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A Message from the OPM Director

The Target Requirements for Shared Service Centers Report reflects the best thinking of
both Federal Human Resources (HR) subject matter experts and also HR experts in the
private sector.

This report gives the Federal government an outline to achieve the goals of the
President’s Management Agenda. It establishes a technology and business processing
infrastructure that supports the strategic management of human capital and the
implementation of pay-for-performance systems. The report, which carries out the vision
of the Human Resources Line of Business, helps with the creation of governmentwide,
modern, cost effective and interoperable Federal HR solutions.

It also provides common solutions that will enable Federal departments and agencies to
work more effectively, and it provides managers and executives across the Federal
Government improved tools to meet strategic objectives.

Most importantly, if the solutions in the report are enacted, they will help ensure the
efficient management of automated information systems that support HR activities,
giving agencies the ability to transform their internal HR focus from an emphasis on
administrative processing to strategic planning.
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Human Resources Line of Business
Foreword to Target Requirements for Shared Service Centers

In the spring of 2004 the Office of Management and Budget (OMB) established five lines
of business to fulfill the President's Management Agenda (PMA) through an enterprise-
driven approach to electronic government. The Human Resources Line of Business (HR
LOB), led by the Office of Personnel Management (OPM), was launched in 2004 to
realize the potential of electronic government and fundamentally redefine human
resources service delivery for all civilian employees of the Executive Branch of the
Federal government.

The HR LOB Concept of Operations (CONOPS) proposes a service delivery model that
preserves some HR functions at the agency level and moves other HR functions to
Federal HR service centers. Over time, as the Federal HR service centers evolve and
expand their capabilities, more and more functions will shift to the service center delivery
mode.

The HR LOB service delivery model is guided by the concept of “shared services”.
Shared services generally are defined as the consolidation of administrative non-mission
critical processes into a stand-alone business enterprise that provides those services to
other business units in an organization. The shared services delivery model for the U.S.
Federal government will involve taking common HR information systems and some HR
processes out of agencies and moving them into separate shared services organizations —
shared service centers (SSCs). This approach will allow agencies to focus on their core
missions, while the core mission of the shared service centers will be to deliver
administrative services efficiently in a cost effective manner with a focus on the customer
and service quality.

During the second half of 2004, OPM sponsored multi-agency workshops to improve the
modeling of human resources baseline processes and sub-processes and to define the
Business Reference Model (BRM) for the HR LOB. The collaboration achieved during
the workshops is a model for the development of HR information system operations that
was carried over to the development of the HR Target Requirements for SSCs.

This report is the product of another highly successful multi-agency effort. The detailed
target requirements outline the expectations of shared service centers by describing the
role of the SSC in the HR process and providing specifications for the efficient and
successful delivery of services and solutions.
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1. Introduction

The Human Resources Line of Business (HR LOB) service delivery model proposes to
consolidate administrative non-mission critical processes into a “shared services”
environment. The shared services delivery model will involve taking common HR
processes out of agencies and moving them into separate shared service organizations —
referred to as shared service centers (SSCs).

This HR LOB Target Requirements for Shared Service Centers Report describes
expectations of shared service centers as they strive to achieve this new service delivery
model, outlined in the “HR LOB Common Solution(s) White Paper and Concept of
Operations”. It describes the role of the SSC in the HR process and it provides
specifications for delivery of services and solutions.

Section 1, Introduction, describes the HR LOB initiative and explains the approach to HR
LOB requirements. Section 2, HR LOB Near-term Conceptual Design, provides a
process-driven concept of operation and high level design for the three core HR LOB
business areas. Section 3, HR LOB Long-term Conceptual Design, provides a process-
driven concept of operation and high level design for the remaining seven HR LOB
business areas. Detailed requirements for core areas appear in Appendices A, B and C of
this report. The non-core areas will be validated during FY 2006.

A. HR LOB Introduction

In the future Federal HR service delivery model, HR information system operations and
some administratively intense non-mission critical HR activities will be migrated to
shared service centers (SSCs) — agencies that will provide HR and payroll services for the
civilian employees of other agencies in addition to their own employees. Private sector
SSCs may be identified to compete for the opportunity to provide these services to
agencies.

