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Contact Representative/Military Service Matters
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3RD SKILL CODE:


__________________________________________________________________________________________________
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SUPERVISOR’S CERTIFICATION:  I certify that this SCPD is an accurate statement of the major duties, knowledges, skills, and abilities, responsibilities, physical and performance requirements of this position and its organizational relationships.  The position is necessary to carry out government functions for which I am responsible.  This certification is made with the knowledge that this information is to be used for statutory purposes relating to appointment and payment of public funds and that false or misleading statements may constitute violations of such statutes or their implementing regulations.
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PURPOSE OF POSITION AND ORGANIZATIONAL LOCATION:
The primary purpose of this position is:  To manage the Casualty Services and Survivor Benefit Plan (SBP) programs and to provide counseling on benefits offered by a wide variety of programs such as those from the Department of Defense (DOD), Department of Veterans Affairs (VA), Social Security Administration (SSA), Internal Revenue Service (IRS), Department of Health and Human Services (DHHS), and state and local agencies.
The organizational location of this position is:
_________________________________________________________________________________________________

ORGANIZATIONAL GOALS OR OBJECTIVES:
The organizational goals or objectives are: To ensure programs are administered in accordance with congressional intent and requirements of the law and that all Air Force personnel and family members are provided information about and receive entitled rights and benefits.

__________________________________________________________________________________________________

DUTY 1:








%
Critical



Provides total advisory services and administers comprehensive programs related to Casualty Services. Administers casualty reporting, notification, and assistance programs.  Coordinates with appropriate investigative agencies to verify and obtain all known circumstances surrounding a member’s death and provides documentation for monetary entitlements (i.e. police and/or Air Force Office of Special Investigation reports, autopsy reports, and toxicology reports).  Arranges for notification of next-of-kin (NOK) and resolves any problems encountered in making death notification to NOK.  Contacts HQ AFPC Casualty Services Branch when attending physician has requested Invitational Travel Order (ITO) and Medical Treatment Facility commander approves the ITO request.  Prepares and submits initial, supplementary, and complete casualty messages on deceased, duty status whereabouts unknown (DUSTWUN), missing, very seriously ill or injured (VSI), seriously ill or injured (SI), and incapacitating illness or injury (III), within area of responsibility as directed by HQ AFPC.  Performs 24-hour casualty assistance duties and must be immediately available to respond.  Acts as an advocate for Air Force personnel and their family members in dealing with organizations that affect their cases.  Ensures base personnel comply with proper completion and update of DD Form 93 (Record of Emergency Data).

STANDARDS:
A.  Almost without exception, promptly tasks, briefs, and dispatches notification officer to effect notification to NOK and accurately prepares and submits complete casualty messages.

B.  Typically counsels Air Force personnel and their families in an effective manner regarding rights and benefits ensuring that the information given is consistent with the intent of Congress and statutory requirements under public law, as administered by DOD, VA, IRS, SSA, the DHHS, etc.

C.  Routinely assures benefit applications and appropriate documentation are completed accurately and processed within prescribed time limits.  Routinely ensures death gratuity payments are prompt and accurate.

KSA:  1, 2, 3, 4, 5, 6

__________________________________________________________________________________________________

DUTY 2:








%
Critical



Independently plans, organizes, directs, and administers a wide variety of distinct types of benefits and services available under both Air Force and non-Air Force programs, each with separate eligibility requirements and regulatory provisions.  Counsels on benefits provided by law; explaining the integration of Federal benefits (or the impact of one Federal benefit over another); assesses the financial condition and immediate and long-range needs of service members and their families; and coordinates with organizations such as the Defense Finance and Accounting Service (DFAS) centers, the American Red Cross, or Air Force Aid Society (AFAS) for assistance when needed.  Explains Military Identification Card (ID) policies and entitlements and travel regulations to include transportation of household goods to survivor(s).  Advises on sources of benefits, rights, and assistance available under other federal, state or local programs such as the agency for mortuary benefits, VA benefits and rights of government employment, job training and placement services, VA home loans, and scholarship and educational assistance.  Assesses the needs of each individual over time and, as appropriate, contact representatives of such agencies to request information or assistance for the individual.  Administers all VA life insurance programs including Servicemen’s Group Life Insurance (SGLI), Veterans Group Life Insurance (VGLI), and National Service Life Insurance (NSLI).  Motivates individuals to apply for benefits, takes positive action to contact agencies on behalf of client, serves as an advocate for customers in dealing with agencies that award benefits, and represents individuals at agency hearings to appeal unfavorable determinations.

