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The efforts we take together to identify and 
address your questions, problems and needs 
to create seamless interactions throughout the 
entirety of our partnership. 

I.  Our Definition 
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Our ongoing dedication to: 
– Continuous improvement – i.e. improvements in 

efficiency/effectiveness of our services 
– Increased transparency in our processes 
– Data-driven decision-making 
– Improved communication and partnership 

 

II.  Why It Matters 
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Alignment with current mandates: 
– Budgetary reductions 
– Reform initiatives 

• Leaner government 
• Better performance management 
• Data based decision making 
• Elimination of redundancies 
• Increased use of shared servicing options 

 
 
 

 
 

 

II.  Why It Matters 
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Customer Experience Project 

III.  Recent Efforts 
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Project Goals 
– Focus on “in the process” feedback from 

transactional customers 
– Leverage technology 
– Keep it simple through short concise questioning 

 

III.  Recent Efforts 
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Available Surveys 
– My Position Classification Experience 
– My Job Analysis & Assessment Experience 
– My Hiring Selection Experience 
– My Overall Hiring Experience 

III.  Recent Efforts 
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Data Captured from Survey 
– ARC Customer Represented (optional) 
– Quality of Communication and Services  
– Effectiveness of E-mails and Job Aids 
– Quality of Assistance provided by our specialists 
– Specific Areas for Improvement 
– Recommend our Services? 

III.  Recent Efforts 
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Roles & Responsibilities Project 

III.  Recent Efforts 
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Project Goals 
– Clear definition of the roles and responsibilities 

within the governmental hiring process as 
outlined in the Code of Federal Regulations, and 
benchmarked in the Office of Personnel 
Management 80 day hiring model.  

– Creation of job aids and tools to help clarify and 
simplify process 

III.  Recent Efforts 
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Project Goals 
– Formalized way to educate everyone involved as 

to best practices identified 
– Increased transparency to help drive for 

reduction of time in the process 
 

III.  Recent Efforts 
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Job Aids 
– Provide simple, easy to follow instructions 
– Outline and define the process 
– Provide associated timeframes  
– Support customer requests for more 

transparency and information 
– Build knowledge in the industry 

III.  Recent Efforts 
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• Classification 

 
• Job Analysis/Assessment (JA/A) 

 
• Hiring Process 

III.  Recent Efforts 
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Classification Job Aid 
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Classification Job Aid 
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Job Analysis Job Aid 
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Job Analysis Job Aid 
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Hiring Process Job Aid 
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Hiring Process Job Aid 
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Where Can I Find the Job Aids? 
– Links to the Job Aids are embedded in the PAWS

emails

– Job Aids are available on the ARC Customer
Webpage

III. Recent Efforts

https://arc.fiscal.treasury.gov/services/human-resources/staff-and-classification-job-aids/
https://arc.fiscal.treasury.gov/services/human-resources/staff-and-classification-job-aids/
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External Training 

III.  Recent Efforts 
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Goal 
– Being a good partner in supporting the goal of 

good government includes educating not only 
our own employees, but also working with our 
customers to help meet their training needs, as 
well as helping to educate those in the HR 
Community in general. 

III.  Recent Efforts 
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Customer Training Offered 
– Staffing Options 
– Hiring Process 
– Veterans’ Preference 
– Category Rating 
– Job Analysis 
– Strategic Conversation/Developing the JOA 

III.  Recent Efforts 
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Customer Training Offered 
– Roles & Responsibilities 
– Wage Grade 
– Classification 101 
– How to Write a PD 

 
 

III.  Recent Efforts 
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Virtual HR Conference Presentations 
– A Practical Approach to Job Analysis 
– Better Data, Better Decisions 
– A Functional Guide to SES Hiring 
– Strategic Conversation 
– Using BPM to Improve Processes 
– Veterans’ Preference in the Hiring Process 

 
All video presentations are available on the ARC Customer webpage. 

III.  Recent Efforts 

https://arc.fiscal.treasury.gov/services/human-resources/staff-and-classification-job-aids/
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Internal Training 

III.  Recent Efforts 
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Internal Training Opportunities 
– Qualifications Training 
– Job Analysis Training 
– Job Opportunity Announcement (JOA) Training 
– Veterans’ Preference Training 
– Classification Factor Level Evaluation Training 
– Classification Cross Training 

 

III.  Recent Efforts 



L E A D  ∙  T R A N S F O R M  ∙  D E L I V E R  Page 30 

 
 

 
Qualification Task Force 

III.  Recent Efforts 
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Project Goal: Increase standardization of our 
qualifications process for job applicants by 

– Assessing training needs 
– Standardizing the way we document qualification 

determinations for job applicants 
– Updating our internal procedures 
– Ensuring the quality of the qualification service 

that we provide 

III.  Recent Efforts 
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Customer Partnering Opportunities 

III.  Recent Efforts 
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• Hiring Process Mapping 
• Job Analysis Assessment Strategy 
• Classification Process Improvements 
• Regular and Recurring Customer Status 

Calls 
• Onsite Customer Visits and Training 
• JA/A & PD Workshops 
• Hiring Surge 

 

III.  Recent Efforts 
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Hiring Surge 
– 656 Hires in January 2017 
– 140% more than the next highest January 
– 20% more than the highest total on record 

III.  Recent Efforts 
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How we did this: 
– Collaboration between customers and ARC led 

to the success 
– Partnership in strategic decisions 

• Led to Best practices: Shorter posting periods, 
application limits, one AOC (status or public), one 
grade level, etc. 

 
Let’s work together to continue these best 

practices! 

III.  Recent Efforts  
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The key to improved customer experience: 
 

IV.   Next Steps 
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Strengthened partnership between HR 
organizations 

IV.   Next Steps 
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• Define what success looks like under current 
mandates for leaner and more cost efficient 
environment 

IV.   Next Steps 
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• Continue documenting feedback received 
 

IV.   Next Steps 
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• Set realistic goals for improvement based on 
defined metrics, data-based decisions, and 
environmental scan 

IV.   Next Steps 
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Primary Contact 
Name:  Dalton Ferrell 

 Title:  Human Resources Specialist 
     Phone: (304) 480-8312 

 Email: dalton.ferrell@fiscal.treasury.gov 
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