Moving HR information systems operations and some HR services to a SSC will free up
agency HR personnel to perform more strategic HR functions and will afford the
following potential business benefits:

e Improved Management -- Improve the government-wide strategic management of
human capital through:

Faster decision making
More informed policy making
More effective workforce management

Knowledge sharing and exchange

November 18, 2005 Page 5 of 151



HUMAN RESOURCES LINE OF BUSINESS TARGET REQUIREMENTS FOR SSCS

Better alignment of resources to agency missions

e Cost Savings / Avoidance -- Achieve or increase cost savings / avoidance for HR
activities through:

Increased competition
Reduced duplication of labor and IT resources

e Improved Customer Service -- Improve customer services and increase customer
satisfaction through:

Increased focus on client and on client value
Improved communication and responsiveness
Enhanced quality

Enhanced timeliness

Enhanced accuracy

Enhanced consistency

e Operational Efficiencies -- Achieve or increase operational efficiencies in the
operation of human resources services through:

Reduced cycle times
Improved access to information

Improved servicing ratio and response times

B. Requirements Introduction

Federal Enterprise Architecture (FEA) standards guide HR LOB efforts. During the
period from September through December 2004, 271 people representing 33 Federal
agencies met in a series of 16 workshops to construct the HR LOB Business Reference
Model (BRM) — one of five FEA components. The result was an end-to-end process
view of human resources for the Executive Branch of the U.S. Federal government.
Forty-five (45) processes organized into nine sub-functions comprise the BRM. The 45
processes break down into a total of 208 activities.

In January 2005 an initiative was launched to define business and technical requirements

around this end-to-end process. Each BRM activity was scrutinized to determine whether
it should be supported by a shared service center in the future or continue to be performed
at the agency. Each BRM activity was given one of the following designations:

1. The activity will be performed in the future by the agency.

2. The activity will be performed in the future by an SSC.
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3. The activity will be collaboratively performed in the future by some combination
of both the agency and the SSC.

These designations provide the basis for scoping this requirements definition effort.
Since the intention of the requirements in this document is to set expectations of shared
service centers, requirements have been gathered for those activities that will be
supported by SSCs (2. and 3. above). Since there is no need for requirements for BRM
activities that will be performed by agencies alone, requirements have not been gathered
for those BRM activities.

The benefits of investing in this coordinated set of expectations include:

e asingle comprehensive business process-driven vision for services and technology,
e an agency-driven basis for OMB and OPM to endorse shared service centers,

e aconsistent basis for each agency to select a shared service center,

e asingle cross-government blueprint for future service and technology design
specifications,

e astarting point for identifying future performance measures, and
e testing of core solutions in an open and transparent setting.

The HR LOB Program has designated three highly transactional administratively intense
areas to be the focus of initial efforts. This requirements definition project focused on
these areas, producing “core requirements” that specify services and supporting
technology for activities that:

e Fall within the Compensation Management sub-function
e Fall within the Benefits Management sub-function
e Produce a Personnel Action transaction

Eighty-eight representatives from 24 agencies validated these requirements in a series of
work sessions.

The requirements team identified, but did not validate, requirements associated with the
remaining seven HR LOB sub-functions:

e HR Strategy

e Staff Acquisition

e Organization and Position Management

e Employee Development and Performance Management

e Employee Relations
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e Labor Relations
e Separation Management

The Program Management Office of the HR LOB has partially compiled the “non-core
requirements” associated with the above sub-functions and will extend and validate them
in cross-agency sessions during Fiscal Year 2006.

Requirements describe business outcomes a shared service center must produce for each
BRM sub-function and are not meant to provide design-level detail. Subsequent to this
requirements initiative, each SSC will partner with customer agencies to establish
business rules that are standard across the HR LOB and create design blueprints that
expand these requirements into specifications that can be leveraged for system, process
and role design.

This approach was taken to foster innovation among SSCs, to encourage competition and
customer involvement and, because there will be more stability at this level, to decrease
the need for maintenance over time.

