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CUSTOMER SPOTLIGHT

Picatinny's TACOM-ARDEC Awarded Top Quality Award
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U. S. Army Tank-Automotive and Armament Command's Armament Research, Development and Engineering Center (TACOM-ARDEC) recently had the distinction of being the first government agency to receive the New Jersey Quality Achievement Award (NJQAA).  This award is the New Jersey equivalent to the prestigious federal Presidential Award for Quality, the top quality award under the Malcolm Baldrige National Quality Award Program.  The TACOM-ARDEC Commander, Brigadier General John P. Geis, accepted the award in a state ceremony which featured an impressive exhibit highlighting the work performed by TACOM-ARDEC. Competition for Baldrige awards is rigorous based on excellence in leadership, strategic planning, personnel management and other areas. This command was also the proud recipient of the Federal Presidential Award for Quality in 1996.

Natick Nails Hammer Award …. Again!


U. S. Army Soldier Systems Command's (SSCOM) Partnering with a Field Unit Team and the Technology Transition Team recently received Vice President Al Gore's prestigious Hammer Award.  Members of the Partnering team included Frank Kostka, Edward Bonadio, Jack Briggs, Junior Christmas, Jennifer Denommee, Sandra Fitch, David Higgins, Vicki Loveridge, Kenneth MacDonald, Randall Natches, Teresa Skibinski and Paul Stewardson.  Technology Transition Team members included Jean Hampel, Andra Kirsteins, Zvi Horovitz, Robert Morgan, Paul Stewardson, Robert White and Susan Woodmansee.  
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The Partnering with a Field Unit initiative reinvents the traditional Army Requirements Development Process for new equipment, focusing on small, inexpensive items.  The initiative provides an opportunity for the soldier and the designer to work together informally to optimize the development and integration of equipment and systems.  Equipment deficiencies or shortfalls are typically identified through a direct request for support from a field unit.


The Technology Transition Team employed an approach that allowed for immediate incorporation of performance-enhancing and cost-reducing technology and eliminated two to four years of engineering development.  The team's efforts resulted in a savings of $5 million.


The Hammer Award, which was established in 1993 was also won by Natick's Military Rations Process Improvement Team in 1998 (See Telegraph, Sept/Oct 1998).  The award commends teams of government employees who have made significant contributions in support of the principles of the President's National Performance Review, including putting customers first, reducing bureaucracy, empowering employees and simplifying government processes.
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DIRECTOR’S DIRECTION

As many of you probably know, the Civilian Personnel Evaluation Agency (CPEA) recently completed an in-progress review of regionalization in the Northeast.  CPEA visited the Civilian Personnel Operations Center (CPOC) and five separate Civilian Personnel Advisory Centers (CPAC) during their evaluation.  In addition to performing regulatory reviews they conducted personal interviews with commanders, managers, labor counselors, union officials, EEO officials and personnel office employees.   They also held sensing sessions with groups of employees, supervisors, personnel liaisons and civilian personnel office employees and administered a survey questionnaire.  Some of the more interesting findings include the following:

CPEA found that the commanders interviewed felt that there was a relatively smooth transition to regionalization.  In general, the commanders were satisfied with the advisory services being provided by the CPAC and CPOC.  While the commanders expressed concern about the lack of full human resource services on site, all stated that they understood the goals of regionalization and were willing to support the program.   

Managers felt that the personnel administration responsibilities that they assumed under regionalization, such as delegated classification authority, were burdensome.  Few managers were actually using the Functional Process Improvements (FPIs) such as PERSACTION, REGIONAL and COREDOC and there were also varying concerns about the new automated referral system RESUMIX.    

Employees with access to computers preferred the automated job application system, RESUMIX, as compared to previous application processes.  Those who lacked access to automated job opportunity listings did not.  Employees in general were satisfied with the benefits services that they were receiving from the CPAC staff.  

Don't judge those who try and fail.  Judge only those who fail to try.

A Father's Book of Wisdom

CPEA found that an effective partnership exists between the NECPOC and the CPACs.  From their perspective both parties are focused on working together to meet the customers needs.  This partnership remains a firm foundation of the Northeast region.

