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BUILDING TOGETHER:
LEVERAGING CUSTOMERS’ VOICES TO 

TRANSFORM ARC SERVICES
8:30 AM – 10:00 AM

90 minutes
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CAROL LAMBERT
MODERATOR
Director
Engagement and Outreach

Engagement and Outreach is 
dedicated to delivering high-value 
promotional activities that 
highlight ARC programs and 
services, and seek customer 
feedback to improve the customer 
experience.



2021 ARC CUSTOMER MEETING
BETTER TOGETHER: CO-CREATING OUR FUTURE

8:30 AM – 10:00 AM
90 minutes

2:00 PM – 3:30 PM
90 minutes

MODERNIZING TOGETHER: 
IMPROVING SERVICE 
DELIVERY FOR YOU

ACHIEVING TOGETHER:
YEAR-END GUIDANCE AND 

THE IMPACT OF POLICY 
CHANGES

11:00 AM – 12:30 PM
90 minutes

BUILDING TOGETHER:
LEVERAGING CUSTOMERS’ 

VOICES TO TRANSFORM ARC 
SERVICES

Focus on modernizing systems and 
building efficiencies

Focus on using customer feedback to 
shape ARC services

Focus on year end requirements and 
legislative changes related to the 

pandemic or administration change

4https://arc.fiscal.treasury.gov/about-arc/news-and-events/
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A FEW 
NOTES
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• We want to hear from you! Please send your 
questions through the “Questions” tab on 
GoToWebinar panel.

• Today’s presentation is available as a 
“Handout” through your GoToWebinar panel.

• Your feedback is important to us. Please 
complete our post-webinar survey.

• Today’s sessions will be recorded and posted 
at arc.fiscal.treasury.gov/about-arc/news-
and-events/.

https://arc.fiscal.treasury.gov/about-arc/news-and-events/


Deputy Assistant Secretary Edwards 
Holmes is responsible for advancing 
government-wide efforts to improve 
federal financial management, leading 
government-wide accounting policy, and 
overseeing the production of the 
Financial Report for the U.S. 
Government.
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AMY EDWARDS HOLMES
DEPUTY ASSISTANT 
SECRETARY
US Department of the Treasury



ARC works with you to improve your 
agency's success by delivering 
responsive, customer-focused, cost-
effective administrative support. Our 
mission is to fully and professionally 
support your mission.
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PAUL DEULEY
ARC EXECUTIVE DIRECTOR



BUILDING TOGETHER:
LEVERAGING CUSTOMERS’ VOICES TO TRANSFORM ARC SERVICES
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Jacob Oberlin, Product Owner, 
Transformation Management 

Office

NEW WORKFLOW TOOL 
SUPPORTS MORE 
CONSISTENT AND 

INTEGRATED CUSTOMER 
INTERACTIONS

Tia Shackleford, Supervisory 
HR Specialist, HR Services

ENHANCING THE 
CUSTOMER RETIREMENT 

AND BENEFITS EXPERIENCE 
WITH SELF-SERVICE 

FEATURES

Larry Davis, Supervisory 
Relocation Analyst, Travel 

Services

FROM FOUR STEPS TO ONE: 
SIMPLIFYING EMPLOYEE 
RELOCATION VOUCHERS 

WITH DIGITAL CAPABILITIES

Brittany Huffman, Supervisory 
HR Specialist, HR Services

HOW ARC USED JOURNEY 
MAPPING TO IMPROVE THE 

HIRING PROCESS FOR 
HIRING MANAGERS



JACOB OBERLIN

Product Owner
Transformation Management 
Office
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NEW WORKFLOW TOOL 
SUPPORTS MORE 
CONSISTENT AND 
INTEGRATED CUSTOMER 
INTERACTIONS



ARC Customer Portal Pilot

Prototype and Roadmap
Post-Pilot Project Execution

M A Y  1 8  – A U G  1 7 A U G  1 8  – T B D
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WHAT ARE WE DOING?

Customers and employees need a better way of 
engaging with each other - one that is more modern, 
efficient, experience-driven, and user-friendly. 

Decision point: How do we 
move forward?



