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© Introduction

. VetGuide explains the special rights and privileges that veterans enjoy in Federal

ctvil service employment. The guide convenienily summarizes in one place
material from many laws and regulations that affect the employment of veterans.

* The guide will help Federal personnel specialists ensure that veterans receive the

advaniages they have carned.

The Office of Personnel Management {OPM) administers entitlement to veterans’
preference in empioyment under title 5, United States Code, and oversess other
statutory employment requirernents in fides 3 and 38. (Tide 38 also governs
veterans’ entitiement to benefits administered by the Department of Veterans
Affairs (VA}L}

Both title 5 and title 38 use many of the same terms, but ia different ways, For
exanple, service during a “war”™ is used to determine entitiement to veterans'
preference and service credit under title 5. OPM has always interpreted this (o
mean a war declared by Congress. But title 38 defines “period of war” o include
many non-declared wars, meluding Korea, Vietnam, and the Persian Gulf, Such
conflicts entite & veteran 1o VA benefits under Uile 38, but not necessarily to
preference or service credit under title 5. Thus it is critically important 1o use the
correct definitions m determining elipibility for specific rights and benefits in

employment.

For additional informatien, inclading the compleie text of the laws and regulations
on veterans’ rights, consult the references cited %,
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@ Veterans' Preference in Appointments

¢ Why Preference is Given

Since the time of the Civil War, veterans of the Armed Forces have been given some
degree of preference in sppointments to Federal jobs. Recognizing their sacrifice,
Congress enacted laws to prevent voterans seeking Federal employment from being
penalized for their ime in military service, Veterans' preference recognizes the
economic loss suffered by citizens who have served their country in uniform, restores
veterans to a favorable competitive position for Government employment, and
acknowledges the larger obligation owed to disabled veterans.

Veterans' preference in its present form comes from the Veterans' Preference Actof
1944, as amended, and is now codified in various provisions of title 5, United States
Code. By law, veterans who are disabled or who served on active duty in the Armed
Forces during certain speeified time periods or in military campaigns are entitled to
preference over others in hiring from competitive lists of eligibles and also in
retention during reductions in force.

In addition to receiving preference in competitive appointruents, velerans may be
considered for special noncompetitive appointments for which only they are
eligible. See Chapter 4,

% When Preference Applies

Preference in hiring applies to permanent and temparary positions in the competitive
and excepted services of the executive branch.  Preference does not apply to
positions iri the Senior Executive Service of 10 executive branch positions for which
Senate confirmation is required. The legistative and judicial branches of the Federal
Government also are exempt from the Veterans” Preference Act unless the positions
are in the competitive service {Government Printing Office, for example) or have
been made subject to the Act by another law,

Preference applies in hiring from civil service examinations conducted by the Office
of Personnel Management (OPM) and agencies under delegated examining authority,

. Tor most excepted service jobs including Veterans' Readjustment Appoinmiments

{VRA), and when agencies make temporary, term, and overseas limited
appoimtments. Veterans® preference does not apply to promotion, reassignment,
change 10 lower grade, transfer or reinstatement.

Veterans' preference does nol require an agency to use any particular appointment
provess. Agencies have broad authority under law to hire from any appropriate
source of eligibles including special appointing authorities. An agency may consider
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candidates already in the civil service from an agency-developed merit promotion list
or it may reassign a current employee, transfer an eraployee from another agency, or
reinstate a former Federal employee. In addition, agencies are required to give
priority to displaced employees before using civil service examinations and similar
hiring methods.

© Civil service examination: Title  United States Code (U.S.C) 3304-3339, title 5 Code of

" Federst Regulations (CFR) Part 332, GPM Delegation Agreements with jndividusi agencies,

OFM Examining Handback, OPM Delegaied Examining Operations Handbook: Excepted

_ Service appointmenss, incleding VEA's: 8 UBC, 3320; 3 CFR Poart 3025 Temporary and rerm

employment; S CFR Parts 316 and 333; Overseus limited employment: 5 CFR Part 301;
Career Yransition Program: 5 CFR Part 330, Subparts F and G,

e Types of Prefercnce

To receive preference, a veteran must have been separated from active duty in the
Armed Forces with an honorable or general discharge. As defmed in 53 U.S.C.
2101(2), "Armed Farces” means the Army, Navy, Air Force, Marine Corps and Coast
Guard, The veteran must alse be eligible under one of the preference categories
below (aiso shown on the Standurd Form (SF) 50, Notification of Persoancl Action).

Military retirees at the rank of major, Hieutenant commander, or higher are not
eligible for preference in appointment unless they are disabled veterans,

Active duty for tegining or inactive duty by National Guard or Reserve soldicrs does
not qualify as “sctive duty” for preference.

For purposes of this chapter and 5 U.S.C. 2108, "war" means only those armed
conflicis declared by Congress as war and includes Workd War 11, which covers the
pentod from December 7, 1941, to April 28, 1952,

When applying for Federal jobs, eligible veterans should clatm preference on their
application or resume. Applicants claiming 10-point preference must complete
Stapdard Form (SF) 15, Application for 10-Point Veleran Preference, and submit the
requested documentation,

The following preference categories and points are based on § U.S.C. 2108 and 3309
as modified by a length of service requirernent in 38 U.S.C. 5303A(d).  (The letters”
fotlowing each category, e.g., “TP,” are 1 shorthand reference used by OPM in

. competitive examinations.)
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¥ 5-Point Preference (TP)

Five points are added to the passing examination score or rating of 3 veteran
who served: -

» During a war;
or

» During the period April 28, 1952 through July 1, 1935;
or

» For more than 180 consecutive days, other than for training, any
part of which occarred after January 31, 1958, and before October 15,
1976;

or

» Ina campaign or expedition for which a campaign medal has been
suthorized, Any Armed Forces Expeditionary medal or campaign
badge, including El Salvador, Lebanon, Grenada, Panama, Southwest
Asia, Somalia, and Haiti qualtfics for preference. For more
information, see Chapter 7 of The Guide 1o Processing Personnel
Actions, an OPM operating manual, )

A campaign medal holder who onginally enlisted after September 7,
1980, {or began active duty on or after October 14, 1982, and has not
previously completed 24 months of continuous active duty) must
have served continuously for 24 months or the full period catled or
ordered o active duty., The 24-month service requirement does not
apply to 10-point preference eligibles separated for disability incurred
or sggravated in the line of duty, or to veterans separated for hardship
or other reasons under 0 US.C, 1171 or 1173,

" ¥ 10-Point Compensable Disahility Preference (CF)
Ten points are added to the passing examination score or rating of!
+ A veteran who served at any time and who has a compensable

service-connected disability rating of at least 10 percent but kese than 30
percent.

VetrGuide
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¥ 10-Point 30 Percent Compensable Disability Preference (CPS) |

Tea points are added to the passiog ¢examination score or rating of a veteran
whao served at any e and who has o compensable service-connectad
disability rating of 30 percent or more,

¥ 10-Point Disability Preference (XP)
Ten points are added 1o the passing examination score or rating of:

+ A veteran who served at any time and has a present
service-connected disability or is receiving compensation, disability
retirgment benefits, or pension from the military or the Department of
Veterans Affairs but does not qualify as a CP or CPS;

OF

.+ Aveteran who received a Purple Heart,

¥ 10-Point Derived Preference (XP)

Ten points are added to the passiag examination scare or rating of spouses,
widows, widowers, or mothers of veterans as described below. This type of
preference is usually referred 1o us "derived preference” because it is based
on service of a veteran who is not able to use the preference.

Both a mother and a spovse (ineluding widow or widower) may be entitied to
preference on the basis of the same veteran's service if they buth mect the
requirements. However, neither muay receive preference if the veteran is
living and is qualified for Federal employment.

Spouse

Ten points are added to the passing examination score o sating of the
spouse of a disabled veteran who is disqualified for a Federal position
.along the general lines of his or her usual occupation because of 2
service-connested disability, Such 2 disqualification may be
presumed whea the veteran is unemployed
and
« is rated by appropriate military or Department of Veterans
Affairs authorities to be 100 percent disabled and/or
unemployabie;

oF
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« has retired, been separated, or resigned from a ¢ivil service
position on the basis of a disability that is service-connected
in origin;

or
» has atterpted to obtain a civil service position or other

position along the Hnes of his or her usual occupation and has
failed to qualify because of a service-connected disability.

Preference may be atlowed in other circumstances but anything less than the
above warrants 8 more careful analysis.

NOTE: Veterans' preference for spouses is different than the
preference the Department of Defense is required by law to extend 1o
spouses of active duty members in filling #ts civilian positions, For
more information on that program, contact the Depantment of
Defense. .

Widow/Widower

Ten points are added to the passing examination score or rating of the
widow or widower of a veteran who was not divorced from the
veteran, has nol remarried, or the remarriage was annulled, and the
veteran either:

+ served during » war or during the period Apeil 28, 1952,
through July 1, 1958, or in a campaign or expedition for
which a campaign medal has been authorized;

or

+ died while on active duty that included service deseribed
immediately above under conditions that would not have been
the basis for uther than an honorable or general discharge.

1

Moiher af a deceased veteran

Ten points arc added to the passing examination score of rating of
the mother of a veteran who died under honorable conditions while
on active duty during a war or during the period April 28, 1952,
through July 1, 1955, or in & campaign or expedition for which a
cumpaign medal has been authorized,

and
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she is or was married to the father of the vz:{cran;

and

+ she lives with her totally and permanently disabled husband
{either the veteran’s father or her hushand through
remarriage);

or

« she is widowed, divorced, or separated from the voteran's
father and has not remamied; .

or .

» she remarried but is widowed, divorced, or legally separated
from her husband when she claims preference.

Muther of a disabled veferan

Ten points are added 10 the passing examination score or rating of a
mother of a living disabled veteran if the veleran was separated with
an honorable or general discharge from active duty performed af any
time and is permanently and totally disabled from a service-
conpected injury or illness; and the mother:

« 15 or was married o the father of the veteran;

and

+ lives with hex totally and permanently disabled husband
{either the veteran’s father or her husband through

remarriage);
or

* is widowed, divorced, or separated from the veteran’s father
and has not remarried;

aF

+ remarried but is widowed, divorced, or legally separated
from her husband when she claims preference.
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Note: Preference is not given to widows or mothers of veterans whe qualify for
preference under 5 U.S.C. 2108 (1) (B) or (2). Thus, the widow or mother of a
disabled veteran who served after 1955, but did not serve in a war, campaign, or
expedition, would not be entitled to preference.

£ 5 U.S.C. 2108 and 3309; 38 U.S.C. 5303A

v« Adjudication of Veterans' Preference Claims

Agencies are responsible for adjudicating all preference claims except claims for
preference based on common-law marriage, which should be sent to the Office of
Personnel Management (OPM), Office of the General Counsel, Washington, DC
20415.

Detailed instructions on adjudicating veterans’ preference claims are contained in
Chapter 7 of The Guide to Processing Personnel Actions, an OPM operating manual.
That guide describes evidence needed as proof of service, honorable discharge,
campaign service, the existence of a service-connected disability, and proof required
of a spouse, widow, widower, or mother of a veteran.

4 51U.8.C. 3309, 3313 and 5 CFR 332.401, 337.101

¥ Crediting Experience of Preference Eligibles

In evaluating experience, an examining office must credit a preference eligible's
Armed Forces service as an extension of the work performed immediately prior to
the service, or on the basis of the actual duties performed in the service, oras a
combination of both, whichever would most benefit the preference eligible.

The examining office must also give all applicants credit for job-related experience,
paid and unpatid, including experience in religious, civic, welfare, service and
organizational activities.

< 5 U.S.C. 3311, 5 CFR 337.101

v¢ Physical Qualifications

In determining qualifications, agencies must waive a medical standard or physical
requirement when there is sufficient evidence that the employee or applicant, with or
without reasonable accommodation, can perform the essential duties of the position
without endangering the health and safety of the individual or others.

VetGuide
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Special provisions apply to the preposed disqualification of & prefercace eligible
with g 30 percent or more compensable disability. Sce Disguatification of 31
Percent or more Disabled Veterans below,

& SURC ML S5 CFR Part 339204

¢ Preference in Competitive Examinations

. Preference eligibles who are qualified for s position (achieve 3 score of 70 0 10D)
 have 3 or 10 extra points added 1o their numerical ratings depending on which of the

previously described categories of preference they meet. This mesns the highest
possible rating is 110 (s disabled veteran who eamns 3 score of 100 has 1D extra
points added).

Names of e¢ligible applicants are placed on lists, or registers of eligibles, in the ocder
of their ratings. Registers are established as standing registers from which
selieetions will be made aver a period of time and for case examiaing in which s
register is used to {1l & single posstion or a group of positions and is elosed after the
needed selection{s) is made,

For scientific and professional positions in grade General Schedule (G839 or
higher, names of alf qualified applicants are Hsted on a register in order of ratings,
augmented by veteran preference, f any,

For all uther positions, the names of 10-point preference ¢ligibles who have a
compensable, service-connected disability of 10 percemt or move {CP and CPS}ore
listed at the top of the regisicr in the order of their ratings shead of the names of all
other eligibles. The names of other 18-point preference ebigibles, S-point preference
eligibles, and other applicants are listed in order of their numerical ratings.

A preference eligible is lisied ahead of a nonpreference cligible having the same final
rating.

= 81180 3309, 3343 andd 5 CFR 232 401 and 337.104

Y« Filling a Position From a Competitive Examination

+ Anncuncing the Vacancy

Teo fill s vacancy by selection from & competitive examination the selecting official
requests & list of eligibles from the examining office. The examining office must
announce the competitive examination to the public and report it (o the Office of
Personne! Management {QPM}, which notifies the State employment service,
Subsecquently, the examining office determines which applicants are qualified, rates

VerClide

(1.8, Uffice of Pessonne! Matagemen: A, 1997



13

and ranks them based on their qualifications, and issues 2 certificate of eligibles,
which is a list of eligibles with the highest scores from the top of the appropriate
register. A certificate of eligibles may be used for permanens, term, or temporary
appointment.