In the staffing arena CPEA found that commanders and managers are concerned about timeliness of fill but believe that it is improving.  In fact, two commanders felt that fill time had improved since regionalization.  CPEA calculated the average fill time in the Northeast to be 56.6 days versus a DA objective of 30 days and an actual DA 4th Quarter experience of 78.2 days.  (Fill time includes all means of filling a position to include competitive and non-competitive promotions, delegated examing and reassignments.)  In addition CPEA found that there were minimal pay problems based on their review.   CPEA also noted that failure to convince all activities in the Northeast to embrace our regional merit promotion plan and pay setting policy was directly impacting on timeliness and quality.

Grade accuracy was determined to be 84% based on 138 audits, compared to 89% reported in FY 97 and an Army goal of 90%.   CPEA found a total of 22 grade errors.  Eleven were misassignments which means that the employees were performing work at a grade level other than that outlined in their official job descriptions. In addition there were 11 misclassifications, seven by managers exercising delegated classification authority and four by classifiers.  

CPEA found that the CPOC has implemented a progressive region wide training program, with courses held at various installations within the region.  They noted that this program is steadily growing and has been expanded to provide managerial and executive development opportunities for the region's employees.  CPEA also found excellent regional guidance including reference guides for managers, effective advertising of training opportunities and good automated tools to capture training needs and accomplishments.  One problem noted was that even though there is a regional web based training needs survey available there continues to be an inability to obtain accurate training needs from all installations in the region.

CPEA found that the CPOC had a very well maintained database.  The review team audited 24 data elements against 100 randomly selected OPFs and found an overall accuracy rate of 99.9%.  They also reported excellent maintenance of the official personnel folders of the region's employees.

The automated tools developed by the CPOC Information Services Division were cited as particularly noteworthy by CPEA.  They specifically highlighted those used to monitor production and maintain quality as being extremely valuable in a regional environment.  These tools are currently available for use at both the CPOC and CPAC.  CPEA felt that these tools could be used more aggressively at the serviced activity level to improve the flow of information and enhance service delivery. 

CPEA found little change in the labor relations, management employee relations and equal employment opportunity programs as a result of regionalization.   This is directly attributable to the dedicated efforts of the CPAC and Equal Employment Opportunity staffs at the region's installations.   

A recurring theme throughout the report was the need to standardize business processes,  conform with Army decisions and utilize corporate tools.  CPEA also questioned the decision to reorganize the CPOC into customer focused branches and teams.  As most of you know, we had decided to combine the staffing and classification functions within the CPOC and to create interdisciplinary branches dedicated to meet all of the human resource needs of specified customers. We felt that this would build a better understanding of our customer within the CPOC and also simplify matters for our CPAC partners and their customers because they would have one place to go to communicate priorities and resolve issues.  CPEA detected resistance to this concept on the part of CPOC employees and also felt that the change was transparent to the installations serviced.  Based on these conclusions they recommended that this decision be reconsidered.

The CPEA team that visited the CPOC was extremely courteous and professional and there is much to be learned from their observations.  Of course we will be responding to the report and I will be sharing my views on most of the issues highlighted above in future articles of the Telegraph.             
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Michael L. Vajda
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MEDCELL MOMENT




The Army Medical Cell, or "Medcell," located at the NECPOC, provides centralized external recruitment and delegated examining functions for medical positions for Department of the Army.  We currently provide DEU service to the Northeast, National Capital and, just this month, Europe CPOCs.  This new mission for the NECPOC has already presented the staff of the Medcell with unique challenges and opportunities to excel.

In January, a team of recruiters spent a week in Germany.  The weather was typical for winter; cold, with rain and snow, but fortunately that didn't overshadow the quaintness of the small German towns and countryside.  The challenge the team faced was interpreting road signs (they would not admit to how many times they went the wrong direction) and restaurant menus (they had wiener schnitzel three nights in a row.)

While in Germany, the team had the opportunity to give three Medcell briefings, of varying detail, to the CPOC and CPAC staffs in Seckenheim, General Kussman and his staff in Heidelberg, and the medical management staff in Landstuhl.  At each location the team was treated to warm hospitality, and there was excitement among managers who have previously been unsuccessful in filling their vacancies.  Following an additional day spent at the CPOC discussing the transition of work to the Medcell, the team returned to Maryland, confident that they were successful in laying the groundwork for a viable working relationship with the personnel staffs and medical community in Germany.

