
Federal Employment 
Policy Handbook: 

, 

Veterans and the 
Civil Service 

. UnIted States 
Office of 
Personnef 
Management 

Employmool 
SefVice . 



,• 

VetGuide I Contents 

o Introduction page 3 


@) Veterans' Preference in Appointments. . . . .. page 5 


e Veterans' Preference in Reduction in Force .. page 19 


o 	 Miscellaneous Provisions Pertaining 

to Veterans. . ...................... page 23 


Service Credit ...... , ............... page 27 


Special Appointing Authorities for Veterans .. page 31 


" Restoration after Uniformed Service ....... page 35 


Q Special Redress and Appeals ............ page 41 


VctGuide 



-
'M 3 

o Introduction 

VetGuwe el:plains the special rights and privileges that veterans enjoy in Federal 
civil service employment The guide conveniently summarizes in one piace 
material from many laws .and regulations that affect the employment of veterans. 
The guide will help Federal personnel specialists ensure that veterans receive the 
advantages they have earned. 

The Office of Personnel Management (OPM) a.dministers entidement to veterans' 
preference in employment under title 5, United States Code, and oversees other 
statutory employment requirements in titles 5 and 38. (Title 38 also governs 
veterans' entitlement to benefits a.dministered by the Department of Veterans 
Affairs (VA).) 

Both title 5 and title 38 use many of the same terms, but in different ways. For 
example, service during a "war" is used to determine entitlement to veterans' 
preference and service credit under title 5. OPM has always interpreted this (0 

IIte!ill a war declared by Congress. But title 38 defines "period of war" to include 
IIW\y non-declared wars. inc1uding Korea. Vietnam. and the Persian Gulf. Such 
conflicts entitle a veteran to VA benefits under title 38, but not necessarily to 
preference or service credit under title 5. Thus it is critically important to use tlle 
correct definitions in determining eliglbiHty for specific Tights and ben;efits in 
employment. 

For additional information, including the complete 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 Qfthe Clvil War, veterans of the Armed Forces have been given some 
degree of preference in appointments to federal jobs. Recogoizing their sacrifice, 
Congress enacted laws to prevent veterans seeking Federal employment from being 
penalized fOT their time in military service. Veterans' preference Tc<:ognizes 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 Act of 
1944, as amended, and is now codified in various provisions of title 5, United Stares 
Code. By law, veterans who are disabled or who served'on active duty in the Armed 
Forces during certain specified time periods or in military campaigns arc entirJcd to 
preference over others in hiring from competitive lists ofeligibles and also in 
retention during reductions in force. 

In addition to receiving preference in eompetitil'e appointments. vetcmns may be 
considered for special noncompetitive appointments for which only they are 
eligihle. See Chapter 4. 

* When Preference Applies 

Preference in hiring applies to permanent and temporary positions in the competitive 
and excepted services of the executive branch, Preference does not apply to 
positions in the Senior Executive Service or 10 executive branch positions for which 
Senate confirmation is required. The legislative and judicial braoches 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 ha\'c 
been made subject to the Act by another law. 

Preference applies in hiring from civil service examinations condtlcted by the Office 
of Personnel Management (OPM) and agencies under delegated examining authority, 
for most exc-epted service jobs including Veterans' Readjustment AppOintments 
(VRA). and when agencies make temporary, tenn, and overseas limited 
appointments. Veterans' preferen<.:e does not apply to promotion. reassignment. 
change to lower grade, transfer or reinstatement 

Veterans' preference dQes not require an agency to use any particular appointment 
process. Agencies have broad authority under law to hire from any appropriate 
source of ejigibles 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 employee 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 examimtllon: Tille S United States Code (U,S.C.) 3304-3330, tille 5 Code of 
, Federal Regulations (CFR) Part 332, OPM Delegation Agreements with individual agencies. 

OrM Examining Handbook,. OPM Oelegated Examioj:pg Optrations Handbook; Exct:pted 
, service appoinllm!rlts, including VRA's: 5 tJ.S.C 3320;.$ CFR Part 302; Temporary and IeI'm 

employm,nl: 5 CFR Parts 316 and 333; Qv'TWIS limited empl(lymLnt: 5 eFR Part 301; 
Cart!!!r Transition Program: 5 CFR Part 330. Subparts F lind G. 

tl' Types of Preference 

To receive preference, a :veteran must have been separated from acth'c duty in the 
Armed Forces with an honorable or general disC'harge. As defined in 5 U.S.C 
2HH(2), "Armed Forces" means the Anny, Navy, Air Force, Marine Corps and Coast 
Guard. The veteran must also be eligible under one of the preference categories 
below (also shown On the Standard Form (SF) 50, Notification ofPersonnel Action). 

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

Active duty for training or inactive duty by National Guard or Reserve soldiers does 
not qualify as "active duty" for preference. 

For purposes of this chapter and 5 U.S.c. 210S, "war" means only lhose anned 
conflkts: declared by Congress as war and includes World War 11, whicn covers the 
period from December 7, 1941, to i\pril2S, 1952, 

When applying for Federal jobs, eligible veterans should claim preference on their 
application or resume. Applicants claiming 10-point prefercJ1(;e must complete 
Standard Form (SF) 15. Application/or Ja-point Veteran Preference, and submit the 
requested documentation. 

The following preference categories and points are based on 5 U.s.C. 2108 and 3309 
as modified by a length ofservice requlrement in 38 U.S.C. 5303A(d). (The letters' 
following each category, e,g., "TP," are a shorthand reference used by OPM in 
competitive examinations.) 
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Y s..Point Preference (fP) 

Five points are added to the passing examination score or rating ofa veteran 
who served: 

• During a war; 


or 


• During the period April 28, 1952 through July I, 1955; 

or 

• For more than 180 consecutive days, other than for training, any 
part ofwhkh occurred after January 31, 1955. and before October 15, 
1976; 

or 

• In a campaign or expedition for which a campaign medal has been 
authorized, Any Armed Forces Expeditionary medal or campaign 
badge. including EI Salvador, Lebanun, Grenada. Panama. Southwest 
Asia, Somalia. and Haiti qualifies fOf preference, for more 
information, see Chapter 7 of The GfLide 10 Processing Personnel 
Actions, an aPM operating manuaL . 

A campaign medal holder who originally enlisted tlOer September 7, 
1980, (or began active duty on or after October 14, 1982~ and has not 
previously completed 24 months ofcontinuous active duty) must 
have served continuously for 24 months or the full period called or 
ordered to active duty. The 24·month service requirement does oot 
apply to 1 O-point preference eligibles separated for disability incurred 
or aggravated in the line ofduty, or to veterans separated for hardship 
or other reasons under lQ U.S.C. 1171 or 117), 

" lO-Point Compensable Disability Preferen« (CP) 

Ten points are added to the passing examination score Of rating of: 

• A veteran who served at any time aDd who has 3: compensable 
service-connected disability rating ofat least 10 percent but less than 30 
percent. 

VtfCuide 



y lO~Point 30 Percent Compen$3ble Disability PrefereDi:-e (CPS) 

Ten points are ndded to the passi.ng examination score Of rating ofa vetemn 
who served at any time and who has a compensable service-connected 
disability rating of 30 percent Or more. 

T H)-Point Disability Preference (XP) 

Ten points are added to the passing examination score or rating of: 

• A veteran who served at any tiRle and has a present 
service~connected disability or is receiving compensation~ disability 
retirement benefits, or pen&ion from the military or the Department of 
Veterans Affairs but does not qualify as a CP or CPS; 

or 

,. A veteran who received a Purple Heart, 

Y to-Point Derived Preference (XP) 

Ten points are added to the passing examination score or rating of spouses, 
widows, widowers, or mothers ofveterans as described below, This type of 
preference is usually referred to as "d~rived preference" because it is based 
on service of a veteran who is not able to use the preference. 

Both a mother and a spouse (including widow Qr widower) mtly be entitled to 
preference on the basis of the same veteran's service if they both meet the 
requirements. However, neither may receive preference if the veteran is 
living and is qualified for Federal employment. 

Spouse 

Ten points are added to the passing examination score or rating 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 a 
service-connected disability. Such a disqualHication may be 
presumed wben the vcteran is unemployed 
and 

.. is rated by appropriate miJitary or Department of Veterans 
Affairs authorities to be J00 percent disabled andlor 
unemployable; 

or 

u.s. Otnce of Ptt$<)llnt'l t.bnlgcmem: April, Jm 
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• has retired, been separated. or resigned from a civil service 
position on the basis of a disability that IS serviC(H::onnected 
mongm; 

or 

• has attempted to obtain a civil service position or other 
position along the lines Qfhis or her usual occupation and bas 
failed to qualify because of .. service-connected disability. 

Preference may be allowed in other circumstances but an)1hing less than the 
above warrants a more careful analysis. 

NOTE: Veterans' preference for spouses is different than the 
preference the Department of Defense is required by law to extend to 
spouses of active duty members in fiIiing its civilian pOsitions. For 
more information on that program. contact the Department of 
Defense. 

WidowlWidower 

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 annuned~ and the 
veteran either: 

.. served during a war or during the period April 28, ) 952. 
through July I, 1955. or in a campaign or expedition for 
which a campaign medal has been authorized; 

or 

• died while on active duty that included service descriood 
immediately above under conditions that would not have been 
the basis for other than an honorable or general discharge, 

Mothe, ofa deceased veteran 

Tcn points arc added to the passing examination score Of rating of 
the mother ofa veteran who died under honorable conditions while 
on active duty during a war or during the period April 28. 1952. 
through July I, ) 955, or in a campaign Of expedition for whi<:h a 
cnmpaign medal has been authorized; 

and 
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she is or was married to 1he father of the veteran; 

and 

• she lives with her lotally and permanently disabled husband 
(either the veteran's father or her husband through 
remarriage); 

or 

• she is widowed. divorced. Qr separated from the veteran's 
father and has not remarried; 

or 

.. she remarried but is: wido\ved, divorced, or legany scp:u.'Iled 
from her husband when she claims preference. 

ftfother ofa disabled veteran 

Ten points are added to the passing examination score or rating of a 
mother ofa living disabled veteran if the veteran was separnled with 
an honorable or generat discharge ftom active duty performed at any 
time and is permanently and totally disabled from a service
connected injury or illness; and the mother: 

~ is or was mamed to the father of the veteran; 

and 

9 lives with het totaHy and pem)3nently disabled husband 
(either the veteran' s father (lr her husband through 
remarriage); 

or 

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

or 

• 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 who qualify for 
preference under 5 U.S.C. 2108 (1) (8) or (2). Thus, the widow or mother ofa 
disabled veteran who served after 1955, but did not serve in a war, campaign, or 
expedition, would not be entitled to preference. 

<0> 5 U.S.c. 2108 and 3309; 38 U.S.c. 5303A 

* 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 10 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. 

~ 5 U.S.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 prio; to 
the service. or on the basis of the actual duties performed in the service, or as 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 unpaid, including experience in religious, civic, welfare, service and 
organizational activities. 

oO-SU.S.c. 3311, 5 CFR 337.101 

* Physical Qualifications 

In detennining 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 perfonn the essential duties of the position 
without endangering the health and safety of the individual or others. 
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Special provisions apply to the proposed disqualification of a preference eligible 
with a 30 percent or more compensable disability. Sec Disqualification of30 
Percent or mort: Disabled Veli!rans below. 

+ 5 U.S.C 3312.5 CFR part 339.20" 

* Preference in Competitive Examinations 

Preference eljgibles who are qualified for.1 posilion (at:hicvc a score of70 to 100) 
ha\'e 5 or to extra points added to their numerical ratings dCj:X!ndilig on which of the 
previously described categories of preference they meet. This means the highest 
possible rating js J10 (3 disabled veteran who earns a score of 100 has 10 extra 
points added). 

Names ofeligible applicants are placed on lists~ Or regislers ofeligibles, in the order 
of their ratings. Registers arc eswblished as standing registers 'from ...vhich 
selections will be: made over a period of time and for case examining in which;1 
register is used to fill a single position Or a group of positions :llld is closed after the 
needed se1ection(s) is made. 

For scientific and pmfcssipnal positions in grade General Scbedule (GS) - 9 or 
higher, names ofall qualified applicants are listed on a register in order of ratings. 
augmcmed by veteran preference, i r any, 

For all other posi1ions, the names of 1O~point preference eligibles who have u 
compensable. service-connected disability of 10 percent or more (CP and CPS) are 
listed at the top of the register in the order of their ratings ahead of the names of all 
other eligibles. The names of other IO-point preference eiigibles. 5-p<>inl preference 
eiigibles, and other applicants are listed in order of their numerical ratings. 

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

(0< 5 U.s.c. 3309,3313 and 5 CFR 332AOI ind 337.101 

* Filling a Position From a Competitive Examination 

• AnnouQcing the Vacancy 

To fill a vacancy by selection from a competitive examination the selecting official 
requests a list ofeligibles from the examining office. The examining oflice must 
announce the competitive examination to the puhlic and report it 10 the Office of 
Personnel Management (OPM») which notities the Stale employment service. 
Subsequently. the examining office detennines whkh applicants are qualified. mtes 
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and ranks them based on their qualifications, and issues a certifi<:ate of eligibles. 
which is a list ofeligibles with the highest scores from the top of the appropriate 
register. A certificate ofeligibles may be used for permanent. term. or temporary 
appointment. 

• The HRuie ofThree" and Veteran Passovers 

Selection must be made from the highest three eJigibJes on the certificate who are 
available for the jo~-the "rule of thrce. It However. an agency may flot pass Qver a 
preference eligibJe to select a m:mpreferencc eligible with the same or lower score. 

Example: If the top person on a certificate is a IO-point disabled veteran (CP or 
CPS) and the second and third persons are 5~point preference 
eligibles, the appointing authority may choose any of the three. 

Example: If the top person On a ccrtificate 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 eligihle, the appointing authority may 
choose either of the preference eligibfes, The appointing au!hority 
may not pass Over the IO~point disabled vctenln to select the 
nonpreference eligible unless an objection has been sustained. 

