PLEASE DISTRIBUTE IN YOUR ORGANIZATION “DOWN THE CHAIN” TO ENSURE WIDEST DISSEMINATION.  SOME OF THE ARTICLES ARE FOR SUPERVISORS, BOTH MILITARY AND CIVILIAN, SO PLEASE PASS TO YOUR SUPERVISOR. 
we encourage you to complete the attached customer service questionaire and return to our office (IF YOU INDICATE “YES” WE CAN CONTACT YOU ON THE FORM, PLEASE INCLUDE YOUR NAME AND PHONE NUMBER, AS THE ATTACHED ELECTRONIC FORM DOES NOT INDICATE WHO YOU ARE:  
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REMINDER…UPDATING CURRENT DUTY (DAYTIME) PHONE NUMBER:  We are each responsible for updating our duty (daytime) phone number.  The phone number is updated by calling the Benefits & Entitlements Servicing Team (BEST), 1-800-997-2378, and following the instructions on the Interactive Voice Response System (IVRS).  This number is VERY important to each one of us, as it prints on our career briefs, promotion briefs, etc. and is used by selecting supervisors if we are referred for a vacancy.  THIS IS THE WAY A SELECTING SUPERVISOR contacts us if we are on a referral certificate for a vacancy.  It is important to also remember, that if we change jobs, we need to update the phone number…it does not get updated automatically.    

UPDATED CIVILIAN PERSONNEL “FUNCTIONAL” DIRECTORY:  
[image: image2.wmf]CPFfunctional.doc


SUPERVISORY TRAINING : The 3rd EEO training session for supervisors and managers is scheduled for Wednesday, 30 Aug 00 at 0730 hours at CMAS.  It will be held in the TSF Auditorium outside the mountain.  We have the auditorium reserved from 0715 until 0845.  It seats approximately 60 people.  This training is conducted by 21 SW Staff Judge Advocate Office, Equal Employment Opportunity Office, and the Civilian Personnel Flight.

________________________________________________________________________________________________________

LOWER FEHBP PREMIUM COSTS BEGIN OCTOBER 1 - Beginning on October 1, 2000, most federal employees will be paying less out-of-pocket for their health insurance premiums.  That is the date that OPM’s “premium conversion” plan goes into effect, so that federal employees in the Executive Branch participating in the Federal Employees Health Benefits Program (FEHBP) can pay their health insurance premiums with pre-tax dollars.  The cost for premiums is not affected.  Instead, under the plan, employees’ premiums are not subject to Federal income, Medicare, or Social Security taxes.  In most cases, state and local taxes are reduced by this plan as well (except for those living in New Jersey and the Commonwealth of Puerto Rico).  This benefit does not apply to retirees, survivors, and former spouses.  The plan is already available to employees of the U.S. Postal Service, the Federal judiciary, and many private-sector workers.  The average federal employee is expected to save approximately $434 per year.

________________________________________________________________________________________________________

> PAPERLESS LEAVE AND EARNINGS FROM DFAS > In a move to save printing and postage costs, the Defense > Department announced E-LES, the electronic leave and > earnings statements initiative due to be implemented this > September. Initially, DoD civilians and active duty and > reserve Marines will be able to view and print their leave > and earnings statements through the Employee/Member Self > Service (E/MSS). Army, Navy, and Air Force personnel will > be added to the E-LES system later in the year. Personnel > taking advantage of the E-LES system will be able to view > their statements earlier, and they will be able to view > the last three pay periods on line. E-LES, when > implemented, will be accessible through the Internet at > https://emss.dfas.mil or http://www.dfas.mil/emss.

________________________________________________________________________________________________________

MESSAGE FROM THE FM COMMUNITY:  As we've previously announced, civilian Employee/Member Self Service (E/MSS) access started in Mar 00.  This WWW-based pay service "at your fingertips" has proved very successful thus far.  There were over 10,000 Air Force civilian inquiries via the web site in March initially, and then the inquiries declined to around 4,500 inquiries in April and May.  This initial surge was expected as people tried out this new concept.  The Defense Finance and Accounting Service (DFAS) is using the remarks section on civilian LESs for a number of messages concerning E/MSS.  These messages identify what employees can do and that their temporary Personal Identification Number (PINs) to gain initial system access are good for 120 days.  DFAS plans to continue publicizing these messages indefinitely at this time.  

     Retired pay E/MSS access started in April and again the April inquiry figures were much higher at 54,735 inquiries as compared to May's 19,850 level.  The transaction to inquiry ratio for civilian employees is 50% and 37% for retired members.  The Air Force is working with DFAS to track total E/MSS activity to monitor month to month changes. 

     Air Force active duty access to E/MSS is slated to start Aug 00.  The initial phase will include the ability to make Federal tax and Direct Deposit changes.  The second phase, currently scheduled for mid-September, will include the option to change allotments and mailing addresses.  As was done for civilian and retired members, all active duty members will receive correspondence with their E/MSS temporary PIN and information regarding the E/MSS system prior to implementation.

     DFAS will test allowing civilians to use E/MSS (using DFAS employees) to access civilian Leave and Earnings Statements (LES) beginning in Aug 00.  If all works well, DFAS will add the rest of the civilian  population in Sep 00, with retired and active duty personnel following closely behind.  DFAS will continue system enhancements to the menu of helpful information on their E/MSS website <http://www.dfas.mil/emss>.  

     It is important for individuals to use their temporary PIN within 120 days of receipt (if not initially used, the temporary PIN expires after 120 days).  