STANDARDS:
A.  Routinely contacts NOK to elicit information to promptly and accurately determine entitlements/benefits.

B.  With rare exception ensures documents needed to initiate entitlements/benefits are accurately completed and promptly forwarded.

C.  Generally ensures personnel are properly counseled on entitlement/benefits.

KSA: 1, 2, 3, 4, 5, 6

__________________________________________________________________________________________________

DUTY 3:








%
Critical



Develops and implements publicity and information programs as they relate to Casualty Services, survivor benefits, and the various government life insurance programs.  Stays abreast of statutory changes in entitlement programs, analyzes effects on survivor benefits, and ensures changes are publicized.  Serves as liaison with other agencies and coordinates efforts to provide and receive current information, to clarify records, and to ensure accuracy of information provided to military personnel and their family members.  Keeps abreast of locally available programs and organizations that provide assistance and support for service members and their families.  

STANDARDS:
A.  Typically composes clearly written, accurate and factual articles for publication in base newspapers, bulletins, and other media to create interest in and awareness of programs.

B.  Generally provides effective public presentations to service clubs and organizations (e.g., Veterans of Foreign Wars, retiree associations, and military organizations) on Air Force benefits related to casualty assistance as required.

KSA:  1, 2, 3, 4, 5, 6

__________________________________________________________________________________________________

DUTY 4:








%
Critical



Provides total advisory services on programs related to the SBP.  Provides counseling, guidance, and interpretations concerning the broad range of rights and benefits, explaining both short and long term impact of the SBP on Air Force personnel and their families.  Prepares cost analysis and tax benefit computations.  Takes positive action to motivate service members and/or their family members to overcome apathy or negative attitudes, to convince them to apply for benefits and to evaluate the various SBP options, how the SBP fits into their long range financial plan, and how it compares with commercial alternatives.  Encourages customers to consider the eventual impact their SBP decision will have on their survivors by weighing the consequences of a reduction in income in the present versus no income for survivors in the future.  Develops and delivers informative monthly or quarterly group briefings covering retiree entitlements including the SBP and its integration with other federal benefits.  Maintains and analyzes statistical data on participation, making adjustments in the SBP counseling program when trends indicate any deficiencies in quality or quantity of information.

STANDARDS:
A.  Routinely counsels Air Force personnel and their families in an effective manner regarding rights and benefits ensuring that the information given is consistent with the intent of Congress and statutory requirements.

B.  In most cases provides effective motivation to individuals to apply for benefits and regularly acts as an advocate for them in dealings with organizations that affect their cases.

C.  Ordinarily maintains and analyzes statistical data in an accurate manner and makes appropriate adjustments when required.

KSA:  1, 2, 3, 4, 5, 6

__________________________________________________________________________________________________

DUTY 5:








%
Critical



Completes and transmits all forms required to establish a member’s retired pay account.  Checks compliance with statutory requirements related to counseling retiring members and their spouses on the SBP and makes sure each member’s retired pay is correctly established.   Counsels terminally ill patients and their family members and explains to them or the NOK of mentally incompetent members the wide range of options available under federal programs and the long range impact of decisions made.  Reviews each patient’s and NOK’s specific circumstances to determine conditions that may increase benefits.  Describes conditions that may affect future entitlements and initiates action to restore or reclaim benefits when appropriate.