* Disqualifications of Preference Eligibles 

A preference eligible can be eliminated from consideration only if the examining 
office sustains the agency's objection to the preference eligibJe for adequate reason, 
These reasons, which must be recorded, include medical disqualification under 
5 CFR Part 339, suitability disqualification under 5 CFR Part 731. or other reasons 
considered by the Office of Personnel Management (OPM) or an agency under 
delegated examining authority to be disqualifying, 

OPM must approve the sufficiency ofan agency reason to medically disqualify Of 
pass over a preference eligible on a certificate based on medical reasons to select a 
nonpreference eligible. Special provisions :apply 10 the propo~d disqualification 
or pas5 over for any reason of a preference eligible with a 30 pen~ent or more 
compensable disability. See Disquaiijlcatiun Of30 Percent or more Disabled 
Veterans below. 

Agencies must refer suitability disqualifications to OPM for final approval, unless 
OPM has delegated authority to the agency in accordance with 5 CFR Part 731" 

The preference eligible (o-r his or her representative) is entitled on request to 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 O[ different certificates for the same position. 
But in each of these considerations. 'he person must have been within reach under 
the rule of three and a selection must have been made from that group of three. 
Further, the preference eligihle is entitled to advance notice ofdiscontinuance of 
certification . 

.. 5 U.s.c. 3317.3318 and 5 erR 332.402. 332.404 j 332.405. 332.4()6. and Pnrts 339 and 731 

* Disqualification of30 Percent or More Disabled Veterans 

The following special provisions apply to disabled ve1erans with a compensable 
service-connected disability of 30 percent or more: 

• If an agency proposes to pass over a disabled veteran on a ccrtificale to 
select a perSon who is not a preference eligible, or to disqualify a disabled 
veteran based on the physical requirements of the position, it must at the 
snme time notify both the Office of PersoIUleJ Management (OPM) and the 
disabled veteran of the reasons for the determination and of the veteran's 
right to respond to OPM within 15 days of the date ofIne notification. 

• The agency must provide evidence to OPM that the notice was timely sent 
to the di:>abled veteran's last known address-. 

• aPM must make a detennination on the disabled veteran's physical ability 
to perform the duties of the position, taking into account any additional 
infonnalion proYided by the veteran . 

.. OPM wili notify the agency and the disabled veteran of its decision. with 
which the agency must comply. lfOPM agrees that the veteran cannot fulfill 
the physical requirements of the position, the agency may seJect another 
person from the certificate ofeligibles. IfOPM finds the veteran able to 
perfonn the job, the agency may not pass over the veteran. 

" OPM is prohibited by law from delegating this function to any agency. 

+ 5 U.8.C. 3312.3318 

• Preference Eligibles and tbe Nepotism Provision 

A public official may not advocate a relative for appointment. employment. 
promotion, or advancement, or appoint, employ, promote, or advance a relative. to a 
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position in an agency in which the public official is employed or over which he or 
she exercises jurisdittion or control. 

This restriction does not, however, pwhibit the appointment of a preference eligible 
whose name is within reach for selection on an appropriate certific"ate of eligibles 
when an alternative selection cannot be made from the certificate without passing 
over the preference eligible and selecting an individual who is n01 a preference 
eligible" . 

~ 5 U,S.C lllO{e) and 5 eFR Part 3JQ. Subpart A 

.,;l Filing Late Applications 

A veteran may file a late application under the fo1lowing circumstances by 
contacting the employing agency. Agencies are responsible for accepting, retaining. 
and considering their applications as required by laW' and regulation regardless of 
whe1her the agency uses case examining or maintains a continuing register of 
eligibles. 

Applications from lO-point preference eligibles must be accepted, as described 
below, for future vacancies thaI may arise after a case examining register or 
continuing register tS closed. Agencies must accept appJications from other 
individuals who are eligible to file on a delayed basis only as long as a case 
examining register exists . 

.. A 10-point preference elig~bJe may file ajob application with an agency at any 
time. If the applicant is qualiHed for positions fi11ed from a register, the agency must 
add the candidate to the register. even if the register is closed to other applicants. If 
the applicant is qualified for positions fined through case examining. the agency will 
ensure that the applicant is referred on a certificate as soon as possible. If there is no 
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 Delegated Examining Opera/ions Handbook provides 
detailed instructions . 

.. A preference eligible is entitled to be reentered on each register (Ot its successor) 
where previously listed if he or she applies within 9{} days after resignation without 
dellnquency or nlisconduct from a career or career~conditjonal appointment . 

• A preference eligible is entitled to be entered On an appropri.ue eXisting register if 
he or she applies within 90 days after furlough or separation without delinquency or 
misconduct from a career or career~conditional appointment Or if found eligible to 
apply after successfully appealing a furlough or disc-harge from career or career· 
conditional appointment. 

April, 1997 
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• A person who lost eligibility for appointment from a register because of active 
duty in the Anned Forces is entitled to be restored to the register (or its successor) 
and receive priority consideration when certain conditions aTe met. See 5 CFR 
332322 for more details. 

• A person who was unable to file for an open competitive examination O.f appear for 
a test because of service in the Armed Forces or bospitalization continuing for tip 
to) year following discharge may file after the closing date iflhe register of eligibles 
still exists. 

• A Federal employee who was unable to fiJe for an open competitive examination 
or appear for a test because of active Rescn'c duty continuing beyond 15 days may 
file after the closing date of an existing register. . 

9> 5 U.S,c. 3305.3314,3315, and 5 CFR 332.31~, 332.312, 332.321, 332,322 

* Temporary Appointment Outside of Competitive Registers 

In making a temporary appointment not to exceed I year, agencies may use 
competitive registers as discussed above or an alternative ranking process called 
"outside the register." (Agencies may also make noncompetitive temporary 
appointments under the limited situations in 5 CFR 316,402(b). These 
noncompetitive appointments may be made without regard to competitive examining 
or outside-tbe-rcgister procedures but agencies must notjfy the Office of Personnej 
Management (OPM) ohile vacancy when the appOintment will be for 90 days or 
more and the agency will consider applicants from outside the agency.) 

,Agencies may use "otltside~the-register" procedures. described in 5 CFR Part 333. to 
make a temporary appointment even if they have competiti>.'e examining authority or 
M existing register for permanent appointment to a similar position. Veterans' 
prererence is applied as described below. Employees selected do not acquire status 
Or noncompetitive eligibility for a carecr..conditio,,!al appointment 

Here is a summary of the Purt 333 outside~the-register process for making temporary 
:apPointm~nts to competitive service positions. Agencies: 

• Issue job announcements and report the arliloum:emcnt to OP.\1 which then 
notifies State employment service offices of the vacancy. (See 5 CFR 
333.102.) 

• Screen applicants to determine whether th~y meet OPM's qua.lification 
standard for the position. 
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Disqualify applicants, as necessary, for medical reasons as provided in 5 
C.FR 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 witb a 30 percent or more compensable disability. 
See Disqualification of30 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 I 

Method I 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 thc job to be filled and grants an· additional 5 
or 10 points to preference eligibles, as described above under Types oj 
Preference. The agency ranks candidates as described above under 
f'reference 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 ExaminalioYl, 
or an appointing authority has three times wjth appropriate approval passed 
over the eligible for the same position and selected another eligible, or the 
appointing authofJt)' has considered the preference eligible, when within 
reach, for three separale appointments for positions at the same grade level· 
and for the same line of work and selected another eligible. 

+ 5 CFR Part 316. Subpart D: 3JO.JOlj and Part 333 

.,;l Excepted Service Employment 

The Veterans' Preference Act requires an appointing authority in the executive 
branch to select from among qualified applicants for appointment to excepted service 
vacancies in the same manner and under the same conditions required for the 
compctirive service by 5U$.C. 3308-3318. Appointments made with the advice and 
consent of the Senate arc exempt. 

Office of Personnel Management regulations governing the application ofvctemns' 
preference in excepted appointments are in 5 CFR Part 302. 

,q. 5 V.S.c. 3320 alld 5 CFR Part 302 

.,;l Administration and Enforcement of Veterans' Preference 

Office of Personnel Management (OPM) is charged with prescribing and enforcing 
regulations for the administration of veterans' preference in the competitive service 
in executive agencies. arM is charged with prescribing regulations for the 
administra1ion of veterans' preference in the excepted service in exccuti ..'e agencies. 
Agenci~s themselves are generally responsible for enforcement. 

,. 5 U.S.C. l3Ul 
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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 RlF 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 arc 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 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 resolution ofthe 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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Retirees at or above the rank of major (or equivalent) get preference if they are 
disabled veterans as defined in 5 V.S.C. 2108(2) (includes XP, CP, and CPS) and 
also meet one of the criteria above for a person retired below the rank of major, 

A preference eligible who at age 60 becomes eligible as a reservist for 
retired pay under 10 U.S,c. chapter 1223 (previously chapter 67) and who 
retires at or aoove the rank of major (or equivalent) is considered a 
preference eligible for RlF purposes at age 60 only ifhe or she is a disabled 
veteran as defined in 5 U.S,C. 2108(2) (includes categories XP, CP. and 
CPS), Receipt of retired pay under chapter J223 meets the requirement that 
retired pay not be based on 20 or more years offuH-time active service. 
Eligibility for retired reservist pay occurs at age 6O~ up to that time a reserVist 
is not considered a retired member ofa uniformed service and, if otherwise 
eligible, is a preference eligible for reduction in force purposes. 

'95 U.s.c.. 3501, 3502; 5 Code of Federal Regulations (eFR) 351.501 

RU' Retention Standing 

Employees are ranked on retention registers for competitive levels (groups of similar 
jobs) based o-n four factors: tenure. veterans' preference. length ofserviee. and 
performance. 

First they are placed in Tenure Group I, 11, or fI1. depending on their type of 
appointment. Within each group, they are placed in a subgroup based on 
their veteran status: 

.. Subgroup AD includes each preference eligible who has a 
compensable service~connected disability of30 percent or more. 

• Subgroup A jncludes aU other preference eligibles ~t in Subgroup 
AD, including employees with derived preference (see Chapter 2). 

.. Subgroup B includes all employees not eligible for veterans' 
preference, 

. 
Within each subgroup. employees. are ronked in descending order by the 
length of their creditable Federal civilian and military service. augmented by 
additional service according to the level of their performance ratings, 

When a position in a competitive level is abolished. the employee affected (released 
from the competitive level) is the one who sL'i.nds the lowest on the retention register. 
Because veterans are listed ahead of nonvettrans \\>ithin each tenure group, they are 
the tast to be affected by a RIF aetion. 
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Employees are not subject to a reduction in f()rce while they are serving in the 
uniformed services. After return from active duty, they are protected from RIF 
a.clion. If they served for more than 180 days, they may not be separated by RlF for 
1 year after their return. If they served for more than 30 but less than J8J days, they 
may not be separated by RIF for 6 months . 

... 5 V.S.c. 3502; 5 CFR 3SJ.464(a}, 351.606(a1 and Subpart E 

Assignment Rights (Bump and Retreat) 

When an employee in Tenure Group f or II with a minimally successful perfonnancc 
rating is released from a competi1ive 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 an advantage in being retained 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 employee 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 empfoyee 
is released that is held by an employee in a lower group or subgroup, 

• RetreatiJ'lg 

An employee may retreat in the same competitive area to a position held by another 
employee with lower retention standing in the same tenure group and subgroup thai 
is essentially identical to one previously beld by the retreating employee and is no 
more thaD three grades (or grude intervals) lower than 1m: position from which 
the employee is released. . 

A preference eligible with a compensable service.--tonneded disability of30 
perce... t or more may retrea.t to a position up to five grades (or grade intervals) 
lower. 

An cmployee with an unacceptable performance rating has no rigbt to bump or 
retreat. 

An employee with a performance rating of minimarty successful may retreat only to 
" positions heid by an employee with the same or lower rating. 
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• Qualifications 

In reviewing the qualifications of a preference eligible to determine assignment 
rights in a RIF. the agency must waive requirements as described under Physical 
Qualifications in Chapter 2. If the veteran involved has a 30 per(;ent O'r more 
compensable disability, special procedures apply as described under DisqualijicaJion 
ofSO Percent or more Disabled Veterans in Chapter 2, OPM must approve the 
sufficienc), orttle agency's reasons to medicaUy disqualify a 30 percent O'r more com~ 
pensably disabled veteran for assignment to another position in a RlF. 

* S V.S,c. 3502, 3St>4; 5 CFR Part 351. Subpart C, and Part 339 

Appeal of RlF Actions 

An employee who has been furloughed, separated, or demoted by RIP action has the 
right to flppeal the action to the Merit Systems Protection Board except when a 
negotiated procedure must be used. Assignment to a position at the employee's same 
grade Of representative rate is not appealable. Appeals must be filed during the 
period beginning on the day after the effective date of the RtF action and ending 30 
days after the effective date. Time limits for filing a grievance under a negotiated 
procedure are contained in the negotiated agreement. 

95: CFR 351.96), Part UOI 

Reemployment Priority for Separated Employees 

After II RlF. separated competitive service employees in tenure groups J and II are 
listed on the agency's Reemployment Priority List. The agency generally 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 employees" 
Excepted servke employees separated by RlF receive similar priorJty in excepted 
employment. 

.0) S u.s.C~ 3·315; 5 eFR Part 330. Subpart B, aQd Part 302 
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o Miscellaneous Provisions Pertaining to Veterans 

. ~ .Jobs Restricted to Preference Eligibles 

Appointment through competitive examination and "outside the register" procedures 
for positions of guards. elevator operators, messengers. and custodians are restricted 
to preference eligibles when they are availab!e, ' 

<0- title S Unilt:d States Code (U.S.C.} 3310; Title 5 eooe or Federal Regulations (eFR) Part 
330, Subpart D 

~ Reinstatement 

Preference eligibles. including those with derived preference, who served under 
career or career~condltional appointment for any period of time have lifetime 
reinstatement eligibility to any competitive service position for which qualified. 
They have this eligibility regardless of whether their Anned Forces service occurred 
before or after career or career-conditional appointment. Competition under the 
agency's merit promotion plan is required iftbe position is at a higher grade level or 
has more promotion potential than a position previously held. 

