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                          March 30, 2001

MEMORANDUM FOR SEE DISTRIBUTION

SUBJECT:  External Standard Operating Procedure E-99-04 for Payroll Resolution

Team (Supersedes SOP E-99-04, dated September 18, 2000) 

1.  PURPOSE.  To establish operating procedures for submission of pay issues/problems within the West Civilian Personnel Operations Center (WCPOC) to the Payroll Resolution Team (PRT), Customer Focused Division I (CFD I).

2. SCOPE.  These procedures apply to the West Region, including the Civilian  

Personnel Advisory Centers (CPACs), Customer Service Representatives (CSRs) servicing the West Region, and the WCPOC.

3. RESPONSIBILITY.  

a. The CPAC/CSR will:

(1) Send inquiries regarding pay issues to the PRT, CFD I (see Appendix A for

examples of pay issues; Appendix B for Decision Logic Table). 

(2) Send inquiries regarding all issues not directly related to pay to the 

CPAC’s servicing CFD Branch at the WCPOC (see Appendix A for examples of these issues).

b. The PRT will:

(1)  Act for the CFD I Division Chief in managing the pay resolution program.

      (2)  Determine the appropriate course of action necessary to resolve the pay 

issue.  

(3) Work the action or forward it to another action officer to complete.

(4) Provide either an interim response or solution to inquirer within two 

working days.
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(5) Track the action to insure needed action is taken.

(6) Enter data into the database.  

            (7)  Close the loop with a final response to the inquirer as to the solution and action to be effected (Appendix C).  The CPAC and CSR will be provided information copies of the final response.  

(8) Provide reports as required.

(9) Perform payroll reconciliation as required.

c. The Processing Team Leader (PTL) on each CFD Branch and the Team Leader on each Classification Team will:

(1)  Work actions forwarded to them by the PRT. 

(2)  Keep the PRT and other interested individuals informed of status of actions.

(3)  Prepare personnel actions required to correct the pay problem within two 

working days of identification of the problem or receipt from the PRT.


(4)  Close the loop with a final response to the PRT, including copies of applicable SF50s.

4.  PROCEDURES.

a.  Resolving pay problems:

           (1)  The PRT will receive all pay related issues via email at the email address:

 payroll.resolutions@cpocwcp.hua.army.mil.  This email account will be continuously monitored.  The information required on the email request will be the servicing CPAC, name and phone number of POC, full name of employee, social security number, organization employee works for, description of pay issue including dates, nature of personnel action causing the problem, and any additional information pertaining to the case. 

(2) Phone call inquiries will be limited to issues that will create a situation where an employee will receive no pay or a significant reduction in pay (i.e., situations where DFAS will cut a supplemental check).  Phone number is Comm 520-533-0127 or DSN 879-0127.
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          (3)  The PRT will track and coordinate the pay issue:

     (a)  Routine inquiries will be emailed to the PTLs for corrective action.  The PTLs will respond within two days as to the status of the action.  Once completed, the PTL will notify the PRT with final results.  The goal is that routine pay problems resulting from a reject in the Modern Defense Civilian Personnel Data System (MDCDPS) will be corrected within two working days; all other pay problems will be corrected within one pay period. 

                 (b)  Complex pay issues, i.e., those involving multiple personnel actions, will be researched and completed by the PRT.  Once research is completed, processing of these actions will be accomplished within two working days.  Those actions not completed by the PRT will be those requiring position build corrections; they will be forwarded to the Classification Team Leader for processing within their team. The goal is that routine pay problems resulting from a reject in MDCPDS will be corrected within two working days; all other pay problems will be corrected within one pay period.

          (4)  The PRT will authenticate and perform Quality Control (QC) of actions initiated.

          (5)  The PRT will keep the CPAC/CSR informed of all updates including a final email informing them of the resolution and what the employee can expect.  This will include inquiries forwarded to the PTLs/Classification teams.

          (6)  If a correction is necessary because of an overpayment, the PRT or the Staffing Specialist will notify the CPAC prior to processing the correction.  The PRT or the Staffing Specialist will notify the employee by letter (see sample at enclosure) and will explain what is being corrected and why. 