In April, we will begin providing service to the Southwest.  Read about our adventures in the South in the Medcell Moment appearing in the next issue of the Telegraph. 
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MEDCELL  JOB OPPORTUNITIES

The Medcell is currently recruiting for positions in Germany, to include Physical Therapists, GS-633-09, Medical Officer (Pediatricians), GS-602-13, Dental Hygienists, GS-682-04 and GS-682-06, and a Medical Technologist, GS-644-11.  We invite you to help us spread the word.  Please visit our web page for details and instructions to apply at 

http://www.cpol.army.mil/ner/medcell/medcell.htm
Point of Contact is Darla Callaghan, COM (410) 306-0248, DSN 458-0248, email: darla.callaghan@cpocner.apg.army.mil




***************************************************************************************
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   Free Computer-Based Training

Lots of Computer-Based Training Courses are now available to any Army military or civilian employee.  A variety of courseware products covering computer software (including Office 97), networks, and programming languages can be accessed online at:

http://www.armycbt.jccbi.gov/armycbt .  The courseware is available through an $825,000 contract awarded to CBT Systems USA which includes 500,000 user licenses for one year.  The Army CBTWeb officially opened 1December 1998.  There is no additional charge to Army employees enrolling the courseware.  The training is available through the end of FY 99.


Point of contact is Bob Cronin, COM 410-306-0263, DSN 458-0263, email:  bob.cronin@cpocner.apg.army.mil

[image: image10.wmf]Training Alert!  Proceed with Caution …..


Attention training program managers, advisors, approvers and budget officers!  Make note that it is inappropriate to obligate or expend appropriated funding for any employee training that:

1. Does not meet identified needs for knowledge, skills, and abilities bearing directly upon the performance of official duties; 

2. Contains elements likely to induce high levels of emotional response or psychological stress in some participants; 

3. Does not require prior employee notification of the content and methods to be used in the training and written end of course evaluations; 

4. Contains any methods or content associated with religious or quasi-religious belief systems or 'new age' belief systems as defined in Equal Employment Opportunity Commission Notice N-915.022, dated September 2, 1988; or 

5. Is offensive to, or designed to change, participants' personal values or lifestyle outside the workplace.

On 7 December 1998 the Office of Personnel Management (OPM) issued updated guidance clarifying these restrictions.  As a stand-alone reference, the guidance provides a valuable tool to assess the strength and direction of training programs and policy compliance.  Although OPM edited some wording, the guidance is essentially unchanged from previous years.  The guidance can be accessed in PERMISS, "Training Restrictions (General)." 




Point of contact is Bob Cronin, COM 410-306-0263, DSN 458-0263, email:  bob.cronin@cpocner.apg.army.mil

Affordable Training Available for Northeast Region Employees

The Northeast CPOC HRD staff is offering approximately 130 courses during FY 99.  These courses fall into categories such as Leadership/Management, Administration, Computer Skills, Human Resources, Communication, Resource Management, Hazardous Materials, and Customer Relations.  Please see our calendar on the web at: 

http://cpol.army.mil/ner/hrd/99tp/fy99cal.htm
The courses are relatively short:  45 (1-day) courses and 39 (2-day) courses.

The tuition is reasonable:  43 classes are $100 per person or less.

The classes are centrally located within the Northeast Region:  Picatinny, NJ; APG, MD;  Carlisle, PA; West Point, NY and Ft. Monmouth, NJ.