« The "Rule of Three' and Velersn Passovers

Selection must be made from the highest three eligibles on the centificate who are
available for the job--the "rule of three." However, an agency may not pass over a
preference eligible to select a nonpreference eligible with the same or lower score,

Example: If the top person on a certificate is a 10-point disabled veteran (CP or
CP3) and the second and third persons are S-point preference
cligibles, the appointing authority may choose any of the three,

Example: If the top person on a certificate is a 10-point disabled veteran (CP or
CPS), the second person is not a preference eligible, and the third
person is a 5-point preference eligible, the appointing awthority rmay
choose either of the preference eligibles, The appointing authority
may not pass over the 10-point disabled veteran to select the
nonpreference eligible unless an ohicction has been sustained.

Yr Disqualifications of Preference Eligibles

A preference cligible can be climinated from consideration only if the examining
office sustains the agency’s objection to the preference eligible for adequate reason.
These reasens, which must be recorded, include medical disqualification under

§ CFR Part 339, suitability disqualification under 3 CFR Part 731, or other reasons .
considered by the Office of Personnel Mamagement (OFM) or an agency under
delegated examining authority 1o be disqualifving,

OPM must approve the sufficiency of an agency reason to medically disqualify or
pass over a preference eligible on a certificate based on medical reasons {0 select 2
nunpreference eligible. Special provisions apply (o the proposed disqualification
or pass over for any reason of a preference eligible with a 30 percent or more
compensable disability. See Disqualification of 38 Fercent or more Disabled
Veterans below.

Agencies must refer suitability disqualifications to OPM for final approval, unless
OOPM has delegated authonty to the agency in accordance with § CFR Part 731.

The preference eligible {or his or her representative) is entitled on reguest 1o a copy
of the agency’s reasons for the proposed pass over and the examining office’s

response,
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An appointing official is not required to consider a person who has three times been
passed over with appropriate approval or who has already been considered for three
separate appointments from the same or different certificates for the same position.
But in each of these considerations, the person must have been within reach onder
the rule of three and a selection must have been made from that group of theee,
Further, the preference eligible is entitied to advance notice of discontinvance of
certification.

% SUSL 33113018 and SCFR 332,402, 332,404, 332405, 332,406, and Parts 339 and 731

7 Disqualification of 30 Percent or More Disabled Veterans

The following special provisions apply 1o disabled veterans with 2 compensable
service-connested disability of 30 percent or more:

« If an agency proposes 10 pass over a disabled veteran on a cenrtificate to
select a person whe is not a preference eligible, or to disqualify a disabled
veteran based on the physical requirements of the position, it must at the
same time notify both the Office of Personnel Management (OPM) and the
disabled veteran of the reasons for the determination and of the veteran's
right to respond to OPM within 18 days of the date of the notification,

» The agency must provide evidence to OPM that the notice was timely sent
to the disabled veteran's last known address.

» OPM must make a determination on the disabled veteran's physical ability
to perform the duties of the position, taking into account any additional
information provided by the veteran,

« (PR will notify the agency and the disabled veteran of its decision, with
which the agency must comply. 1f OPM agrees that the veteran cannot fulfiil
the physical requirements of the position, the agency may select another
person from the certificate of eligibles. 1f OPM finds the veteran able to
perform the job, the agency may not pass over the veteran.

« OPM is prohibited by law from delegating this function to any agency.
25 U8LL 3312, 3318
« Preference Eligibles and the Nepotism Provision

A public official may not advoeate a relative for appointment, employment,
promotion, or advancement, oF appoint, employ, promote, of advance a relative. (o a
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position in an agency in which the public official is employed or over which he or
she exercises jurisdiction or control,

This restriction does not, however, prohibit the appointment of a preference eligible
whose name is within reach for selection on an appropriate certificate of eligibles
when an alternative sefection cannot be made from the certificate without passing
over the preference eligible and selecting an individual who is not a preference
eligible.

¢ 380 Mg and 3 CFR Part 310, Subpart A

vt Filing Late Applications

A veteran may file 2 late application under the following circumstances by
comtacting the employing agency. Agencies are responsible for accepting, retaining,
and considering their applications a8 required by law and reguiation regardless of
whether the agency uses case examining or maintalns a continuing register of
eligibles.

Applications from 10-point preference eligibles must be accepted, as described
below, for future vacancies that may arise afier a case examining register or
continving register is closed. Agencies must sccept applications from other
individuals who are eligible to file on o delayed basis eniy as long as a case
examining register exists,

* A Hl-point preference cligible may file a job application with an agency at any
time, I the applicant is qualified for positions filled from a register, the agency must
add the candidate to the register, even if the register 15 closed to other applicants. If
the applicant is qualified for positions filled through case examining, the agency will
ensure that the applicant is referred on a certificate as soon as possible. If there isno
immediate opening, the agency must retain the application in a special file for
referral on certificates for future vacancies for up to three years. The Office of
Personnel Management’s Delegeated Examining Operations Hondbook provides
detailed instructions.

« A preference eligible is entitled 1o be reentered on each register {or its successor)
where previously hsted if he or she applies within 90 days afier resignation withowt
delinguency or misconduct from a career or career-conditional appointment,

» A preference ehigible is entitled 1o be entered on an appropriate existing register if
he or she applies within 90 days after furlough or separation without delinquency or
misconduct from a ¢areer or career-conditional appointment or if found eligible to
apply after suecessfully appealing a furlough or dlsclmrge from career or carcer-
conditional appombment,

Vetfouide
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+ A person who lost eligibility for appointment from a register because of active .
duty in the Armed Forees is entitied to be restored to the cegister (or its successor)
and receive priority consideration when cerlain conditions are met. See 5 CFR
332.322 for more details.

+ A person who was vnable to file for an open competitive examination or appear for
a test because of service in the Armed Forces or hospitalization continuing for up
to | year following discharge may file alter the closing date if the register of eligibles
still exists,

* A Federal employee whe was unable to file for an open competitive examination
or appear for a test because of active Reserve duty continuing beyond 15 days may
file after the closing date of an existing register,

¢ SULS.C, 3305, 3314, 3315, and 8 CFR 332,311, 332,313, 332.321, 332.322

% Temporary Appointment Qutside of Competitive Registers

It muking a temporary appointment not to excesd 1 year, agencies may use
competitive registers as discussed above or an alternative ranking process called
"oniside the register,” {Agencics may also make noncompetitive temporary
appointments under the Hmited situations in 5 CFR 316.402(b). These
noncompetitive appointments may be made without regard to competitive examining
or outside-the-register procedures bot agencics must notify the Office of Personnel
Management (OPM] of the vacancy when the appointment will be for 90 days or
more and the agency will consider applicants from outside the agency .}

Agencies may use "outside-the-register” procedures, described in 5 CFR Pant 333,10

make a temporary appointment even if they have competitive examining aathority or
an existing register for perthanent appointment to a similar position. Veterans'
preference is applicd as described below. Employees selected do not acquire status

or noncompetitive eligibility for a career-conditional appointment.

Here is a summary of the Part 333 outside-the-register process for making temporary
ap;}ozzzZmenis o eompeizmc service positions, Agencies:

» Issue job sanouncements and report the apnouncement to OPM which then
notifies State employment service offices of the vacancy. (See 5 CFR

333.102))

+ Screen applicants to determine whe&ze: they meet OPM's qualification
standard for the position,
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+ Disqualify applicants, as necessary, for medical reasons as provided in 5
CFR Part 339. OPM must approve the sufficiency of an agency reason to
medically disqualify or pass over a preference eligible on a certificate based
on medical reasons to select a nonpreference eligible. Special provisions
apply to the proposed disqualification or Pass over for any reason of a
preference eligible with a 30 percent or more compensable disability.
See Disqualification of 30 Percent or more Disabled Veterans above. -

« Refer suitability disqualifications to OPM for final approval, unless OPM
has delegated authority to the agency in accordance with 5 CFR Part 731.

» Rank eligible applicants according to one of two methods:

Method 1

Method 1 is the same as the process for making a permanent appointment
from’a competitive examination. The agency assigns numerical ratings of
70-100 based on the degree to which each applicant possesses knowledge,
skills, and abilities required by the job to be filled and grants an additional 5
or 10 points to preference eligibles, as described above under Types of
Preference. The agency ranks candidates as described above under

© Preference in Competitive Examinations and makes a selection as described

above under Filling a Position From a Competitive Examination. Method 1
is preferable when the position requires specialized skills.

OR

Method 2

The agency ranks eligible candidates on the basis of their veterans' preference
status. Method 2 is preferable for jobs that require no specialized
qualifications or when all applicants have substantially the same
qualifications.

For professional and scientific jobs at the GS-9 level or above, all
preference eligibles are listed ahead of nonpreference eligibles, but no
distinction is made in the type of preference a candidate has. In other words,
an agency may select any candidate entitled to veterans' preference.

For all other jobs, agencies first refer preference eligibles with compensable
service-connected disabilities of 10 percent or more (CP and CPS), then all
other preference eligibles, then candidates without veterans' preference.

A nonpreference eligible may not be selected when a preference eligible is
available, except when objections to preference eligibles are sustained as
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discussed above under Filling a Position From a Competitive Examination,
or an appointing authority has three limes with appropriate approval passed
over the cligible for the same position and selected another eligible, or the
appainting authority has considered the preference eligible, when within
reach, for three separate appointments for positions at the same grade fevel -
and for the same line of work and selected another eligible.

% 3 CFR Part 316, Subpart D 330.182; and Part 333

vt Excepted Service Employment

The Veterans' Prefercace Act requires an appointing austhority in the execulive
branch to select from among qualified applicants for appointment to oxcepted service
vacancies i the same manner and under the same conditions required for the
competitive service by 5 U.S.C. 3308-3318. Appointments made with the advice and
consent of the Senate are exempt,

Office of Personmel M anagement regulations governing the application of veteruns'
preference in excepted appointments are in 5 CFR Part 302,

H S USC, 3320 and 5 CFR Part 302

v Administration apd Enforcerment of Veterans' Preference

Office of Personnel Management (OPM) is charged with prescribing and enfurcing
reguiations for the administration of veterans’ preference in the competitive service
in executive agencies. OPM is charged with prescribing regulations for the
administration of veierans’ preference in the excepted service In executive agencies.
Agencies themselves are generally respensible for enforcement.

o 5U8.C 1382
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® Veterans' Preference in Reduction in Force

Veterans have advantages over nonveterans in a reduction in force (RIF). Also,
special provisions apply in determining whether retired military members receive
preference in RIF and whether their military service is counted. This chapter deals
with RIF in the competitive service; some, but not all, of the provisions apply in the
excepted service.

Eligibility for Veterans' Preference in RIF

Determinations of veterans’ preference eligibility are made in accordance with the
information under Preference in Appointments in Chapter 2, except that a retired
member of a uniformed service must meet an additional condition to be considered a
preference eligible for RIF purposes. This condition differs depending on the rank at
which the individual retired from the uniformed service. Uniformed service as
defined in 5 United States Code (U.S.C.) 2101 means the Armed Forces, the
commissioned corps of the Public Health Service, and the commissioned corps of the
National Oceanic and Atmospheric Administration.

Retirees below the rank of major (or equivalent) get preference if:

* Retirement from the uniformed service is based on disability that either
resulted from injury or disease received in the line of duty as a direct result of
armed conflict, or was caused by an instrumentality of war and was incurred
in the line of duty during a period of war as defined in section 101(11}) of title
38, U. S. C. "Period of war” includes World War II, the Korean conflict,
Vietnam era, the Persian Guif War, or the period beginning on the date of any
future declaration of war by the Congress and ending on the date prescribed
by Presidential proclamation or concurrent resolution of the Congress;

or

* The employee's retired pay from a uniformed service is not based on 20 or
more years of full-time active service, regardless of when performed but not
including periods of active duty for training;

or

» The employee has been continuously employed in a position covered by
the 5 U.S.C. chapter 35 since November 30, 1964, without a break in service

of more than 30 days.
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Retirces at or above the rank of major (or equivalent) get preference if they wre
disabled veterans as defined in § 1U.8.C. 2108(2) (includes XP, CP, and CPS) and
slso meet one of the criteria above for a person retired below the rank of major,

A preference eligible who at age 60 becomes chigible as a reservist for
retired pay under 10 U.S.C. chapter 1223 {previously chapter 67) and who
retires at or above the rank of major {or equivalent) is considered a
preference eligible for RIF purposes at age 60 only i he or she is o disabled
veteran as defined in § U.S.C. 2188(2) (includes categories XP, CP, and
CPS}. Receipt of retired pay under chapter 1223 meets the requirement that
retired pay not be based on 20 or more years of full-time active service.
Eligibility for retired reservist pay occurs at age 60; up to that time 2 reservist
is not considered a retired member of 2 uniformed service and, if otherwise
eligible, is a preference eligible for reduction in force purposes.

4 S U.8.C. 3581, 3302; 3 Code of Federnl Repulstions (CFR) 351,501

RIF Retention Standing

Employees are ranked on retention registers for competitive levels (groups of similar
jobs) based on four factors: tenure, veterans preference, length of service, and
performance. ’ :

First they are placed in Tenure Group 1, I, or T}, depending on thewr type of
appointment. Within each group, they are placed in a subgroup based on
their veteran status:

= Subgroup AD includes each preference eligible who hasa
compensable service-connected disability of 30 percent or more.

» Subgroup A includes all other preference eligibles not in Subgroup
AD, including employces with derived preference (see Chapter 2).

» Subgroup B includes 2l employees not eligible for veterans'
meference,

Within each subgroup, em;;!oyeas are ranked in descending order by the
length of their creditable Federal civitian and military service, augmented by
additional service according to the level of thelr performance ratings.

