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Army selects benefits and entitlements call center

(Note to editor:  Fort Riley, Kan. Public Affairs Office contributed to this article)


(Fort Riley, Kan.) -- The Department of the Army announced on May 5 the establishment of a benefits and entitlements (B&E) call center at their Southwest Region Civilian Personnel Operations Center, Fort Riley, Kan.  The call center will provide enhanced civilian personnel B&E advisory and processing services for all serviced appropriated fund Army civilian employees.  

Initially, the call center will support the Southwest region, with plans to handle open season for health benefits beginning November 1999.  

There will be 40 employees working with an automated system known as the Army's Civilian Personnel Benefits System.
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"The B&E Call Center will walk callers through most of their questions," said Daniel Clawson, director of Southwest CPOC.  "The system will electronically transmit the data, complete the action, update the civilian personnel and payroll systems, and print confirmation of changes on the employee's Leave and Earnings Statement."

 Traditionally, personnel experts at Army installations have advised civilian employees on B&E issues.  However, downsizing and consolidation of the Army's civilian personnel community have resulted in a loss of highly specialized B&E expertise.  This consolidation will enable the Army to provide better service to its customers by using a centralized call center of dedicated counselors. 

The counselors will use state-of-the-art technology, similar to the automated systems used by banks, colleges, universities and health insurance carriers, to automate the B&E function.  The center will handle issues involving Federal Employees Health Benefits, Federal Employees' Group Life Insurance, Thrift Savings Plan, retirements, and survivor benefits (death and dismemberment claims.) 

"Our consolidation will result in current, accurate, consistent and timely B&E information and services to our customers which can provide enhanced services, eliminating manual processes," Clawson said.  

Peg Anderson, chief of Southwest's Management Support Division, said open seasons are the busiest times.  

"Employees can change their benefits during this time," she said.  "The Army's B&E counselors can help civilian employees make the changes."
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Clawson explained the call center will expand service to employees in Southeast region about three months after standing-up the call center, but not before or during open season for health benefits.  The five other stateside CPOCs will receive service in 2-3 month intervals.  


"Customers will benefit through access to a convenient self-service system," he said.   

"They will be able to access general or personal information and take care of certain business transactions over the telephone and on the Web from work, home or other locations.  The system will electronically transmit the data, complete the action, and print confirmation of B&E changes on employees' Leave and Earnings Statements."

Clawson said that having a consolidated location will provide consistent service by having advisors working for one manager in a more structured environment.  


"With the self-service system, 80 percent of the questions regarding    

health benefits, group life insurance, thrift savings, retirements, and survivor benefits (death and dismemberment claims) can be answered by the call center," he said.  


Clawson emphasized the call center's focus will serve the current civilian work force, and eventually some services will be offered to retirees.


According to Clawson, recruiting employees for the center is the first phase.  Applications for employment are listed on the Army's Web-site, http://cpoldev.army.mil/IVRS/IVRSvacancy.html. 
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"The announcements will remain open until every position is filled," he said.  "We're creating 40 new jobs, several million dollars in revenue and adding services to Fort Riley."

Kathy Cole, chief, Personnel Services Branch, Southeast CPOC, Fort Benning, Ga., was recently selected to be chief of the call center.  

The center expects to begin servicing employees the beginning of fiscal year 2000 at Army installations and field operating activities in Colorado, Kansas, Nebraska, Oklahoma and Texas.   For more information, call Southwest CPOC at (785) 239-3185.
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