To nominate your personnel for any of these courses, please fax or mail a DD Form 1556 to the Course Program Manager listed in each course description.  Our fax telephone number is DSN 458-0163 or (410) 306-0163.  Most nominations are due approximately 30 days prior to the course start date.  All of our descriptions as well as lots of additional training-related information is available in the FY 99 Northeast Region Training Plan at:

http://cpol.army.mil/ner/hrd/99tp/cover1a.html
Point of contact is Bob Cronin, COM 410-306-0263, DSN 458-0263, email:  bob.cronin@cpocner.apg.army.mil
*******************************************************************
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CLASSIFIERS’ Corner
Automated Job Descriptions and more…

In early February, representatives from Department of Army installed the first phase of DA’s newest automation tool for Classification, FASCLASS I.  Once it is fully operational, this system will allow supervisors or managers to have access to every position description in the NE Region. In addition, since this system is fed from data from DCPDS, certain organizational information will also be available.  FASCLASS II, expected to be installed sometime this summer, is slated to have much more functionality including allowing supervisors to access any position description anyplace in DA,  showing wiring diagrams of the supervisor’s organization structure and even reviewing a draft PD generated by the supervisor and giving a preliminary call on the classification of the job.
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Obviously, this system depends on having job descriptions in electronic form.  To this end, the NECPOC is no longer accepting anything but electronic Position Descriptions (PDs).  These can be attached to PERSACTION requests or sent via email.  The preferred method is as an attachment to a PERSACTION.  Additionally, Department of Army has abolished the Position Description cover sheet (DA Form 374) thus eliminating the need to have PDs signed.  DA's new procedure is that the supervisor who normally certifies the accuracy of the PD (signed block 12a of the DA-374) initiates the PERSACTION and the person who classifies the job (signed block 11) is the approving official of the PERSACTION request.   The upshot of this change is that the approving official must have Delegated Classification Authority (DCA) in order to approve the establishment of new PDs.

If no one in an activity has DCA, and we are doing your classification for you here at CPOC,  PERSACTIONs  to establish new positions will be submitted as before without regard to whether the authenticating supervisor has DCA.   In other words, actions will continue to be signed as in the past.

For a short period of time, we will continue to receive faxed/signed copies of PDs for those actions which were in-process when this new procedure was implemented.  However, by the end of February, we will abandon all paper and creating new PDs will be completely electronic!!

Integrity is telling myself the truth.  And honesty is telling the truth to other people.

Spencer Johnson

Our next big effort will be to get all our organizations’ job descriptions into FASCLASS.  Accomplishing this means that we have to come up with different ways that the old PDs can be entered in the system.  This is a huge effort in the NE; we estimate that we have over 30,000 PDs to get into FASCLASS.   Our goal is to do this as quickly as possible so that supervisors can have maximum benefit from FASCLASS.  The Classification Staff here at the NECPOC will be working with each installation’s CPAC to discuss how to approach implementing FASCLASS at each site.  Any ideas or suggestions on how to facilitate this effort will be greatly appreciated.  In addition, if there are electronic PDs out in the organizations, these should be brought to the attention of the CPAC staff so that they can coordinate getting these to us.

We are really excited about FASCLASS and its potential to help supervisors and managers accomplish their classification responsibilities.  We hope to have a couple of installations up and running on FASCLASS in the very near future and when we do, we’ll let everyone know so that they can get in and see first-hand what FASCLASS can do!

Reorganization Reminder

Information related to realignments and reorganizations MUST come to the CPOC Position Classification Specialist servicing the activity.  We’ve had problems recently with requests coming to folks other than the Classifier, which has adversely affected our ability to do your realignments in a timely manner. Please continue to coordinate and get advice from your CPAC advisor, but when the time comes to submit reorganization/realignment data, be sure it comes to the Classifier.

More On  GS Team Leaders
In a recent Telegraph article, we outlined some of the benefits of OPM’s new GS Leader Guide.   Part II of this classification tool (which generally covers leaders of work at the GS-9 level and above) has been designed, in part,  to assist in eliminating supervisory positions where the span of control is small and to assist Federal managers to approach or achieve the supervisor-to-worker ratio goal set by President Clinton a number of years ago. 

While Part I is identical to the old Leader Guide which was used to grade leaders of one-grade interval work, Part II has a very different slant.  There are required minimum duties which the potential leader must perform, including a number of mentoring, coaching and facilitating tasks.  Potential users of the Guide are advised to read and become familiar with its requirements.

By the way, there is an feature in PD Library which walks the potential user of the Leader Guide through a couple of “fill in the blank” items which, in turn, will create an addendum to an existing job without the need to rewrite the existing PD.  You can view this by getting into CPOL (http://cpol.army.mil) and clicking on PD Library.

