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USA Staffing®
Great Government Starts Here®

OFFICIAL USE NOTICE: This material is intended exclusively for use by USA Staffing Customers and is not to be distributed without 
approval from the USA Staffing Program Office. This communication may contain information that is proprietary, privileged, confidential 
or otherwise legally exempt from disclosure. If you have received this presentation in error, please notify the USA Staffing Program Office 
immediately and delete all copies of the material. 

The Advisory Board meeting will begin shortly.
Please log in to Adobe Connect prior to calling in so that your name is tied to 
your phone number 

Audio Conference Options:
• Dial-out [Receive a call from the meeting] – This is the preferred method
• Dial-in to the Audio Conference via Phone

o 1-800-832-0736
o Conference Room Number: 7563371
o Once joined to the audio, follow the instructions to identify yourself

• Use Microphone (Computer/Device)

July 11, 2018

Great Government Starts Here



Agenda
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 Welcome
 USA Staffing Updates

o Customer Satisfaction Survey Results and Action Plan
o What is USA Staffing Doing Well?
o How Can USA Staffing Improve?

o New Features & Functionality Coming
o Transition Metrics and Decommissioning
o Training and Resources

 USAJOBS Updates
o Open Opportunities
o Seeker Portal
o Data Analytics
o What’s Next?

 Upcoming Events

Questions?

Use the Q&A 
feature in Adobe to 

ask questions 
during the meeting.



• USA Staffing administers this survey twice a year.

• The survey measures overall satisfaction with USA Staffing 
products and services.

• One representative from each agency responds on behalf of the 
agency from an agency-wide perspective.

• There were 52 respondents out of 87 surveys sent = 59% 
response rate 

Spring 2018 Customer Satisfaction Survey 
Presenter: Alesia Booth, USA Staffing Program Manager
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Thank you for your feedback!



The American Customer Satisfaction Index (ACSI) is the only national cross-industry 
measure of customer satisfaction in the United States. The index score is calculated as a 
weighted average of three survey questions that measure different facets of satisfaction 
with a product or service:

1) Please consider all your experiences to date with USA Staffing products and services 
you have received. Using the 10-point scale below, indicate how satisfied you are with 
these products and services.

2) Considering all of your expectations, to what extent have USA Staffing products and 
services fallen short of or exceeded your expectations?

3) Imagine an ideal organization providing human resources consulting products or 
services.  How well do you think USA Staffing compares with that ideal organization?

Spring 2018 Customer Satisfaction Survey
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USA Staffing’s Spring 2018 ACSI score

Federal ACSI Benchmark

77.4

69.7
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96%
satisfied or very satisfied

Overall, how satisfied or dissatisfied are you with the 
services you received?

93%
yes

Have USA Staffing's services contributed to improving your 
organization's effectiveness? 

96%
good or very good

How would you rate the USA Staffing Account 
Management services you have received? 

82%
good or very good

How would you rate the technical support provided by the 
USA Staffing Help Desk? 

88%
agree or strongly agree

Our HR Community is satisfied with the design of the USA 
Staffing system. 

96%
agree or strongly agree

The USA Staffing staff uses suggestions from their 
customers to improve the quality of products and services. 

Customer Satisfaction Survey Highlights
Spring 2018 



Themes from “what USA Staffing does well”
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• Account Management Model

• Customer Service

• Partnership

• Communication

• Responsiveness to issues

• Knowledgeable staff

• User Resources

• Listen to functionality needs

Question: Please provide comments or suggestions on what USA Staffing does well.

Great Government Starts Here

“The appearance of JOAs is 

beautiful now, compared to when 

some of ours resembled ransom 

notes with all sorts of different 

font styles, sizes, colors and 

formatting. I love the dashboard, 

particularly for HR managers to 

enable them to review the 

staffing work of their entire 

office, and where each case is the 

process.  One of the best 

improvements in Production over 

Legacy was the ability to link 

two announcements, so we don't 

have to evaluate the same 

applicants who apply to both 

announcements.”