C. Shared Service Center Expectations
Every requirement has been given one of three designations:

e Mandatory
e Critical
o Useful

OMB and OPM have established expectations that all mandatory requirements will be
met within two years of being published. Expectations have also been set that critical
requirements will likely become mandatory requirements in three years. However, new
legislation and policies may accelerate the change in requirements designation. SSCs
will not be pressed to meet all useful requirements, but useful requirements will
distinguish solutions and services in the marketplace. Over time, market forces will
compel SSCs to meet useful requirements.

Every requirement has also been associated with a “role”. The role designates the entity
responsible for fulfilling the requirement. Since these requirements set expectations of
shared service centers, there exist only two alternatives for role designation:

e SSC - the shared service center is responsible for fulfilling the requirement

e SSC and/ or agency — the shared service center and the agency agree on roles. The
SSC, the agency, or a combination of both fulfill the requirement

Under the HR LOB CONOPS, the services that agencies must obtain from SSCs are
those relating to HR information systems and payroll operations. Customer agencies are
not mandated to seek other services from an SSC in the near-term. However, the
migration of highly transactional services to a SSC may help an agency achieve
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operational efficiencies and increase its focus on the strategic management of human
capital.

A SSC certification program is being established to ascertain the extent to which SSCs
are meeting requirements. The SSC will be required to pass three levels of examination:

e Self-evaluation — SSCs will evaluate themselves against all published requirements
and will create high level plans for addressing partially met or unmet mandatory
requirements

e Demonstration — SSCs will demonstrate their services and technology against
published test cases and will develop detailed plans for addressing partially met or
unmet mandatory requirements

e Independent review — SSCs will be evaluated for their ability to satisfy customer
needs including the extent to which they meet requirements
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2. HR LOB Near-term Conceptual Design

The HR LOB Conceptual Design is a BRM process-driven view of the future HR service
delivery model for the U.S. Federal government. It covers a total of ten areas — one for
each BRM sub-function plus Personnel Action, which is a capability that spans sub-
functions. Cross-agency validation groups have validated three of the ten conceptual
designs:

e Personnel Action
e Compensation Management
e Benefits Management

Conceptual designs for the above near-term sub-functions appear in this section of the
report.

The remaining seven sub-functions will be validated during Fiscal Year 2006.
Conceptual designs for the following long-term sub-functions appear in Section 3 of this
report.

e HR Strategy

e Staff Acquisition

e Organization and Position Management

e Employee Development and Performance Management
e Employee Relations

e Labor Relations

e Separation Management

A process view concept of operations, delineating the role of the agency versus the
shared service center for selected BRM activities, is presented for each sub-function.
Also included are high level design points that provided the basis for the detailed
requirements found in this report. These design points will guide the innovations that are
expected to be adopted over time.

A. Personnel Action

The Office of Personnel Management’s Guide to Processing Personnel Actions defines a
Personnel Action as “the process necessary to appoint, separate or make other personnel
changes.” The concept of personnel action is not specific to a single HR LOB Business
Reference Model sub-function. Rather, it is a concept that converges with multiple
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activities across the BRM -- activities that result in a change to employee status or other
key employee data.

The HR LOB shared service centers will provide a personnel action solution that offers
the capability to initiate and process a personnel action. The solution will use automated
workflow to route the personnel action through its approval sequence and provide
appropriate notifications. It will seamlessly connect to other HR LOB and other e-Gov
HR solutions.

The remainder of this section details the roles of the shared service center and the agency
in personnel action-related activities and describes the innovations that shared service
centers are expected to adopt.

I. Personnel Action Concept of Operations

Personnel action is a capability that supports multiple HR LOB Business Reference
Model sub-functions. Agency and SSC involvement in this concept of personnel action
is described in this sub-section.

Agency personnel will continue to initiate and approve personnel actions. Employees
will receive electronic notification of personnel actions that have been processed on their
behalf. Agency personnel will also continue to perform manual processing, should any
remain. SSCs will provide the tools that will automate the process. SSCs will also
capture and retain raw data that will enable performance tracking.