STANDARDS:
A.  With rare exception ensures each retiring member is provided an accurate retired pay estimate and the SBP cost/annuity values.

B.  Routinely ensures the SBP elections are implemented correctly and submitted in a timely manner to preclude delays or errors in the establishment of the member’s retired pay account.

C.  In nearly every case provides sound counsel and advice to terminally ill patients and their family members in direct but sensitive terms.

KSA:  1, 2, 3, 4, 5, 6

Other significant facts pertaining to this position are:

1.  Recall to duty is a regular requirement of the position.

2.  Work occasionally requires travel away from the normal duty station.

3.  The work may require the employee to drive a motor vehicle.  An appropriate, valid driver’s license may be required for

the position.

RECRUITMENT KNOWLEDGES, SKILLS, AND ABILITIES (KSA):
1.  Knowledge of comprehensive programs of federal entitlements administered by DOD, VA, and the SSA as they pertain to the Survivor Benefits/Survivor Rights Programs, Casualty Services and military life insurance programs (including the impact of Social Security survivor benefits on SBP, Civil Service retiree pensions and effect on military retired pay and survivor annuities, and the government pension offset on Social Security benefits) and the inter-relationship of these benefits and how it compares with commercial alternatives.

2.  Knowledge of and familiarity with the responsibilities of the DFAS Centers, the VA, and the SSA, and ability to resolve problems related to casualty operations and the SBP with these agencies.

3.  Knowledge of military rank and precedents and chain of command and the processes for verifying deaths, and the processes required by the Casualty Services Program.  Knowledge of interment rights and benefits provided by the VA including travel for family members, transportation of household goods/extension requests, and claims for destruction of personal property.

4. Ability to develop and apply knowledge of federal, state, and local social services available in the community as they relate to SBP, Casualty Services, and military life insurance programs (SGLI, VGLI, and NSLI).

5.  Ability to compile and report data, analyze statistical data for trends, and to make adjustments to the programs.

6.  Ability to communicate effectively with a diverse group of individuals, both orally and in writing, and with a high degree of empathy, tact, and diplomacy in dealing with NOK of deceased persons.

CLASSIFICATION CRITERIA:

Factor 1, Knowledge Required:




Level 1-6

950 Points
-- Knowledge of administrative regulations and comprehensive government and non-government survivor benefit and casualty assistance programs and an understanding of public laws and US Codes and applicability to military members and their family members and how they affect the financial loss/benefit of the payee/benefactor.  

-- Knowledge of federal, state, and local policies related to benefits and social programs and procedures sufficient to serve as a technical authority to implement and counsel on these programs and apply the total spectrum of benefits for military members and/or their dependents.

-- Knowledge and understanding of the military retirement system, including those accrued based on prior service, SBP, and estate planning techniques.  Knowledge of the civil service retiree pension systems as they interface with the military retirement and social security systems.

-- Knowledge of procedures for reporting and verifying deaths of active duty and retired members.

-- Skill in interpreting, implementing, adapting and counseling on the policies and regulations related to the military casualty and survivor benefits programs.

-- Skill in fact-finding and investigative techniques to gather factual information and to determine the appropriate treatment of matters as they apply to moderately complex survivor benefits and casualty assistance issues.

-- Ability to communicate effectively, perform advisory services for specific requests, conduct interviews and motivate apathetic or negatively inclined individuals to use benefits and services immediately available.

-- Ability to analyze and evaluate program issues or problems of a procedural or factual nature and formulate/implement corrective measures.

Factor 2, Supervisory Controls:



             Level 2-3

              275 Points
Supervisor outlines or discusses possible problem areas and defines objectives, plans, priorities and deadlines.  The employee independently plans, coordinates and carries out the assignments in conformance with accepted policies and practices.  The employee notifies the supervisor of cases that have potentially controversial findings, issues, or problems.  The employee independently initiates appropriate level of interaction with federal, state and local agencies to obtain information and/or assistance for service members and/or their family members. Work problems are normally resolved by the employee without reference to the supervisor, in accordance with the body of accepted office policies and applicable policies, instructions and precedents.  The supervisor evaluates the work performance through periodic quality control type checks of records, contact effectiveness, and through review of complaints or recommendations received.