N E W
WAYS OF WORKING
Customer-centric, using human-centered 
design, Agile development, and test and 
learn principles
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CUSTOMER
CENTRICITY

Using human-centered design to discover, design, 
build, and test with a 360-degree view of our 

customers in mind
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L E A D  ∙  T R A N S F O R M  ∙  D E L I V E R 13

https://arc.fiscal.treasury.gov/videos/my-arc/all-agencies/evolving-to-meet-your-needs.mp4


HOW ARE WE USING OUR TIME IN THE 
CUSTOMER PORTAL PILOT? 

Building a prototype for one Financial Management workflow

Developing a roadmap for a path forward
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WHAT ARE OUR GOALS IN THE 
CUSTOMER PORTAL PILOT?

Deliver on the ARC promise to make 
complex simple

Understand customer wants and needs 
for a portal

Discover if this portal can prove its 
value through a prototype and roadmap
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HOLISTIC DESIGN AND BUILD
Adopting a true Agile development approach to iteratively 
design and develop functionality at pace
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REIMAGINING 
PROCESSES
Bringing a test and learn 
mindset to help reduce 
inefficiencies and 
redundancies
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WHAT’S NEXT?
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Look for updates from our project 
through the Customer Bulletin & other 

communication mediums

Reach out to us at
Jacob.Oberlin@fiscal.treasury.gov if you 
have insights, feedback, and/or want 

to get involved 



TIA SHACKLEFORD

Supervisory HR Specialist
HR Services
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ENHANCING THE CUSTOMER 
RETIREMENT AND BENEFITS 
EXPERIENCE WITH               
SELF-SERVICE FEATURES



WHERE WOULD 
YOU BEGIN IF YOU 
WERE READY TO 

RETIRE FROM 
FEDERAL SERVICE 
IN THE NEXT FIVE 

YEARS?



CUSTOMERS ARE AT THE HEART 
OF ALL THAT WE DO



WHAT IS THE GOVERNMENT 
RETIREMENT AND BENEFITS (GRB) 
SYSTEM?
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• 24/7 online access to:

• Calculate unlimited annuity estimates

• View associated benefits data

• Monitor retirement information

• Transmit Personally Identifiable Information (PII) 
through a secure portal to and from ARC HR, 
including retirement forms

• Prepare retirement paperwork for submission to HR

• Review a comprehensive reference library of 
content relating to Federal benefits and retirement
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HOW WE GOT HERE

Pilot with 
customers

Solicit 
feedback

Evaluate 
feedback and 

adjust

Implement 
changes



GRB



































WHAT YOU CAN EXPECT
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More functionality 
coming

All customers will 
have access by 

FY21 end

We’re still here 
to support your 

benefits and 
retirement needs

We’ll continue to 
work directly 

with employees 
within 1 year of 

retirement

You’ll have access 
to training videos 
and user guides
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Benefits Service Center
1-866-868-4357

Benefits@fiscal.treasury.gov

WE WANT TO HEAR FROM YOU



LARRY DAVIS

Supervisory Relocation Analyst
Travel Services
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FROM FOUR STEPS TO ONE: 
SIMPLIFYING EMPLOYEE 
RELOCATION VOUCHERS WITH 
DIGITAL CAPABILITIES



MEET AARON
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N
O

W
TH

EN
Use the 

Employee Self 
Vouchering 

Wizard

Search for 
forms

Download 
forms

Fill out and 
sign forms

Upload 
forms and 

documentation

 Everything completed in one place

 More efficient process with less steps

 No need to download forms

CUSTOMER WINS

moveLINQ

ARC Website moveLINQ



WHAT WE DID
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Customer
feedback

Identified 
opportunity

Implemented self 
vouchering feature

Piloted with 
customer group

Rolling out to all 
customers by 

Oct. 2021
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WHAT YOU CAN EXPECT
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We will finish rolling out this 
enhancement to all agencies 

in the coming months

WE WANT YOUR FEEDBACK

Share questions and feedback with 
the Relocation Services Branch

304-480-8469

PCSTravel@fiscal.treasury.gov



BRITTANY HUFFMAN

Supervisory HR Specialist
HR Services
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HOW ARC USED JOURNEY 
MAPPING TO IMPROVE THE 
HIRING PROCESS FOR HIRING 
MANAGERS



HAVE YOU EVER BEEN 
INVOLVED IN THE HIRING 

PROCESS?
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Submitting a 
Recruit 
Request

Building an 
Assessment

Reviewing 
Application

Selection 
Process

Creating a Job 
Announcement

WHAT WE KNOW
It can be a long process and is often 

policy and regulation driven

WHAT CAN ARC DO?
Make a complicated process 

easier for YOU!