Everything You Wanted To Know…

A recent addition to the NECPOC’s homepage is a classification “How to…” booklet.  Access our homepage via CPOL with the following hyperlinked Internet address: http://cpol.army.mil/ner/hrd/class/howto.htm then click on “Job Grading and Position Classification.”  We trust you will find the information in this booklet to be of use when carrying out some of your classification responsibilities.

Point of contact is Leslie McGlothlin, COM 410-306-0003, DSN 458-0003,

email: Leslie.McGlothlin@cpocner.apg.army.mil 

*****************************************************************
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Our last issue of The Telegraph was transmitted to you in two ways:  As a Hyperlink to our Homepage and as a Word document attachment. Our goal is to send you an email message announcing each issue with only a Hyperlink...however; several of you let us know you are not on Exchange 97 so we will continue to transmit The Telegraph in both formats for now.

Ten Determinants of Service Quality

1.  Reliability:  Performing the "right service", "right" the first time.


2.  Responsiveness:  Willingness to provide timely, courteous service.


3.  Competence:  Possessing the technical skills and interpersonal knowledge needed to   do the job.


4.  Access:  Your approachability; availability; ease in which others can gain access.


5.  Courtesy:  Respect, consideration, friendliness in communicating with the customer.


6.  Communication:  Speaking at a level understood by the customer, keeping the customer informed on problems, progress, etc.


7.  Credibility:  Trustworthiness, believability, integrity, company reputation.


8.  Security:  Providing customer safety from danger, risk, doubt, financial issues.


9.  Understanding the Customer:  Listening to customer needs, providing individualized attention; flexibility in addressing needs.


10.  Samples:  Evidence of the service; office facilities, other customers, tools and equipment.



Excerpt from Business Horizons, "Quality Counts in Service, Too", by Berry, LL., Zeithami, VA., Parasuraman,P.

[image: image13.wmf]Recently retired from Picatinny's U. S. Army Armament Research, Development, and Engineering Center after 32 years as a personnelist, Carol Papps is shifting her attention to the pursuit of a second masters degree and can be reached at wetmore1@aol.com
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A Tribute to the

US Army Corps of Engineers, North Atlantic Division

The staff of the Northeast Civilian Personnel Operations Center (NECPOC), Division 1, Branch C, in coordination with our Civilian Personnel Advisory Center (CPAC) partners, provide human resource management support to the U.S. Army Corps of Engineers, North Atlantic Division (NAD).  Specifically, we provide services to Headquarters, NAD and the Baltimore, New England, New York, Norfolk, and Philadelphia Districts.

Headquarters, NAD is located at Fort Hamilton, New York.  It is one of eight supervisory field offices reporting to Headquarters, U.S. Army Corps of Engineers in Washington, D.C.  It is comprised of six districts (all of the aforementioned districts plus the Europe District).  The division headquarters and six districts employ approximately 4,000 civilian professionals worldwide, including engineers, scientists, safety specialists, architects, attorneys, accountants, dam tenders, park rangers, and administrative and clerical personnel.

The Baltimore District has a workforce of approximately 1,450 civilian employees who provide design, engineering, construction, environmental, and real estate expertise to a variety of customers.  Major projects include large-scale renovation assignments such as the Pentagon and District of Columbia schools.  Services provided span across five states, the District of Columbia, overseas, and across the Susquehanna, Potomac and Chesapeake Bay watersheds.  The district remains an active partner in its effort to restore and protect the Chesapeake Bay.

The New England District has a workforce of approximately 550 civilian employees who manage the Corps’ civil works responsibilities in a 66,000 square mile region encompassing the six New England states east of the Lake Champlain basin.  Its headquarters is in Concord Park at Concord, Massachusetts.  The district maintains Boston and New Bedford harbors (two of the nation’s busiest ports) and operates the 17.5 mile long Cape Cod Canal.  The district has also pioneered the development of hurricane protection barriers, building the first in the nation at Fox Point Barrier in Providence, RI

The New York District has a workforce of approximately 950 civilian employees who manage the Corps’ water resource development, navigation, and regulatory activities in northeastern New Jersey; eastern and south central New York State (including New York Harbor and Long Island); and part of Vermont, Massachusetts, and Connecticut.  It is also responsible for overall military design and construction management for the Army and Air Force in New England, New York, and northern New Jersey as well as overseas in Greenland.