When a position in a competitive Jevel 15 abolished, the employee affected (released
from the competitive level) is the one who stands the lowest on the retention register.
Because veterans are listed ahead of nonveterans within each tenure group, they are
the last to be affected by a RIF action.
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Employees are not subject to a reduction in force while they are serving in the
uniformed services. Afier return from active duty, they are protected from RIF
action. I they served for more than 130 days, they may not be separated by RIF for
{ vear after their retum. I they served for more than 38 but less than 131 days, they
may not be separated by RIF for 6 months,

5 USC, 3502; 5 CFR 381.4040a), 351.606{a}, and Subpart E

Assignment Rights (Bump and Retreat)

When an employee in Tenure Group [ or I with 2 minimally successful performance
rating 18 released from a competitive level within the competitive area where the RIF
takes place, he or she is entitled under certain circumstances to displace another
employee with lower retention standing. The superior standing of preference
eligibles gives then un advantage in being retatned over other employees. These
displacement actions apply to the competitive service although an agency may, at its
discretion, adopt similar provisions for its excepted employees.

* Bumping

An cmployee may bump in the same competitive area to a position no more than
three grades {or grade intervals) lower than the position from which the employee
is released that is held by an employee i a lower greup or subgroup.

* Retreating

An employee may retreat in the same competitive area (o a position held by another
employee with lower retention standing in the same tenure group and subgroug that
is essentially identical to one previcusly held by the retreating employes and is no
more thau three grades (or grade intervalsy lower than the position from which
the employee Is released.

A preference eligible with 2 compensable service-connected disability of 39
percent or more may retreat to 3 position up to five grades {or grade intervals)

lower. )

An employee with an unacceptable performance rating has no right to bump or
retreat. :

An employee with a performance rating of minimally successful may retreat only to
. positions heid by an employee with the same or lower rating.
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AL A

» Qualifications

In reviewing the qualifications of a preference eligible 1o determine assipnment
rights in a RIF, the agency must waive requirements as desoribed under Phyvsical
Cualifications in Chapter 2. If the veteran involved has a 30 percent or mors
compensable disability, special procedures apply a5 described undey Disqualification
of 3@ Percent or more Disabled Veterans in Chapter 2. OPM must approve the
sufficiency of the agency's reasons to medically disqualify a 30 percent or more com-
pensably disabled veteran for assignment to another position in a RIF.

< 5.5 3882, 3504, 5 CFR Part 331, Subpart G, and Part 339

Appeal of RIF Actions

An employee who bas been furloughed, separated, or demoted by RIF action has the
right to appeal the action to the Merit Systems Protection Board except when a
negotiated procedure must be used. Assignment to a position gt the coploves’s same
grade or representative rate is not appeaiable. Appeals must be filed during the
period beginning on the day afler the effective date of the RIF action and ending 30
days after the effective date. Time limits for filing a gricvance under 2 negotiated
procedure are contained in the negotiated agreemem -

© 5CFR 151961, Pare 1281

Reemployment Priority for Separated Employees

Aftera RIF, separated competitive service employees in tenure groups ) and 11 are
fisted on the agency's Reemployment Priority List. The agency gencrally may not
hire from most outside sources when qualified employees are on the List. In hiring
from the List, preference eligibles receive preference over other emplovees.
Excepted service employees separated by RIF receive similar priority in excepted

© employment,

& SUS.C 3315 5 CFR Part 330, Subpart B, and Part 302
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@ Miscellaneous Provisions Pertaining to Veterans

. Y¢ Jobs Restricted to Preference Eligibles

Appointment through competitive examination and "outside the register™ procedures
fot positions of guards, elevator aperators, messengers, and cusio«:izaas are resncied
to preference eligibles when they are available,

¢ ttle § United States Code §11.8.0.F 3318; Titie 8 Uode of Federal Regulstions (0FR) Part
338, Subpart

vr Reinstatement

Preference eligibies, including those with derived preference, who served under
career or career-conditional appointment for any periad of time have Bfetime
reinstatement eligibility to any competitive service position for which qualified.
They have this eligibility regardicss of whether their Armed Forces service oogurred
before or after career or caresr-conditional appointment. Competition umdicr the
agency's merit promation plan is required i the position is at a higher grade level or
has more promotion potential than a position previously held.

© SUBC 3316; SCFR Part 315, Svbpatt D

% 180-Day Restriction on Department Of Defense (DOD)
Employment of Military Retirees

A retired member of the Armed Forces may sot be appointed to 2 civilian position in
DOD (ncluding a nenapproprizted fund position} within 180 days afier retirement
unless:

* the Secr&:ia;"y concerned authorizes the a;}poimménz;

or

» the position is authorized special pay under 5 U.8.C. 5305;
or

+ a state of pational emergency exists,
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Although the Gffice of Personnel Management (OPM) approval 1s required by law,
OPM has delegated the authority to DOD 1o make these deterrainations.

& 5 1.5.C. 3326; no regulation

vt Reduction in Military Retired Pay

Retired regutar officers, including warrant officers, of alf uniformed services
(including the Armed Forees and the commisstoned corps of the Public Health
Service and the National Oceanic and Atmospheric Administration) under any work
schedule must take a reduction in military retired or retainer pay when employed in a
permanent or emporary Federal civilian job inthe excoutive, legislative or judicial
branch, including the 11.5. Pastal Service and nonappropriated fund instrumentalities

{NAFD).

Retired Reserve officers and enlisted personnel are not subject to a reduction
unless the sum of retived pay and civilian basic pay {excluding locality pay) excesds
the pay cap. The pay cap is the basic pay of level V of the Executive Schedule.

There 1s no reduction:

+ for retired regular officers during the first 30 days of a temperary, part-
tirme, oF Iniermilent appointment;

ar

« when the military retired or retainer pay is based in whole or in parton a
disabiiity incurred in the line of duty as a direct result of armed contlict or
zaused by an instrument of war during a period of war as defined in 38

LJ.S.C, 1011 1. "Period of war” includes World War 1], the Korean conflict,
Vietnam cra, the Persian Gulf War, or the period beginning on the date of any
future declaration of war by the Congress aad ending on the date prescribed
by Presidential proclamation or concurrent resolution of the Congress; |

or

» when OPM approves a specific exception on a case-by-case basis in
exceptional and unusual circumstances. These circumstances are imited to
exceptional difficulty in recruiting or retaining a qualified employee for a
specific job and o cmergency conditions that pose an immediate and direct
threat to life or property. OPM may delegate authority to an agency head to
approve exceptions in these emergency sithations.

VetCiuide
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» Caleulating the Reduction

Reductions are adjusted annually according o changes in the Consumer Price Index.
Amonnts effective for 1996 are as follows:

RKetired regular officers who entered a uniformed service prior to 8/1/86
have their retired pay reduced to aa annual rate equal 10 the first $9,810.6% of
their retired pay, pius one half of any remainder. .

The annual rate for those who entered uniformed service on or after $/1/86
is 38,999 .27, plus one half of any remainder.

< Affirmative Action for Certain Veterans Under Title 38

Section 4214 of title 38, U.S.C., was enacted as part of the Veterans' Readjustment
Appointment Act of 1974, This act placed into law the provisions of the executive
order that authorized the noncompetitive appointment of Vietnam era veterans under
Yeterans' Readjusiment Appomntment (VRA)

The law also requires a separate affinmative action program {or disabled veterans as
~defined in 38 U.S.C. 4214, The program is pat of agency efforts to hire, place, and
advance persons with disabilities under the Rehabilitation Actof 1973 {22 US.C.
72i(by}. Title 38 does not provide any preference for veterans; preference is
provided only under title 5, U.S.C. Rather, section 4214 calls upon agencies tor

+ provide placement consideration under special noncompetitive hiring
authorities for VRA eligibles and 30 percent or roore disabled veterans;

and

» ensure that all veterans are considered for employment and advancement
under merit system rules;

and

+ establish an affinmative action plan for the hiring, placement, and
advancement of disabled veterans.

> 3B ULE.C. 42i4; 3CFR Pari 716, Subpart €
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® Service Credit

vt Service Credit for Leave Rate Accrual and Retirement

+ Not Retired from Uniformed Service

For non-retired members, full credit for uniformed service (including active duty and
active duty for training) performed under honorable conditions is given for leave
accrual purposes, and for retirement purposes provided a deposit, as required by law,
1s made to the retirement fund. Uniformed service as defined in 5 U.S.C. 2101 means
the Armed Forces, the commissioned corps of the Public Health Service, and the
commissioned corps of the National Oceanic and Atmospheric Administration.

Veterans first employed in a position covered by the Civil Service Retirement
System (CSRS) on or after October 1, 1982, or in a position covered by the
Federal Employee Retirement System (FERS) on or after January 1, 1984,
must make a depaosit to the retirement fund of 7 percent (for CSRS) or 3
percent (for FERS) of basic military pay to obtain retirement credit.

Veterans employed in civil service positions before October 1, 1982, have the
option of either making a deposit to cover their military service or having
their civil service annuity recomputed to delete post-1956 military service if
they are eligible for social security at age 62.

If civilian service is interrupted by unifonmed service, special rules apply (see
Chapter 7, Restoration After Uniformed Service).

* Retired from Uniformed Service

Credit for uniformed service is substantially limited for retired members. In enacting

. the Dual Compensation Act in 1964, Congress adopted a compromise between the

view that retired members should receive preference and full credit for their service
and the view that there should be no advantage for retired members. -

For leave accrual, retirces receive credit only for:

» actual service during a war declared by Congress (includes World War 11
covering the period December 7, 1941, to April 28, 1952) or while
participating in a campaign or expedition for which a campaign badge is
authorized;

or

VetGuide
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» all active duty when retirement was based on a disability recetved as a
direct result of armed conflict or caused by an instrumentality of war and
mncuired in the line of duty during a period of war as defined in 38 US.C.
10111}, "Period of war” includes World War I, the Koerean conflict,
Vietnam era, the Persian Gulf War, or the period beginning on the date of any
future declaration of war by the Congress and ending on the date prescribed
by Presidential proclamation or concurrent resotution of the Congress.

For reftrement:

An employee must waive military reticed pay to receive any credit for military
service unless the retired pay is awarded based on a service-connected disability
incurred in combat with an enemy of the United States or caused by an
instrumentality of war and incurred in the iine of duty during a period of war as
defined by 38 US.C. 301, or awarded under 10 US.C. chapter 1223 (previously

chapter 673
€ R USC 6303, B332 and 841 1(c); and the CSRS and FERS Handbook

Creditable Service for RIF«Not Retired from Uniformed Servies

» Total time In active service in the Armed Forces, including active duty and active
duty for raining as defined in 37 U.S.C. 101, is credited for reduction in force
purposes for those who are not retired members, regardless of the type of discharge.

» If civilian service 1s interrupted by uni{ormed service, special rules apply (see
Chapter 3 on "Restoration After Uniformed Service").

Creditable Service for RIF--Retired frem Uniformed Rervice

« Credit for uniformed serving is substantially limited for cetired members, In
enacting the Dual Compensation Act in 1964, Congress adopted 2 compromise
between the view that retired members should receive preference and full credit for
their service and the view that there should be no advantage for retired members.
Thus, retirees receive credit only as follows:

» A uniformed services retiree who is 2 preference eligible for RIF purposes
receives service credit for all active duty. Other retiress receive service
eredit only for active duty during a war as defined in Chapler 2, or service in
a camnpaign or expedition for which a campaign badge has been authorized.
See Eligibility for Veterans’ Preference in RIF in this chapter to determine if
a retiree is a preference eligible for RIF purposes.

% BUS.COAR0L, 3502 5 CFR 351 561({d), 351.503%
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Creditable Service for Severance Pay

« In computing the amount of severance pay s separated emplovee receives, credit is
given only for military service performed by an employee who retums to civilian
service by exercising a restoration right under law, executive order, or regulation.
Military service performed prior o an individual's Federal civilian service i3 not
greditable for severance pay purposes.

¢ 5 U.S.C. 5595; 5 CFR 556,708
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® Special Appointing Authorities for Veterans

1% Veterans' Readjustment Appointment {VRA) Authority

The VRA is a special authority by which agencies can, if they wish, appoint eligible
veterans without competition to positions at any grade level through General
Schedule {GS) 11 or equivalent. (The promotion potential of the position is not a
factor.} VRA appointees are hired under excepted gppointiments to positions that are
otherwise in the competitive service,

If the agency has more than one VRA candidate for the same job and one (or more)
is a preference eligible, the agency must apply the veterans' preference procedures
prescribed in 5 Code of Federal Regulations (CFR) Part 302 in making VRA
appointments. A veteran whe is eligible for 4 VRA appoistment is not
automatically elyuble for veterans” prefercnce.

After two years of satisfactory service, the agency must convert the veieran to career
or career-conditional appointment, as appropriate.

» Eligibility Reguirements
To be eligible for a VRA 2 veteran must:

¥ have served i the Armed Forces on active duty (not active duty for
iralning or inactive duty ag a Reservist) for more than 180 days, any part of
which eccurred after August 4, 1964, {or February 28, 1961, for those who
actually served in the Republic of Vietnam} and received other than a
dishonorable discharge. Ifthe compongnt bloek at the top of DD form 214,
Certificate of Release or Discharge from Active Duty, indicates enlistment in
the Reserves, the person does not have active duty qualifying for VRA
appointment.

The 180-day requirement does not apply to veterans who were
discharged or released from active duty because of a service-
connected disability, or members of the Reserve or National Guard
ordered to active duty under 10 United States Code {ULS.C) 7
12301(a), (), or (), 12302, or 12304 for service during a period of
war ay defined in 38 US.C. 101{1 1) or in 2 camgpaign or expedition
for which a campaign badge is authorized, "Period of war” includes
Warld War 11, the Korean conilict, Vietnam era, the Persian Gulf
War, or the period beginning on the date of any future declaration of
wat by the Congress and ending on the date prescribed by
Presidential proclamation or concurrent resolution of the Congress;
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and

¥ meet the qualification requirements for the position, The individual's
military service is considered qualifying for positions at GS-3 and below.
For positions above (G8-3, the appointes must meet the qualification
requirements, but the agency may waive any written fest requirement, ifa
test Is required, & designated agency examiner may administer the test
noncompetitively,

s Time Limiis

A Vietiam-era veteran with service between August 5, 1964, {or Februsry 28, 196],
for those who actually served in the Republic of Vietnam) and May 7, 1975, may be
appointed within 10 years of last discharge or separation.

