [ [ [ [ [ [ [ |
DD VO D D S &S & & & v v

Kl 4 / \/ 7/ 4 \f A/ 4 / / \l
?Q @’b\'\ 50(\ 30 ?Qg %Q)Q Oo %O OQO 5’0(\ Qéo @'Z}

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011
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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

— ldentified process for denying incomplete packages submitted by Centers

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011 22
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| 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

M

Voucher payment processing
» Home sale services

» Moving and storage services

M

Property management services

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011 23
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Ca

se Stuy #3 — Change of Station (COS) (continued)

Pre-Caseworker Model

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

Agency contract
Standardized and common business
rules have been developed

Caseworker approach

RECEASESC Printéd doédfents may be obsolete: validate prior to use.
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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

102%

92%

N O & D & 88 &S & & ™ ™

&/ 4 7/ \/ 4 4 \f A’ I4 / / &/
W@ P Fef o8 FE W

| e e
0
96% A\
94% ==6 Day Metric

90% | | | | | | | | | | | . =#=25 Day Metric

*Note: 15 Day and 30 Day Metrics were 100 percent “Green” for each month

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011
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@' , =® || https nasa,gov “ S| B[] x| |8 =
Fil=  Edit  ‘Wiew Fawvorites Tools  Help

¢ Favorites | 95 & | Free Hotmaill & | Get More Add-ons ~

- _ = >
25 | = | 8 MSSC Internal Operations €& NSSC Customer Service - ... T I | | pmn v Page - Safety ~ Tools - -

Simple Change of 5tation Process for NASA Travelers
If you are planning a change of station with MASA and you are wondering what steps you need to take to ensure a successful
mowve, youve come to the right place! Weve broken the process down into simple steps to help you during this hectic time.

Review MASA's Guide to a Successful Move.

The M3SC receives notification from your Center HR Office that you have been authorized to relocate.

DO HOT start any part of your change of station move priar to receiving the approved Travel Authorization (TA).

The MNSSCissues a TA number.

A Relocation Counselor will contact you and provide counseling on all entitterments associated with your relocation.

Relocation Counselor completes forms on your behalf.

Traveler reviews, signs, and returns forms to Relocation Counselor.

The M32C contacts the employee to inform them that their forms have been received and forwarded for approval.

Relocation Counselor provides relocation services.

Submit a separate voucher for each relocation expense.

10. Woucher is received and audited by the NSSC.

11. MSSC disburses the Travel Expense Report and submits to Treasury for payment.

12, You will receive an e-mail that payment has been made to Treasury; you will receive an e-mail with a scanned copy of
the voucher and worksheets showing payment calculation within 2-3 business days of payment.

13, You receive paymentvia your designated account.

Ll B Aol

Heed more detail ?
Detail Change of Station Process

CRET
Change of Station and RITA Relocation Authorization

Request
es of C e o Relacation Amendment
E::tli.l::il,fra:;hand' o Request = Howlong does it take to get a TA# assigniment for
U : = ~ N e 4 Change of Station tra
‘_TF 1_'{”8_ ) """Ell.'_f_"fq"f Funds e How dolfind outwhat is reimbursable in a change of
TCS Quick Reference Guide Application and Account station move?
MNSSC Form 023- NSSC « \Whatis a “temporary change of station (TCS)
Travel Receipt Cover Sheet » Helpful Travel and Change of Station Resources
PCE Quick Reference Guide
= ~ SF 1012 (Informed Filler)
A oA ar
MASA's Guide to a SF 1012 (pdfy

S eF ol R

Iportalisitefcustomerservice/menuitern. 287 18ccb92b45 7 c366edan 1 04dd 72749, ,-') Trusted sites +,100%
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‘Case tudy # 3 — Change of Station (COS) (continued)

{= NSSC Customer Service - Inquiry Forms - Windows Internet Explorer

@' , ¥ |&] https nasa.goy hd g B[+ | x| & PR
File Edit “Wiew Favorites Tools  Help

v Fawaorites | 5= @& | Free Hotmaill & | Get More Add-ons -

- - - b33
28 | - | @ nsse Internal Operations (& NSSC Customer Service - ... f - | pmh v Page~ Safety = Tools + (@~

National Aeronautics and Space Administration NSSC Contact Information
Phone: 1-877-677-2123

NASA SHARED SERVICES CENTER Fax: 1-886-779-6772

Customer Service Web

™ @ Contact us

Login | Register

Travel IT Senvices Accounting Services  Training/Conferences Retirement & Benefits Employee Services  Procurement Services

MNESC Customer Sen feb = Home = Inquiry Forms
| Inquiry Forms

Relocation Menu - Select Domestic or Fareign Relocation from the Menu

All fields are required unless otherwise stated.

Select Travel

Domestic Relocation Meed to download Adobe Reader?

Done /7 Trusted sites Fg v H100%
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NSSC Customer Sernvice - Inquiny Form indows Internet Explorer

'@' T @] https nasa.goy ¥ Q|| B[4 x| |4 A
File Edit Wiew Favorites Tools  Help
.5 Faworites 5= & Free Hotmaill € | Get More Add-ons ~
- ~ 15N v 22
25 |~ | €8 NSSC Internal Operations 8 MS5C Customer Service - ... W J | = v Page~ Safety - Tools - (g~

=

. Inquiry Forms

Domestic Relocation Request
All fields are required unless otherwise stated.
A signature is required for this request, hence once you complete the form, you must click "Print Preview’.

Mever include sensitive or personal information like your Social Security number, as e-mail isnt necessarily secure. Use postal mail for sensitive or personal
information.

Requestor Information
Requestor NASA Site w

Requestor First Name
Requestor Last Mame
Requestor Email name@nasa.gov

Requestor Fhone mEEEEEEEEs

Employee Information

Employee Name
Departure City

Departure State ~

Departure Zip IIFFT O ZZZZZ-CCCC
Home Phone (Current)

Office Phone (Current)

Cell Phone

E-mail (Office) nfa or name@nasa.gov,

E-mail (Home) nfa or name@nasa.gov,

Duty Station (Current) -

Done ,-'; Trusted sites *100%
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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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Efficiencis 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

RECEASESC Printéd doédfents may be obsolete: validate prior to use. Benchmarking — June 17, 2011 30



-~y
R . - S 4
\] -~ ‘=| A\ .
= X
. N o
DS LT ’ ‘
-~ \ 4
: - / ’ =

‘Efficiecis 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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‘Efficiecis 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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