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Purpose + Outcomes + Cha llenge

• Readines s  of HR t o leve rage  Cont act  Cent e r capabilit ie s  (i.e . s ing le  ent ry point  for HR 
reques t s /que rie s , enhanced employee /manage r s e lf-s e rvice , omni-channe l cont act  cent e r, 
e t c .).

Cha llenge

• Pass ive  support  t urns  int o ove rt  re s is t ance  a s  t he  “concept ” becomes  rea l.

Purpose

Outcomes , Act ions  and Next  S t eps

• Upda t e  prog res s  t oward t o WHS/HRD Cont act  Cent e r (concept  brie fed t o SSLC in June  2020)
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Purpose of the WHS/HR Cont act  Cent e r

● Improve  se lf-s e rvice  opt ions  and 
speed of s e rvice

● Eas ie r acces s  t o t ools  and se rvices  

● Increase  cla rit y on cus tomer opt ions  
and methods  of engagement  

To drive  pe rformance  improvement s , a ccountabilit y, e fficiency, t rans pa rency and t rus t , 
a s  we ll a s  opt imize  cus tomer expe rience  in t he  de live ry of HR s e rvice s  and s upport .
Proof-of-concept  for othe r WHS s e rvice s  and s upport  (e .g ., financia l management , 

a cquis it ions , e t c.).

Why We Are  Undert aking  t his  Effort

Our Employees

● Reduce  Time  to Hire  (TTH) 

● Improve  Cus tomer Experience  and qua lit y 
of s e rvice  

● Cos t -savings  due  to emphas is  on high-
va lue , s t ra t eg ic s e rvice  

● Increase  t rus t  and re liabilit y acros s  t he  
Agency and Federa l Government  

Our Cus tomers

● Improve  Cus tomer and Employee  Experience  

● Emphas is  on high-va lue , s t ra t eg ic s e rvices  

● Eas ie r acces s  t o t ools  and knowledge  to 
exce l a t  de live ry 

● Increase  support  and empowerment  for s t a ff 
t o deve lop subject  ma t t e r expert is e

Our Organiza t ion
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WHS Contact Ce nt e r Roadmap
Q4 FY20 Q1 FY21 Q2 FY21 Q3 FY21 Q4 FY21 Q1 FY22 Q2 FY22 Q3 FY22 Q4 FY22 Q1 FY23

HRD CX Eng ag ement

PSD Hiring  Pilot

HRD Re-a lig nment s

HRD Init ia l SOP Crea t ion

HRD Se rvice  Ca ta log  Crea t ion

HRD Ca ll Cente r IOC

HRD Sha repoint  Crea t ion

New Hiring  Process  Rollout  t o Addit iona l Cus tomers

HRD S t ructure  Rea lig nment

Ana lys is  & Act ionable  Recommenda t ions  for AD, FMD, & Security

Ana lys is  & Act ionable  Recommenda t ions  for HR & PS*

Contact  Cente r Chang e  Manag ement

HRD Contact  Cente r Technolog y Deployment

Milestones 
for 

Supporting 
Efforts 

Related to 
the WHS 
Contact 
Center

High -level 
Plan for 
Contact 
Center 

Support 
Services

Deve lop & Conduct  Skills  Assessment  & Tra ining  Required 
to Execute  Key Init ia t ive s

Implement  Workforce  Trans it ion

Tra ining  for Employees  on Cus tomer Expe rience

End-to-End Process  Redes ig n Implementa t ion

Facilit a t e  WHS Contact  Cente r Gove rnance  
Process

Fina lize  Init ia l SOPs  for Contact  Cente r

Es tablish Knowledg e  Manag ement  Sys tem 
for Se rvice  Leve l Ag reement s

Integ ra t e  & 
Automa te  
Knowledg e  Sys tem 
for Se rvice  Leve l 
Ag reement s

Launch Contact  Cente r Capabilit ie s  Ca ta log

Contact  Cente r Int eg ra t ion

KEY
Comple t ed or Planned Work
Future  Work

* HR – Human Resources; PS – Personnel Security
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What We’ve Found
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Quick Wins & Out comes

• Reduce  handoffs , cla rify re spons ibilit ie s , and consolida t e  processes  within s ing le  
divis ions  by rea ligning  t he  funct ions .

• Pilot  redes igned hiring  process .

• Deve lop and follow SOPs  and script s   t ha t  a re  driven by bus iness  requirement s , 
authorit a t ive  sourcing , cus tomer engagement .

• Unifiy customer -facing website with content focused on the customer experience.

• Call Center as the prelude to the Contact Center.
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Anticipated Impacts of ESS/MSS & Contact Center: 
Cus t omers

Existing HRD SMEs 
will be equipped to 

handle most 
services current ly 

pe rformed by 
cus t omers ’ loca l 
re sources  t ha t  

support  HR and PS  
proces ses

ESS/MSS port a l will 
provide Hiring 

Managers and other 
role -based POCs 
with the status , 

progress, and next 
steps of t he  hiring  

proces s  

Cus t omers  will have  
one point of contact 
within HRD t hrough 

t he  WHS Cont act  
Cent e r for a ll 

que rie s  t o increase  
cons is t ency in 

re sponses  and t he  
ease  of conduct ing  

bus ines s

Responses  t o 
cus t omers ’ que rie s  
will be  de live red in 

easily 
understandable 

language

Proces ses  and 
se rvices  will be  

improved based on 
Customer 

Experience t o 
increase  t he  ease  of 
working  wit h WHS 
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Anticipated Impacts of ESS/MSS & Contact Center: HRD

Reducing
● Overall number of customer queries; and basic customer 

queries and status requests, in particular

● Requests escalated to senior leadership

● Average time to resolve a customer query

● The General Schedule (GS) levels needed to support 
general customer queries and increased savings as new 
customers are on -boarded by adding lower grade level 
contact center staff

Increasing
● Ability to provide customers what they need before they need it, allowing HRD 

SMEs to serve more customers

● Employee productivity

● Standardization in business processed and authenticated responses to customer 
queries

● Staff proficiency and Customer Experience through greater awareness of staff 
skills and training needs derived from the CRM data on customer queries

● Customer experience through greater awareness of customer needs to develop 
communication and educational opportunities

● Ability to finance ongoing business activities and increase opportunities for 
additional business through alignment of Contact Center services to eventual 
Working Capital Fund business model

Shifting HRD SME activity towards higher -level HR strategic customer engagement and support
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WHS Contact Center & Transformation Next Steps

Stand up the 
Call Center

Implement changes 
within Service Areas

Conduct 
Readiness 

Assessment for 
additional

business lines 
(e.g., financial 
management, 
acquisitions)

Launch CRM Tool 
Pilot to improve 

process 
transparency 
across WHS
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Challenge … 

Passive support to overt resistance as 
concept gets real .
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