Ii. Innovation

Shared service centers will be expected to deliver solutions to customer agencies that are
both substantive and innovative. The following design points describe expectations of
the personnel action solution. They provide the conceptual basis for the personnel action
requirements found in Appendix A of this report.

e Personnel action data entry will be via a web-based facility that will allow for data
entry from any secure device. The facility will exploit the use of electronic
signatures, eliminating the need for paper forms.

e The personnel action facility will utilize web-based form(s) that will be tailored to the
particular nature of action (NOA) being entered. Once agencies adopt this capability,
these forms will link to and become part of the employee's eOPF. Drop down boxes
will provide lists of values specific to the NOA. Data will be auto-populated to the
extent possible with existing data specific to the position, role and / or employee.
Data edits will decrease the entry of erroneous information and will provide
contextual guidance regarding errors. Edits will also provide links to relevant
policies. Effective dating will enable entry of personnel actions at any time.

e The personnel action facility will use automated workflow to manage the personnel
action process. Personnel actions will be electronically moved through the chain of
approval and notification, based on business rules. The chain of approval and
notification will be tailored to the NOA. An electronic notification will be provided
to the employee informing him or her that a personnel action has been processed on
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his or her behalf -- eliminating the need for a paper notification -- after approval and
as applicable. Any naotifications requiring additional action will provide a link to the
corresponding web-based form. Any manual processing may be delegated by the
initiator to other individuals.

e Employee and manager checklists will be generated to manage follow-up actions.

e Integrated systems and interfaces will eliminate the need for duplicate data entry.
Data updates will be cascaded to other systems as appropriate. Data captured on the
employment application and during entry on duty will be retained and will be
available throughout an employee’s tenure.

e Personnel action-related performance measures will be identified and put into the
service level agreement.

e Tracking data will be captured and retained to provide raw data for performance
measurement, audits and trend analysis.

e People will be trained on personnel action concepts and on the use of the new
personnel action facility.

B. Compensation Management

The HR LOB Business Reference Model defines the sub-function Compensation
Management as “the adoption of nondiscretionary (government-wide), agency
discretionary and alternative compensation programs that are fair, equitable and promote
employee retention. Award and bonus payout strategies are devised and administered.
Work schedules are established and time worked is recorded and approved. Leave taken
is reconciled against leave accrued to determine leave balances. Payroll is processed and
reconciled and employee pay and other third party disbursements are generated. Labor
costs are distributed, as appropriate, to the appropriate cost accounts.”

In the future, shared service centers (SSCs) will play a key role in compensation
management activities. SSCs will provide a compensation management solution that
includes tools to support managers’ pay and award decisions. The solution will use self-
service and automated workflow to manage time reporting and approval. SSCs will also
offer self-service capabilities to enable employees to enter employee-furnished payroll
data (e.g., direct deposit, withholding). SSCs will provide automated support for leave
processing. They will also manage the end-to-end payroll process including setup,
processing, disbursement, reporting and compliance. SSCs will provide employees and
managers with secure access to leave and pay data. And they will provide customer
support to employees and managers for any leave, pay or time and attendance questions
or issues. The SSC’s solution will seamlessly connect to other HR LOB and other e-Gov
HR solutions.

The remainder of this section details the roles of the shared service center and the agency
in compensation management activities and it describes the innovations that shared
service centers are expected to adopt.
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I. Compensation Management Concept of Operations

The Compensation Management sub-function of the HR LOB Business Reference Model
contains seven processes that break down to a total of 28 activities. Shared service
centers will support 14 of the 28 BRM activities. Agency and SSC involvement in these
14 activities is described below.

4.4.3 Set Bonus or Award Pay. Agency personnel will review bonus / award
information, determine bonus / award amounts and input bonus / award data in the
payroll or other designated system provided by the SSC. They will also determine
eligibility for pay changes and enter pay data in the payroll or any other designated
system as required. SSCs will capture bonus / award and pay data in the payroll or other
designated system.

4.5.1 lIdentify Employees to Receive Pay Change. Agency personnel will determine
eligibility for and the amount of pay changes (e.g., manual salary increase, temporary
salary increase, salary changes due to promotion, demotion and relocation). SSCs will
capture pay data in the payroll or any other designated system.