A post-Vietnam-era veteran whose initial service was after May 7, 1975, may be
appoinied within 10 years of last discharge or separation or unti! December 31, 1999,
whickever is later.

These time limits do not apply to a veteran with a 30 percent or more service-
connected disability,

« Making Appointments

Ordinarily, 20 agency may simply appoint any VRA cligible who meets the basic
gqualifications requirements for the position to be filled without having 16 announce
the jobs or rate and rank applicants, However, as noted, veterans’ preference applies
in making appointments under the VRA authority. This means that if an agency has 2
or more VRA candidates and | or more is a preference eligible, the agency must
apply veterans’ preference. Furthermore, an agency must coasider all VRA
candidates on file who are qualified for the position and could reasonably sxpect to
be considered for the opportunity; it cannot place VRA candidates in separate groups
ar consider them as separate sources i order to avoid applying preference or (o reach
a favored candidate, ‘

+ Terms aad Conditions of Employment

A VRA appointee may be promoted, demoted, reassigned, or transferred in the same
way as a carcer employee. As with other competitive service emplovees, the time in
grade requirement applies 1o the promotion of VRAs, If a YRA-¢ligible employee is
qualified for a higher grade, an agency may, at its diseretion, give the employee
new YRA appointment at a higher grade up through G811 {or equivalent) without
regard to time-in-grade.
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Agencies must establish a training or education program for any VRA appointee who
has less than 15 years of education. This program should meet the needs of both the
agency and the employee.

+ Appeal Righis

During their first year of employment, VRA appointees have the same iimited
appeal rights as competitive service probationers, bt otherwise they have the appeal
rights of excepted service employees. This means that VRA employees who are
preference eligibles have adverse action protections after one year (see Chapter 7).
YRA's who arc not preference eligibles do not get this protection untif they have
completed 2 years of current continuous employment in the same or similar position.

« Nonpermanent Appeintment Based on VRA Eligibility

Agencies may make a noncompetitive temporary or term appointment based on an
individual’s eligibility for VRA appointment. The temporary or term appointment
must be at the grades authorized for VRA sppointmnent but is not a VRA appointment
iseif and does not lead 10 conversion (o career-conditional.

# 3RUS.C. 4214: 5 CFR Part 307;5 CFR 785461 {eX(D

¢ 3 Percent or More Disabled Veterans

An agency may give a nencompetitive temporary appoiatment of more than 60 days
or @ term appointment to any veteran:

= retired from active military service with a disability rating of 30 percent or
maore

or

» rated by the Department of Veterans Affairs (VA) within the preceding year
as having a compensable service-connected disability of 30 percent or more.,

There is no grade level limitation for this authority, but the appointee must meet all
gqualification requirements, including any writien te5t requirement.

The sgeacy may convert the employee, without 8 break in service, to a career or
career-conditional appotntment a8 any time during the employee’s temporary or term
appointmient.

& SUS.C. 3MIZ SCFR 316.302, 316,402 and 318,797
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% Disabled Veterans Enrolled in a VA Training Program

Disabled veterans efigibie for training under the VA vocational rehabilitation
program may earol} for training or work experience at an agency under the terms of
an agreement between the agency and YA, While enrolled in the VA program, the
veteran is not 2 Federal employee for most purposes but is a beneficiary of the VA,

Training is tailored to the individual's needs and goals, so there is no set length. If
the training is intended to prepare the individual for eventual appointment in the
agency rather than just provide work experience, the agency must ensure that the
training will enable the veteran to meet the qualification requirements for the
position. '

Upen successful completion, the host agency and VA give the veteran a Certificate
of Training showing the occupational series and grade level of the position for which
trained. The Certificate of Training allows any agency 10 appoint the veteran
noncompetitively under a status quo appointment which may be converted to carcer
or carcer-conditional at any time,

238 UL5.C. chapier 31; S CFR 3.1 aad 315604
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@ Restoration after Uniformed Service

v¢ Basic Entitlement

]

Any Federal employee, permanent or temporary, in an executive agency other than
an intelligence agency, but including the U.S. Postal Service, Postal Rate

' Commission, and nonappropriated fund activity, who performs duty with a

uniformed service (including active duty, active duty for training, or inactive duty
training), whether voluntary or involuntary, is entitled to be restored to the position
he or she would have attained had the employee not entered the uniformed service,
provided the employee:

- gave the agency advance notice of departure except where prevented by
military circumstances;

and

« was released from uniformed service under honorable conditions;

and

« served no more than a cumulative total of 5 years (exceptions are allowed
for training and involuntary active duty extensions, and to complete an initial
service obligation of more than 5 years);

and -
« applies for restoration within the appropriate time limits.

Employees in the imélligcnce agencies have substantially the same rights, but are
covered under agency regulations rather than the Office of Personnel Management’s
(OPM) and have different appeal rights.

While on duty with the uniformed services, the agency carries the employee on leave
without pay unless the employee requests separation. A separation under these
circumstances does not affect restoration rights.

Uniformed service as defined in 38 United States Code (U.S.C.) 4303(16) means the
Armed Forces; the Army and Air National Guard when engaged in active duty for
training, inactive duty traiping, or full-time National Guard duty; the commissioned
corps of the Public Health Service; and any other category of persons designated by
the President in time of war or emergency.

< Title 38 U.S.C. chapter 43; Titic 5 Code of Federal Regulations (CFR) Part 353
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vr Advising Employees / Resolving Employment Conflicts

Agencies must tell employees who enter the service about their entitlements,
obligations, benefits, and appeal rights.

Employees in a Reserve component have an obligation both to the ibitary and to
their civillan employers. Because of military downsizing, the Reserves are being
used increasingly to complement the active duty component on operational missions
that go beyond week-end drilis and summer training. As a result, some conflict may
be unavoidable and good-faith efforts by the employee and the agency are needed to
resolve any differences.

Agencies may not question the tining, frequency, duration, and nature of the
uniformed service, but employees are obligated to try 1o minimize the agency's
burden. For example, Department of Defense (DOD) directives provide that it is
DOD pelicy for Reserve component members to give their employer as much
advance written notice as practicable of any pending military duty.

When there is a conilict between the Reserve duty and the legitinate needs of the
agency, the agency may coniact appropriate military authorities {typically, the unit
commander} to express concern or to determine if the military service could be
rescheduled or performed by another member. [If military authorities determine that
the service is necessary, the agency is required to permit the employee to go.

¢ Time Limits

Employees who served in the uniformed services:

« Less thon 31 days (or who leave to take 2 fitssess exam for seevice) must
report back w work at the beginning of the next regularly scheduled work
day following their completion of service and the expiration of 8 hours afier a
time for safe transporiation back to the employee’s residence.

= More than 38 bat less than 181 days must apply for reemployment no
later than 14 days after completion of service,

+ More than 180 days have 90 days aficr completion of service 1o apply for
restoration,

Emplovees who fail to maet these time Hmits are subject to disciplinary action.

Agencies must reemploy as soon as practicable, but no Jater than 30 days after
receiving the application. Agencies have the right to ask for docureentation
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showing the length and character of the employee’s service and the tmehiness of the
application,

¢ Positions to Which Restored

* Employees who served Jess than 91 days must be placed ia the position for which
qualified that they would have attained had their employment not been interrupted.
If not qualified for such position after reasonable efforts by the agency to qualify the
person, the emplayee is entitled to be placed in the position he or she lefi.

« Employees who served more than 90 days have essentially the same rights as
described sbove except that the agency has the option of placing the employee ina
position for which qualified of like semiority, status, and pay.

« Employees with service-connected disabilities who are not qualified for the
above must be reemnployed g a position that most elosely approximates the position
they would bave been eatitied 1o, consistent with the circumstances in each case,

» Employees whe were under time-lmited appointments finish the unexpired
portion of their appointments upon their return.

< Service Credit

Upon restoration, employees are gencrally treated as though they had never left.
This means that time spent in the uniformed services counts for seniority, within-
grade increases, completion of probation, career tonure, retirement, and Jeave rate
acerual. (Employses do not earn sick or anpual leave while offthe rollsorina
nonpay status.)

To receive civil service retirement credit for military service, a deposit to the
retirement fund is usually required 10 cover the period of military service. Only
active, Honorable military service is creditable for retirement purposes. 1§ the
employee is under the Civil Service Retirement System {CSRS), a deposit of 7
percent of military basic pay (plus interest under certain conditions) is required, The
deposit is 3 percent if the employee is under the Federal Employees Retiremem
System (FERS}. However, these amounis may be different if:

» the employee’s creditable civilian service was interrupted by military duty;
and

« reemployment occurred pursuant to 38 LLS.C. chapter 43 on or afier
August 1, 1990,
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In such a situation, the contribution i cither the above-preseribed amount or the
amount of civilian retirement deductions which would have been withheld had the
individual not entered uniformed service i this amount is Jess than the normal
deposit for military service.

* National Guard Service
Special rules apply to crediting National Guard service,

Prior to the enactment of Public Law 103-353 in October 1994, National Guard
service was creditable military service for civil service retirement only when the
National Guard was activated in the service of the Uniled States,

The 1954 law made full-time National Guard service {as defined by 18 US.C.
101{d)} which interrupted creditable Federal civilian employment under CSRS
or FERS and was followed by restoration under chapter 43 of title 38, US.C, on
or affer August 1, 1990, creditable as military gervice.

2% OPM Placement

If the employing agency 18 unable to reemploy an individual returning from duty
with a uniformed service, OPM will arder placement in another agency when:

+ OPM determines that it is impossible or unreasonable for an agency in the
executive branch {other than an intelligence agency) to reemploy the person;

or -

+» an intelligence agency of an agency in the legislative or judicial branch
notifies OPM that i is impossible or uarcasonable to reemploy the person,
arct the peeson applies 1o OPM for placement assistance;

or

» anoncareer National Guard technician who is not eligible for continued
membership in the Guard for reasons beyond his or her control applies to
OPM for placement assistance.

% Employee Protections

Emplovees are not subject 10 7 reduction in force while they are serving in the
uniformed services. H they served for more than 180 days, they may not be
separated, except for cuuse, for 1 year afier their return. Hthey served for more than

L3, Office of Personne] Management Aprid, 1997
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30 but less than 181 days, they may not be separated, except for cause, for 6 months.
{Reduction in force is not considered “for cause™ under OPM is regulations.)

The law expressly prohibits any Kind of discrimination or act of reprisal against an
applicant or employee because of his or her application, membership or service in the
untformed services,

v¥ Paid Military Leave

Each fiscal year, employees under permanent appointment are entitled to 15 calendar
days of military leave, with pay, to perform active duty as a member of a Reserve
component. Part-time employees are entitled 1o military leave pro-rated according to
the tour of duty, ¢.g., an employee who wirrks 20 hours a week eams 7 4 days of
military leave.

Employees may carry over 13 days of unused military keave into » new fiscal year.
‘Therefore, potentially they may have a total of 30 days to use in any one fiscal year,
This means that Reservists whose military duty spans two fiscal years may use up to
45 days of military leave at one time. Nonworkdays count against the 15 days of
military leave altowed during the year except when the non-workdays occur at the
heginning or end of the military leave period.

Reservists may not use annual leave or feave without pay interchangeably with
miliary leave, on a sefective basis, (o avoid being charged military leave during
weekends and holidays. Also, except for Postal Service employees, Reservists may
not use miliary leave to cover drill periads since manthly drills are considered
inactive duty training and paid military leave is intended only for periods of active
duty. They may, however, use annual leave or leave without pay.

The Comptrofler General has held that generally an employee must be in a pay status
either immediately before or afier taking military leave, The test for determining
entittement to military leave is whether, but for the active duty, the employee would

" have been in a civilian pay status.

Upon request, an employee performing duty with the uniformed services is entitled
to use either accrued annual leave or military leave for such service. However,
military leave eannot be used for inactive duty, e.g., drills,

2B UELC, 8313 11 Comp. Gen. 469; 28 Comp. Gen. 259; 31 Comp. Gen. 2845 17 Comp.
Gen 174; and 37 Comp. Gen, 668

Verlrude
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% Life and Health Insurance

The hfe insurance of an employes who takes leave without pay 1o enter the
uniformed services continues for up to 12 months. I the employee separates, life
insurance continues for up to 12 months, or 90 days after uniformed service ends,
whichever is sooner. There is no cost to the employee for this extension of coverage.

Employees whe enter the uniformed services may elect 10 have their health
insurance coverage continue for up to 12 months, and the employee continues 1o pay
his or her share of the premivm. Employees who remain in the uniformed services
beyond 12 months may continue their health insurance for an additional 8 months by
paying 102 percemt of the premium, i.e., the employee’s share, the Government's
share, and a 2 percent administrative fee.

& S5 CFR Parts 370.501 ased 890,303, 304, 385, 52

% Thrift Savings

Employees whe perform uniformed service may make up any contributions o the
thrift savings plan they missed because of such service.

S A CFR Part 1828

VetGide
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© Special Redress And Appeals

The redress and appeal rights available o veterans under law depend é;xm the nature
of the action being appealed. These actions fall into the following categories:

¥ Adverse Acfiens

Preference eligibles have protections against adverse actions, including denmotion,
suspension for more than 14 days, foriough for 30 days or Jess, and removal, These
protections include advance netice, a reasonable time 0 respond, representation by
an attoreey of other person, a final written decision, and an appeal right to the Menit
Svstems Peotection Board.