In comparison to other HRIT 

providers, I feel the USA Staffing 

team is committed to ensuring 

success instead of simply meeting the 

minimum required.  I feel like we 

have a true partner in terms of 

finding solutions to difficult 

questions.



Themes from “how USA Staffing can improve”

7

Questions:
If you could improve or add one feature to USA Staffing, what would it be?
Please provide comments or suggestions on how USA Staffing can improve its products or services.

• System stability

• Speed of Change

• Enhancement/Requirements gathering process

• Communication of enhancements prioritization

• Ability to copy

Great Government Starts Here

“I understand that the system 

will never be complete. I just 

don't understand why the system 

has to update every month. My 

suggestion would be at least every 

3 months.”

“Fix existing functionality before deploying 

new. There are many issues with the 

system currently and adding to them is a 

great disservice. Also, when there are 

system issues or "bugs" it would be 

beneficial to know those upfront. The 

Helpdesk sometimes fails to provide 

additional explanation on "bugs" which 

prevents me from notifying my workforce.” 



System Stability and Speed of Change
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USA Staffing Action Plan:

 #1 Strategic Priority in FY18 and FY19

 Refactoring development and release processes.

 Continued focus on large, complex system functionality like 
document processing.

 Refining testing protocols to stress quality.

 Conducting usability reviews with independent evaluators.

 Strengthening coordination between Account Management, 
User Support and System/Product Development. 



Enhancement and Requirements Gathering
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USA Staffing Action Plan:

Design and Socialize new features

Pilot Customer Sprint Reviews

 Enhance Release Notes and Feature Roadmap

 Share Best Practices for Submitting 
Enhancement Requests 



Copy Features
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Completed:

 Copy locations from another vacancy – May 5th production 

release

Planned:

 Copy some Announcement text content (e.g., Responsibilities)

 Announcement Item and Eligibility Bundles

 Copy Reviews

Under Consideration:

 Copy Assessment Packages
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USA Staffing Program Manager position

Recruitment Opportunity



What We’re Working on Now:

• New Welcome dashboard

• Alert for HR users when all Reasonable Accommodation (RA) claims 
have been adjudicated

• Limit character count for narrative & short answer responses

• Automatically close announcement when pre-determined applicant 
count is reached

What’s Coming Next:

• Multiple hurdle assessment process

• Basic classification functionality

Upcoming Functionality
Presenter: Jennifer (Demarais) Reaves, USA Staffing Business Analyst
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Feature Backlog and Glossary: https://go.usa.gov/A3C3
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https://go.usa.gov/A3C3


Quality Reviewing Vacancies
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Quality Reviewing Vacancies
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Transition Metrics
Presenter: Shannon Hazelwood, Account Management Lead

FY2018 USA Staffing Usage Statistics

Announcements Applicants Certificates Selections

Legacy 12,077 926,663 38,194 89,133

Upgrade 162,393 7,591,268 256,830 178,096

Total 174,470 8,517,931 295,024 267,229
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*October 1, 2017 – June 30, 2018

USA Staffing Usage Statistics – week of 7/9/2018

Applicants Announcements Announcements - SPLY

Legacy 3,214 19 8,343

Upgrade 190,219 12,377 3,079

% Upgrade 98% 99% 27%



Legacy Decommissioning Timeline
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Prior to September 30

• Review vacancies marked 
Under Litigation –
uncheck those that do 
not need to be retained

• Purge old onboarding 
records

• Audit all returned certs

• Create all new New Hire 
records in Upgrade

September 30, 2018

• All users in Legacy change 
to Read-Only/Reports 
permission profile for one 
year

• Disable ability to send 
Selectees to Onboarding 
Manager (OM) from the 
audit page in Referral

• Disable ability to 
manually create New Hire 
records

Beyond September 30

• Selection Manager and 
Onboarding will remain 
accessible with very 
limited functionality

• Agencies must verify all 
Read-only users annually

• Limited users will have 
Read Only/Reports access 
for up to 3 years

• When Legacy is powered 
down, agencies will have 
access to some Legacy 
data in Cognos. All other 
Legacy data may be 
provided to agencies. 
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Mixed Agency New User Training

Great Government Starts Here

Purpose: This 2-day training will walk new users through the USA Staffing system from 
Request through Referral.  The training is intended to cover basic system functionality and 
will not cover Onboarding or agency-specific business processes. The class is held once a 
month.