The Norfolk District has a workforce of approximately 450 civilian employees at its headquarters and 29 field offices throughout Virginia to fulfill the district’s dual mission of military construction and water resource management.  The district’s military construction mission, which encompasses roughly the entire state of Virginia (except certain areas of Washington D.C.) includes engineering, design, and construction of various projects at eight [image: image15.wmf]military installations as well as Army reserve centers throughout the district.  The district provides much needed planning, design, and construction expertise in beach erosion and hurricane protection as well as flood control.

The Philadelphia District has a workforce of approximately 550 civilian employees who are involved in managing the water resources of the Delaware River Basin and of the Atlantic coast from New Jersey (Manasquan Inlet to Cape May) and the southern boundary of Delaware.  The district provides navigation, coastal engineering, planning, work for others, regulatory, emergency management, and military construction; operates and maintains the Chesapeake and Delaware Canal; operates one of four Corps-owned ocean-going hopper dredges (the McFarland); and is involved in planned, emergency and national defense dredging.

The NECPOC, along with our CPAC partners, have joined forces to help Army’s leaders move forward to meet their mission.  Together, in partnership with our civilian and military work force, we are prepared to face the challenges of the 21st century…!

Contribution from NECPOC Division 1, Red Castle Rock Team, Branch C, Gordon Kato
Create a Caption
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Last Issue's Winning Caption

Scrubbing this data base takes teamwork!

Congratulations to Colleen Whittaker, Northeast CPOC our January/February winner!  Thanks to all who participated!

The March/April Challenge

[image: image17.wmf]  
Give this March/April Cartoon Challenge a try.  Remember that entries will be judged on originality and how well it applies to the work processes of the Northeast Region.  Entry deadline: 2 April 1999.  The winning caption and graphic will be featured in the next issue of  The Telegraph, along with the name of the contributor and the employing installation.  The winner will also receive an electronic certificate that features his/her winning caption.

Send entry to Pat Adelhardt  pat.adelhardt @cpocner.apg.army.mil or fax to DSN 458-0098 or COM 410 306-0098.

[image: image6.wmf]
Check it out


Be sure to access the NECPOC Homepage for up to date information including the latest FPI Tip Sheet.

.
SPREAD THE WORD!

Every issue of The Telegraph is written for the benefit of the employees of the Northeast Region.  This document is not intended to duplicate the DA Civilian Personnel Bulletin, but rather to highlight the issues that are particularly pertinent to the employees in this region.   Contents of the Newsletter are not necessarily official views of, or endorsed by, the U.S. government, Department of Defense, Department of the Army or the Northeast Civilian Personnel Operations Center.


By providing the communication electronically, each CPAC is able to add articles that are specific to that installation.  It is then anticipated that the CPAC will forward the newsletter to all the customers it services.


If there are regional issues that need to be covered please advise us of your area of interest.  If there is a local issue, development, product or dilemma that needs to be shared with the Northeast Region contact your CPAC representative and request an article be developed for submission.  Your comments, recommendations and concerns are always welcomed.


Point of contact is Pat Adelhardt, COM (410) 306-0063, DSN 458-0063, email: pat.adelhardt@cpocner.apg.army.mil

Customer Feedback form

The Customer Feedback form is on the Web!  You can use the NECPOC home page, or the feedback form sent as an attachment to this transmission to comment on The Telegraph or any other product that the Northeast CPOC provides.  Your comments are important to us!

******************************

About the Telegraph...
Articles, editorials, and comments for The Telegraph are welcomed, and should be directed to Pat Adelhardt, COM (410) 306-0063, DSN 458-0063, email: pat.adelhardt@cpocner.apg.army.mil


Graphics and layout point of contact is Patrick Mullin, COM (410) 306-0186, DSN 458-0186, email: patrick.mullin@cpocner.apg.army.mil


Make sure to utilize the Customer Feedback Form! H. L. Hunt
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