~ 5 U.S.C. 3316; 5 CFR Part 3J5, Subpart D 

~ ISO-Day Restriction on Department Of Defense (DOD) 


Employment of Military Retirees 


A retired member of the Armed Forces may not be appointed to a civilian position in 
000 (including a nonapproprialed fund position) within J80 days after retirement 
unless: 

.. the Secretary concerned authorizes the appointment; 

ur 

• the position is authorized special pay under 5 V.S.C. 5305; 

or 

~ a state of pattonaJ emergency exists, 

Vttll;uide April. 1m 



24 !..!!!!!!!!!!!!!!!!!!!!!!!!!"!!!!!!!!!!!!!!"!!!!!!!!!!!!!!!!!!!!!!!!!!!!!! 

Although the Office of Personnel Management (OPM) approval is required by law, 
OPM has delegated the authority to DOD 10 make these determinations. 

0- 5 U.S.c. 3326; no regulation 

'" Reduction in Military Retired Pay 

Retired regufar ofncers, including warrant officers, ofall uniformed services 
(including the Anned Forces and the commiss~oned 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 temporary Federal civilian job jn the executive, legislative or judicial 
branch, including the U.s. Posta) Service and nunappropriated fund in,strument.alities 
(NAFl). 

Retired Reserve officers and enlisled personnel are not subject to a reduction 
unlcss the sum of retired pay and civilian basic pay (excluding locality pay) exceeds 
the pay cap. The pay cap is the bask pay of level V of the Executive Schedule. 

There is no reduction: 

• for retired regular officers during the first 30 days of a temporary, ·pan~ 
time, or intermittent appointment; 

or 

• when the military retired or retainer pay is bused in whole or in part on a 
disability Inturred in the line ofduty as a direct result ofanne<:! conflict or 
caused by an instrument of war during a period of war as defined tn 38 
U.S.C.l01(11). "Period of war" includes World War II, the Korean conflict, 
Vietnam era, the Persian Gulf War, or the period beginning on the date ofany 
future declaration ofwar by the Congress and cnding on the date prescribed 
by Presidential proclamation or concurrent resolution ofthc Congress; , 

or 

• when OPM approves a specific exception on a case-by-case oasis in 
exceptional and unusual circumstances. These circumstances are limited to 
exceptional difficulty in recruiting or retaining a qualified employee for a 
specific job and to emergency conditions that pose an immediate and direct 
threut to. life or property. OPM may delegate authority to an agency head to 
approve exceptions in these emergency situations:. 
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• Calculating the Reduction , 

Reductions are adjusted annually according to changes tn the Consumer Price Index. 
Amounts effective for 1996 are as follows: 

Re1ired regular officers who entered a unifonned service prior to 8/1/86 
have their retired pay reduced to an annual rate equal 10 the first $9,819.69 of 
their retired pay, plus- one halfof any remainder. 

The annual rate for those who entered unifonned service on or after 8/1/86 
is $8,999.27. plus one half of any remainder. 

* Affirmative Action for Certain Veterans Under Title 38 

Section 4214 o(title 38, U.S.C., was cnacted as part ofthe 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 veter;ms under 
Veterans' Readjustment Appointment (VRA). 

The law also requires a separate affinnative action program for disabled veterans as 
. defined in J8 U.s,C. 4214. The program is part ofagency efforts to hire, pl~ce, and 
advance persons with disabilities under the Rehabilitation Act of 1973 [29 U.S.C. 
79J(b)]. Tide 38 does not provide any preference for veterans; preference is 
provided only under title 5, US.c. Rather. section 4214 calls upon agencies to: 

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

and 

,. ensure that all veterans are considered for employment and advancement 
under merit system niles; 

and 

• establish an affinnative action plan for the hiring, placement. and 
advancement ofdisabled veterans. 

-> 38- U.S,c. 4214; 5 eFR Par172IJ. Subpart C 
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fi) Service Credit 

* 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, 
is 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 I, 1982, or in a position covered by the 
Federal Employee Retirement System (FERS) on or after January I, 1984, 
must make a deposit to the retirement fund of7 percent (for CSRS) or 3 
percent (for FERS) of basic military pay to obtain retirement credit. 

Veterans employed in civil service positions before October I, 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 jf 
they are eligible for social security at age 62. 

If civilian service is interrupted by unifonned service, special rules apply (sec 
Chapter 7, Restoration After Unifonned 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, retirees receive credit only for: 

• actual service during a war declared by Congress (includes World War II 
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 
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• a11 active duty when retirement was based on a disability received as a 
direct result of armed conflict or caused by an instrumentality of war and 
incurred in the line ofduty during a period of war as defined. in 38 tJ.s.c. 
101(11). "Period of war" includes World War II. the Korean.conflict, 
Vietnam era, the Persian Gulf War, or the period beginning on the date orany 
future declaration ofwar by lhe Congress and ending on the date prescribed 
by Presidential proclamation or concurrent resolution ofrhe Congress. 

For retirement: 

An employee must waive military retired 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 Qfwar and incurred in the line ofduty during a period of W3T as 
defined by 38 U,$,C 30 I, or awarded under !O U,$,C. chapter 1223 (previously 
r,;hapter 67), 

<Co 5 U,S.c. 6303. 833211nd 8411(c); and tht CSRS and FERS Illlndbool.: 

Creditable Service for RlF*~Not Retired from Uniformed Service 

• Total time in active service iu the Anned Forces, including active duty ,wd active 
duty for training as defined in 37 U,S.C, 101, is credited for reduct,on in force 
purposes for those who are not retired members, regardless oflhe type ofdischarge, 

• Ifcivilian service is interrupted by unifQrmed service, special rules apply (see 
Chapter 5 on "Restoration After Uniformed Service"). 

Creditable Service for RtF-Retired f("om Uniformed Sen'icc 

• Credit for unifonned 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 fOT retired members. 
Thus, retirees receive ,credit only as follows: 

• A uniformed services retiree who is OJ preference eligible for RtF purposes 
receives service credit for all active duty. Other n;tirees receiVe service 
credit only for active duty during a war as defined i)1 Chapter 2, or service in 
a campaign or expedition for which a campaign badge has been authorized. 
Set Eligibilityfor Veterans' Preference in RlF in this chapter to determine if 
n teliree is a preference eligible for RIF purposes. 

-.> 5 U,S,c. 3561, .3502; 5 CFR 351,SOI(d),351.503 
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Creditable Service ror Se,"'erance Pay 

• In computing the amount ofseverance pay a separated employee receives, credit is 
given only for military service performed by an employee who returns: to civilian 
service by exercising a restoration right under law. executive order, or regulation. 
Military service perfonned prior to an individualls Federal civilian service is not 
creditable for severance pay purposes. 

95 U.s.c. 5595; 5 eFR 550.108 
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(',) Special Appointing Authorities for Veterans 

r.< 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) II or equivalent. (The promotion potential oftne position is not a 
factor.) VRA appointees are hired under excepted appointments to positions that fire 
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 who is eligible for a VRA appointment is not 
automatically eligible for veterans' preference. 

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

• Eligibility Requirements 

To be eligible for a VRA a veteran must: 

... have served in the Aoned Forces on active duty (not active duty for 
Iraining or inactive duty as a Reser/1st) for more than 180 days, any part of 
which occurred 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. lethe component block at the top ofDD form 214, 
Certificate ofRelease or Dischargefrom AcNva Duty, indicates enlistment in 
the Reserves, the person does not have active duty qualifying for VRA, 
appointment. 

The iSO-day requirement does not apply to veterans who were 
discharged or released from active duty because of a service
connected disability, or members oCtile Reserve or National Guard 
ordered to active duty under 10 United States Cooe (U.s.C.) , 
1 230}(a)t (d), Of (g). 12302, or 12304 fOf service durin'g a period of 
war as defined in 38 U.S.C. 101 (i 1) or in a campaign or expedition 
for which a campaign badge is authorized. "Period of war" includes 
World War I), tbe 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 prescribed by 
Presidential proclamation or concorrent resolution of the Congrep; 
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and 

.. meet the qualification requirements for the position. The individual's 
military service is considered qualifying for positions at GS-J Zlnd below. 
For positions above G$-3. the appointee must meet .he qualification 
requirements, but the agency may waive any wri"en test requiremem, If. 
test is required. a designated agency examiner may administer the test 
noncompetitively, 

• Time Limits 

A Victnamwera.veteran with service between August 5, 1964. (or Februal)' 28, 1961, 
far those who actually served in the Republic ofVietnamj and May 7,1975, may be 
appointed within 10 years of last discharge or separation. 

A post~Vietnarn~era veteran whose initial service was after May 7, 1975, may be 
appointed within 10 years of last discharge or separation or until December 31, 1999, 
whichever is lateL 

These time limits do not apply to a veter:m with a 30 percent or more service
connected disabllity . 

• Making Appointments 

Ordinarily. an agency may simpiy appoint <lny VRA eligible who meets the basic 
qualifi<:<!lions requirements for Ihe position to be filled without having to annouru:e 
the job or rate and rank applicants. However, as noted. veterans' preference applies 
in making appointments under the VRA authority, Tbis means that ifan agency has 2 
or morc VRA candidates and I or more is a preference eligible, the agency must 
apply veterans' preference, Furthermor~, an agency must consider all VRA 
candidates on file who are qualified for the position .md could reasonably expect to 
be eonsidcred for the opportunity; it cannot place VRA candidates in separate groups 
or consider them as separate sources in order to avoid applying preference or to reach 
a favored candidate. . 

.. Terms and Conditions of Employment 

A VRA appoin,tee may be promoted. demoted. reas....igned, or transferred in the same 
way as a career employee, As with other competitive service employees, the time in 
grade requirement applies to the promotion of VMs, If a VRAweligible employee is 
qualified for a higher grode, an agency may, at ils discretion, give the employee a 
new VRA appointment at a higher grode up through GS~11 (or equivalent) without 
regJrd 10 rime-in-grade. 
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Agencies must establish a training or education program for any VRA appointee who 
has less than 15 years ofeducation. This program should meet the needs of both the 
ageru:y and the employee . 

• Appeal Rights 

During their first year ofemployment, VRA appointees have the same limited 
appeal rights as competitive service probationers, hut otherwise they have the appeal 
rights of exeepled service employees. This means that VRA employees who are 
preference eligibles have adverse action protections after onc year (see Chaplcr 7). 
VRNs who arc not preference eligibles do not get this proteclion until they have 
completed 2 years ofcurrent continuous employment in the Same or similar posi(ion, 

• Nonptrm~ncnr Appointment Based on VRA Eligibility 

Agendes may make a noncompetitive temporary or tcnn appointment based on an 
individual's eligibility for VRA appointment. The temporary or tcnn appointment 
must be at the grades aulhoflzed for VR.A. appointment but is not a VRA. appointment 
itself and does not lead to conversion.to carecr~conditiQnal. 

-'> 38 U,s,c. .1214; 5 eFR Part 361; 5 CFR 752.4&J (e)(3) 

t, 30 Percent or More Disahled Vetenlns 

An agency may give a noncompetitive temporary appointment of more than 60 days 
ur a term appointmenllo any veteran: 

• retired from active military service with a disability rating of 30 percent Of 

more 

or 

.. rated by the Department of Veterans Affairs (VA) within the preceding year 
as having a compens.."\ble serviceMconnceted disability of 30 percent or more, 

There is no grade levellimi!3tion for this authority, but the appOintee must meet all 
qualification requirements, inclUding any written teSt requirement. 

The agency may convert the employee. without a break in service, to a career or 
career~condlti(}n31 appointment at any time during the employee's temporary or term 
appointment. 

<} 5 V.S.C. 3112; S eFR 316-.302,316.402 and 315,707 
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-tr Disabled Veterans Enrolled in a VA Training Program 

Disabled veterans eligible for training under tne VA vocational rehabilitation 
program may enroll for training or work experience at an agency under the terms of 
an agreement between the agency and VA. While enrolled in the VA program, the 
veteran is not a Federal employet for most purposes but is it beneficiary of the VA, 

Training is tailored to the individual's needs and goais, 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 tne qualification requirements for the 
position. 

Upon successful completion, the host agency and VA give the veteran a Certificate 
of Training showing the occopational series and grade level of the position for wbich 
trained. The Certificate ofTraining allows any agency to appoint the veteran 
noncompetitively under a status quo appointment which may be converted to -carc:er 
or ctl:rccr·conditional at any time. 

-> 38 U.S.C- chapier 31; 5 CFR 3.t aDd 3iS.6{}4 
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.. Restoration after Uniformed Service 

"C< 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 nonapproprialed 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 of5 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 intelligence agencies have substantially the same rights, but are 
covered under agency regulations rather than me Office of Personnel Management's 
(OPM) and have different appeal rights. 

While on 'duty with the unifonned 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. 

Unifonned service as defined in 38 United States Code (U.S. C.) 4303(16) means the 
Anned Forces; the Anny and Air National Guard when engaged in active duty for 
training, inactive duty training, 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. 

.)0 Title 38 U.S.c. chapler 43; Title 5 Code or Federal Regulations (CFR) Part 353 

VetGuide U.S. Office of Personnel Managemem April. 1997 



r.'c Advising Employees I Resolving Em ployment Conflicts 

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

Employees in a Reserve component have an obligation both !o the military and to 
their civilian employers, Because of military dov.'Osizing, the Reserves are being 
used increasingly to complement the active duty component on operational missions 
that go beyond week·cnd drills and summer training. As 11 result. some conflict may 
be unavoidable and good-faith efforts by the employee and the agency are needed IO 

resolve any differences. 

Agencies may not question the timing, frequency, duration, and nature ofthc 
uniformed service, but employees are obligated ~o try 10 minimize the agency's" 
burden. For example. Department of Defense (DOD) dir«:tives provide that it is 
DOD policy for Reserve component members to give their employer as much 
advance written notice as practicable ofany pending military duty. 

When there is a conflict between the Reserve duty and the legitimate needs of the 
agency, the agency may contact appropriate military authorities (typically, lhe unit 
commander) to express concern or to determine iflhc military service eould be 
rescheduled or pcrfonned by another member. If military authorities dctemline that 
the service is necessary. the agency is required to permit the employee to go. 