Audience:  This training is for new USA Staffing HR Users only.  New users are defined as HR 
Specialists that have never used USA Staffing as a paid HR User before.

Prerequisites: Attendees must complete all of the prerequisites prior to training.
• Complete all of the USA Staffing Online Training Modules
• Log in to Stage using your username/password at least one day prior to training
• Bring an agency-specific recruitment with you to build in Stage

Location: USA Staffing vendor training facility in Washington, DC.

Cost:  Agencies are responsible for paying all travel costs for attendees. There is not cost for 
the training class itself.

Registration: Please contact your Account Manager to enroll attendees.  Classes hold up to 
20 participants on a first come, first serve basis.  The next class open for enrollment is 
August 14-15.
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New and Updated Resources

Great Government Starts Here

Communications:
• Better Hiring Through Technology Webinar

Resources:
• ACWA User Guide 
• NOR Message Codes
• USA Staffing and Onboarding 

Implementation Guide
• Available Onboarding Forms
• eOPF System Certification SOP 
• Onboarding FAQs

USA Staffing Resource Center: https://go.usa.gov/A3C3

https://go.usa.gov/A3C3
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Presenters: Michelle Earley, USAJOBS Program Manager



• Open Opportunities – New features
• Seeker Portal – Hiring Paths; Profile
• Data Analytics – How did you hear about this job? project
• What’s next?

20

Agenda

Great Government Starts Here



Open Opportunities
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Design

Great Government Starts Here



Creating a 
vision for 
change

Developing 
political 
support

Video 
campaign

Acquisition 
toolkit

Building 
and 

sustaining 
momentum
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Phase 1: Launching Acquisition Open Opps

Great Government Starts Here



Most people will shift their thinking only 
after new behaviors have led to results 
that matter- and then been validated.

https://hbr.org/2012/07/cultural-change-that-sticks/ar/1
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Culture change that sticks

Great Government Starts Here

https://hbr.org/2012/07/cultural-change-that-sticks/ar/1


We’re working to clearly articulate the mission and 

outcomes: 

- Highlight people and projects that are making an impact

- Publicly communicate any and every success story

- Create positive messages that retain a sense of urgency
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Phase 2: Focus on telling our story

Great Government Starts Here
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Organization feature to allow for filtered views

Great Government Starts Here



26

Next up: State 

Great Government Starts Here
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Design phase

Great Government Starts Here



Hiring Paths: Business Rules and Guidance 

Delegated 
Examining 

Announcement

Merit Promotion 
Announcement

Only use the Public hiring path

Only considering agency employees, then use Internal to an agency 
hiring path. 

EXCEPTION: If you are a land management agency, then you must 
include the Land and base management hiring path.

If considering government wide, then include the following hiring 
paths: 

- Federal employees – Competitive service
- Veterans (Use the clarification box to identify the veteran 

authority: VEOA, VRA, 30% disabled)
- Career transition
- Land and base management
- Persons with disabilities
- Military spouses
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From an oversight 
perspective, the hiring paths 
selected on a JOA will 
indicate to auditors the 
different types of 
authorities and certificates 
the agency will issue once 
recruitment is complete.

NOTE: During the transition to 
replacing Who May Apply with hiring 
paths and clarification text, the Who 
May Apply content is the definitive 

source to articulate area of 
consideration.