          (7)  The PRT will input data of payroll issues into a database.  The PRT will  produce bi-weekly reports of open and closed pay cases and distribute to the WCPOC Director and Deputy, CFD Division and Branch Chiefs, and to the servicing CPAC/CSR if any cases exist for their serviced organizations.  The PRT will also provide input to the bi-weekly Significant Issues Report (SIR) for CPOCMA.

     b.  Payroll Reconciliation will be completed within the prescribed time frames.  The PRT will:

          (1)  Convene a Payroll Reconciliation Team, composed of the PRTs and a Personnel Actions Clerk (PAC) from each of the CFD Branches. 
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          (2)  Identify and determine cause for discrepancies between MDCPDS and DCPS.  

          (3)  If the error is in the personnel data, corrective action will be processed by the Payroll Reconciliation Team.

          (4)  If the error is in the payroll data, documents will be forwarded to the payroll office for corrective action.

          (5)  Copies of all supporting documentation will be made and attached to the 

reconciliation report.  Annotation will be made on the reconciliation report as to the corrective action taken; report will be dated and filed.  








//s//

Enclosure                                                       MARY M. RODRIGUEZ

                                                                       Director, West Civilian Personnel

1.  Appendix A                                                 Operations Center

2.  Appendix B

3.  Appendix C

DISTRIBUTION:

CPAC, Fort Huachuca, ATTN:  ATZS-CP  

CPAC, COE, Seattle, ATTN:  CENWS-HR  

CPAC, Fort Irwin, ATTN:  ADZJ-CP  

CPAC, Yuma Proving Ground, ATTN:  STEYP-CS-CP  

CPAC, I Corps and Fort Lewis, ATTN:  AAFZH-CP, 

CPAC, Dugway Proving Ground, ATTN:  STEDP-DBO-PCA-RP 

CPAC, POM DLI, ATTN:  ATZP-CPO 

CPAC, White Sands Missile Range, ATTN:  STEWS-RM-H 

CPAC, Tooele Army Depot, ATTN:  SIOTE-RSH 

CPAC, COE, Walla, Walla, ATTN:  Personnel Officer,

CPAC, Sierra Army Depot, ATTN:  SIOSI-CP 

CPAC, COE, South Pacific Div, ATTN:  CESPD-HR 

COE Northwest Division, ATTN:  CENWD-NP-HR 

CPAC, COE Portland District, ATTN:  CENWP-HR
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Chief, Customer Focused Division I

Chief, Customer Focused Division II

Chief, Information Services Division

Chief, Management Support Office

Chief, Human Resource Development Division
Appendix A

DEFINITIONS

1.  A pay problem is defined as a personnel action taken or not taken that changes or affects an employee’s income or benefits.  Examples are:

     a.  New employee not in payroll database for time card entry.

     b.  Employee receives his/her Notification of Personnel Action (NPA) (SF50) for a pay change, i.e. promotion/within-grade increase/change to lower grade/conversion and Earnings and Leave Statement  (ELS) does not reflect the new salary.

     c.  Employee received his/her NPA and grade/step/salary/FEGLI/retirement plan blocks are incorrect.

     d.  Employee is on retained grade/pay and grade/step/salary are incorrect.

     e.  Employee submits a health benefits/FEGLI/TSP form and it does not show on ELS that deductions are being withheld or wrong amount is being withheld.

     f.  CSR/Pay Technician receive an invalid report and needs action taken to correct it.

     g.  An award has been verified as processed but does not show in employee’s pay.

2.  A non-pay related issue is defined as an issue that does not directly involve an employee’s pay.  Examples are:

     a.  Employee receives his/her NPA and Name, SSN, DOB, Veterans Preference, Tenure, FLSA Code, etc. is incorrect.

     b.  Employee needs his/her service computation date (SCD) verified or updated due to new information or corrected due to error.

     c.  Employee needs proof of insurance coverage prior to receiving insurance card.

     d.  Employee is inquiring about his/her SF1150 (Record of Leave Data) or OPF arriving at the CPOC.

     e.  Employee/manager is inquiring on whether an award was received or processed.   