The law provides adverse action rights to preference eligibles of any rank who are:
* undery career or carecr-conditional appointment and not serving probation. -

+ under competitive service appoiniments other thas a tempaorary
ag;;x;inzmem nol 16 exceed | year or less and who have completed | year of
LoatinNoONS service.

» under excepied appointiment in an excoutive agency, the US, Postal
Service or the Postal Rate.Commission and who have completed | year of
current continuous service in the same or similar positions.  Because the law
also exempts certam categories of excepied employees, it is always necessary
to check the law in specific cases.

% Title 5 United States Code (ULS.C,) 2408 £4) chapters 43 and 75; Title § Code of Federal
Regulations (CFR} Parts 432 and 752

¥ Reduction in Force
Employees who believe that an agergy ks not complied with the law or with the
Office of Personnel Management’s (OFM) regulations govermning reduction in force
may appeal 1o the Merit Systems Protection Board as discussed in Chapter 3.

% 5CFR 351541

VetGuide U8, Office of Persanme! Mumgemens April, 15097
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%% Restoration after Uniformed Service

Applicants or employees who believe that an agency has not complied with the law
or with OPM regulations governing the restoration rights of empleyees who perform
duty with the untformed services may file 2 complaint with the Department of
Labor's jocal Veterans' Employment and Training Service office or appeal directly to
the Merit Systems Protection Board.

& 38 US.C. chapter 43

vt Other Actions

* Memorandum of Understanding between OPM and Department of Lubor

By taw, the Department of Labor's Veterans' Employment and Training Service
{VETS) is required to monitor the application of veterans’ preference in agencies and
the posting of job vacancies with the State Employment Service. When VETS finds
that an agency has failed 1o carry out its responsibilities, VETS reports the matter to
QOFM for corrective action.

OPM snd VETS have entered into a Memorandom of Understanding (MOU) for
applying these provisions, An eligible veteran may file a complaint with the local
VETS office within 45 days of aa action covered by the MOU.L

The MOU covers the following actions:

« agency fathae to list with OPFM and the State Employment Service, as
reqquired by 5 U.S.C. 3327(b}, compelitive vacancies for which it is soliciting
“outside” candidates;

+ agency failure to accord veterans' preference in indtial employment fo a
veteran who is entitied to preference under 5 US.C. 2108, and

» agency failure to promote the maximum of employment and job
advancement opportunities for disabled veterans and velerans ¢ligible for 2
Veterans’ Readjustment Appointment as required by 38 US.C. 4214(a).

The MORI doss not coever:

« matters which are grievable or appealable to other third parties such as
arbitrators, the Merit Systems Protection Board, the Equal Employment
Opportunities Comnussion, or the Office of Special Counsel;

U.5. Office of Parsomue! ;Mm:agtmtm Apnil, 1997



» alleged discrimination against a veteran that is not directly related to the
. denial of a right or benefit provided for under the MOU;

-

» actions such a5 promotions that are not within the purview of the statutes
that the MOL) implements. For example, the veterang’ preference Jaws do not
give veterans' preference in promotion. 1T a veteran believes he or she was
improperly excluded from the best-qualified group in a promotion action, the
propesr remedy is 1o file a grievance under the agency administrative or
negotiated grievance procedures. ’

To be eligible to file a complaint under the MOU, a veteran must:

* have scrved on active duty in the Armed Forces for more than 180 days
fother than for training} and been released or discharged with other than a
dishonorable discharge,

or

= have been released or discharged from active duty because of a services
connected disabilily,

e o

* as 3 member of a Reserve compongnt ordered to active dity under 10
US.C 12301, {d), or (g}, 12307, or 12304, have served on active didy
during a pertod of war as defined in 38 U.S.C.101{(11) or in a campaign or
expedition for which a campaign or expeditionary medal is authorized, such
as Bl Balvador, Lebanon, Grenada, Panama, Southwest Asiz, Semalia, end
Haiti and been released or discharged from active duty with other than a
dishonorable discharge.

Period of war” inchides World War 1, the Korean conflict, Vietnam era, the
Persian Gulf War, or the period beginning on the date of any future
declaration of war by the Congress and ending on the date preseribed by
Presidential proclamation or concurrent resolution of the Congress

% Title 38 U.S.C, 4103{c)(13) and (14); Inierageney Advisory Group mems of 118794 from
GPM ta Birectors of Personnel, subject: Special Employment Complaint Procedare foy
Yeterans under 38 U1.5.C. 4103,

* Veterans' Preference
OPM is commitfed fo ensuring that veterans' preference is properly applied and will

took into any credible complaint from 2 veteran who believes his or her rights or
benelits were dented. The veteran may present a complaint 1o the local OPM Serviee

VerCwide
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Center o5 to the OPM Office of Merit Systems Oversight and Effectiveness,
Washington, DC 20415, This OPM service is in addition to the formal appeal rights
veterans have under faw.

v Prohibited Personnel Praciice

It is a profubited personned practice for an officer or employee of the Department of
Prefense or member of the Armed Forees having awthonty to take, direct,
recommend, or approve a persenncl action to take such actions, or fzil to do so, if the
action viclates veterans' preference. Coverage includes veterans' preference under
title 5, LInited States Code, and other laws. A person whe believes a prohibsited
persennel practice has occurred may file a complaint with the Office of Special
Counsel,

< Pab. L. 104-261, sec. 1615

Verluide
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This mporz pmvidus theoretical and cmpmcal support for the dxmcasions mcinded in (}PM'
Organizational Assessment Survey (OAS). That is, it summarizes a fiterature review (s.5.,
articles, documents, books, surveys) that was conéucted to identify the organizational process
dimensions that are related to organizational effectiveness. The foﬁowmg 18 dimensions '
were identified for inclusion in the QAS:

k *"® Training and Career Development © = <+ * "~ 0w . uw

¢ Rewards/Recognition -
#* Innovation and Risk-Taking

¢ Customer Focus )

® Leadership and Commnmznt o Quahty

® Valuing Diversity -

® Open Communications

® Employse Involvement

® Tecamwork'

’ # Health-Enhancing Work }Exmmumcm

# Resource Allocation/Utilization

¢ Family/Work/Life Balance

' ® Supervision/Management

# Social Responsibility

® Job Security and Commitment © Wnrkfeme
e Strategic Planning

* Measurement and Anaiysu

The following information is pwvided for each dimension:

1) A definition based op a sypthesis of the literature

i b

2} Cormresponding djmcumcns fm "other sources:

. 1994 midemzai Awarri for Quality criteria (based on the 1994 Malwlm
Raldrige National Quality Awand criteria)

® Healthy Companics Pathways

® OPM Leadership Efféctiveness Su:vey

® GSA Climate Assessment Survey

® DoD Climate Survey '

* Dictionary of Occupational Titles

# Ford Pulse Survey

® Metlife Employee Axﬁmdc Su:vcy

3) Examples of theoretical and empirical support

® The amount of theoretical and empmcal suppart for each dimension variss, We
plan to add more support for dimensions, as it becomes available,



. ¥

Because of the potential for linking Federal Government survey results with privats m
survey results, %anmmwmm&m&mm
dimensions {in some cases we have made slight name changes). The siuvey also aiscsses
" dimensions included in two private sector surveys that contain the core Mayflower ftems
. {i.e., Ford P‘;ﬂs& Survey, Mezi.zfe HEmployee Attinrde Survey),

This report includes a dimension crosswalk table which compares dxmmsiom from the clg& |

sources previously indicated with dimensions from the Organizational Assessment Survey: .
(soe Appendix A). m:amedlusthpowmial{oﬂinmgmmmoOAS with
' mszxii&fmmothcrp%ﬁcandpnv&imectorwwey& TN

,.t
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Organizaﬁon prom tbangiﬁs ofall mpisym s fairaadmpeczfal wrk:alaﬁmhip,
provides fair personnel policies/practices (e.g:; training opportunities, discipline);: pmm
* trast; protects individual sights to privacy; pmdesafairmmmmclvedlm and

xtmats its employees wcﬂ.

@ Healthy Companies - Institutional Faimess

" ® Dictionary of Occupational Titles - Institutional Fairness -

@ Sheridaa (1992) found that accounting finms that promoted values and norms of fairpess,
tolerance, and respect for people experiesced 1ess turnover than accounting firms that did not
promote thc:sa values and norms. ,

. szchx and Sohnsozz (1978) cxammed the cultures of two electronics companies and fomd
that the financisl performance of the humanistic company was supeno: 1o the financial
performance of the other company.

® Peters and Waterman (1982) studied over 60 financially successful firms and found that.
these eompanics bad humanistic cultures (i.e., cared about their employees),

® Driscoll {1978) found a strong relatxonsth bezwoea employee trust m their orgamzatm 5
lcaders and cmployac satisfaction with their organization. - :

& Kouzes and Posner (1987) argued that building trust is necessary when leaders-are
*sccomplishing extraordinary things in organizations® (e.g., substantially i improving the
quality of procucts and scrvices). ‘

# Schneider Q‘mé Gunnamen (1990} a:gueé that employees deliver the kind of service 10
consumers that is consistent with the way they are treated as employees. When employees
feel that they beloog to a family and have 2 sense of commumty at work, they wx{i create a
similar experience for their cusiomers. . .



ot s

o Healthy cmpmcs (1992) argoes that *nothing more- clearly defies the difference

" r
- el - AR . Wb

between helthy and nbealthy. organizaions than e way a woriplace cambodies-—or docs fot
embody--a sense of fondamental fairness in its overall sgmzmns . 26)

¢ Healthy Companies (1992) suggcsts that mdzzmd employee commitment, lt}ya]ty,
enthusiasm, as well a8 increased cmpi{)ycc turnover, may be associated. wzth the uu{m

tmtmmt of. cmploym,.

#+ ¥
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Organization provides-employees with the training and guidance necessary for effective job -
performance; has aa ongoing commitment to the tmining and career development of all

employees; provides continuous education and learning opportunities for emplayees; conducts ™
training needs assessment; and evaluates and improves its training programs on a continuing

* 1594 FQl Pregjdential Award for Quahty Criteria - Human Resource ngelapmcat
and Management .

* OPM Leadership Effectivencss Survey ~ Personnel Policies
# Healthy Companies - Learning and iiencwal

® GSA Climale Assessment Survey - Em;zioy@e ’l‘ra:mng and
Recognition S e e

® Ford Pulse Survey - ’I'raéning and Development

® MetLife Employes Attitude Survey - Traiaing; Carcer Opportunities

& Schoeider and his associates have consistently found that empla}’ee tmiging, development,
and career counseling are related to baok customer perceptions of service quality (Schneider
& Bowen, 1985; Schreider, Parkington, & Buxton, 1980).

# Schoeider and Bowen (1993) found that ergamzauzzmi ;mctzm related to employes career
growth and development, as well as the orientation and training of new cmployees, were
associated with bank customer mpons of service qoality.

¢ The National ,Adv;sory_{:onmnsswn on Work-Based Leamning (1992) found that companies
that were the most successful in implementing "Total Quality” (i.e., a way of managing that
focuses on improving the quality of products and services) made greater investments in .
training and trained a broader cross-section of the workforce than companies operating under
traditional lines. These companies shared the assumption that the growth and success of the
organization depends on the growth and development of its employees. ’

3



® Guzzo, Im. m;i Katzell.(1985) mndmed a meta- azmiysis of studies that cxaminad the
impact of various organizational intérveotions on employee productivity. They found that ~
training programs had a large impact on pmductzvzty

* Bragar (1992) sméwd 24 mganizatmns with reputations for making sagmﬁmt sn'ides in
*Total Quality” (three of these companics were recipients of the Malcolm Bakirige Naiional |
Quahty Award}. She found that the managers of these organizations viewed training as “am
investment, not an expeanse” (p. -33). mmmgma&npmm&@mmlwning
mddmlopmmtofaﬁamploym T e o

® Bartel (in pn:ss) studied 155 mmfacmmg firms and found ﬁm ﬁzosa firms s,hat :
implemented & formal training program experienced, on the average, & 19% greater increase
i:xpméncavztyﬁvcrziﬁreeyearpmodthmthcsefms ﬂm&dn&mubdmammg

pmgra.m.

& The Towers Perrin sméy (undamd) sampied CEOs and human resource executives fmm
Fortune 500 Companies in 12 countries, along with human resource faculty and consultants,
to identify human resource practices that may lead to a competitive advantage in the 21t
century. Participants unanimously indicated that continuous training and retrainiog of -
cmpicym would be an important Immam resource pxactice for gaining wmpch:iw admiaga
in the future, .

. Healthy Compamca (1552) azgtxcs that orgamzauons should provide continuous
opportunities for all its employees to Ieam, zxpdnte, and expand their knowledge and skills. "

. The Secmtazy 3 Ccmmlssm:z on Achieving Necessary Skziis {(SCANS) mpcm Sovernmerd
s a2 High Pe nce Employer hnksmongmgwmunemwmgmﬁidwﬁlepmm
fot all mzploym w hxgh pcrformm in Govermnment.

P

® The National Performance Review {2993} concluded that izzvesnﬁg in employee Mg i

mpammt for enhancing the effectiveness of Federal agencies. Its recommendations include:
1} giving employecs better toals for job training; 2) vpgrading mhmiagy training for all
employees; and 3) eliminating restrictions on mnpiayw training, -

~ ®The 1994 Presidential Award for Quality evaluates mgammens on the extent to which
they train and educate the entire workforce; base training/education programs on a -

comprehensive needs assessment; and evaluate the effectivencss of these’ pmgrams (Fedemi :

Quality Izzsamw, 1993).

Orgamzazwus tha: have won thc Malcolm Baldripe National Quahty Award "make heavy
investments in comprehensive training and education® and evaluate timr tmmng aad
education programs {Rr:;maml 1994, p. 23}, - _ ‘

b g



" 3. REWARDS AND RECOGNITION .