Great Government Starts Here
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What’s Next? Profile Enhancements

In an effort to increase the value of the 
USAJOBS profile, we are moving resume 
fields into the profile.

• Increases value to agencies through 
resume mining

• Increases value to job seekers by allowing 
them to quickly create a resume with 
information pre-populated into each 
section

• Planned release date is the July 28th

weekend 

Great Government Starts Here
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Profile – New Data

USAJOBS will 
incorporate 
Hiring Paths, 
Education and 
Experience into 
the profile.

Great Government Starts Here



Profile – New Data

USAJOBS will 
add skills 
(deliver in 
September), 
languages and 
organizations
as optional 
fields.
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• An online, voluntary survey presented on step four of the USAJOBS job 

application process; one survey per application

• Survey presents several responses, and users will be assigned one survey 

variation for all applications

• Applicants self identify how they heard about the job they are submitting 

an application for

• Survey responses are used by agencies to understand how job applicants 

are learning about the various roles being posted within the federal 

government

How Did You Hear Survey (HDYH)
What is it?

Great Government Starts Here
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• Comprised of two academics from George Washington University and 
University of Florida

• OES is working in partnership with USAJOBS to understand which variation of 
the survey will produce different response rates

• June 1st though July 31st (60 day window) to gather initial findings

• USAJOBS goal for this engagement with OES is to develop a survey model that 
provides both greater response rate and validated survey results

o The validation of these survey results will be completed by 
referencing data collected versus Google Analytic data that 
provides aggregate level source tracking

HDYH- Study Engagement
Office of Evaluation Sciences (OES)

Great Government Starts Here



Test 1: “How Did You Hear?” response options are not changed
This arm is our constant, from which we can measure the other three tests.

Test 2: Randomly ordered response options
“How Did You Hear?” response options will be randomly ordered.
This arm tests if users display a preference for selecting options at the top, middle, or 
bottom of the list.

Test 3: Randomly ordered options with first option defaulted
The order of options will be changed, and the top option will be selected default.
This arm tests if users will be compelled to proactively check the response that most 
accurately reflects how they heard about a posted job.

Test 4: Simplified response option wording
This tests if different wording resonates more with candidates.

How Did You Hear Survey: A/B Tests
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What’s Next

June

• JOA and Hiring 
Path Report

• Profile –
updated forms

• Open Opps –
small 
enhancements

• How did you 
hear about this 
job? project

July

• JOA and Hiring 
Path Change 
Management

• Profile –
updated forms

• Open Opps –
authentication

• Open Opps –
program focus 
on Internships 
(Dept of State)
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August September

• JOA and Hiring 
Path Change 
Management

• Profile – “new 
user” flows

• Open Opps –
authentication

• Open Opps –
program focus 
on Internships 
(Dept of State)

• Profile – “new 
user” flows

• Open Opps –
program focus 
on Internships 
(Dept of State)

• Skills matching

Great Government Starts Here
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July 2018

Su M Tu W Th F Sa

1 2 3 4 5 6 7

8 9 10 11 12 13 14

15 16 17 18 19 20 21

22 23 24 25 26 27 28

29 30 31

Great Government Starts Here

August 3: Stage 9.7 Release

August 9: USA Hire Workgroup Meeting

August 25: Production 9.7 Release

August 31: Stage 9.8 Release

USA Staffing Upcoming Events

USA Staffing Release Schedule:  https://go.usa.gov/A3C3  

August 2018

Su M Tu W Th F Sa

1 2 3 4

5 6 7 8 9 10 11

12 13 14 15 16 17 18

19 20 21 22 23 24 25

26 27 28 29 30 31

July 17-18: Mixed Agency New User Training and 
Virtual Cognos Beginner Report Author Training 

July 19: Virtual Cognos Advanced Report Author 
Training 

July 24: Reporting and Analytics Workgroup 
Meeting

July 28: Production 9.6 Release



Questions?

For additional information, please contact your 
Account Manager.
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