WHAT IS THE HIRING PROCESS?



WE ARE LISTENING

SPOKE TO CUSTOMERS
Asked hiring managers and liaisons:
• What is working?
• What isn’t?
• Where are your pain points?

REVIEWED SURVEYS 
Sent to hiring managers after a 

hiring action completes

Analyzed responses and looked at 
candid responses
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WE HEAR YOU

Using journey mapping to outline key moments in the process 
and the feelings toward each one based on customer feedback
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STAFFING 
STAGE

CUSTOMER 
ACTIVITIES

CUSTOMER 
TOUCHPOINTS

CUSTOMER 
EXPERIENCE

HR Customer: Fiscal Hiring Manager

JOB ANNOUNCEMENT: 43 DAYS* SELECTION: 29 DAYS*PRE-POSTING: 8 DAYS*

CURRENT STATE HR STAFFING JOURNEY MAP

64

Submit 
request to 

ARC to 
recruit new 
personnel

Receive 
HRT 

notification
that HR 

Specialist 
has been 
assigned

Review Job 
Opportunity 

Announceme
nt (JOA) and 
approve for 

posting

Receive 
notification 
that JOA is 

about to 
close and 

current 
status of 

applicants

Receive 
notification 
that JOA is 

closed

Receive 
hiring 

certificate 
with eligible 
candidates 
to select

Prepare 
interview 

questions, 
conduct 

interviews
and enter 
into hiring 

system

Receive 
accept, 

decline, or 
stipulations 
notification

from 
Specialist

Confused –
if not 

trainedExcited Informed Inefficient

Disappointed 
with 

candidates
Uninformed 
/ ForgottenUseful

HIGH

LOW

Review Job 
Analysis 
(JAA) and 
approve

Eager

Security 
processing

and pre-
employment 

checks

Conduct 
strategic 

conversati
on with 

ARC (and 
SME as 
needed)

Anxious / 
Excited

Receive 
copy of 

offer letter
sent to 

selectee 
and Entry 
on Duty 

(EOD) date

Relieved / 
Accomplished

*Estimated days based on ARC Hiring Job Aid

Confirm 
JOA is 

posted and 
includes 
approved 

information

Return 
certificate 

with 
selections 
and non-

selections in 
hiring 

system

Hopeful

Valuable –
if trained

Satisfied w/ 
candidates

Review 
apps, 

resumes, 
and certs
with SME

Skeptical – if 
unqualified 
candidates

Productive 
- if accurate 

info

Ineffective –
if inaccurate

Competent –
if familiar with 

system

Frustrated –
if not familiar 
with system

Optimistic –
if qualified 
candidates

Informed –
if proactive 

comms

Uninformed 
– if no  
comms

Email 
(manual)HR Connect PAWS Email

Career 
Connector 

(CC) PAWS
Career 

Connector
Phone, 
Email PAWS Email PAWS Email

Phone, 
Email PAWS Email

Phone, 
Email

PAWS Email, 
CC

Career 
Connector

In-Person, 
Phone, 
CC/US



STAFFING 
STAGE

CUSTOMER 
ACTIVITIES

CUSTOMER 
TOUCHPOINTS

CUSTOMER 
EXPERIENCE

HR Customer: Fiscal Hiring Manager

JOB ANNOUNCEMENT: 43 DAYS* SELECTION: 29 DAYS*PRE-POSTING: 8 DAYS*

CURRENT STATE HR STAFFING JOURNEY MAP
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Submit 
request to 