-Cc Time Limits 

Employees whn served in the unifonned services: 

"' Less than 31 days (or who leave to take a fitliess exam for service) must 
report back to work at the beginning of the next regularly scheduted work 
day following their completion of service and the expiration of.8 hours after a 
time for safe transportation back to the employee's residence . 

• More than 30 but less tban 181 days must apply for reemployment no 
later than 14 days after completion of service" 

• More tban 180 days have 90 d;:lYS nffer completion ofservice to apply for 
restoration. 

Employees who fnil to meet these time limits are subject to disciplinary action. 

Agencies must reemploy as soon as practicable, but no later than 30 days after 
recei"'ing tbe application. Agencies have the right 10. ask for documentation 
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showing the length and character of the employee's service and the timeliness of the 
application. 

"tc Positions to Which Restored 

"Employees who sen'ed Jess than 91 days must be placed ill the position foJ' which 
qualified that thcy would have attained had their employment not been interrupted. 
Ifnot qualifiedJor such position after reasonable efforts by the agency to qualifY the 
person, the employee is entitled to be placed in the position he or she left 

" Emp'oyees who sen-'ed more than 9{} days have essentially the same rights as 
described aoove excepl that the agency has the option of placing the employee in a 
position for which qualified of like seniority, status, and pay. 

" Employees with service-connected disabilities who are not qualified for the 
above must be reemployed in a position that most closely approximates the position 
they would have been entitled to, consistent with the circumslances in each Gt5e. 

• Employees who were under tirne~limited appointments finish the unexpired 
portion of their appointments upon their return. 

"Cl Service Credit 

Upon restoration. employees are generally 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 tenure, rClirement, and leave rate 
a<:cruaJ. (Employees do not c-om sick or annualleavc while off the rons or in a 
nonpay status.) 

To receive civil service retirement credit for military service, a deposit to the 
retirement fund is usually required to cover the period of military service. Only 
active, honorable military service is creditable for retirement purposes. If the 
employee is under the Civil Service Retirement System (CSRS). a deposit of7 
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 Retirement 
System (FERS). However. these amounts may be different if: 

• the employee's creditable civilian service was intcmlpted by military duty; 

and 

• reemployment occurred pursuant to 38 U.S,c. cn;Jptcr 43 on or after 
August 1, 1990. 
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In such a. situation, the contribution is either the above-prescribed amount Or the 
amOUnt ofcivilian retirement deductions which would have been witbheld had the 
individual not entered uniformed service iflhis amount is less than tbe normal 
deposit for military service . 

• National Guard Service 

Special rules apply to crediting National Guard service. 

Prior to the en'<lClment of Public Law 103·353 in October 1994, National Guard 
service was creditable military service for civil service retirement only when the 
National Guard \.....as activated in the sen'ice of the United Stales, 

The 1994 law made fuJl~time National Guard service (as defined by 10 U.S.C 
tOJ(d» wbich interrupted creditable Federal civilian employment under CSRS 
or FERS and was followed by restor.ltlon under chapter 43 of title 38, U.S.c., on 
or afler August 1~ 1990, creditable as military service. 

t\ OPM Placement 

If the employing agency is unable to reemploy an individual returning from duty 
with a unifonned service. OPM will order plaeement in another agency when: 

.. OPM dctennillcs that it is impossible or unreasonable for an agency in the 
executive brunch (other than an intelligence agency) to reemploy the person; 

or· 

.. an intelligence agency or an agency in the iegislative or judicial brancb 
notifies OPM that it is lmp!lssiblc or unreasonable to reemploy the person, 
and the person applies to QPM for placement assista~cc; 

or 

• a noncareer 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. 

t\ Employee Protections 

Employees are not subject 10 a reduction in force while they nre serving in the 
uniformed services, If they served for more than 180 days. they may not be 
separated, except for ('!Jose, for I year after their return. if they served for more than 
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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'.s regulations.) 

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

f< Paid Mililary Leave 

Each fiscal year, employees under pennanent appointment are entitled to 15 calendar 
days of rniJitary leave, with pay, to perform active duty as a member of a Reserve 
component. ParHime employees are entitled to military leave pro-rated according 10 

the tour of duty, e,g., an employee who works 20 hours a weck earns 7 Y:! days of 
military leave. 

Employees may carry over 15 days of unused military leave into a new fiscal year. 
Therefore. potentially they may have a totar of 30 days to use in aoy 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 couot against the J:5 days of 
military leave aUowed during lhe year except when the oon~workdays occur at the 
beginning or end of the military leave period. 

Reservists may not use annual leave or Icave without pay interchangeably with 
mililary leave. on a selective basis, to avoid being charged military leave during 
weekends and holidays. Also, except for Postal Service employees, Reservists may 
not usc military leave to cover drill periods since monthly 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. 

Tne Comptroller General has held that generally an employee must be in a pay status 
either immediately before or after taking military leave. The test for determining 
entitlemcnt to military leave is whether, but for the active duty. the employee would 
have been in a civilian pay status. 

UpOn request, an employee 'perfonning duty with the unifonned services is entitled 
to use either accrued annual leave Of military leave for such service. However •. 
military leave cannot be used for inactive duty) e.g.• drills, 

..>5 U.S.C. 6313; 11 Compo Gen. 469; 29Comp. Cen. 269;31 Compo Cen. 2M; 17 Comp, 
Gen. )14; and 37 Cnmp. Gen. 608 
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* Life and Health Insurance 

The life insurance of30 employee who takes leave without pay to cnter the 
uniformed services continues for up to 12 months. lethe employee separates. life 
insurance continues for up to 12 months, or 90 days. after untfonned service ends. 
whichever is sooner. 'There is no cost to the employee for this extension of coverage. 

Employees whQ enter the uniformed services may elect to have their health 
insurance coverage continue for up to 12 months, and the employee continues to pay 
his or her share of the premium, Employees who remain in the unifonned services 
beyond 12 months may continue their health insurance for an additional 6 months by 
paying 102 percent of the premium, te., the employee's share, the Government's 
share, and n 2 percent administrative fee. 

<Co S CFR Paris 370.$01 and 890.303. 304. 305. 500 

* Thrift Savings 

Employees who perfonn uniformed scrvke may make up any contributions to the 
thrift savings plan they missed because of such service. 

+ S CFR Part 16:;!!} 

VelGuide April. 1997 



o Special Redress And Appeals 

The redress and appeal rights available to veterans under law depend llP9n the nature 
ofthe action being appealed. These actions fall into the following categories: 

-:. Adverse Actions 

Preference eligibles have protections: against adverse actions, including demotion, 
suspension for more than 14 days, furlough for 30 days or less, and removal. These 
protections include advance notice. a reasonable time to I'espond> representation by 
,an attorney Qf other person, a final written decision, and an appeal right to the Merit 
Systems Protection Board. 

The law provides adverse action rights to preference eligibles ofany tank who arc: 

• under career or career-(,onditional appointment and not serving probation. 

• under competitive service ilppointments other tha.n a temporary 
appointmenl not 10 exceed 1 year or less and who have completed I year of 
(:ootinuous servke, 

• under excepted appoinlment in an exccutive ;lgenCYj the l),S. Postal 
Service or the Postal Ratc.Commissiori and who have completed 1 year of 
current continuous service in (he same or similar positions, Because the law 
also exempts certain categories ofexcepted employees, it is always necessary 
to check the law in specific 1:IlSCS. 

~ Title 5 1,;nited $hlte> Code (U.S.c.) 2108 (4) chapters, 43 and 7Sj Title 5 Code o(,Feder.a1 
Regulatiuns (ern) Parts 432 and 751 

-:. Reduction in Force 

Employees who believe that an agency has not complied with the law or with the 
Office of Personnel Management's (OPM) regulations governing reduction in forec 
may appeal to tbe Merit Systems Pro1ection Board as discussed in Chapter 3, 

+ 5 eFR 351,9\11 

Api'll, 1991 
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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 goveming the restoration rights of employees who perfonn 
duty with the unifonned services may file a complaint with the Department of 
Labor's local Veterans' EmpJoyment and Training Service office or appeal directly to 
the Merit Systems Protection Board. 

~ 38 U.S.C. chapter 43 

* Other Actions 

• Mcntorandum of Understanding between OPM and Department of Labor 

By law, (he Department of Labor's Veterans' Employment and Training Service 
(VETS) is required to monitor the application of\'eterans' preference in agencies and 
Ihe posting ofjob vacancies wi!h the State Employment Service When VETS finds 
lhat an agency has failed to carry out its responsibilities, VETS reports the matter to 
OPM for (:orrective a~tion. 

QPM aM VETS have entered into a Memorandum of Understanding (MOD) for 
applying these provisions. An eligihle veteran may file a complaint with the. local 
VETS office within 45 days of an action covered by the MOU. 

The MOU covers the following .ucti(ln~: 

5 agency failure to list with OPM and the State Employment Service, as 
required by 5 U$.C. 3327{b). competitive vacancies for whidl it is soliciting 
"outside" candidates; 

• agency failure to accord veterans' preference in initial employment to a 
veteran who is entitled to preference under 5 U.S.c. 2108, and 

~ agency failure to promote the maximum of employment and job 
advancement opportunities for disabled veterans and veterans eligible for a 
Veterans' Readjustment Appointment as required by 38 U,S.c. 42l4(a}. 

The MOU does not cQver: 

• matters which are gricvable or appealuble to other third parties such as 
arbitmtors, the Merit Systems Protection Board, the Equal Employment 
Opportunities Commission, or the Office of Special Counsel: 
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~ alleged diserimination against a veteran that is not directly related to the 
denial of a right or benefit provided for under the MOU; 

• actions such as promotions Ihat are not within the purview of the statutes 
that the MOU implements. For example, the veterans' preference Jaws do not 
give veterans' preference in promotion. [fa veteran believes he or she was 
improperly excluded from the bcst-quaJified group in a promotion action, the 
proper remedy is to file a grievance under the agency administrative or 
negotiated grievance procedures. ' 

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

~ have served on active duty in the Amleo Forces for more than 180 days 
(other than for training) and been released or discharged wilh other than a 
dishonorable discharge. 

or 

.. have been released Or' discharged from active duty because of a service~ 
connected disability. 

or 

• as 3 member Qf a Reserve component ordered to active duty under 10 
U,S.c. 12301 (a), (d), Or (g), 12302, or 12304. have served on active duty 
during a period of War as defined in 38 U$.C. 101(11) or in a campaign or 
expedition for which a campaign or expeditionary medal is authorized. such 
as El Salvador, Lebanon, Grenada, Panama, Southwest Asia, Somalia, and 
Haitj and been released or discharged from active duty with other than a 
dishonorable diSCharge. 

""Period ofwar" includes World War ll, the Korean conflict, Vietnam era, the 
Persian Gulf War. or the period beginning on the date of any ruture 
declaration ofWar by·the Congress and ending on the date prescribed by 
Presidential proclamation or concurrent resolution of the Congress 

o(t> Tille 38 U.S.c, 4103(;:)(13) and (14); Inler3gcncy Adviwry Group memo fif 11J8I94 frfim 
OPM 10 Directors of Personnel, subjed: Special Empluyroenl Complain1 Procedure fOor 
Veterans undvr 38 U.s,c. 4103 . 

• Veterans' Preference 

OPM is committed to ensuring that veterans' preference is properly applied and will 
look into any credtble complaint from a vetf'rt!n who believes his or her rights or 
benefits were denied. The "dcmn may present a complaint to the local OPM Se:rvice 
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Center or to the OPM Office ofMerit Systems Oversight and Effectiveness, 
Washington. DC 20415, This DPM service is in addition to the fonnal appeal rights 
velerans have under law. 

i:r Prohibited Personnel Practice 

It is a prohibited personnel practice for an officer or employee of the [){!partment of 
Defense or member of the Armed Forces having authority to take, direct, 
recommend, or approve a personncl actlon to take such actions, or fail to do so, if the 
action violates veterans' preference. Coverage includes veterans' preference under 
title 5. United States Code. and other laws. A person who believes a prohibited 
personnel practice has occurred may file a complaint with the Office ofSpcciaJ 
CounseL 

<9 Pub, L. 1Q4.2UJ.se(.1615 

----.-~--------~.---
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'This report provldl,.Iheoreticaland empirical support for the dimensions included in OPM's 

Organizational Assessment Survey (OAS). That ii, it summariu!l a literature review (e.g:; 

articles, documenlll, boob, surveys) that, was conducted to Identify the Otg1UIizational p_ 


,dimensions that are related to organizational effectiveness. The foDowing 18 dimenslolls ' 

were identified for inclusion In lbe OAS: - -

_-=,_.• Fainiess and Treatment of Employees-=--.T:raining and Career DevelOpment • -- . 
• llewatds/Recognillon 
• Innovation and Rlsk·Taking 
• Customer Focua 
• Leadership and Co11lDrltment to Quality: 
• Valuing Diversity , ' 
• Open Communications 
• Employ"" Involvement 
• TeamWOIk\ 
• Hcalth·:&hancing Work !l.nvironmenls 
• Resou"" AlIocationlU~ 
• FamiJy/Worl<IlJfe Bal• ..,., 


, • SupervislonlManagement 

• Soeial Responsibility ,_ " _ 
• Job Se<urlty and Comtrillment 10 Woild'ort:O 
• Strategic Planning - ' 
• Measurement and AnalysiJ 

The fonowing iuformation is provided for each dimension: 

I) A definition based on. synlhesis crlbe literature 

2) Corresponding dimensions from'other 1IOtIlXeS: ~ 

• 1994 PrUidential Award for QUality criteria (based on lbe 1994 MalcoIDl 
Baldrige National Quality Award criteria) 

• Healthy Companies Pathways 
• OPM Leadership Effective~ess Survey 
• GSA Climate Assessment SurveY 
• DoD Climate Survey , 
• Dictionary of Occupational Titles 
• Ford Pulse Survey , 
• MetLir. Employee Attitude Survey 

3) Examples of theoretical and empirical supPort 

-The amount of theoretical and <lJllpmcal support for each dimension varies. We 
plan to add more support f.or dimensions, as it becomes available.' 