Factor 3, Guidelines:                                                                             Level 3-3
           275 Points


Guidelines consist of wide variety of reference material, texts, and manuals such as local, state, and federal directives (i.e., AF instructions, DOD directives, VA, SSA, and IRS guidance).  These guidelines are available but have gaps in specificity.  The employee uses judgment in choosing, researching, interpreting and adapting guidelines such as agency policies, regulations, precedents, and work directions for application to specific cases or problems.  The employee analyzes results, develops, and implements appropriate or corrective actions when required.

Factor 4, Complexity:  





Level 4-3
              150 Points

Work consists of examining documentation, gathering information from service members, families, survivors and various government and non-profit agencies through interviews, reports, and surveys to determine the best combination of benefits and services to advise and counsel customers so they can take full advantage of benefits and services for which they are entitled.  The employee initiates and performs a variety of contacts and services to represent and/or assist individuals and families and exercises judgment to determine which of several benefits are available and most valuable immediately, future plans that may require other services and what actions are necessary to establish eligibility, and the best combination of benefits and services from a number of agencies that will contribute to the individual’s or family’s plans and needs.  The specialist analyzes the particular facts of each case, verifies and evaluates information, obtains additional information to reconcile discrepancies or inconsistencies, and applies pertinent laws, regulations, policies, and procedures to determine what actions can be taken for benefits sought.

Factor 5, Scope and Effect:




Level 5-3

150 Points

The purpose of the work is to administer program requirements for the installation and to analyze and evaluate a variety of cases as related to the Casualty Services and Suvivor Benefits programs.  Advises and assists customers with a variety of problems, questions, and situations.  Helps customers outline their situation and state the reasons for their inquiry.  Counsels individuals who may be grief stricken, hostile, or in a delicate mental state and must ensure that the necessary information is provided to result in a successful claims benefit.  Problems resolved by the employee affect the operations within the office and the ability of individuals to receive quality benefits and/or services as well as their future economic well-being.

Factor 6, Personal Contacts:





Contacts concern a broad range of subjects and involve comprehensive programs of benefits, services, and obligations.  Contacts are with Air Force personnel of all ranks, HQ AFPC, DFAS Denver and Cleveland, HQ USAF, Office of Personnel Management, VA, SSA, Office of Special Investigation, Department of Justice, State Department, legal representatives, military and civilian hospitals, medical examiners’ offices, financial institutions, insurance companies, funeral directors, police departments, nursing homes, American Legion, Veterans of Foreign Wars, the Retired Officer Association, etc.

Factor 7, Purpose of Contacts:




Level 6/7-2b

  75 Points
Contacts are to administer and resolve entitlement and benefit issues, research and exchange information, clarify policy and procedures, to motivate individuals and to act as an advocate for them in their dealings with organizations that affect their cases.

Factor 8, Physical Demands:                                                                  Level 8-1

     5 Points
The work is primarily sedentary, although some slight physical effort may be required.

Factor 9, Work Environment:                                                              Level 9-1

     5 Points




The work is performed in an office setting.  Observes normal safety precautions.

CLASSIFICATION SUMMARY:

CLASSIFICATION STANDARD(S) USED:  OPM Position Classification Flysheet for the General Legal and Kindred Administration Series, GS-0901, Aug 2001; OPM Job Family Position Classification Standard for Assistance Work in the Legal and Kindred Group, GS-0900, Aug 2001; OPM Administrative Analysis Grade Evaluation Guide, Aug 1990 (TS-98); OPM Position Classification Standard for Administrative Work in the Human Resources Management Group, GS-0200, Aug 2001; and OPM Introduction to the Position Classification Standards, Aug 1991 (TS-107).