4.6.1 Manage Leave Usage. Employees will request leave via self-service. Agencies
will use automated work-flow tools to review and approve leave requests. SSCs will
track employee leave accrual and usage (e.g., FMLA, leave banks, voluntary leave
transfer, home leave) based on time worked and leave taken, verify eligibility for leave
and requested leave duration, respond to employee questions and resolve basic leave
issues per guidelines and business rules.

4.6.2 Schedule Employees. The manager or supervisor will schedule employees based
on project and / or work requirements. SSCs will capture employee schedules.

4.6.3 Attest Attendance Data. Agency employees will record their time worked (e.g.,
premium pay, differentials, hazard pay) on an exceptions basis if possible. Employees
will also record leave taken. SSCs will capture employee time entry.

4.6.4 Certify Employee Attendance Data. Agency managers or other designated
approvers will certify that the employee-entered attendance data is accurate. SSCs will
capture the time approval.

4.7.1 Manage Employee-Furnished Payroll Data. Employees will enter payroll data
(e.g., direct deposit, voluntary deductions, withholdings information) via employee self-
service. Alternative means will also be available (e.g., e-mail, fax, mail). SSCs will
capture employee-derived payroll data.

4.7.2 Prepare for Payroll Processing. Agencies will make time and attendance data for
the pay period available to the SSC. SSCs will perform preliminary payroll calculations
and resolve any discrepancies.

4.7.3 Process On-Cycle Payroll. SSCs will calculate gross pay, apply taxes and
deductions to calculate net pay and generate and disburse pay (e.g., employee, taxes,
allotments).
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4.7.4 Process Manual Payroll. To accommodate exception conditions, SSCs will
operate outside the scheduled pay cycle and calculate gross pay, apply taxes and
deductions to calculate net pay, verify net pay and generate and distribute pay checks or
leave and earnings statements (LES). These will typically be one-time payments (e.g.,
awards, advances, defactos, settlements).

4.7.5 Process Disbursements to Third Parties. SSCs will calculate and send payments
to third parties and reconcile payment data with the third parties.

4.7.6 Handle Payroll Issues. SSCs will provide help desk support to respond to or refer
employee payroll issues. Support will be web-based self-service supplemented by tiered
telephone support. SSCs will be evaluated on their ability to resolve reported payroll
issues.

4.7.7 Distribute Labor Costs. SSCs will allocate payroll costs to projects or accounts
for any time reported against a project or account code. They will transmit labor cost
allocation information to the General Ledger and other financial account systems or third
parties.

4.7.8 Perform Periodic Reporting. SSCs will make periodic standard reports available
to agencies by pay period, quarterly, annually and as requested. They will also provide
ad hoc reporting capabilities to the agency.

Ii. Innovation

Shared service centers will be expected to deliver solutions to customer agencies that are
both substantive and innovative. The following design points describe expectations of
the compensation management solution. They provide the conceptual basis for the
compensation management requirements found in Appendix B of this report.

Overall Compensation Management:

e SSCs will provide integrated systems with appropriate interfaces that will eliminate
the need for duplicate data entry.

e Employees will have self-service capabilities for entry of employee-derived payroll
data (e.g., direct deposit data, credit hour requests, compensatory time requests) and
for visibility into leave balances and pay data.

e SSCs will provide web-based process automation and workflow including
notification and approval capabilities. To support this workflow capability, SSCs will
deliver multi-channel customer support including web-based help, phone assistance
and tiered troubleshooting assistance.

e SSCs will work with customers to identify and prioritize their needs. They will
provide robust tools for analysis (e.g., payroll forecasts and what-if scenarios for
policy changes) plus standard and ad hoc reporting capabilities.

Set Bonus, Monetary Award and Pay Changes:
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SSCs will provide a tool that supports invoking step increases based on pre-
established business rules and with appropriate supervisory approvals. SSCs will also
maintain pay bands and associate pay bands to pay ranges. SSCs will provide
manager notification of pending increases and will prompt managers to certify the
increases. Managers will either certify the increase or notify the SSC the increase is
denied due to unacceptable performance.