-
, 

Because of thc potendal for linking Federal Oovemmeol rfuJvey n:mdlll with private sccto.f : 
~ .results, the Organizatiol!al:~,.~ COYI\JS A\llhe~ Companioa' ; 
dimenslOWl (in somc cases we bave made slight name cba.nges). The survey also aSsesses 

, dimensiOn! 'included in two private se<:IOl' surveys that c:ontaili the core Maylloiver Items 
, (i.e., Ford Pulse S~rvey, MetLife Bmployee Altitude Survey). 

This repon includes a dimension crosswalk table which compares dim_ions from the e!&bt 
sources previously indicated with dimensions from, the Organizational AasesSment SI!ne7' " 
(see ~A),This table iIIu.stratCs the PotOntlaI fodinkii!g n:md!lI from the OAS wIiII":"' '" ,k ,. , , "" 

, resultS from Other public and private sectOr survOys; ,,' 
, , . 

." , . 

• 
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• Healthy Companies - Institutional Fairness 

':' • Dictionary of Occupational Title3 - Institutional Fairness ' 

• Sheridan (1992) found !hat accounting flIIDs !hat promoted values and DOnn. of fairness, 
tolerance, and respect for people experienced 'less turnover than accounting firms !hat'did DOl 
promO((: these v.rues and norms. 

• Quebi and lohnson (1978) eJCJlmjned the cultures of two eleetronics companies aDd foundu.at the financial petfotOlllllce of the humanistic company was superior to the fmancial 
performance of the other company. 

• Peters and Watenrian (1982) studled over 60fmanciallysuccessful firms and found !hat, 
these companies had hnmanlstk: cultures (to., cared about their emplOyees). 

• Driscoll (1978) found a strong relationship between employee trust in their organi:r.a/;on'. ' 
leaden and employee satisfaction with their organization., ' . ' 

• Kouzes and Posoer (1987) "'l:Ued that building trust is nece.swy when leaderu"; , 

'accompllihing extraordinary things in organiutioos' (o.g., substsntially improving the 

quality of products and services) •. 


• Schneider ...d Gunnarson (1990) argued that employees 'deliver the Dnd of service 10 ' 
consumen that is consistent with the way they are treated as employees. When ,employees 
feel that they belong 10 a family and have a: sense of community at wort, they will create a 
sitnilat eXperience for their customers. 

. " " 
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Definition 

Organization provides ,employees witb the trnining and goidance necessaxy' for effective job ' 
performance; has an ongoing commitment to the trnining and career development of all 
employees; provides continuous educatinn and leaming opportunities for employees; conduClll 0< 

trnining,Deeds assessment; and evaluates and improves its trnining progrnm. on a continuing 
basis. , , 

C=rulingllilllensioDS from Other Soun;es 

• 1994 FQI Presidential Award for Quality Criteria - Human Resource DeVelopment 
and MAnagement ' 

• OPM l.eadersbip Effectiveness Survey· Personnel Policies 

• Healthy Companies· l.eamiog and Renewal 

• GSA Climate Assessment Survey· Employee Training and 

n_··;"""n" 

~--
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• Ford Pulse Survey . Training and Development 

• MctLiIe Employee Attitude Survey· Training; Career Opportunities 

Exampl~s !If Tbooretica! and EmoiJjC!\l SyWOt\ 

• Schneider and bis associates bave eonsinently found that employee training, development, , 
and career «.unscling are related to bank customer pen:eptions of service, quality (Schneider 
& Bowen, 1985; Schnelder, Parldngton, ",'Buxton, 1980). ' 

• Schneider and Bowen (1993) found that organizational practices related to employee = 
growth arid development, as well as the orientation and training of new employees, were 
associated with bsnk customer reports of service quality. ' 

• The Nalional Advisory Commission on Work-Based l.earning'(1992) found that companies 
that were the most successful in implementing "Tolal Quality" (I.e., a way oimanaging !bat 
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 operntbig under 
trai:litionallines. These companies sbared the assumption that the growth and success of the 
organization depends on the growtb and development of its employees. ' 
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• Guzzo, IcIIe, 8nd Katzell,(198S) conducted a meta·analysis of studies !hat examlned the . 

'impact ofvarioos <>IglIllizationai inlirventloiiB on employee productivity. They fouod!hat ~ 

training progtams had a Jarge impact on productivity • ' 


• Bmgat (1992) studied 24 OrgaulzlltioDS with'reputations far making significant strides III 

'Total Quality' (three of these companies Were n:cipients of the Malcolm Baldrige National , 

Qua1ity Awan!). She found WIthe managen oftheso oIgllllizatiOD$ viewed training as '. 

blve$tmont, not an OJCP!'IlSO' (P',53). These managers also promoted the cootinuoualoamlDg 

and deve10pmenl Of all emjlIoyees.' , , ,>, ' , , " ' ' , " - "...,., ", ,.", 


, " 

. ~..,. " . . 
• Bartel (m press) Studied, 155 manufacturing f= and fouod !hat those fum. thai 

implemented a fonnal training progtam experlonoed. on the av<rage, a 19% greater inereaso 

in productivity over a three year period than those .f!Jl11S that did not introduce a training 

program.·, 


• The Towers Perrin study (uildalod) sampled CEO' aod bum resou.R:e executives from 

Fortune 500 Comp,anles in 12 countries. along with human' resource faculty and consultants. 

10 identify human i'esourcc practices thai may lead to a competitive advantage in the 2ht 

=tury. Participants unanimously indicated thai contioualUl training aod retraining of 

employees would be an jmportant buman IeSOIl!C" pmctice for gaining competitivo advantage 

in the futuro. 


, 	• Healthy Companies (1992) ~es thai organi";'tio;" should provide contiliuoui 
oppOrtunities for all its employees to learn. update, and expand their knowledge and likiIII. 

• The SecrelaTy's Commission on Achieving Necessary Skills (SCANS) report, Govemmeot 

ill! • Higb Perfonnance EnmIQYu, links an ongning commitment to training and develnpmeot 

for all employees to high performance in Government. 


• The National Performance Review (1993) con<:luded that iovestiog in employee training is ' 

imporuint for enhancing the effectiveness of Federal agen<:ies. Its recommendatiOD$ la.clude: 

1) giving employees better tools for job training;' 2) upgmdlng technology training for all' 

employees; aod 3) elimioating restrictiona on empl~ training. ' 


, • The 1994 Presidential Award for Quality ev:lluates organizations on the extent to which 
'theY train and educate the entire world'OIre; base training/education progtams on a 
comprehensive MedS asse,sinelit; aod evaluate the effectiveness of these progtams (Federal 
Quality Institute, 1993). ' 

• Orpnizati~n. that ba"'; won the Malcolm Baldrige National QualitY AwaJd "make beavy 

investments in comprehensive training and education' aod evaluate their training aod 

education progtams (Reienmn, 1m, p. 23); . 
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3 •. REW ARDS AND RECOGNITION. 


Organization uses a divencrse!' of rewUds and incentives.to recognize !he tun contnDutiona 
of employees; reWlUds excelIen",,;'values and recognizes employees for·their involVement In
quality improvements; creates a ";wan! sysrem that employees perceive as fuir; ensures 
rowan! system refIecta important oIganiiational.values.(e:g., customer service, creativity, 
.teamwodQ...·· . . 

CroeSjX.mdillg DimCII.jQnS fmm Q!her SOUSA 

• 1994 FQtPn:si~tialAwlUd for QualityCritena. Human Resouree Development and 
Managemem • 

• OPM Leadership Effectiveness Survey -~ Policleo 

• Healthy Companies. Equitable Rcwardsand Recognition 

• GSA Climate Assessment Survey· Employee Training and Recognition . 

• DoD Climate Survey, •.Consequential CODSttlIlnIa 

• Fon! PoIse SUrvey· Quality Emphasis 

• MetLife Employee Attitude SUrvey·' Recognition; Compensstion 

• Schneider and his associates bave consistently demonstrated that aq;anizations that provide: 
employees with incentives far providing excellent customer service bave customen whO 
report higher quality service than organizations that do not provide these incentives . . 
(Schneider & BOWen, 1985; Schileider, Parldngton, & Buxton, 1980). 

• Garvin (1983, 1988) studied American and 1apanese manufacturing companies and found 
that !he companies that produced the hiihesl quality products based rewards and Performance . 
evaluations more on quality than on quantity of ou1pUts. 
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.. PartlclpantJI in the Towers 'Pemn!.mM SlUdyidentifred the implementation of an Inceo1iVo 
syslell1 thai rewards employees for cuslell1er,..mce ,and prodo¢vity gains OJ an importaaf 
human resource p:ractice for gaining cOmpelltlve advantage in llle21st century (Towem 
Perrin, uodated). 

• Healthy Companies (1992) stre.ses theimpo_ of a fair rewanI syslell1. 

• The l.hip literatUre suggests that an o'B"nlzation'sreward syslell1 sIgnais 10'. ' 

employees what is valuod and QOnsideted appropriate behavior (Kouzes & l'mner;1987;',~' " " ..' ", ' - 

Pe!en!, 1987; Yuki; 1989); For example, if an organization wants its employees to provide 

excellent customer' service! it must reward ils employees for providing excellent service;' , 
. .., ., 

• The 1994 Pre.lidential Award for,Quality evalualCll organizations on the ext.en11O whlch 
they use a "variety of formal, Informal rewanllreoognition mechanisms aerossthe 
'organization for an grade levels. types of employees," and on the .xlent 10 which the 
organization's reward sy,stem 'emphasizes ICIImwork; is strongly linked 10 quaIitj•••" 
(Fodera! Quality Ittstitute, 1993, p. 32). , 

• Organizations lhat have won the Maloolm Baldrige National Quality Award recognize 
individnaJ and leam QOntributions. Quality is one of the key areas for moognition and aWarda 
(Reimallll, 1990). ' 

• Providlog incentives and rewards is an important component of performance nilinagement 
in the Australianpuhlic seclOr. The Austnilian Public Service Commission (1992) 
reoommeods providing high performing employees with monetary rewards, non-mOlletal)' 
rewards, and advancement opportunities. ' 
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4. iNNOVATION AND RISK-TAKING 

, I2efiniti9!l 

OIganization encoum~ and rewards innovation, creativity ,and risk-laking; is responsive 10 
chan8e; adoplS De", techanlogies that'enhance efficiency and job perfonnance; continually 
updates wolk processes; materials, and equipment; provides technological tIalnilIg:- ;".. -c" . 

.. : '". .,'" . - ~~.. --:"7': - 
• ' , ' • . r .. , 

• FQIPresidential AwanHor Quality • Human Resource Development 
"<.. and Managemeat ' .' 

, ' 

• om I.eadeiship' Effectiveness Survey . Innovation 

• Healthy ColUp:uii~ • Poople-Cenrere,s T!':iwology 

• GSA Climate Assessment Survey· Creativity and Innovation 

. • DoD Climate Survey· StmtegJc Focus 

exarnp!e3 oC Theoretieal and EmPirieal Suwort ' 

• Feters and Waterman (1982) studied over 60 successful companies (fmanclaDy productive) 
and found that "they made heroes of innovators." These companies encouraged risk-laking 
and talented OC<:aSioeal failures. ' 

• CEO. and human 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 • competitive advantage for oq:anlmtions in the 21St 

cenwty (Tower:< Penin, undated). ' 


• Kestoll (1992) studied two GOvernment agencies that won pUblic service exceUence .wards 
(e.g., o.ganiz.ations that made measurable productivity improvements) and found that their 
leaders sopported innovatiOD. 

• )tantor (1982) studied five. companies to identify managerial hebavioIS that were related 10 ' 
innovation. Innovative """,.gers tended to be visionaty and comfortable with cbange, She, 
argued that "i company's productivity depends to a great degree on how innovative its ' 
middle managers are" (p. 95). 
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• ,LOCliI> el al. (1991) lI1JlUc that ·,Ieader'. ability to create and mani.gecbangc U crucial " 
, 1O.;.the IiUcceslI and survival oftheorganizatiOll" (p. 95-96>. ~' 

• The SCANS Report, ~mrnenl as a High l'etfODl1ance FmplQ)'er. links the creation of a 

work cllmate when: rW<-taldng and innovation are rewanledlencourngoo to higb pOn-onnlUlal 

in Government. " 


.'The leadersblp Jjternture IiUggests tbat successful o~tions bave leadem who initiate 
andfoster cbange and innovation (Benniiand N8JllIs, 1985; Kouzea and l'OsUer~ 1987).'" w,o, '--.0 0w 

" ,,' , 

• The AuStralian Public Service Commlssion (1m) ....;oo,."ends 1ll3i Iead<!n adept aiId . " , 

mani.ge change; innovate, and .ncourage rW<-taking. '. . . • "........ ". 


.; The 1994 Presidential Award fot Quality evOJu.!eS Q'llaluz.at;onS on the exteni io which 

'!hey use a variety of strategies to increase rlsk-ll!lclng, innovation, and creativity (Federal 

Quality Institute, 1,993). ' 


. .' . " 
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, ..... 	 . .. .. 

". '. 

Defmitiou 

Organization has.' ~ itro"g cu~m';" foCus; demollSlral<l.l commitment to providing eustomcra 
- with higb-<jUan6',titb.ically sOund products andservkes; j)[OiiiOtes penoDDel-· ". . .' 
policiesl~ces that support the delivery of high quality products and ~ (e.S., .. 
rewards, trOWnrJ;' empow.... employees to resolve customer problemS; obtains ""sto1"ct 
feedback about Ibe quality of products aod scrvkes; employees bave knowledge about and 
respond to the needs and expectations of thelr customers. . . 	 .' ' 

• 	1994 FQI Prr~jdentiaI Awaro for Quality Criteria - Customer Focus ruid Satisfaction; 

Management of.Proce.u Quality 


• 	OPM leadership Effective."". Survey - Quality Orientation 

,; 	Healthy Companies - Meaningful Wodc 

• 	GSA Climate AssOISsment Survey - Client _ 

• 	DoD cnma'" Survey - CustOmer Orientation 

• 	Dictionary of Occupational Titles - Customer Focua 

• 	Fold Pulse Survey - External Customer FoCus; Quality Emphasis 

• 	Metl.if. Employee Attitude Survey - Qua.\IIy 

JlY!mplesof Th~z;liallWd Empirl<&1 SJmport . 