Ommzanoxz uses i diveme set'of mwatdes and incentives 10 recognize. the full contributions
of r:mplcyses, rewards excellence; values and recognizes employees for.their involvement in-
guality improvements; creates a reward system that employees perceive as fair; ensures
reward systemn reﬂwts lmponanz organmaﬁonai values {e. g., customer scrm, cmt&vity,
,t&amwmk) R

* 1994 FQI Presidential Awﬂ for Qnahty C‘nt&m ﬁuman }{zsoame Deveiopm&nt ami
Management ~ )

® OPM Leadesship Effectiveness Survey. - Pumnnci Policies

@ Healthy Companies - Equitable Rewards and Recogaition

® GSA Climate Agmmcﬁt Survej - l':’mpiayeé Training and Wﬁm‘
¢ DoD Chimate Survey. - Consequential Coostraints |

® Ford Pi:{w Sotvey - Quality Em;;haxk

o MetLife Employee Attitude Survey - Recogaition; Compensation

¢ Schneider and his associates have copsistently demeasuaiad that organizations that provide
employees with inceatives for ;zrov;dmg excellent costomer service have customers who
report higher quality service than organizations that do not provide these incentives
(Schoeider & Bowen, 1985; Schicider, Parkington, & Buxton, 1980),

® Garvin (1983, i9§8) smdl;ad Amencaa and Japanese manufacturing commpanies and found
that the companies that produced the highest quality products based mwan'is and pcrfezmam .
evaluations more on qnahty than on quantity of autputs '


http:incentives.to

. Pa.marpams in !bc Towers ?crmfim study identified the mpiammm of an inm
system that rewands cwpiayccs for customer, service and productivity gains as an important”
buman resonrce practzcz: for gaining comp:btive advantage in the 21st century (‘Tawem
Pemn, undated). )

. Healthy Qomyames (i??i) stresses the-impostance of a fair mward xyswm

cThclmémh:phwmmmsuggmmamo@:ﬁmﬁmsmmsymsigmlsw s S
employees what is valued and considered appropriate behavior (Kouzes & Posner, OB e e
Peters, 1987; Yukl, 1939) For example, if an organization wants its employees to provide -
‘ c:xccl!wt customer service, it must rewand its employees for providing excellent service,
® The 1594 Presidential Award for.Quality evaluaies organizations on the extent to which -
they use & “variety of formal, informal reward/recognition mechanisms across'the - -
‘organization for all grade levels, types of employecs,™ and on the extent to which t&o

- organization’s reward system “emphasizes teamwork; is strongiy linked to quahty

(Federal Quality Tnstitote, 1993, p. 32). .

* Organizations that have won the Malcolm Batdnge National Quality Awm recognize
individual and team contributions, Quality is one of the kcy areas for moogmtian and awards

(Reimana, 1990},

® Providing incentives and rewards is an important component of performance mamgement
in the Australian public sector. The Australian Public Service Commission (1992)
recommends providing high performing emplaym with moneiary rewards, non-monetary
mwards, and aﬁvwcemcnt eppoxwmﬁm o ,
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.« ¢ 4 INNOVATION AND RISK-TAKING

Organization encwmgzé and rewards innovation, creativity, and risk-taking; is responsive to
change; adopts new technologies that' enhance efficiency ard job performance; continually
updat&s woxkpxmesscs mawmts, and equx;}::zem, pmvide; tachno}cgical txaining o e e

L A9

| . I’QI Pz‘mdenizai Awazﬁ fet Quahty Human Rmo&:m Beve.}npmmt
-and Mnagcmm o

¢ OFM I.@adcrsth ﬁf’f&&mc&s Sarvey Innovation
. Kﬁalthy Companics }’mplawc’amcmd ‘ilwhnofogy
* GSA Chmatf: Assessment Survey - Crcanvxty and Tonovation

- & DoD Cixmaw Surwy - Strategic Focus

@ Peters and Waterman (1982) stodied over 60 successful companies (financially productive)
and found that "they made heroes of innovators,™ These companies encouraged risk-taking
and tolerated occasional failures, '

® CEQs and hvman resource executives from Fortune 500 Companies, along with human
resource faculty and consultants, indicated that rewarding innovation/creativity and opening
creative opportunities would lead to a competitive aﬁvan;age for organizations in the 23.3:
centary (Towers Perrin, andated).

# Keston (}992} studied two Government agencies that won pt}bhﬁ service &xccllm awards
(e.g., organizations that made wmeasurable pmductmty zmprovcmernts} and found that thclr
leaders supported innovation.

. J{azzmr (1?32} smdiéé five companies to identify managerial behaviors that were related to -

innovation. Innovative managers tended to be visionary and comfortable with change. She -
argued that "a compaxzy *s productivity depends o a great degree on h\ow innovative its
middle ‘managers are” {p. 93). .



® Locke et al. (1991) argue that *a leader’s ubility to create and mmgzchangeigcmcm
_ to...the success and sarvmlafthcnrgm{wn (p. 95-96),

'mgmsmﬁ, JOYCIDIDEDt a8 3 mployer, links the creation of
work climate where risk-taking and inzzcwanozz are mwardcd!encouraged to high pexformm
in Government.

. ®.The leaderstip htcmtnm suggests | that successful arganizatioas have leaders who iciﬁata '
“and fesit.r change azxé mnmtmn {Bmms ami Namzs, 1985; Koum and Pcsnw, 3987) el e

® The Austrai:an !’nbixc Smcc Cemmismn (1%2) mxnmcnds mat Ieadm adqx mx!
managc change; innovate, and encourage nsk—takmg -

‘ ® The 1994 Presidential Award for (&mhty evaluazca orgamzat:ans on the extent o whic!z
_ they use a variety of strategies to increase risk-taking, ianovation, and creativity. (ngeml
Quality Instzmte, 1993). : .



5. CUSTOMER FOCUS. T,

E ﬁ DE»
s e i

pohczcs!pmctmcs that support the delivery of hkgkz quahty products and services (c,g.,
rewards, training); empowers employces 10 resolve costomer problems; obtains. customer
foedback about the quality of products and services; employees have hzowk:dg& about a.nd
mspmdtazhcnwdsanﬂaxgmmmo{mwwmm : :

o

® 1994 FQI Presidential Award for Quality Cntcm Customer Focus and Sansfacﬁ(m,
Management of Process Quality _ .

¢ OPM Leadership Effectiveness Szztvay Quahty Orieptation

¢ Healthy Companies - Meaningful Work

® GSA Climate Assessment Survey - Chicnt Focus

* DD Climate Survey - Customer Orientation

. I)ictiz}n‘aiy of Occupatioﬁal Tites - Mmar Focus

. Ford Pulse Survey - External Customer Focus; Qﬁality Emphasis

® Meilife Employes Attitude Survc‘y'- Quality

». Schneider and Bowen {1988) found that bank customers reported better sarvice quality
when meeting customer needs was more nxzponani to the organization than following rules

and policies.

e Schoeider, Parkington, and Buxton (1980) found a strong mlzt:onstnp between
organizations that had members who understood their customers’ expectations and c&stomer

reports of service quality.



& The National A&v:soxy Commission on ka~3&sed Learning (1992). fmmd that tk .

.companies that were most successful in ﬁn;;icmcnnng “Total Qualify" adopwd stratcgies that
incorporated the needs of their customers. These companics experienced mpmvmw in
the quality of zhcir products and services,

® Bragar (1992) found that argamz.auazzs that had reputations for making s:gmﬁcant m
in *Total Quality™ ﬁadastmng wsiomfmaﬁémwwundmadmdm%m

\gfthwwmm.. , e S T

. @ Peiers and Watzmzaz: (1982) sméied over 60 hlgh pcxformmg Organizahona (a.g.,

' profitable, long-term growth), and found that almost all of these organizations bad s strong.
customezr foczzs ‘I‘hey understood and mspom to the nesds of their customiers. -
e The SCANS report, Governme formance Emploer, links high
perfonuance in Gmcmmenz to cxgamzanms that make efforts to exceed customer

requircments.

>

& Pelers (1987) recommended that organizations become more responsive to their customers’
needs and define quality in terms of the customer, His argument was based on interviews
and observations of leaders in companies that have been very successful at zmplemmnng
quality xmpmvmeat programs {&.g., IBM, Federal Expmss, F(}rd) .

® The Natiomal Performance Review {§9§3} cencluded that Government sgencies must *Put
Customers First® in order to be effective. Specific actions called for include: 1) surveying

. customers o Rie:szy the types {3{ services thcy want, and the level of quality they expect;
2) setting high service standards; 3) suncymg customers to determine their satisfaction wiﬂz

current services; and 4) training employees in customer wmce skills,

# The 1994 Presidential Award for Quality evaluates organizations on the extent to which
they: 1) have knowledge of their customers” needs and expeciations; 2) establish and ‘
maintain cusiomer relationships; and 3) assess customer sansfactwn {Federal Qua.lity
Institste, 1993), ‘ .

-® Reimann (1590) found that compamaé that scored high mi the Maicolm B&idﬂgc National - ‘

Qualﬁ)r Award had a ¢lear understanding of their customers’ expectations, set customer
service siandazﬁs and empowered their front-line employecs o resolve custom&r problems.

10
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6. LEADERSHIP AND COMMITMENT TO QUALITY- - .

P e

Definiti
Managemcnt pmmows quality and continvous ;mpmvcmem throughout the mgamzazmn: L
makes it clear to-employees throvgh theit words, actions, and'choices that qna]ity s
impom inspires pride and a commitment to quality from all emplaym* createy, . EES
communicates, and sustains organizational vision, goals and values that are reluted to quahty
and continuous improvement; pmmck.s resources neczssaxy for qua!ity mmp:mcmm Lo
chailcngcs cmg}nym S

o5 -

@ 1994 FQI Presidential Award for Quality Criteria - Leadership
. C}PM Leadership Eﬁ‘ectzvcness Survcy Quality Oncntatzon ‘

® GSA {Z:lzmatc Assessment Suwcy Top Lm;mcnt I.aadershxp and
Support

® DoD Chimate Survey - L&adership and Management; Strategic Focus y
® Ford Pulse Survey - Quality Bmphasis; Supervision | |

& Metlife Employee Attitude Survey - Quality

* Schoeider and Bowea (1985) found that bank customers reported greater service quality
" when baok managers set standards of high quality customer scrviw.

¢ Schneider, Parkingion, and Buxton (1930} found ti:at bank customers repor:ed hxgher
service quality when bank managers were committed to quality service. .

& The National Advisory Commission on Work-Based Learning (1992) fouz;d ihat mpame& :

that were most successful in m:pic:n::ntmg "Total Quality” practiced continuous
improvement, This cycle of contisuous improvement iex:! to higher quality products and

services,

11
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" @ Bragar (1992) studmé 2% organizations with reputations for making sigoificant strides ia

*Total Quahty * She found that the Teaders of these organizations placed * cnormous, T

contipuing cmpim:s on embracing the values of quality” (p. 51). Leaders wnnnuany
promoted the vision of quzizty throughout the ozgamzatiun.

® Garvin (1983, 1988) swdied American and Japanese manufacturing companics and fm
that the companies that pmduwd the hlghcst quality products had leaders wlw were dwply

commzﬁad to quality and clmﬂy communim:ﬁd thxs mmmzzmem, ; . ‘
A d Koum an:i Posner {1987) fo&md that. sonior executives communmnon ef theu* oempany '
vision was related to orgmuona‘i producnmy, as well as employee saasfwt;an aud :

mmmzm

® Keston (199‘2) studied two chemmcnt ageacics that won gubhc service cxcelleacc awaxéa

(e.g., organizations that achieved measurable productivity iniprovements). He found that the

Jeaders in these organizations created & vision that was capable ni’ bringing t.!;e wm&:&}m to
*a new place”, and developed commitment for this vision.

& The SCANS report, Government as a High P ‘mployer, argoes that imdcrski;:
and support from top management are thc wost cnma! mmpﬁncnts of high performance in
Government. Managers must be comunitted to implementing a system of high performance,

® Peters (1987) studied organizations that have been vef'y successful in implementing quamy
improvement programs. He found that the managers of all these organizations were obsessed
with and commitied to :;zzahty For example, quality was at the top of every managex’:
agenda.

® The 1994 Presidential Award for Qua]ny c%?aluézas organizations on the extent to which
their leadérs are: committed to and involved in creating, maintaining, and communicating a
vision and values that aré related to quahty {Federal Quality Institute, 1993).

¢ Reimann (1990) foued that organizations that scomd high on the Malcolm Baldnge

National Quality Award had leaders whé were "highly visible and very commirted and,
knowledgaable about quality™ {p.19) _

12



7. VALUING DIVERSITY *

A _ ) Lo

Definiti

Organization values dlffcmnm in empioycc baci:grounds pempwtives, a:zd auzzudes*
embraces the broadest ethnic, racial, religiovs, and cultmal diversity in-the workfame,
assures equality of employment and oppomnily, works. to._prevent émﬁm’ma&an, pmjzxdica, .....
and sexual harassment; has policies and programs that promote diversity in the workplace;-
accepts and accommodates the neeés of persanx wxih dzsab;!;ties* empmym m eac,?x athet

| mihmunzsywdrespm

1 Te——

* 1994 FQI Pzesxdezzual A,ward for Quahty Qnmm ﬁutgzan Rgsouwe Deve!epmcat md
Management :

® Healthy Companies - Valued Diversity

¢ Dictionary of éccazpatiénal Titles - Diversity

. ® The Natiopal Advisory Committes on Work-Based Leaming (1992} found that companies
" that have been most successful in implementing "Total Quality® valued diversity among their
employees. These companies viewed differences in employee backgrounds and perspectives
as an asset. These diversity programs led to greater employee mmmztmeat and mtzﬁvam

® Gowing and. Anmtaga (1992) argue that valuing cultural diversity is an important hman
mwmpmawefmammagandmmgwgmcmtmdfum ?edﬁralwmkfcmc

e A growing body of research shows that com;mmesmth&;; make smﬁcant mvcstments in
diversity programs have healthier and more productive ﬁmgioyees {eg., Eealtky Cempames
19592},

® The National P‘crf‘onnanc& Review {(1993) encourages agencies 1o dcmanstraw a ms
commitment to equal cmpio;:mcut opportunity and diversity.