APPENDIX B

DECISION LOGIC TABLE

FOR

SUBMITTING INQUIRIES TO THE CIVILIAN PERSONNEL OPERATIONS CENTER

Ref #
Area
Question
Questions To
Responsible Area

1. 
Benefits Error
What does an employee do if he/she has not received a refund from erroneous deductions for health insurance, life insurance, Thrift Savings Plan (TSP) or retirement? 


CSR


CSR and CPAC

· Work jointly to determine problem.

If DFAS problem

- CSR will:

· Update DFAS system as appropriate or notify payroll technician

If Personnel Problem:

 -CPAC will:

· Enter problem into PAIS.  Notify employee when action has been completed.

-CPOC (PRT) will:

· Verify document.

· Make corrections and flow data as needed.

· Provide feedback to CPAC.

2. 
Deposit for Active Duty Military Service
How does an employee obtain information on making a deposit for active duty military service for retirement purposes?
Army Benefits Center –Civilian (ABC-C)
Employee

· Contact the ABC-C IVERS or EBIS automated systems for information.

· Obtain and complete RI 20-97 Form and send to appropriate military finance office for verification of earnings.

· Mail the completed RI 20-07form and check directly to DFAS, or establish payment schedule.

DFAS

· Receive and process the check.

· Calculate interest and notify employee.

· Complete Retirement Card (forward card to OPM when employee separates).

3. 
Data Updates:

a. Veterans Preference

b. Education Level

c. Race & National Origin Data


How does employee submit data updates?
CPAC
Employee

· Must submit appropriate documentation, e.g., DD214s, Transcripts, etc.
CPAC

· Forwards supporting documents to CPOC.  

CPOC (Staffing Team)

· Updates employee record.



Ref #
Area
Question
Questions To
Responsible Area

4. 
Special Pay Checks
Who does an employee contact if his/her hard copy check was not received?
CSR
CSR and CPAC

· Work jointly to determine problem.

If DFAS problem

- CSR will:

· Update DFAS system as appropriate or notify payroll technician

If Personnel Problem:

 -CPAC will:

· Notify employee when action has been completed.

-CPOC (PRT or Staffing Team) will

· Verify document.

· Make corrections and flow data as needed.

· Provide feedback to CPAC.

CSR

· Complete DD2660 (signed by employee).  Employee must wait 3 business days after payday to request replacement check.

· Send DD2660 to DFAS.

DFAS
· Review and send to disbursing office.



5. 
No Pay Actions.


What does an employee do if he/she does not receive a paycheck or the amount of the paycheck is incorrect?
CSR/CPAC
CSR
· Investigate inquiry by review of pay history.

· Request a special pay signed by Activity Commanding Officer/Director or designee, if no pay received.

· Call DFAS to notify Pay Tech that special pay request is coming.

· Notify employee when action has been completed.

CPOC (PRT or Staffing Team)

· Correct or re-flow the appropriate action as required.
· Provide feedback to CPAC.
DFAS
· Certify Time & Attendance and ensure NPA (SF50) did flow.

· Calculate special pay and input into DCPS.

· Notify CSR that special pay was issued.

Notes:

· Pay due must be at least 90% for a special pay to be processed.

· Special Pays are not processed for supplemental pay actions such as QSIs, VSIPs, and awards.

6. 
TSP-19
Who receives TSP-19  information?
CPOC
Employee 

· Provides CPAC TSP information.

CPAC

· Sends TSP-19 to CPOC
CPOC

· Transmits TSP-19 to DFAS.

· If TSP-19 is in OPF, PRT faxes to DFAS.

· If TSP-19 is not in OPF, Processing Team works with CPAC to verify information and complete form.  Processing Team then faxes to DFAS.

DFAS

· Handles inquires once info is transferred.

7. 
Correcting Cost Center/Org Codes for DFAS


Who does an activity contact when their cost center/org code is incorrect on the SF50B, Block 40?
CPAC


CPAC

· Submit corrected cost center/org codes to CPOC for input to DCPDS.

CPOC (Classification Team)

· Input cost center/org codes to DCPDS.

· Check DCPS (View Access) to ensure cost center/org code has been built by DFAS before transmitting actions.