SSCs will provide tools to support managers’ compensation decisions (e.g., pay pool
manager, market-based compensation subscription services). This information will be
used to generate pay change personnel actions. SSCs will provide timely training to
managers and supervisors on these tools.

SSCs will provide the capability to tie bonus, applicable awards and pay changes to
performance review results.

SSCs will provide the means to move pay change data automatically through chain of
approval and notify appropriate individuals as necessary via workflow. They will
also provide adequate levels of security that allow only authorized, appropriate
individuals secure access to individual performance data to justify performance-based
pay changes.

Manage Leave:

SSCs will provide a tool that supports all paid and unpaid leave types, automatically
manages leave balances in accordance with government-wide and agency-specific
policies and guidelines and provides employees with visibility to their leave balances.
The tool will include automatic triggers for continuation of benefits (for unpaid leave)
and will allow settlement of leave accounts (e.g., separation, transfer between
agencies and SSCs).

SSCs will provide employee and manager self service and workflow to manage leave
processing including leave request submission, balance verification, electronic
approval routing, leave end date tracking, leave usage extension requests and leave
donation support. The SSCs will include leave reporting capabilities at the employee,
group, department and agency levels.

Manage Time & Attendance:

SSCs will provide scheduling tools that support work schedules and tours of duty,
specific employee schedule by time period, rescheduling, comments and project labor
cost analysis. The solution will provide a view of scheduled leave across groups of
employees and will identify not-to-exceed exceptions by project, group of employees
or positions.

SSCs will provide a tool that allows time to be entered electronically (e.g., web-based
capability, badge swipes) and on an exception basis as appropriate. The capability
will exist to associate time, by code or employee, with a project code.
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e SSCs will provide web-based time approval tool that uses electronic workflow to
manage the approval process. The tool will accommodate out of office situations,
moving the approval through an alternative routing. The tool will send notifications
regarding overdue actions or approvals. It will make time data available to payroll
and the general ledger and will provide visibility to time data to employees and
managers.

Manage Payroll:

e SSCs will provide a real-time, web-enabled, self-service tool that allows an employee
to enter employee-derived payroll data (e.g., direct deposit data, credit hour requests,
compensatory time requests).

e SSCs will work to standardize business practices through the use of business rules,
edits and automated processes. They will use standardized pay periods, pay dates and
numbering of pay dates.

e SSCs will maximize the use of electronic transfer and secure web-based portals to
make third party payments / remittances, allow employees to access their pay history,
provide standardized leave and earning statements and provide real-time access to
statutory and regulatory information.

Distribute Labor Costs:

e SSCs will provide a government-wide labor distribution system so agencies can feed
standard data into a single strategic data warehouse for downstream use (e.g.,
Finance, project managers). SSCs will reconcile labor cost data against total charges
made to appropriations.

Perform Periodic Reporting:

e SSCs will provide any-time, any-place secure access to reports. This facility will
support standard and ad hoc reporting and secure electronic export of W-2 data to
employees’ tax programs for streamlined tax preparation.

C. Benefits Management

The HR LOB Business Reference Model defines the sub-function Benefits Management
as “designs, develops and implements benefit programs that attract, retain and support
current and former agency employees. This sub-function includes: establishing and
communicating benefits programs; processing benefits actions; and interacting as
necessary with third party benefits providers.”

The HR LOB shared service centers will provide a benefits solution that offers web-
based employee self-service capabilities for benefits enroliment. SSCs will activate
benefits enrollments based on predefined business rules and make benefits participation
data available to payroll and to benefits providers. SSCs will deliver benefits
communication and will provide benefits counseling to employees. SSCs will support
both government-wide and agency-specific benefits programs. For agency-specific
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benefits programs, SSCs will provide consultative support to agencies on communication
content and approach and will provide facilities and media to deliver benefits
communication to employees.

The remainder of this section details the roles of the shared service center and the agency
in benefits management activities and it describes the innovations that shared service
centers are expected to adopt.