13



.8, OPEN COMMUNICATIONS

OIgamzaizca shares information with cmpioyees at all levels; promotes tap-ﬁown, boaom-q)
and horizontal information flow; employees receive ‘sufficient and accurate information = - _

necessary for performing their jobs; employees and managers exchange information ﬁ'ee:yw e e o —
differeat dimonsldepamcnts share mfomanm necessary to atiain Wﬁonai gmn, -

* e ke

‘. 1994 FQi Pmsxdcutmi Award for Quallty Cntem X&Rdcrshlp
* OPM Leadership Effectiveness Survey - Communication
* Healthy Ct;mpanies - Open i:omiuhicaﬁgns‘
. e GSA éﬁ;xxate Assess:_ncnt' Survey - Communication e
| . Dél‘) Climate Survcjf ~ Communications

® MetLife Broployee Aftitude Survey - Communication

® (Garvin (1983, 1988) studied American and Japanese manufacturing companies and found
that the companies that produced the highest quality products shared information with
employees at all levels of the organization. In less successful wmpanies, information was

typ;cally only available at higher levels of management.

® Steel, Shane, and Kennedy (1990) found a miaﬁonship between the accessibility of
information in an organization {e.g., co-workers share their ideas and opinions) and
employee job satisfaction and commitment 1o the organization.

® Schoorman and Schacider (1988) studied the relationship between different organizational
variables and work unit effectiveness in two types of organizations (a university anda -
financial-services telemarketing organization). Employecs reported that the availability of
job- miwam mfonnamn was related to the effacuveaass of their work unit.

14
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® Peters and O"Connor (1980) dcvc}oped an cmpzncally based zaxcncmy of oxgamzaﬁonal
factors related to work performance. The taxonomy indicates that the availability of job- ™
related information (e.g.; about company rules, pmcadares, policies) is related to work

. performance.

® The mazzagemc:zz htmmre cnzzszsmmiy demonstrates that wmmumcatian is oﬁen the :
zmsswg lmk in mcffectzvas organizations. (&g., Lewxs 198‘7} B

., 12’\ }'_‘ P A 2_4 .
: CRNIRE RS

. (:B()s and buman msmzm: cx:x:utivcs imm Femmﬁ 580 Cc:mpanies, along with boman
resource faculty and consultants, indicated that” commumm:lg business-directions’ “plang, and
problems would be an essential izumaa resource pmcime for gaining wmpc:zm ad‘s?anmgc in
the 21st century (Towers Perrin; updated), - . - L . -

¢ The SCANS report entitled, Government as a High Performance Qrganization
. communication tohzgiz pczfommme‘wammm S A

® The 1994 Pmsxdetmal Award for Quality evaluates ozganizaﬁens on the extent'to which
*communication iy twa«way, clear, apan and covers all issues” (Fedeml Quahty Znst:tzxt;c,

1993, p. 22) :

Lo
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Definition

Orgarmtwn pmmotes em;aioyw mvoivment and pamczgatmn thmzzghoui the mgamzaﬁon y

{e.g., in improving pmdaetslsemcesfpmcesses, work design, setting organizational goals, -

.., making decisions); values the contributions and ideas of employess; solicits employee ideas o

and suggestions; opens decision-making processes widely within the organization; pm'idm’& fAm—"
- employees with the authority pecessary to accomplish work objectives; places a strong - o

emphasis on developing leaders at entry level; ﬁmployecs are mwo;m‘bie for am;;hsbing ‘

work goals; canmbutmém and suggcstsom. ‘ N |

. 1994 FQi Presidential Award for Quahty Cntma Human Resource Developme:zt azxi

. ozf}.a Leadesship mecﬁvmess Survey - nmm YLatitude
* # Healthy Companies - }?mpiayec Involvement |

#» GSA Climaie Assessment Survey ~ Ezzzp}oyee Enpcwmcm and ’i‘mwork Decision -
Making

® DoD Climate Survey - Involvement

® Ford Pulse Survey - Empowerment

- #® The National Advisory Commission on Work-Based Leaming (1992) found that the
companies that were most saccessful in zmpiementmg *Total Qualxty diffused decision-
making throughout the organization, These compames experienced xzzzpmvemenis in tlw
~ quality of thcu' products and services, .

® Butierfield and Posner (1979} examined factors that were related to thc effect:vem '

{profit, growth) of twenty branch offices of an insurance company. They found that
" employee power {i.e., the perception of being able to influence what was going on in one's

own offices} was the m&s& significant predictor of branch office effectiveness (cited in.
Kouzes & Posuer, p. 164). - :
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® Denison (1984) smched 34 firms :q}rescntmg 25 different industries. He found that
cmp}oym involvement in work-related decisions predicted the financial performancs of
:}rgamzat:ons {sales and return on investment).

e

" Schneider and Bowen (1985) found a relationship between cmp!ayw pa:hcxpatzon in
demsmu«mahng and cuszomer perccpuens of wvicc quahty in ban]m. . ‘

. Bragar (1992} fonnad tbat orga:mm lhaz maﬂr. sigmﬁm stndes in "’i‘etal Quality
- involved employees at au levels ef thc mgamzanen in makmg éec;sions, solving pmblma, '
and setting gmix. e e o - ,

* I.avzicr et al, (1952) studwé Fnrmae 1008 companm thax usnd at iew.st one pracﬁu: aimed
at increasing the responsibility of employecs-{e.g., job cnnchxzzcnt, seif-managing work -
teams, survey foedback). They found that 70% of these companies expericnced increased
productivity and 60% expericnced m;pwved quality {as measured by empleyec pcmeptions of
the impact of the pzact:m} ' ‘

. Balutis (2992) zzztﬁrm:wed leaders of companics that bave won thc Malmlm Baidngo

. National Quality Award and found that these Teaders involved all employees in the continuous
improvement process. For example, employees were involved in solving and preventing -
problems, and designing and developing products. -

e Tannénbavm and Cooke (1979) conducted rescarch on ¢rganizational power and influence
in & variety of public and private sector organizations. They found that the "more people
believe that they can influence and control the orgamzauan, the greater organizational -
effectivencss and raember satisfaction will be™ {cited in Kouzes & Posner, 198‘7 P 163)

® The organizational development literature suggests :,hat most employees will be more
motivated, perform better, and exhibit greater bealth when they participate in making
decisions that direcly inflvence thems. Healthy organizations open their decision processes
widely within the organization to draw on the fullest mge of m:iwzdua} 1d::xs {e. g . Healthy

Ompames, 1592).

& The job eam:hmmt literatore cczzsmenuy demezzsmws that employees are more mcﬁvated
and satisfied when their jobs are restractured to make them more meaningful and ckalleng;sg“
(Hackman & Oldham, 1976; Umstot, Bell, & Mitchell, 1976). One strategy for mnching
jobs is to provide employees with greater responsibility and auwnomy

@ Participants in the Towers Perrin study {undated) nuanimeixsly indicated that fuil cmployee
involvement would be an _important human rescurce practice for gamg wmpennve .
‘advantage in the 215t century,

® The SCANS Rf'?&ﬁ Qg"g e 1% o ds e
performance in the public sector to the full mvﬂlvmem of the entire workforce i in mpmvmg

quality.

17



® The National Performance Review (1993) concloded that Empewcnng Emyk}ym to (}gg
Results” is critical for creating 8 sore effective Féderal Govemment. . Its recommendations
include: 1) delegating decision making authority to employees; am‘l 2} bolding empbym ,
" accountable for results,

® The 1994 Pms:denual Award for Quality evaluates mgamzatmns on !im degme to which
they mveive and empowar thcu cmp‘ioym (Fodmi Qnalny Inﬁtazc, 1993) o

: *Rzmm{i%ﬁ)foundtka:argammﬁm:hatmmdhzghmthaMaieeimBaidd@ . Dt
National Quality Award empowered their employees. “These [employees were] givea ’f:zoad o
Alatziz}é@e to act on behalf of the wmpany (. 23). \ o

® Participative management is an mpemnt eomponam tﬁ' pcrformame zzxanagemmt ia the .
Australian public sector, The. Australian Public Service Commission (1992) recommends that’

‘managers draw ‘on the experiénces, knowledge; and suggestions of their employees whe:a
designing jobs, mg goals, and making decisions.

. ® Manz and Sims (3989) challenged the traditional assumptions about lcadarsth pmctmes by
suggesting that effective leaders Jead others to lead themselves (as opposed to kecping all :
control and power). They argued that “the principal means of establishing the commitment - .
and eothusiasm necessary to achieve Zaag»tcrm excellence in an organization is to unleash the
seif»ieadcmhz;; poteatial within each person® (p, 5). That is, zmdcrs must develop Ieaderskip
potential in all their employees, - ‘ _

& Block (198'3’) argued that all s:mploym must assume 50me aspect of the iaadm‘sh:p role ia
order to create g high perfczmmg, customer-oriented organization, .

18



Gl - Tl

10,. TEAWORK

Organization encwrages Zeamwark and coopcratian, fzz}zy mvaives tcams in mpmvmg

- products/services/work processes and solving problems; provides team-based incentives, ' :

" departments coondinate their efforts. to acina'vc erganizazmml gaais employees cooperate m IR
ammpﬁshw&xkobgm P A ut T T e e S

k]

nr Woaaa -

» 1994 PQZ Presndeeaﬁa.l Awml for Quahty anrza Hizman i%esmn‘oc })eveicp:ncnt md
Management o ,

s OFM I.,cadersth Effectiveness Survay ’I‘eammtk
* GSA Climate Ass-:ssmm Suxvey Rmp}oym Emmrmenz and ’Ihamwmk“ _ L
.D(}I)Chmatz!;nwey Cooperation . e
. Ft}i*d Pulse Survey - W&z&gmupfrc‘amwolﬁ |

B e ——

* Me{!&fe Employee Attitude Survcy Wor%::ng Raiancnsh:ps* Caord.maﬁan and

® Schneider, Wheeler, and Cox {(1992) demonstrated :hat suppont, coordination, and
cooperation between functional units.-was necessary (0 create an organizational climate that
facilitates the delivery of hlgh quality services. ‘

. Shcndan (1992} found that accounting firms that had ieam-oriented cultures cxpmcncad
less turnover than acc:mnnng firms that did not have tcam-oriented cultures. -

e Steel, Sham:, and Kennedy (1990) found a positive mlatiauship between group cohesion
{e.g., a spirit of teamwork among coworkers) and employee attitudes, such as job satisfaction
and commitment to the ergamzaﬁon Gmup cobesion also predicted employee mmcver and

absentecism.

® Bragar (1592) found that orgamz,azxtms that bad reputations for mak:mg significant strides
in "Total Guality” used teams in the quality improvement process (2.g., o makc decisions,
set gmia develop ideas, and solve problems),
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" ® Peters {i%’?’) found that companies that wem most successﬁxl in qnahty zmpmvamm E
used t.:rassvftmcmzuai m

® Research in NCR Car?emtmn mdzcaieé that high quahty plants (e: £, *,;;Sants that had
effective quality programs, high quality products) placed a greater emphasis on mcape,mtim
and tcamwexk zhazx 3ow quality plants (Ubrich, Haibmnk, Meder, Stuchlik, & 'z‘horpe, 1992}

. wa Towers Perrin. study. (umiamd} mvcalﬁd iizat the use of cmss-ﬁmcnonal ieamsfwoxk

groups wauidbeanwpoﬁaai human resource practice formsmgmaompeﬂﬁm N

advantage of orgmuzazzeﬁs in the 21st century. £

® Shea and Guzo (1987) studied an organization that introdiced tearh-based rowards and
found that it experienced improved customer service (as reportnd by sales tea.ma) Thc :
t}fgamzannn also experienced higher overall saia

® The 1594 Presidential Award for Qualxty evaluates organmtzons on the degme: o which
their managess support teamwork (Fedcra! Quahty Z(nsutaw, 2993)

® The SCANS Rtport, Government a5 4 Pe pAnIzZa
and team-based incentives to high pmfarmm in Govemawat. L
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11. BEALTH-ENHANCING WORK ENVIRONMENTS
Organzmnea pmvm a pleasant heaithy, and safc work znvmanmcnt, works to pxevem »
~ physical and psychological harm in the workplace; provides progrRms that encourage good

bealth practices; creates physical conditions (e.g., temperature, noise, clmnhms) that are
- conducive to-cffective performance; provides work space and phzmcal facilitxss that m n '

* 1994 FQI Presidential Award for Quality szman Rcsourcc Develapmea: and
Mansgement ’

1 Loy
" .

e Healthy Companies - Health-Eahanc iag.Wark Environments Mheoosoe T
* OPM Leadership Ef{ectivemss Survey - Warhngﬁmwmagwm '
® GSA Climate Assessment Survey - Boviropment

® MeiLife Employee Attitude Survey - Management Practices and Working .Conditions

# Peters and O’Connpor (19803 developed an empirically based taxonomy of organizational
' factors related to work performance. This taxopomy indicates that the fﬁllovzmg aspects of
the work covironment are related to work performance: temperature, noise, lighting,
_ appropriaicness of the work area, and safety. :

® Schoorman and Schneider (1588) found that the physical conditions and safety of work .
Tacilities were related 1o employee ;zcmcptiam of the effectiveness of their work unit.

® The work design and ergonomics literatures show that the arrangement af the work
environment has a major effect on employee health (e.g., Healthy Companies, 1992).

& Corbin (1992) argues that the work environment of an office is related to employes
productivity. She argues that the key to higher employee productivity may be as easy as-
reorganizing afﬁcc space.

& The Nationa! Performance Review report (1993) discusses the importance of mamtauuag a
safe and healthy workplace. .