8. 
Verification of NPA (SF50) – General:

·    Name

· SSN

· DOB

· Effective Date

· Nature of Action

· Legal Authority

· Position Title and Number

· Pay Plan

· Occupation Code

· Grade/Level

· Step/Rate

· Total Salary/Award

· Pay Basis

· Basic Pay

· Locality Adjustment

· Adjusted Basic Pay

· Other Pay

· Name & Location of Position’s Organization

· Veterans Preference

· Tenure

· Veterans Preference for RIF

· FEGLI

· Annuitant Indicator

· Pay Rate Determinant

· Retirement Plan


Who does an activity contact if a data element is incorrect on an NPA?
CPAC
CPAC
· Verify NPA data.

· Identify the SF50B blocks that require correction.

· Submit correct information to CPOC for correction.  

· Discuss with activity manager or administrative liaison if data was incorrect on the NPA.

CPOC (PRT if Pay item;  Staffing Team if non-Pay item)

· Initiate 002 Correction and correct data entry errors, as necessary.


· Service Computation Date

·  Work Schedule

· Part Time Hours Per Biweekly Pay Period

· Position Occupied

· FLSA Category

· Appropriation Code

· Bargaining Unit Status

· Duty Station Code

· Duty Station

· Agency Data

· Payroll Office

· Remarks




9. 
Leave Transfer
Who does an employee contact if leave has not been transferred from a former command?
CSR 

(New Activity/ Command)
CSR
· Research to determine if DCPS/DCPDS records (SF-1150) transferred.

· If not, CSR will work with DFAS and CPAC to get records transferred.

CPOC
· Send gaining NPA to losing Activity.

Note:  Positive annual and sick leave balances may be input by CSR using employee’s last LES.  The LES must be the last one prior to the transfer to ensure leave balances are current.  When the SF-1150 is received DFAS will verify balances and make changes if necessary.

10. 
System Generated Actions:

· WIGIs

· Pay Adjustments

· Conversions to Career Appts.

· Terminations-Expiration of Appointments
What does an employee do if he/she does not receive a paycheck or the amount of the paycheck is incorrect?
CSR
MGMT/Activity
· Research in Regional or contact the CPAC.

· Report discrepancies to the CPAC. 

CPAC
· Check Regional and/or Official Personnel Folder. 

· Notify employee when action is completed.

CPOC (PRT or Staffing Team)
· Research.

· Correct database, if needed.

· Provide feedback to CPAC. 

Notes:

· The CSR is to serve as the liaison between the employee and DFAS.  As such, the CSR is the employee’s first point of contact for pay/benefits issues.

· The CPAC/Management have an important role in ensuring the accuracy and timeliness of pay processing.

·  Direct contact between the CSR and CPOC is appropriate where that exchange will expedite correction of a pay error.

Appendix C

Letterhead

July 24, 2000

Office of the Director

Mr.                                

1234 Main St.

Sierra Vista, AZ

Dear Mr. ,

     The purpose of this letter is to notify you that during a routine audit of randomly selected actions, it was discovered that your pay had been incorrectly set when you were promoted to your current position.  The error occurred when an erroneous pay table that did not include locality pay was used resulting in your pay being incorrectly set at step 5.  Attached for your information is the Notification of Personnel Action that corrects your step and salary on the original Promotion action as well as the Within Grade Increase Notification of Personnel Action effective August 1, 1999, taking you to step 4.

     This documentation has been provided to the Denver Defense Finance and Accounting Service (DFAS) Office.  DFAS will review the documentation and conduct an audit of your payroll records to determine the extent of overpayment and will notify you accordingly.  If it is determined that you are indebted, they will explain the procedures for repaying it.  They will also afford you an opportunity to request waiver of the repayment or to request an opportunity to extend the repayment over a period of time.

     We regret any difficulty this action may have caused you, but are obligated to correct such errors once they are discovered. If you have any questions, please don’t hesitate to contact your local Civilian Personnel Advisory Center.

                                                                     Sincerely,

                                                                     Mary M. Rodriguez

                                                                     Director, West Civilian Personnel

                                                                        Operations Center

Enclosures

Copy Furnished:

Ft Huachuca CPAC 
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