ARC to 
recruit new 
personnel

Receive 
HRT 

notification
that HR 

Specialist 
has been 
assigned

Review Job 
Opportunity 

Announceme
nt (JOA) and 
approve for 

posting

Receive 
notification 
that JOA is 

about to 
close and 

current 
status of 

applicants

Receive 
notification 
that JOA is 

closed

Receive 
hiring 

certificate 
with eligible 
candidates 
to select

Prepare 
interview 

questions, 
conduct 

interviews
and enter 
into hiring 

system

Receive 
accept, 

decline, or 
stipulations 
notification

from 
Specialist

Confused –
if not 

trainedExcited Informed Inefficient

Disappointed 
with 

candidates
Uninformed 
/ ForgottenUseful

HIGH

LOW

Review Job 
Analysis 
(JAA) and 
approve

Eager

Security 
processing

and pre-
employment 

checks

Conduct 
strategic 

conversati
on with 

ARC (and 
SME as 
needed)

Anxious / 
Excited

Receive 
copy of 

offer letter
sent to 

selectee 
and Entry 
on Duty 

(EOD) date

Relieved / 
Accomplished

*Estimated days based on ARC Hiring Job Aid

Confirm 
JOA is 

posted and 
includes 
approved 

information

Return 
certificate 

with 
selections 
and non-

selections in 
hiring 

system

Hopeful

Valuable –
if trained

Satisfied w/ 
candidates

Review 
apps, 

resumes, 
and certs
with SME

Skeptical – if 
unqualified 
candidates

Productive 
- if accurate 

info

Ineffective –
if inaccurate

Competent –
if familiar with 

system

Frustrated –
if not familiar 
with system

Optimistic –
if qualified 
candidates

Informed –
if proactive 

comms

Uninformed 
– if no  
comms

Email 
(manual)HR Connect PAWS Email

Career 
Connector 

(CC) PAWS
Career 

Connector
Phone, 
Email PAWS Email PAWS Email

Phone, 
Email PAWS Email

Phone, 
Email

PAWS Email, 
CC

Career 
Connector

In-Person, 
Phone, 
CC/US



STAFFING 
STAGE

CUSTOMER 
ACTIVITIES

CUSTOMER 
TOUCHPOINTS

CUSTOMER 
EXPERIENCE

QUICK WIN 
ALIGNMENT

JOB ANNOUNCEMENT: 43 DAYS* SELECTION: 29 DAYS*PRE-POSTING: 8 DAYS*

FUTURE STATE HR STAFFING JOURNEY MAP
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HIGH

LOW

Liaison and 
Hiring 

Manager 
Refresher

Weekly 
Security 
status 

updates

Liaison and 
Hiring 

Manager 
Refresher

Comms 
Guidelines 

and 
Expectations

Job aid for 
submitting 
requests

HR 
Specialist 
Refresher

*Estimated days based on ARC Hiring Job Aid

Submit 
request to 

ARC to 
recruit new 
personnel

Receive 
HRT 

notification
that HR 

Specialist 
has been 
assigned

Review Job 
Opportunity 

Announceme
nt (JOA) and 
approve for 

posting

Receive 
notification 
that JOA is 

about to 
close and 

current 
status of 

applicants

Receive 
notification 
that JOA is 

closed

Receive 
hiring 

certificate 
with eligible 
candidates 
to select

Prepare 
interview 

questions, 
conduct 

interviews
and enter 
into hiring 

system

Receive 
accept, 

decline, or 
stipulations 
notification

from 
Specialist

Valuable –
trainedExcited Informed Efficient

Satisfied w/ 
candidates

Informed / 
ValuedUseful

Review Job 
Analysis 
(JAA) and 
approve

Eager

Security 
processing

and pre-
employment 

checks

Conduct 
strategic 

conversati
on with 

ARC (and 
SME as 
needed)

Anxious / 
Excited

Receive 
copy of 

offer letter
sent to 

selectee 
and Entry 
on Duty 

(EOD) date

Relieved / 
Accomplished

Confirm 
JOA is 

posted and 
includes 
approved 

information

Return 
certificate 

with 
selections 
and non-

selections in 
hiring 

system

Hopeful

Review 
apps, 

resumes, 
and certs
with SME

Optimistic –
qualified 

candidates

Productive -
accurate 

info

Useful –
familiar with 

system

Informed –
proactive 
comms

Email 
(manual)HR Connect PAWS Email CC/US PAWSCC/US

Phone, 
Email PAWS Email PAWS Email

Phone, 
Email PAWS Email

Phone, 
Email

PAWS Email, 
CC/US CC/US

In-Person, 
Phone, 
CC/US

Liaison and 
Hiring 

Manager 
Refresher

R&R and 
timeline job 

aid

HR Customer: Fiscal Hiring Manager



HR CX “TEST AND LEARN”
Create prototypes based off the ‘low points’ of the journey map.