• Schneider and ~weo (198$) found that bank customers reported beItet service quality 
wben meeting cu,tomer needs was more important 10 the organization than follOWing ru1es 
and policies. 

• Schneider, Parldugton, and Buxton (1980) found a strong relationship between 
organizations that had members who understood their customers' expectations and cUstomer 
reports of servjee qUality. . 	 . 
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• The National Advisory Commission on Wode-Based ~(1!192)~ound that 1ho .'. 
comp;inie& that were most successful in implementing "Tolal QiiaJlty" 'adopted strategies tliit 
incolJlOmted the needs of their customers_ These companies experienced improvementllln 
thequaIity of their products and semces. . 

• Bragar (1991.) found that organizOtions that bad reputations for maklng significant strides 
In "Tolal Quality' bad.a strong custoll!!""Jocus and aimed to u~erStaod and meet 1ho needs 
oftheircustom:ers.. ,-~ '-'. ~~ ~ _.. ~"-""-"it*.:'.:"" ....... .,,;:,'-, 

• l'eIe.!$ and Watennan (1982) ~died ~er 60 Wgh perforining ~rganrn.liona (e.g.., 
profitable. long-term growth). and found thai almost an of ihese organizations bad a strc:mg 
customer foCus. They understood and responded to the needs of their customen. • . .• 

- ' 

• The SCANS report. govemmem as a Bleb PerformanccJlmployer, IJnb hlgIl, 
performance In GQvemmenl 10 organizations that make effom 10 exC<ed cilslOmet 
requin:mentB. " . . 

• Petem (198'1) recommend"" that organizations become D!"re responsive to their CU~CIII' 
needs and dei"me quality In terms of the cu'lOmer. His argument was based "nintervlew. 
and observations of leaders In companies that bave been very successful at implementing 
quality improv","ent progmms (e.g., IBM, Federnl Express, Ford). . . 
• The National Perfonnance :Review (1993) concluded that GQvemmcnt ligenclesmlUt "Put 
Customers Fina' in order 10 be ~ffective. Specific action. caned for Include: I) surveying 
customers '10 identify the types of services they want, and the level of quality they expect; 
2) setting high service standards; 3) surveying customers to determine their ..tisfaciion wIIh 
current semces; and 4) tnUning employees In cuslOmer service skills. 

• The 1994 Presidential Award for Qlliillty evaluates organizations on the extent 10 which 
they: I} bave lmowledge of their customers' needs ."d expe<;tations; 2) establlsh and . 
maintain customer relationships; and 3) assess cnstnmer satisfaction (FedemlQuall1y . 
Institute, I~). 

• :Reimann (1990) found thaI companieS that scored higb on Ibe Malcolm Mdrlge National 
Quall1y Award bad a clear understanding of their customers' expectstions. set cuS!Omet . 
service standards, and empowered their front-line cmploy_ 10 resolve cUstomer p~bl~•. 
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, . 
. 

, . 

Managein~ntpromoles quality and continuous improvement througbout the ~!ion:' 
mlll<". it clear 10 mnployees througb their wonls, aOOOO$, .iuh,boices that qualltjls ' ,.' 
Important; inspiresprlde and .: commitment to quality from aU, employees; creale8,. .." 
communicates, and sustains otganlzational vision, goals and values that are related to quaIi1;y 
and continuous improvtme.it; prOvides resources riecessary' for quaIi1;y improvements;, ' 
cbaD..iges employees. '.' 

'.' 

• 1994 FQI Presidential Award for Quality Criteria· Leadership 

• OPM Leadership Elfe<:tiveness Swvey- QuaIlty Orientation 

• GSA Climate Assessment Survey - Top Management Leadership and 
Support , 

• DoD Climate Survey· Leadership and Management; Slnltegic Focus 

• Fon! Pulse Survey· Qwillty Bmpbasl$; SupervisiOll 

• MetLife Employee Attitude Survey· Qwillty 

P",.mp]es of Theoretical and llniJlirical Support 

• Scboeider and Bowen (1985) found that.bank customers reported greater service quality 
. wben bank managers set standards of high quality customer service. 

• Schneider, Parlcington, and Buxton (1980) found that bam: customers reported higber 

.se.rvk:e quality wben'bank managers were committed to quality senic:c: 

• The National Advoory Commission on Wod<-Based Learning (1992)found thaloompanies 

, that were most 8uccessful in implementing "Total Qwillty' practiced continuous 
improvemeDt. TbU cycle of continuous improvement led to higher quality products and 
services. ' 

II 
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• Bragar (1992) studied 24 oigani2ati_ wilb reputation. for making significant strides in . 
"Total Quality." She found'that the lead"nor,these oJPnizaii_ placed "enonooua. " 
continuing emphasis on embracing the values of qWllity" (p. SI). Leaders Continually 
promotOO the vision of qWllity tlIrougbout the organization. 

• Garvin (1983, 1988) studied American and Japanese manuf.cruring OOmpanies and fOUlld ' 
that Ibe ro~es that pro<hlced the hijbeSt qWllity products bad 1e3de1B who Wenl d<q>ly , 
conuniu.:d to qiu!lll)' and cI.any communicated this Commitment. ' , , . , 

. -' '-' - " ,.- ",'- . ,- ,- .,' '" '~-'-'-,'"""-:}!~~:...?"",:":..,.",,,'.' 
' ..... 

• Kouz.es .nd Posner (1987) found ,lbatSenior exec\Jtives communication <if their company's, , 
vision was rebted,lO organizational productivity, .. well ... employee ~on and 
commitmeat. 

• Keston (IWl) studied two Government agencies that won public service excellence awards ' 
(e.g., organizations that a<meved measurable preductivil)' iniprovemenl!). Refound thai lbo' 
leaders in Ibese organizations' created avision that was capable of bringing !be world'",,", to 
'a new plaCc', 3nlI develOped oomniitment for thiS vision. 

• The SCANS report, GQvunmen!.s a Higb Perfomiance Bmillilm:. argues that leadcisldp 
and support from top management are the most critical components of blgb performanco in 
Government. Managers must be conunined to implementing a system of blgb perforin'~. . " 

.,Peters (1987) studied organizations that bave been very sucoessful in implementing quaIiiy 
improvement programs. He found that !be managers of all these organizations WenI obses.scd 
with and committed to qWllity. For example, qWllity w.. at !be top of'every manager'. 
agenda. 

• The 1994 Presidential Award for Qu>lity, evaluates organiU)tlOnB on the extent CO whldl 
their leaders .,'e'conunitted to and involved in creatlng, maintaining; and commuilicatlag a 
vision and values that are related to qWllity (Federal Quality Institute, 1993). 

• Reimaim (1990) found that OTg1!llizatiODS that scored higb'on the Malcolm Baldrige 
National Qu>lity Awiud bad leaders who,were 'highly visible and very commiu.:d and, 
knowledgeable about qWllity~ (p.I9) , 
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. " '" 

Organization vaiu .. diffe.r.inces in empioyeebaCk~~n,<1s"pe~v~. andattjtud..: ',' 
, emb~ the ,,,,,,,des! ethnic, mcia!, religious, '!ftd cultural divem~ m,the worl!:fOlte; , '" 

, 	 assures equality of eIllployment and oppommil)': worlcs, to ,P!event diScriminalioo;prejudlcO; ,., 
and'seXlllll harassment; has policies and programs tha; promote divenity in the worl<p\ace;' , ' 
accq>IB and accoDiunodates the needs ofpersons with dlSabilltl.;s; employees iiiateacllotMr ' 
with courtesy and respect. , , ", , ' ,', ' '. " " ',':': 

, Corrnipondjm:D.imensiQns from Ot!ter Swroea 

• 1994 FQIPresidelltia1 Aw~ for Quality Criteria -flu.ru.n ResOUree Development 1ilI(\, " 
Management ' 	 ' ", , , 

• Healthy Companies - Valued DivexSky 

• Dictionary of OccupatloruU ntles - Diversity 

Im.mplii-Q1::tJ.iiiQretiiil and _idel S!m\x>lt, 

• The NatioruU Advisory Committee on,WoCk-Based Learning (1992) found that cOmpanies 
that bave been most successful in impJementlog "Total Quality" valued diversity among their 
employees. These compa'nies viewed difference. in employee backgrounds and perspectives 
as an asset. These diversity programs led to greater employee ci>mmltment andmotlvatlon. 

• Gowlilg and Almitage (1992) argue 'that valuing cultural diversity is an important bnman 
resou= practloe for attracting and managlilg ihe curreni and future Fe<leral woM""",. 

• Agrowing body of research sbows that compa'nies that make 'ignificatil investments in 
diversity progran18 bave healthier and more productive employees (e.g., Healthy Companies, 
1992). ' 

• The NatioruU l?erfoIIDance Review (1993) encoumg .. agencies to demonSliate a strong 

commitment to equal employment opportunity and div.miry. 
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Pefinition 
• 

OIgan.izJIlion sb.ires information with !"llpioyees at all levcl1l; promotes toJ;HIoWii, ho!tom-up " 

and horizontal informalion flow; employeeS receive',ufficienfand accwate iiifonnatloo' , ' 

....,....", for perl"cnnlng mo.ir jobs; employees and managm e.xcbange informallon:frecljC'" ..' •. ~ 


diffen:nt diviSions/departments ,bate infonllatioil ile<i=l.ty to aw,wi organizational goaIa., ' . " 
, . ' . '. . • . . z~ 

CO!Te.\ll9DdinC Dimensions from Other SQ1!JW$ 

'. 1994 FQI Presideniial Award for Quality 'Criteria· I.mdeIllhip 
, 

• Of},{ LeadeIShip Effectiveness Survey - Communkation 
, ' 

• Healthy Companies - Open COm.ulunications' 
•..: ,L,.... , 

• GSA Climate Assessment Survey· Communicali9n 

• DoD Climate Survey - Communications 

• MetLife Employee Attitude Survey - Communication 

Eoamples of Ibe<>rilic!!! and EmpiriC!!! SYIlll2n 

• Garvln (1983, HISS) studied American and 1apanese manufacturing companies and found 
that the companies that produced the highest quality products ,bated information willi 
employees at aIllevcl1l of the organizalion. In less successful companies, infonnallon was 
typically only available at higber levels of management. ' 

• Steel, Shane, and Kennedy (1990) found a relationship between the a=bility of 
information in an organization (e.g., co-workers .bate their ideas and opinions) and 
employee job satisfaction and commitment to the organization. , 

• Schoorman'and Schneider (1988) studied the relationship between different organizational 
variables and work unit effectiveness in two types of organizations (a univeIllity and a 
financial-services telemarketing organization). Employees reported that the aVailability of 
job· relevant infonnation was related to the effectiveness of their work unit. 
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, ····.'~;'.,'-';,<''':1','·.'···, . 
• Peters and O'Connor (1980) developed an erilpirlcolly lia$ed ·ci.Xonomy of mganizallonal: 
factors related to work penonnance. The taxonomy indicates that the availabi1ity of job- ~ 
related infonnation (e.g.; about company rules, procedures, policies) is related to work 

..porformance. 

• The management literatUre consistently demonstrates. thaI communicallon is often the .. 
., _ '- _. ' . i . -, ' . '. '-. . ,_ '. 

missing link in inclfective organiUllions.(e.g."LeWls;1987k··' ".' .: .' L' :. ..... 

,- ," - .',',' '-'~~'!~:"'l;:', ,'~;:-"":-:':.:'~ ... '."---:", '-'-. ;:: -:-.":"',~-~,~ .. ' 
• COOs and human resouroc execuliveS froin l,'oJ:l!me ~oo Coonpanl~;' along witbhuman ' 
resoun:e faculty and con.iultmiS; indicaU:d that'eomfuuniCalliig businessditi:ctiOns';'p1ans,imd 
problems would be lin essenlW buman resoun:e pnlctk:e for gaining competitive advanlllge in 
the 21st renlU!)' (Towers Perrin; undated). 

• The SCANS report entitled, G<>vemment as a row :eurQIIllam:e OnnInizatio!), Iinb open 
communication to bigb performance in GovCmmeDt. . ·'·'t. . " 

• The 1994 PresidCnlW Award for QuautY evaluates o~tions on the extent·to which 
'communication is two-way, clear, open and covers all issues' (Federal Quality Institute, 
1993, p. 22) . 

t's 




II. EMPLOYEE lNVOLVEMJ1.NT 	 . .;,.... . 
",., " 	 I ' 

Definition 

Orpnizauon p':omotes employee involvement. and paltidpation througlioui ilie oQl3llization 
(e.g., in improving producWservi=lproees.es, Werle design, setting organi:z.i.tIonal goals,' 

..:... making !lecisiol!lS); values the conto'bullons andid!"" of elllPloyees; solicits employee \deaa'.. . 
'. and sugges!loru;; oPens decision-making processes wide1Y'within the orpniz8tionfpro\1dea"'."" ...,..._.4. ~"" 

. employees with the authorily DOCeSS3l)' to a=mplish worli objee!lves; places a stroDJ' . 

emphash on developing leaden! at entIy level; employees lUll tespOllSl'ble for accomplishlDg . 

wolk goals; COJ:ltribute ideas and suggestions. . . 


. I" 

Corremonding Dime"skms from Other 50111llCS 
, 

• 	 1994 FQI P",sidential Awaro for Quality criteria -Human Resoutte Development ..;.. 

Managemem 


• 	om lead..,bip llffee!lveness Survey -Decision Latitude 

. • Healthy Companies - Employee Involvement 

• 	GSA Climate.AJ!,.,.sment Survey - Employee Empowennent and Teamwolk;' Decision· 
Making 	 '.' 

• DoD Cliin.te Survey - Involvement 

• Ford Pulse S\lrvey - Empowerment 

F.xampleJJ of 11100Jl'liC!!l and EmpjriC!!l S~ , 

• The National Advisory Commissionon Worle-Based Learning (1992) found that the 

companieJJ that were most successful in impJementiog 'Total Quality' diffused decision

making througbout the organiZation_. These companies experienced improvements in the • 

quality of their products and seIVioes. . . 