Factor Levels and Points:  1-6/950, 2-3/275, 3-3/275, 4-3/150, 5-3/150, 6/7-2b/75, 8-1/5, 9-1/5  

GS-09 Grade Point Range:  1855-2100

Total Points:  1885

Grade:  GS-09

CLASSIFICATION REMARKS:

Series Determination:  The purpose of the position is to manage and administer the installation Casualty Services and Survivor Benefit Plan (SBP) programs and provide counsel to military members and their families and military retirees.  Program responsibilities are carried out in accordance with congressional intent and requirement of the law.  The incumbent provides advisory services and coordinates with appropriate agencies to verify and obtain or arrange for benefits and to resolve problems.  Acts in the capacity of advocate for Air Force personnel and their family members in dealing with organizations that affect their cases and financial well-being.  The work requires (1) legal administrative knowledge of regulations and comprehensive government and non-government programs and services and an understanding of public laws and US Codes applicable to military members and their families, (2) knowledge and understanding of the military retirement system as it applies to benefits and services, (3) skill in interpreting applicable laws and counseling members on policies and regulations related to casualty and survivor benefits, and (4) the ability to analyze issues and independently resolve a variety of problems related to specific cases.   

Consideration for series assignment was given to the GS-0901 and the GS-0962 series.  Positions classified to the one-grade interval GS-0962 standard operate as support and assistance positions using a practical knowledge of programs and program segments.  Assistants use a limited variety of techniques, standards and regulations to deal with recurring problems based on practical knowledge of programs rather than comprehensive program knowledge.  This position requires comprehensive knowledge, skill and analytical ability analogous to two-grade interval work as defined by OPM in the Introduction to the Position Classification Standards.  The employee interprets and analyzes basic issues of fact and the law and applies applicable laws and regulations to the Casualty and Survivor Benefit Plan Program issues.  The employee independently works directly with investigative agencies regarding a member’s death, arranges for notification of next-of-kin, analyzes and explains facts and expresses legal recommendations to resolve problems encountered.  The employee performs survivor assistance by organizing, directing and administering a wide variety of distinct types of benefits and services and acts as an advocate for Air Force personnel and their family members in dealing with organizations that may affect members’ cases or their future financial well-being.  In addition, the employee uses research, evaluative techniques and communication skills characteristic of administrative work (as defined by OPM in the Introduction to the Position Classification Standards) to research issues and effectively motivate service members to apply for benefits.  The work clearly meets the coverage of the GS-0901 series as depicted in the Position Classification Flysheet for the General Legal and Kindred Administration Series, GS-0901.  The administrative duties versus professional, quasi-legal, or assistance responsibilities of the position exclude it from other series in the GS-0900, Legal and Kindred Group.  

Title Determination:  The OPM prescribes the title of Legal Administrative Specialist for two-grade interval work covered by the GS-0901 series. Of the allowable parenthetical titles, Contact Representation is the most appropriate for the kind of specialty work found in the position.

Grade Level Determination: The GS-0901 series does not provide grading criteria but directs the use of the Administrative Analysis Grade-Evaluation Guide along with an appropriate subject-matter position classification standard for determining the grade of covered positions.  There are no published administrative standards in the GS‑0900 Group directly applicable to the duties of the position.  Therefore, the Position Classification Standard for Administrative Work in the Human Resources Management Group, GS-0200, specifically duties and responsibilities related to Federal military and employee benefits, is also used to grade the position.  The 0201 series describes work involving guidance and consultation services to military and civilian employees and annuitants, survivors and eligible family members regarding retirement, insurance and other compensation.   Such work closely parallels two-grade interval contact representation and provides additional information related to claims and annuitant and survivor benefit issues.  Both the administrative guide and the Human Resources Guide for the GS-0201 series are published in the FES format and support the factor level descriptions and points as described above.  

Final Classification:  Legal Administrative Specialist (Contact Representation), GS-0901-09




NOTE(S) TO USERS:  None

__________________________________________________________________________________________________
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