Validate during “test and learn” with hiring managers. 

Quick Win 
Experiment 1:

Customer 
Job Aids

Quick Win 
Experiment 2:

Communication & 
Transparency

Quick Win 
Experiment 3:

Training 
Opportunities

Experiment with new job aids 
or  improvements to current 

ones

Helping the customer ‘self 
help’ if desired

Communicate contacts, 
identify opportunities for 

status updates, and 
experiment communications 

improvements

Both for the customer/hiring 
managers and for ARC HR 

Specialist

TEST AND LEARN

67



HOW WE WORK

68

Ask for 
customer
feedback

TEST 
AND 

LEARN

Categorize
customer 
feedback

Act on 
customer 
feedback

Share the 
action with 
customers



CURRENT 
STRATEGIC 

CONVERSATION 
DOCUMENT

69



Have a strategic conversation (15 
mins) with your HR specialist at the 

start of the staffing journey after the 
recruit request Is submitted. This is to 

build clarity, consistency, 
transparency and ongoing 

partnership.

The front end investment 
(conversation) will save time in the 

end.

Action Items & Next steps:
 Review Job Analysis (Hiring Manager)

 Build Job Opportunity Announcement (HR Specialist)

 Review Job Opportunity Announcement (Hiring Manager)

 Post Job Opportunity Announcement (HR Specialist)

 Vacancy Title:

 HR Specialist:

 Hiring Manager:

 Liaison/AO:

 Assigned Supervisor & phone

 Is SME review requested?

 SME name:

 Office / Location / Cost Code:

 ORG Code

 # of Vacancies:

 Grades Posting:

 Position Type: 


AWS / Telework / Work 
Schedule: 

 Travel: 

 Sensitivity Level: 


Security Clearance 
Requirements:


Has the position been posted 
recently?

 USAHire being used?

 Relocation Expenses: 

 Student Loan Repayment:

 Recruitment Incentives:  

 Bargaining Unit? FLSA?

Purpose
Charting your course on the 

staffing journey

Area of 
Consideration:

• ARC HR website (Job Aids & Information)
• Training Videos

Comments & Recommendations:

What AOC do you expect to get your best candidates from (bureau or 
agency only, all status, DEU)? Do you expect a large applicant pool 
within the defined AOC?  Do you have a sufficient pool of candidates 
within your agency?

<Insert text here>

*OPEN*?  

<Insert text here>
Who should be included in the all emails? Who should certs be 
assigned to?

<Insert text here>

Posting Information 
& Details

Staffing Kick-off Compass

Links to Tools 
& Resources:

Budget Approval Classification Staffing (ARC Staffing) Hire Processed OnboardingApprove Job Analysis Submit Recruit Request Orientation

• <Insert text here>



HOW WE CAPTURE CUSTOMER FEEDBACK
To test prototypes, we used this format to capture and document customer feedback

Text goes here

Text goes here Text goes here

Text goes here

LIKE DISLIKE

QUESTIONS IDEAS
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WE WANT TO HEAR FROM YOU

This is only the beginning
You will be seeing the outcomes of these sessions 

(job aids, new communications, trainings)
More sessions will continue for feedback

We want to hear your feedback
Share pain points or suggestions: Brittany.Huffman@fiscal.treasury.gov

Take the survey
After each portion of the hiring process, take the survey to be heard

72

mailto:Brittany.Huffman@fiscal.treasury.gov


THANK YOU!

ARCCOMMUNICATIONSMAILBOX@FISCAL.TREASURY.GOV

ARC.FISCAL.TREASURY.GOV
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