• Butterfield and Posner (1979) =mined factors that were related to the eft'ee!lveness 

(profit, grov.'Ib) of twenty branch offices of an insurance company. They found thai 

employee power (Le., the perception of being able to influence what Was going on in one's 

own offICeS) was the most significant predictor of branch office effectiveness (cited in 

Kouzes & Posner, p. 164). . 
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• Denison (1984) studied 34 fUDiS;q,reseilimg 2S differenHndustrles. He found that 

employee involvement in wo!lc-n:Il!ted deciBions predicted !he financlal perl"0l1IlaIlC0 of 

organization. (llales and return on investment). 


• Schneider IUld Bowen (1985)(0000 ,a n:lationsbipbelween employee participation in 

decision-miUdng and customer pereqlIinns of seivIcc quality in banks; , " " 

". . . '. . 

• Braga.:0992) found ili.torgauiui~ihatmade ~~~ ;;, 'Total Quality' ' ••, '. 
, involved employees iii aU levels of tfie.o$illzalionIn: makiog deciiions,solving problemi; , 
and~goalJ. 

',' '." 

• Lawler et aI. (1992) studied Fo.n.ne 1000 Companies that ,usod at least one pracdci:Hrlmed' 
at increaSing !he n:.sponsibility of employees (e.g., job enricbment, self'managing worlc ' 
teams, survey feedbacl<). They found that 70% of these companies elIpOrienced incn:asod 
productivity and 60%' e,xperieIJced improved quality (as mOasurodby employee pen:cptions of 
!he impact of !he p ... cticea). ' , ' 

• Balutis (1992) interviewed leaders of companies that have won !he Malcoim Baldrige 
, National Quality A.ward and found that these leadm involved aU employees in !he continuous 
imProvement process. For example, ,employees were involved in solving and preventing' 
problems, and designing and developing products. , 

• Tannenbaum and Cooke (1979) coooucted resean:h on organizational power and influence 
in a variety of public and private sector organizations. They foooo that !he "more people 
believe that they = influence and control the organization, !he gn:ator organizational 
effectiveness and roember satisfaction will be" (cited in Kouzes &. Posner, 1987, p. 163). 

• The organizational development literatun: suggests that most employees will be more 
motivated, perform better, and exhibit gn:ater bealth wben !hey participate in making 
decisions that dire:tJy influence them. Healthy organizations open'their decision processes 
widely within !he organization 10 drnw on !he fullest range of individnal idea! (e.g., Healthy 
Companies, 1992). 

• The job enricbment IitOIature consistently demonstrates that employees are more motivated 
and satisfied when their jobs are restroctured to make them more meaningful and cbaUenging 
(Hackman &. Oldham; 1976; Umstot, !leU, &. Mitchell, 1976). One strategy for enricbltig , 
jobs is to provide employees with gn:ator n:.5pOnsibility and autonomy. 

• Participants iii tbe Tow~rs ~ srody (undated) unanimously indicated that full employ", 
involvement would be an, imponant human resource practice for gaining COllipctitive 

'advantage in !he 21st century. 

• The SCANS RIP<'rt, ~rnmenl as a High PW'oonaru;e EmpIQ~er. links high 
performance, in the public sector to !he full involvement of !he entire world'orce in improving
quality. ' , ' ' 
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• The National Penonnance Review (1993) concludud that 'Empowering Employees to Get, 

Results' is critical for creating a more effective Federal 'Government., Its recommendation'S 

fuc1ude: I) dele8atlng decisiQll making a,,!borlty to employees; and 2) belding employees 

acoountable for resullll. ' 


• The 1994 Presidential Award for Quality evaluates otgrurlzations on the degree to whlcli " 

they involve and .inpo~·theiremplo~(Federal Quality Instirutc; 1993): ,... ".:.,' 


• "'. • , I - '.' •• ; , 

• Rei.Diann'(19W)'found that o~ons that scored high.on the MaIcolm-Balclrlgi·"'.i,>, ~'C: ...- _.-:::;:: 
National Quality Award empowered their employees. 'These [employees were] given bniad • 

.latitude to act'on behalf of the company' (p. 23). 

• Partlclp:Itive management is an important component of perfonnance inanailement ill the 
Austr.illa:n public sector. The.Austr.illa:nPublic Service Commission (1992) ,.,oommendathat' 
.manage.. drawnn Ih<:i ..perl.pees, knowledge; and suggestions of theiremployees'when' 
deslgeillg jobs, :;etting goals, and making decisions.' . 

• 
• Mam: and Sims (1989) cballenged the tradltlnnal assumptions about le>denhip practiceo by 
suggesting that c.ffectlve leaders Iead.oIhen to lead themselves (as opposed to keeping an 
control and power). They argued that 'the principal means of establisbing the rommi_ " 
and enthusiasm ,ieceswy to acbieve long,term excellence in an organization is to unleasb the .. 
self·leadersbip potential within eacb person".(p. 5). That is, leaders must develop leadership 
potential in an their employeeS. 

• Block (1987) ugued that all employees must assume some aspect of the leadetihip role ill 
oroer to create a bigb penonning, customer-orlented organization. 

': " 
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'; ',' 10 •. TEAMWORK" . 


I2efinitl!m 
",- ". 	 . ." 

Organization eDCQUrages teaDlworl<.ariiC"!'Jper.otion;fuUY il!volves teams in.imprqving· 

product.<lservlceslworl< p~ and solving problem.; 'provides team-based incentives; 

depanmentS ooonllnate their effo!U'.1o achieve organizational goalll; employees coopernIe 10 

accomplish.worl< objectives. , ; '.. . ,."., ;. - " ;.. -~ .' 


. .... 

• 	 1994 FQI Presidential'AwanlforQualltyCriteria', HumanResouroe Development iiIid 

Management , . '.' .. 


• 	OPM LeadersbJp EffectivenesS Survey - Teainworl< 

• GSA Climate Assessment Survey - Employee Empowerment and Teamw"'" . . . . . 
• 	DoD Cllmaie Survey - Cooperation· '. 

• 	F~ro Pulse Survey - WoikgroupfTeamwod: . 	 . 

• 	MetLife Employee Attitude Survey,' WOrlang Relationships; Coonllnation aDd 

n..-n'..tion

~'&~ " 

• Schneider. Wllccler, and Cox (1992) demoostrated that support. coordination, and . 
cooper.otion between functional.units·w" necessary 10 create an organizational climate that 
facilitates the delivery of high quality services •. 

• Sheridan (1992) found that accounting fmus that had ieam-oriented cultures e:xperienCed 
less' turnover than accounting fmus that <lid not have team-<>riented cultures, . . 

• Steel. Shane. and Kennedy (1990) found a positive relationship between group cohesion 
(e.g•• a spirit of teamworic among coworicers) and employee attitudes. such. as job satisfaction 
and commitment 10 the organization. Group cobesion also predicted employee turnover and 
absenteeiBm. . . 

• Bragar (1992) found thai organizations that had reputations for making significant strides 
in "Total Quality" u~ teams in .the quality improvement process (e,g•• to make decisions. 
set goalll. develop.id .... and solve problems). 
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.• Peters (1987) found that.companieS thai were most successful in quality. improvements 
used cross·functional teams. . 

" ': j, . ;'. . 

• Research in NCR COIporntion indicated that high quality plants (e.g., plants that had 

effective quality programs, high quality products).plllced.a greater: emphasis on cooperntioll 

and teamwork than low quality plants (Ulrich, Halbrook, Meder, Stuchlik, 8< Thorpe, 1991). 


. ' ., " 

• The,Tow.1lI Pe!'rin~4Y. (u~ted) revealed IIlatthause of cross-funCtional. leamS/";odi::.· . 
groups woUld be' animportaill'human resource practice for increasing thacompetltivo: _......... " • • 
advantage of organi:zitions in tha 21st Century. . <", . 

• Sbea and Guzzo (1987) studied an organization that introd~ teaJD.based rewards and 

found that it experienced improved costomer service (as reported-by sales teams). The' 

organization also r,xperlenCed higher overall ••. . 


, 
• The 1994 Presidential Award for Quality evaluates organizations on the degree to whlch 

their managers supPOrt teamwork (Federn! Quality Institute, 1993). 


• The SCANS Report, !:illY.mm.em as a High i'e!fOlJllMce Q!l!iIlliz;!tion, links teamwork 

and team'based incentives to high peri"ormance in Government. • _ 
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, ,
.', .. 

11. REALTIl-ENHANCING WORK ENVIRONMENTS' , 

..: , .' 
, , 

organizatio~ provides a ~re,;sant, bealthy, ~ safe woll< enviionm~nt; wortS to prevent' . 
pbysical and psychological harm in the wori<Place; provides progrnms that en(:Ourage good 
bealtb pmctices; creates pbysicalconditions(e.g:, tempetature.,noise;.cJeanlme.s)that am 
coOOuclvew,effective pelformance; provideswoll< space aiJdpbysiCi!'!licllI!iifIh8t,'i!rii: 
...............&hlA' . - ..... . 

-~, 

!:;QD§xmding tlimension. flllm Otber Sotm:!lII 

• 1994 FQI Presidential Award for Quallty - Human Resource DcV~t and 
Managemeut 

",J 

, ..• Healthy ComPanies - Healtb-Enbancing Wori< Envimnmcnts 
, , 

• OPM u:aderlihip Effectiveness Survey -WoiIdng,~ 

• GSA Climate Assessment Survey - Environme.ut 

• MetLife Employee Attitude Survey· Management Pmctices and Wori<ing,Conditions 

• Peters and O~Connor (1980) developed an empirically based taxonomy of organi",tional 
, facton related to woll< pelfonnance. This taxonomy indlcates that the following aspecIJ of 

the wori< environmcal are related to woll< penolll1lUlce: tempeIlltnre, noise, lighting. 
appropriateness of the wori< area, and safety. 

• Scboorman and Scbneider (1988) found that_the phy.ieal conditions and safety of. wori< . 
'. facilities were related 10 employee pe..:eptions of the effectiveness of tbeir wall< unit. 

• The woll< design and ergonomics Iitemtures show that the arrangement of the wolk 

eovironmenl has a major .ffecl on employee bealth (e.g., Healthy Companies, 1992). 


• Colbin. (1992) argoes that tbe wall< envirorunent of an office is relatod to employee 

productivity. Sbe argUes thai the key 10 higber employee productivity maybe as easy as: 

reorgani?jng office space. 

• The National PenWmance Review report (1993) discusses the importance of maintaining a 
safe and bealthy workplace•. 

.. Th" 1994 Presidential Award for Quality evaluates organizations on the extent to which 

they provide services to improve employee well·being (Fedel1ll Quality Institute, 1993), 
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• The AustIalian public, sector provide4 its employees with a safe and bealthy worldng , 
environment. nus human resouree practice is Iiasl:d on the assumption that ". harmoaloui 
worl<ptace contn'butes to morale, behavior, and performance" (!be Australian PUblic Service 
,CommiSSion, 1992, p. Sl). 

,... , , 
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,u, RESOURCE All.OciTIONroTn.iZATiON 
" ;, " . .' 

, R:efmltiOn 

Organization provides resoun:es (e.g., perSomiel, supplies, equipment) necessary for effective 
job performance; makes appropriate materials and supplies available; bas sufficient personnel 
with job-relevant competeocies; .keeps interruptiOllS to a minimum; employee worldoads are, 
approprlalo. .,.. . ' 

Corresponding Dimensions from Other SOllM! 

, • OPM Leadership Effectiveness sUrvey - Resource A1focalionlUtiliz.atiOn 

• GSA Climate AsSessment Survey - Environment 

• DoD Climate Survey - Task chiu-acteristics 

• Fon! Pulse Survey - WorldoadlStress 

, • MetIife Employee Attitude Survey· Management Pntctices and 
Working Conditions; Worldoad 

lWllJl1leli of Theoretical andEmPirlcal SYll,l!<!It 

• Schneider and his associates have consisteolly found that ,bank customers repon higher 
service quality wben, the bank', equipment and facilities are appropriate and well-maintained, 

, and wben staff are sufficient in numberS (Schneider &: Bowen, 19&5; Schneider, Parldngton, 
&: Buxton, 1980). 

• Fete'" and O'Connor (1980) developed an empirically basedlllXooomy of organizational 

factors related to wot!< performance. The llIXooomy indicates that the availability of tools, 

equipment, materials, and supplies that are =S3lY to do the job is tclatedto \\loti< 

performance. ' 


• Olson, Borman, Roberson, and Rose (1984) found that the presence of appropriate 

resources, tools, and equipment was tclated to wot!< performance. They also found that the 

si7e of employee worldoads was tclated to performance. 
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13. FAMILYIWORKILIJIE BALANCE 

Definition 

Organization createS eondiilonSthat, belp employees balance family and personal life needs, 

and wmk demands; respects atid supports family relationships and outside companloJishlpa; , 

promotes a family-friendly culture through such pr.!cuces as- flexible hours, home-work 

options, and family-related benefiu (e.g., pa:rentalleave polici<s, and employet-()rganlzed~~'" '. ' . .. " 


, child cam}." ':.' ' , ", , ' , ' , " 

CorruJ!;:lodiilg Dimension from Other Souri:g , 

. , - , . 


• 1994 FQI Presidential Awan:l for Quality Criteria - Human Resource Development and
Ml!na&ement . ' . '.. ' 

, 

• OPM LeadetOblp Effectiveness Survey - Personnel Policies 

,. Healthy Companies· FamilyfWorlclLife Balance 

Examples of Ibsoretieal and Empirical Sum:u:t 

• A growing body of researeh .bew. that organiz.ations that promote such practice. .. 

fl='ble wmk ",bedules and wmk-family progrnms have employees who are health! ... and 

more productive at woll< (e.g., Healthy Companies, 1!)92). 


• Kopelman (in press)' reviewed 27 different studies on the impact of flexible work Schedules 
and fouild, in general, positive effeets on productivity and absenteeism. Most of Ihill 
research was done on clerical occupations. 