® The 1994 Presidential Award for Quality évaluates organizations on the extent to which
they provide services to improve employee well-being (Federal Quality Institute, 1993).
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& The Aas:zahan publ:z; sector provides | its employees with a safe and bealthy wcrki:ng
environment. This human resource practice is based on the assumption that *a hannouims

workplace coniributes to morale, behavior, and pcxfermanw {The Australian Public Scwicu
' ‘Cnmmzssxon, 1992, ;z 5D.

[
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12, RESOURCE ALLOCATION/UTILIZATION

Organization provides resources (e.g.s pamnnél, supplies, equipment) necessary for effective
job performance; makes appropriate materials and sappims available; has sufficient personne}
with 3ob~re§evant oom;mtenmes, ‘keeps mtcnuptzm to a zmmm;xm, employee workloads are. -

el

. ® OPM Leadership Effectiveness Survey - Resource Aliocation/Utilization
® GSA Climate Astessment Survey - Eavironment
® DoD Climate Survey - Task Characteristics

* Ford Pulse Survey - kaleadfsuws

" MetLife Employee Attitude Survey - Mauagemm{ Practices and
Werkmg Conditions; kalmd

. Schnezd::r and his associates have consmtezzﬂy found that.bank customers :mpzm higher
service quality when the bank’s equipment and facilities are appropriate and well-maintained,
- and when staff are sufficient in numbers (Se;hncldcz & Bowcn 1985; Schneider, Parkington,

& Buxrmx, 1980).

* Peters and O’Connor (1980} developed an empirically based taxcmomy of orgamzanenai
factors related to work performance. The taxonomy indicates that the availability of tools,
equipment, materials, and supplies that are necessary to do zhc y.)b 15 related to work -

performance,

® Olson, Borman, Roberson, and Rose (1984) found that the presence of appropriate
resources, tools, and equipment was related to work performance., thay also found that the

size of &mplayec workloads was related to performance.
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13, FAMILY/WORK/LIFE BALANCE -
Grgamzama z:w:atcs conditions that. help empieyecs balance: famﬁy and ;aersonai life needs.

and work demands; respects and supports family. relationships and outside companioriships; -
promotes a faxm!yﬁfmdly culture through sich practices as- flexible hours, home-work

options, and famxly»mlateé benefits (e B pamntai lcave pc;i;cm, and miﬁ‘"‘?“ o m A

. child ¢are).

o 1994 FQI }’zwéemaj Awaxé for Quahty Criteria - Humaa Rcmm Devclapment and
Managem o

. OP‘M mam l’iiffectwcmss Satvcy Personnel Policies

o

.& Healthy Companies - FamzlnyoWa Balance

am

* A growing body of research sbows that organizations that promots such pm&ze&a as
flexible work schedules and work-family programs have employees who are healthier and
more pwéaczzve at work {c.p., Healthy Companies, 15992}, :

. Xopelman (in press) reviewed 27 different studies on the impaci of flexible work schedufes

" and found, in general, positive cffects on productivity and abscnwcxsm Maoast of this
reseasch was done on clerical occepations.

# The introduction of on-site child care facilities has been linked to reduced employee
. ternover (Youngblood and Chambers-Cook, 1984).

® Family-related bepefits and programs have been finked to employee morale, job
satisfaction, md commitment (o thc crgammnon (Youngblood and Chambers-Clook, 1984)

. & There is some evidence that wmpany sponsored child care is related m an organization’s
ability to attract and retain a qualified workforce, For example, these programs have been
linked to an individual's acceptance of a job offer (Ransom, Aschbacher, & Barud, 2989}

® The Towers Perrin study (undated) revealed that promoting flexible work. arrangcmen:s i
a human msource pracucc that would increase an organization’s competitive advaniagc in the

21st century.
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® Zedeck and Mosier (1990) dascass thc mle of empieyec wozk~famﬁy programs .z,
alternative work schedules, child and dependeat care, em;ﬂz:yee assistance pmgrams) izl
( reducing employee stmss zhscnwelsm, and turnover,

® The National: Performmzce Review (1993). recommends that the Fedcral Govermnment
update and-expand its “family-friendly workplace cpiw;zs {e.p., mmpmsedlﬂaxrm part«
. time, andjob shanng wmk schedaiss Flmphw) _ |

Government. agwcws aéapt waxk«famﬂy miated pmgtazzzs‘ ‘I’he mperz zzxd:catcs that ﬁme |
programs may be related to pmduzxmt}' in the public sector, : ‘

msplcmem pmgmns pcrsan.al cf; g., alfternative work schedules,
child ¢care, part-time employment and job-sharing, ﬂmpiacc) The report suggests that these
programs are pecessary if the Federal Governmient is to attmcz mot:vaw and retain a highly

qualified workforce.

¢ Shellenbarger (1991) argues that famxly-fmzzdiy policies Zmlp organizations recruit and
~retain employees.

& The Australian public service provides its cmptayees with flexible work hours to enhance
the quality of working life, and to attract and mLmn iugh quality individuals (Aum{m
Public Service Commission, 1992}.- '

¥
J
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. .. 14. SUPERVISION/'MANAGEMENT
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and pczformance standards; monitor empk)yee performance; provide wnstmctiva
performance feedback to employees; provide employees with assistance and guidance -
necessary for effective pcxfexmanw suppoit employees; and gmde fair. mtmgs of cmployee
performance. '

‘s OPM Le;adczshxp Effectiveness Sorvey - Managerial Practioes

® GSA Climite Assessment Survey - Leadership “

» Ford Pulse Survey - Supervision | |

® MctLife Employee Attitude Survey - Supervision; Performance Standards and Feedback

& Schneider and Bowen (1993) found that supervisory behaviors, such as providing feedback
. and sharing information, were related to bank customer reports of service quality.

® Schoorman, Schechter, Moeller, & Schreider (1988) conducted a study in a financial
“services telemarketing organization and found a significant relationship between supervisory
* behaviors and the sales performance of fifteen different work units,

® The goal setting literature consistently demonstrates that employee performiance is
~ improved when sopervisors set clear, specific, and challenging goals (e.g., Locke and
Latham, 1984},

& Camevale (1992) surveyed employees in a large state govemment agency and found that
the development of strong supervisor/employee mlatioushi;}s was strongly related to high
levels of organizational trust (i.e., employees’ trust in their organization), Examples of
supervisory behaviors that were related to organizational trust were supervisor mﬁdcnoc |
and support feedback, and approachability. ,

26.



_ . Supervision is an zmpcmant eompomat of pexf:}:manec mgmat in the Australian
. public sector. Supervisors assume the role of developing émployees, monitoring employes
performante, providing regular performance feedback, communicating the priorities and

goals of the work unit, and setting performance standards.- The Australian Public Service -
Comumission (1992) warns that ;neffecmre supemsxon can reduce the effwiz%ncss of a waﬁ: N

amt.
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{5, SOCIAL RESPONSIBILITY ~ ~ =~
Dt

Organization pmmotcs the social we3~bemg of the wmmumty, gponsors and’ suppom
employee involvemeit in community affairs (c.g., through charity’ work, comininity service,

’ . partperships mthschoo}s), wm&zmﬁwpwmdmmmmcnm!hw& miws A

environmental consciousness throughout its werkferce and communities,

" ® 1994 FOI Presidential Award for Quality Criteria - Leadership

& Healthy C{}mpgnies - Community Responsibility; Environmental I’mtection

- 'I‘bemwamdyofmmhwmhmmgunwhnkpn%wmwmmﬂ
responsibility {e.g., charitable donations, volunteer work, cleaning up the mmamcat} with
the financial performance of organizations (Healthy Companies, 1992}, ‘

® One evaluation criteria for the 1994 Presidential Award for Quahty is the ‘extent to which
arganmtwus are committed to public health, community service, and cmmnmwni
protection (Federal Quality Institute, 1993) :
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' 16. JOB SECURITY/COMMITMENT TO WORKFORCE

E‘ ﬁ Ul'! |
Orgazzzzaum mcogazzcs that its effectiveness depcaés on the commitment and morale of its.
employees; provides job security; seeks to develop a long-term core, workforce: provides

assistance for employees affected by reductions in’ force; maintains Workfome that ig -
ﬁmbiz: in its work moles and in Jeaming new skﬂls pcnodzcally mms empluym

® Carnevale (1992) fovnd a strong relationship between state government employee reports |
of job wcmty and organizational trust (.e., cmpi&yac trust in their organization), o

. Rcscamiz in. NCR Corporation revealed that hzgh quabty p!azz{s (e.g., plants mlh c:ﬁ‘cctiw ’
quality programs, high quality products) had employees who perceived greater job security
than Jow quality plants (Ulrich, Halbrook, Meder, Stuchlik, and Thorpe, 1991)

® Healthy Companies (1992} argues that dewnsmng of zl:ac workfnm is unfair, and Jeads w0
weakened onalty of and performance by employees who remaia in the organization. ‘mm '
are economic benefits 1o ke:q:mg experienced, dedicated employees,

® Solomon (1992} suggests that an organization’s comuuwi o its cmployecs wili result in
- employee conunituient to the organization,
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17, STRATEGIC PLANNING

' Defins ’;
' Grgamzatmzs pi:ms for jts foture; monitors and mponds to its external environment; develops
and vpdates quality improvement goals; bas goals that require it to strive for excellence; . byt e e
integrates. perfannaaee and qualzzy improvement goals into ity overall strategic and budget -

planning process; incorporates input from mp?oyw; customers, and suppliers in the
planning process; assesses the extent to which it is meeting its goals and objectives.

* 1994 FQI Presidential Award for Quality Criteria - Strategic Quality Planning
s OPM I..eadcmhig Effectiveness Survey - Quality Orfentation
® GSA Climate Assessment Survey - Strategic Planning

" & Dol Climate Survey - Strategic Focus

& Keston (1992) studied two Government agencies that won public service excellence awards
{e.g., orpanizations that made measerable productivity improvements) and found that both
incorporated environmental considerations and the latest technological advances into the
planning process,

® The SCANS report, Governme ance Bmplover, links strategic
planeing to high perfo:maace in Gevcmment "ihmzzgh the strategic planning process,
achieving quality improvement becomes a part of the day—w-éay management of an
erganiza;mt: (p. 4). This report also recommends that orgamzanms involve all employees
in the design of the strategic plan. .

& Reimann {1990) found that ;z:ganlzatz&z;s that scored kigh on the Malcolm Baldrige
National Quality Award integrated their business plan with their quality goals and sirategies.
These organizations focussed on long-term planaing,

® Locke et al. (1992) argue that organizations must develop strategic plans to achieve their

vision. If an orgarization-wants to achieve a vision of producing the hjgi:cs: quality pmdm
and services, it must develop an averamiazzg plan that mao:poratas this vision.
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& The 1994 Presidential Award for Quahty evalvates orgé:ﬁ:izaﬁéus on their strategic .
planning process and on the extent w which key quality requirements are integrated into ™
overall planning (Federal Quality Institute, 1993). .



18, MEASUREMENT AND ) ANALYSIS -~~~ s

Organization collects and uscs data, mf&rmatml, and measures fo improve q&ahty and . -
operational performance; uses processes and techinologies fo ensure mfwmaﬁon caliw:ed ia
reliable and valid; collects/uses benchmark data {e.g., on product and service quality, -
business processes); performs comprehensive assessments of the quality of its systems, we;t
processes, and products/services, and uses msuits o zmpnwe quakiy, sets quamy staadards '
* for internal support func:was and’ suppliers, - _

A L e

® 1994 Presidential Award {:}r Quahty Criteria - Information and Analysis; Msnagemcm cf
Process Quality .

® GSA Climate &ss&ssmcn; Survey - Meiasurement and Analysis; Quality Assurance

. ® Ford Pulse Survey - Quality Emphasis

® Schay (1993} conducted a study of 19 Govcmmezzt “agencies to z{iﬁnnfy criteria for
effective human resource management programs. Slm found that top-taied agc.:zciea \
(ratings were based on survey responses 0 TQM and personnel service delivery scales) were
more involved in measurement of results than lower rated agencies. Top rated agencies
"knew how to measure cffectiveness” and tended to “measure results of strategic planning™

{p. 49.

* Emst & Young {1992) conducted a study to identify management practices that wers
related 10 organizational performance (profitability, productivity, and quality). The
following practices were related to performance improvements for medium

performing organizations: 1) widespread and pericdic measvremeant of the results of
improvement efforts; and 2 the use of the results-based’ information to drve further:
improvements. Additionally, benchmarking was a practice that was related to the
maintenance of strong performance by high performing organizations,

® The 1994 Prcsndcmzai Award for Quahty evaluates organizations on the cffcctzvme& of
their collection and analysis of information for quality improvemeat and plamzmg
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¢ The "Government ?ezformanec and Rcsuits Act of 1993" mqum all agenacics {0 measure
program performance against goals and report on their progress. This law requires the ~
establishment of a performance measurement system in Federal agencies.

" & Reimann {1990} found that organizations that won the Malkeolm Baldrige National Quality
Award measured their pcrfzmnance in key arcas of products, services, and business o
processes, and bcnchmarked their performance against the most $uccessful companies. ’Ihese‘

organizations mgn!arly mommmd the performance of “systems and mdmduals* et

® Wellins,. Gmnodo, Day, Colte:yahn ‘Mussitsch, and Price (1993) studied over S(ﬁ
organizations to identify the best practices of organizations that are successful at
implementing total quality management (TQM), Managers and employees indicated that the
use of performance measurement and benchmarking practices were ingportant to the success

of Lbc;zorganizanaa 3 TQM effort.

# The International *I?.enc}uxzarkmg C!canagimusa (1992} conducted a sméy 0 dcwrmmc thz'

state of benchmarking in American industry. "It sampled 76 organizations in diverse -
industries and found that many of the pation’s leading companies practice benchmarking
(i.e., compare their perfarmaaca to the performance of other companies that are recognized

_as suwessﬁll} - .

&
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* Appendix A: OPM's Orgamz.anonal Asscssment Sunrey (OAS) Dxmens:on Crosswalk
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