I. Benefits Management Concept of Operations

The Benefits Management sub-function of the HR LOB Business Reference Model
contains two processes that break down to a total of nine activities. Shared service
centers will support seven of the nine BRM activities. Agency and SSC involvement in
these seven activities is described below.

The following three activities apply where agencies are establishing their own
discretionary benefits programs.

5.1.3 Coordinate Process Implementation with Partners and Providers. Agencies
will continue to drive implementation of agency discretionary benefits programs. They
will negotiate these benefits with providers, approve implementation plans and authorize
implementation as milestones are reached. SSCs will partner in program implementation
activities. SSCs will develop new or modify existing processes, roles and technology as
required by the benefit program, based on implementation plans approved by the agency.
And they will follow through with testing these components and staging them to a
production environment.

5.1.4 Create Benefits Communication Approach and Content. Agencies will
continue to devise the overall strategy and approach to communicate agency
discretionary benefits programs. Agencies will also determine the overall content to be
delivered. SSCs will provide consultative support to the agency on benefits
communication, including advice on content, timing and media. SSCs may also prepare
content for these communications.

5.2.2 Manage Provider Contracts. Agencies will monitor benefits service levels with
providers for agency specific benefits programs. Agencies will track performance over
time and renegotiate service level agreements as end dates near. SSCs will provide the
data to enable agencies to monitor service levels and track performance.

The following four activities apply to both agency discretionary benefits programs and to
government-wide benefits programs.

5.2.1 Deliver Benefits Communication. SSCs may serve as a provider of benefits
counseling to employees. Additionally, SSCs may deliver benefits communication,
making it available via various media.

5.2.3 Elect Benefits. Employees will enter benefits enroliment data via self-service
applications. SSCs will provide the self-service tools and databases that support capture
of benefits enrollment data.
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5.2.4 Activate Enrollments. SSCs will determine employee eligibility for benefits based
on business rules. The SSCs will process enrollment transactions.

5.2.5 Maintain Appropriate Records. If forms requiring ‘wet signature’ remain, SSCs
will receive and maintain these completed and signed forms.

Ii. Innovation

Shared service centers will be expected to deliver solutions to customer agencies that are
both substantive and innovative. The following design points describe expectations of
the benefits management solution. They provide the conceptual basis for the benefits
management requirements found in Appendix C of this report.

e SSCs will use proven, repeatable processes, supported by tools and technologies, to
manage the implementation of benefits programs.

e SSCs will provide change management assistance for new benefits programs or
changes to existing programs.

e SSCs will provide subject matter expertise supporting the creation, editing and review
of benefits communication content.

e SSCs will provide facilities and media to deliver benefits communication to
employees. SSCs may provide assistance to enrollees via multiple channels (e.g.,
web, phone, fax and USPS).

e SSCs will provide enrollees web-enabled capabilities to evaluate benefits programs,
review their eligibility, enroll in or waive benefits and make changes. To
accommodate those employees that do not have access to the Internet, SSCs will
make multiple other channels -- including e-mail, fax, phone and mail -- available to
perform these activities

e SSCs will build and support a robust web-based information resource that provides
information to enrollees and participants on benefits programs, eligibility, providers,
forms and procedures. Decision support tools will be made available to employees to
support benefits decisions. SSCs will provide real-time counseling on the use of
those tools.

e SSCs will promote a “culture of self-sufficiency” for benefits election. For example,
benefits counselors will not counsel enrollees on benefits but will lead them through
the provided resources and tool to help them make their own decisions.

e SSCs will capture data in an integrated HRIS database and make it available for
downstream use.

e SSCs will make benefits participation data available to benefits providers for billing,
claims administration and customer support.

e SSCs will ensure secure transactions and seamless integration with any bolt-ons or
other interfaced systems.
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e SSCs will enforce eligibility requirements during the enrollment process based on
business rules and capitalizing to the extent possible on automated capabilities.

e SSCs will issue a consolidated annual benefits statement to each employee. An
online benefits statement will also be available on demand. The statement will
include all of the benefit programs for which the employee is eligible, his or her
participation status in those programs and any applicable balances. SSCs will follow
agency guidance on benefits statement content as part of benefits 