• The introduction of aD-site child care faciliti.. has been linked to reduced employee 
, turnover (Youngblood and Chambers-Cook, 1984). 

• Family-related benefit. and programs have been linked 'to employee morale, job 
satisfaction, and coOunitment to the organiz.ation (youngblood and Cbambers-COOk, 1984). 

• There is some evideoce that company-sponsored child care is related to an organiz.atioo', 
ability to all1act and retain a qualified woMon:e. For example, th... programs have beea 
linked to an individual', acceptance of. job offer (Ransom, Aschhache" & Barnd, 1989). 

• The Towers Perrin stUdy (uodated) revCaJod that promoting flexible work.i..rrangemeDu is 
a human resource practice that would inciease an organization's competitive advantage in the 
21st century. 
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{.~':;t. ,',..::"r' :. ; ", 
• Zeded: and Mosier (1990) discuss the'role of employee wod:-fumily programs (e.g., 
al!ernative woil: schedules, child and dependent care, employee assistance programs) in ~' 

reducing employee stress, absenteeism, and turnover_ 


• The NationaHerformanceReview (1993lrecOmmenda that the Federal Government' . 
update and expand its "family-friendly wcirlq>lace options'. (e.g., compressediflexitime,pUt

, time, and job .<baring woil: scheduleS; F1exip1a6e).. .' " '.' ,

'- ',' .:-- ',"''':'':''/~>'''~''~' .- "/""':~.. ,. _~ ::J;':_~.:':,:;"'/",0:_,.J. , . ..:t;.",: ~""~'" 

• The General Accou~ting OffiCe (1992) report, The Changlne World:')]~: Conumrlson Qf ' 

FederaUlOd Nonfederal Worl!JEamily Pmgrnms and A'Qproachm, recommends that " 

Government,agencies .drip! wod:-family related programs. 'The)-epon indicates that Ibesc 

programs may be relaled 10 productivity in the public sector. ' ,., 


, , , 

• The',U.S. Merit Systems Prokcti~n Boan:I (1991) report, Balancing Woll< 'RM/Ollsibiiilij3 , 
llll.d Fl!mily NeOO.: The Federal COOl SemI:!! Rm>Olll!:, recommends that Federal agenclea 

implemenl programs to balanee wod: iwd personal life (e.g., alternative wod: scbedoJes, ' 

child care, pim-lime employment and jOb-sharing, fIexlplal:!!). The repon suggests that theSe 

programs ate necessary if the Federal Govemnienl is, to attract, motivate, and retaiit a highly 

qualified woMoroe. ' 


. 
• Shellenbarger (1991) ru:gues thai famil~-frientlly IX)licies help organizations recruit and 

" retain employeeo. 

• The Australian public service provides its employees with flexible wod: hours to enIiance 

the quality of worlcing life, and to attract and retain bigJi quality individuals (Australian 

Public Service Commission, 1992).· 


- - --! 
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14. SUl'ERVlSIONJMANAG:EMllNT .'" 
, ", tl~ • ., -'".-;" 

" ' 

, " " ,
'DefinitiOi( , ' . - • , • < . ' ", " .",',. 
s~po;';';isO~ C01nmu;Ucate a dearunde.rnt..ndmg of task r'espo;Jtj;ilitie.~ work god.. prloritic8 ' 

and'po;nonnance standards; monitor employee po;rformance; provide construclivo ' 

po;Iformance feedbacli: 'to employees; provide employees with .mstance and guidance ' 

necessary for effeclive po;Ifoimanee; .uppo;it employees; and provide faiualings of employee" '.. _. -...~-
po;Iformanoe. ' , 


eoWsoondino.Dimensions from Other Sources 

'. OPM LeadCfllhip ilffectiveQessSurvey· Managerial Pracliees 

• GSA Climate ASsessment Survey • Leadership 

• Ford Pulse Survey· Supervision 

• MetLife Employee Attitude Survey ~ Supo;rvision; Pexformance Slandards and Feedback 

!'X_mplg of Theoretical and EmPirical SUJ.l.lX!ll 

• Schneider and Bowen (1993) found that Supo;rvisory behaviors. such as providing feedback 

and sharing .infonnation. were related to bank customer reports of service quality. 


• Schoonnan, Schechter"MoeDer; & Schneider (1988) conducted a study in a financla1 
, services telemarkcling organization and found a significant relationship between supervisory 
, behaviors and the sales po;xfonnance of fifteen different work units. 

• Th. gnal setting Ii_lure consistently demonstrates that employee po;xfomiance is 

improved when supervisors set clear, specific, and challenging goals (e.g., Locke and 

Latham, 1984). 


• Carnevale (1992) surveyed employees in a large state government agency and found that 

the development of strong supo;rvisor/employee relationships was strongly related to high , 

levels of organizational trust (i.e., employees' trust in their organization). Examples of 

supervisory Ix'havion that were related, to organizational trust were supo;rvisor confidence 

and support, feedback, and approachability. ' , 
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.• Supezvision;" an imponant'~ni~·Oi~xio';;'ah~;n..;,;;geinent in the Australimt 
public sector. SuperviSOl'llllSSUme the role of developing employees, monitoring employee 
perfonnanee, providing n:gulat performance feedback, communicating the priorities aDd. 
goab of the work unit, and setting perfonnance standards. The AuSlJalian Public SerVice . 
Commission (1992) warns that ineffective sopervisiori can n:duCe the effectiveness of. workumt.:"', ,.' '" ,'., .~-- -'" "', -.". ;.'; '-" --', -, , ""':" ". 

;, '. .' 
.. 

:.\ 

, 
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"'. , ." " 

is: socIAL REsPONSIBiLITY 

Definiti!lJl 

Org;mizi.tk>o pro~oU:i !be social well-bemg of the ComW~nity; sp.,lison and suppolta' '," 
employee lnVolveniliilt in 'Xllll'!'Unky affaifti (e~g•• throu&hcharity'work, (X)lllli:l1inity seMco,' , , ..~, 

, partnelllhipS with schoob); oom1ni1ll itself to pn:.erve "",ni:store'envirorifuCiita1bea1th;'riUseS ' 
environmental cOnScioUsness throughout its wOlkforce and oomWuillties. " ". 

C2rrewn~jng Dimensions from OtberSouI>CJ 

, • 1994 FQI l'Jesidential Award for Quality Criteria C LeadershiP· . . 
• Healthy Companies - Community Responsibility; Environmental Protection 

• Then: is • body of researeh that has begun to link private sector, co!pOl3le social 
responsibility (e.g •• charitable donations, volunteer wod:. c1eaning,lJP !be environment) with 
the fmancialperfoi:mance of 

" 
organization. (Healthy Companies. 1992).. 

• One evaluation criteria for the 1994 Presideutial Award for Quality ill !be 'extent 10 whlch 
organizations are com1nitted in public health. community service. and environmental 
protection (Federal Quality Institute. 1993). ' 
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16. JOB SECURITY/COMMITMENT TO WORKFORCE 
. ,,' I "}. 

Definition 

Organizati~n recognizes thaI ils effectiveness depends on the commitmenq:nd morale of its. 
employees; provides j~b seCurity; seeks to develop ~ long-term cole.",oMoree; provides .. 
ass~ for employ ... aff~ bpoouctlons I.ffoice; m~ aw~ii~ tIlat is . 
flexible iri its WOIkroles and IDIearniilg new skills; periodlcalli.~s emplo)'!iell. 

CQrresoondjng Rimeosions from Other Sources 

• Healthy Compauies - Common Ecoliomic Security 

, 

Examples Q[ Th~ca1 and fmDirieal Sl!,PWIt 

• Carnevale (1992) fouod. strong relationship belween state government employee repotta 
of job security and ozganizational trust (i.e., employee trust in their ozganization). . 

.• Rescan:h in.NCR Corporation rev<aled that higb qp.ality p~1s (e.g., plana with effective 
qualily programs, blgb quality products) bad employees who pereeivoo gteater job security 
than Jow quality pJanls (UIrlch, Ralbrock, Meder, Stuchlik, and TheIpe, 1991) . 

• Healthy Companies (1992) argues that doWIIs~g of tba woMol;Ce is unfair, and leads to 
weakened loyalty of and perfonnance by employees who remain in the ozganizatiOri. There 
are econoDllc benefils to keq>ing experienced, dedicated employees. . 

• Solomon (1992) ,uggesls thaI an organization" commitment to ils employees will result in 
employee commitment to the organization. 

., 
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. 17. STRATEGIC PLANN!NG 
!,' : 

Pefmitjoo 

OrpnizatiOQ plans for its future; monitors and responds 10 its ex1em3I environment; c!eveIopa 

and updates quality iDiproveinent goals; hu goals that require.i! 10 strive for excellenco;· .. ,. _ .. ~_ 


integrntes performance arid quality improvement 'goals into its overrut strategic and budget " 

planning p,rocess;-ineorporates input from employees, cuSlOmeis, and suppliem in the 

planning process; assesses tbe extenl to which il is meeting its goals and objectiveo. 


Correswnding Dimensioos from OlberSl!u1'l:Cll 

• 1994 FQI Prc.!i<lentia! Award for Quality Crileria - Strategic Quality Planoing 

• OPM Leadership Effeetiveness Survey - Quality Orientation 

• GSA Climate Assessment Survey· SlIategic Planning 

, • DoD Climate Survey - Strategic Focus 

, ExlunpleS oC TheoretiCal and Empjrlcal Suowtt 

• KeSIOn (1992) studied two Oovemment agencies that won public service exceUence awatds 

(e.g., organizations that made measurable productivity improvements) and found that both 

inrorporated environments! considerations and the latest technological advances inlO the 

planning process. 


• The SCANS report, Government as a High Performance EmolQYeL linkS strateiPc 

planning to bigb performance in Government. "Through the strategic planning process, 

achieving quality improvement beeomes a part of the day-to-day management ,of an 

organizatioo- (p. 4). This report also nx:<>mmends that organizations involve aU employees 

in the design of the strategic plan. 


• Reimann (1990) found that organizations that seorod hlgh on the Malcobn Baldrige , 

National Quality Award integrated their business plan with their quality goals and strategies; 

These organizations focussed on long-term planning. 


• Locke et aI. (1992) argue thaI organizations must develop strategic plan, 10 achieve their 

vision. If an organization 'wants to achieve a viruon of producing Ibe highest quality products 

and services, il must develop an overan::bing plan that incorporates tIDs vision. 
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• The 1994 P,,;,idenlia1 Award (0; ~tY~ilall:S org;.;;i.atlons on their strategic 
pl>nning proo:ss and on the extent to wIDth key quality requirements _ integiated into
overall pl>nning (Ft4era1 Quality InsUtute. 1993). 

p. , ' .. 

. . .• 

... 
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, Pclinillou 

Organization collects and u~ data, information; and measure. to improve quality aod 

operational performance; uses processes and techilol~gies, to ensure information co1lecled b' ' 

reliable and valid;collecisluses benchnl3rlc data (e.g.,'on product and service quaHty, ' :, ":" ~ ",,, ."' 

bu'me.s processes); performs oomprebensive assessments of the, qtWity of its system!, wod: 

processes, and produc:Wservices, and uses results to improve qtWily; sets quality StandanIa' , 


, for internal support functions and'suppliers. : ' 	 " 

'Correspoodine Dimensions from other Sources 
. ..' 	 ',,' 

• 	 1994 Presidential Awan! for QualitY Criteria - Information and Analysis; Management of 

Process Quali~y , 


• 	 GSA Climate Assessment Survey - M~ent and Analyst.; QualityAssunmce 

, • Ford Pulse Survey • Quality Emphasis 

P.xamllles of Theoretical and EmDjrjca\ Sull.QOlt 

• Schay (1993) conducted a study of 19, Government, ageD(;ies to identify ~ fOr 

effex:tive liuman resource management programs. She found that top-rated agencies 

(ratings were based on survey resp<Jtiscs to TQM and personnel service delivery scales) wen> ' 

more involved in measurement of results than lower tated agencies. Top rated agencies 

"knew bow to measure effectiveness" and tended to "measure results of strate'gic phnningW 
~~. 	 ' ' 

.. 
• Ernst & Young (1992) conducted. study to identify management practices that were 

related to organiz.ational performance (profitability, productivity, and quality). The 

following practices were related to performance improvements for medium 

perfonning organizations: 1) widespread and periodic measurement of the results of 

improvement efforts; and 2) the use of the results-based' wQrmation to drive further, 

improvements. AdditiotWiy. bencbmarking was a practice that was related to the 

maintenance of strong performanCe by high performing organizations. 


• The 1994 Presidential Awan! for Quality evaluates organizations on the effectiveness of 

their coUcetion and analysis of information (or qualil)l improvemeot and planning. 
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. '.' 

• The "Government Perl'ormance and Results Act of 1993.~ require4 all agencies to measme 
program performance agairu(goals 'and report on theiI 'progress. This law require4 the 
establishment of a performance measurement system in Federal agencies. 

• Reimann (1990) found thai organizations thai won the Malcolm Baldrige National QuaIiIy 
Award measured LheiI performance.in lrey areas of producta, services, and business 
processes, .and iien~~ theiI penomianee against the most ~1 companies. These· 
organi..tionsii:~. m.()liilo"", lbepOIformanee of "systems and individuals";· 

• Welliru,. GiDriodo. Day, Coltel}'llhn.'MussitsCh, and Price (1993) studiedov;" SIlO 
org.ni7J!UOns·to idenlify the best pmctiees of orgo_mtions that are successful·.. 
implementing tota! quality management (TQM). ManagOlll and employees indicaied tbatthe 
use of performance measurement'and benchmarldng practices were important 10 the snccess 
of theiI organiz.alion'. TQM effort•. 

. . 

• The I]ltemation~1lenchmarldng Clearinghouse (1992) conducted a .!ludy 10 detennine the' 
state of benehmarlcing in American industry.. It sampled 76 organizations in dive...., . 
industries and found that many oflbe nation's leading companies practice benchmarldng 
(i.e., compare their performance 10 the.perl'ormanee of other companies that are recognized 

. as successful). . . 

. , 
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