________________________________________________________________________________________________________

MOBILITY EXERCISES:  During Mobility Exercises the Exercise Controllers are not to excuse anyone (military/civilian) to “go home”.  We ( during our EC meetings) discuss in detail that when damaged or affected facilities are evacuated we ensure evacuation procedures are followed, security police CORDONS are established, and occupants know were to relocate.  We then allow the occupants back into the facility.  If the term ”go home” is used, don’t take it literally…go back to the office.  

    It has been noticed that a great number of military/civilians take off in their POVs when a facility is evacuated and the SFs will detain them in the future.  Driving away is not a standard procedure and we are addressing it.  Of course commanders can help in this matter, and we intend have the info for them to follow-up on.

_______________________________________________________________________________________________________

> The Benefits and Entitlements Service Team and the Recruitment Call Center > automated phone systems will be unavailable beginning at 10 P.M. CST on > Saturday, 05 Aug 00 until 10 P.M. CST on Sunday, 06 Aug 00, due to a > scheduled power outage to replace outdated Uninterrupted Power Supply > (UPS) equipment.  This power outage affects our database servers.  During

> the down time, the Web/EBIS will also be unavailable.  Once the scheduled > work is completed, the automated phone system and Web/EBIS will be > available for business as usual.  
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1.  Please check appropriate responses:  



 FORMCHECKBOX 
  Civilian
 FORMCHECKBOX 
  Active Duty



 FORMCHECKBOX 
  Appointment
 FORMCHECKBOX 
  Walk-in


2.  Where are you stationed?  




 FORMCHECKBOX 
  Peterson AFB
 FORMCHECKBOX 
  Schriever AFB



 FORMCHECKBOX 
  Cheyenne Mountain AFS
 FORMCHECKBOX 
  Fort Carson



 FORMCHECKBOX 
  US Air Force Academy
 FORMCHECKBOX 
  Other: ________________)


3.  Please check the appropriate box of the service and/or purpose of your visit below:



 FORMCHECKBOX 
 Position Classification
 FORMCHECKBOX 
 Job Information



 FORMCHECKBOX 
 Training
 FORMCHECKBOX 
 Labor Relations



 FORMCHECKBOX 
 Staffing/Recruitment
 FORMCHECKBOX 
 Performance Recognition



 FORMCHECKBOX 
 Benefits and Entitlements
 FORMCHECKBOX 
 Discipline and Conduct



 FORMCHECKBOX 
 Grievances and Appeals
 FORMCHECKBOX 
 Other (specify below)


4.  How would you rate the overall service provided to you by the Civilian Personnel Office (please circle appropriate response)?



Outstanding
Excellent
Good
Okay
Poor
Bad 



Timeliness
(
(
(
(
(
(

(Customer service counter)








Timeliness
(
(
(
(
(
(

(In meeting your needs)








Professionalism
(
(
(
(
(
(

Accuracy
(
(
(
(
(
(

Courtesy
(
(
(
(
(
(

Knowledge
(
(
(
(
(
(

5.  Of the categories you just rated in paragraph four, which 3 are of greatest importance to you?


Timeliness (Customer service counter) --------------------
(

Timeliness (In meeting your needs) -----------------------
(

Professionalism ----------------------------------------
(

Accuracy ------------------------------------------------
(

Courtesy ------------------------------------------------
(

Knowledge ---------------------------------------------
(

6.  Please rate the OVERALL service provided to you by the Civilian Personnel Office.



Outstanding
Excellent
Good
Okay
Poor
Bad 



(
(
(
(
(
(

7.  What are your expectations of the Civilian Personnel Office?


8.  From your perspective, is there anything we can do differently to improve our service or product?


9.  May we contact you to discuss your responses? 



(  YES  
(  NO


Name/Phone: ___________________________________ 


-FOR 21 MSS PERSONNEL ONLY-

Please answer applicable questions.


1.  Was the customer’s expectation reasonable?



( YES 
( NO


2.  Did we meet or exceed the customer’s expectation?



( YES 
( NO


3.  If NO, how did we affect or change their expectation?


4.  If there was a problem, was it resolved?



( YES 
( NO



a.
Who solved it (individual)?



b.
At what level (element, flight, squadron)?



c.  By what means (phone, in-person, e-mail, etc.)?


5.  Was the customer satisfied?



( YES 
( NO


Comments:


Customer Satisfaction Survey


21st Mission Support Squadron


Civilian Personnel Flight
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Mission Statement:  “Provide customer-oriented personnel, family and educational services to enhance the worldwide mission of the 21st and 50th Space Wings; 302d Airlift Wing; HQ AFSPC; USSPACECOM; NORAD; Schriever Air Force Base; Cheyenne Mountain Air Force Station and the entire Peterson Complex to include tenant units and over 26 geographically separated units.”


Vision Statement


A world-class team of professionals putting people first and setting the standard of excellence.


We are committed to continuously improve the quality of mission support services on Peterson Air Force Base.  Please help us assess and improve our services by completing this survey.  If you have immediate concerns, please call me at
556-4023.  If I am unavailable, your call will be directed to a member of my senior staff, so your concerns can be addressed immediately.   



VENETIA E. BROWN, Lt Col, USAF



Commander, 21st Mission Support Squadron


THANK YOU!

Please drop in Customer Service box or mail to:



21 MSS/DPC   STOP 1142



135 Dover Street, Suite 1055



Peterson AFB CO  80914-1142
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