Customer Service Representative (CSR) Guide

As a customer service representative, you are an essential part of making the payroll processes for new employees,
those moving onto new assignments and those who have chosen to leave federal service smooth and trouble-free.

This guide is intended to provide you the tools, tips and references you will need to create a pay record, transfer pay-
roll responsibility to another federal department or agency or to properly close out a pay record. In providing accurate
and on-time information, you are the vital link in avoiding unnecessary delays in paying fellow employees or the over-
payment of current and former employees.

Within DCPS, the terms New Hire, Reassignment and Separation have specific meanings. Understanding these will
help you determine which procedure to use in assisting your fellow employees. These classifications are changed
within DCPS by your HR or servicing personnel office.

New Hire: An employee entering or reentering federal civil service employment currently not paid via DCPS. If, for ex-
ample, a federal employee paid by the Department of the Interior begins a job with your DCPS-serviced agency, that
individual is considered a new hire.

Reassignment: An employee transferring to or from your agency but continuing service from a DCPS payroll.

Separation: An employee currently receiving payroll service via DCPS who (1) transfers to a non-DCPS paid agency or
leaves federal service (i.e., retirement, disability, death, private sector employment, etc.).

Reports Access in DCPS

CSR access to DCPS includes availability of the CSR Reports Menu (Figure 1). CSR reports provide a wide ranging
view of employee payroll information allowing you to monitor the accuracy of pay account data and the inputs
you make through the system.
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New Hire Procedures

A new hire employee, whether just beginning their career or starting a new job within an agency serviced through
DCPS, requires a Master Employee Record (MER) in order to receive payroll services.

Once the employees’ basic information is loaded into the system, your job is to collect the information needed to pay
them correctly and on time. This will include such items as addresses, tax withholding rates and direct deposit (elec-
tronic fund transfer or EFT) data.

As with all CSR functions, your job is essential in making sure employees’ pay is accurate and delivered on time to the
address or financial account of their choosing.
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2. Local reports from the HR or personnel office listing incoming or newly arrived employees. Developing a rela-
tionship with this office is important in this and other CSR functions.

3. Some agencies may list new employees on their internal website or in agency newsletters.

You know your organization better than most, so use that knowledge to make sure everyone beginning work there
has a MER ready to be updated. If not, contact your HR or personnel office for assistance.

Know what’s missing
Once you know who is new, you will need to discover what information is needed to start their pay correctly.

1. For each employee, review the DCPS Report P6643R01 - MER Report — New Hire (Figure 3 - NEW HIRE in the CSR
Reports Menu) to determine what data is missing in the employee’s DCPS record. Pay specific attention to the
Distribution Option column of the Net Check/Allotment Information located at the bottom of the report. An
“M"indicates that EFT information is missing. Failure to input this information will cause a hardcopy pay check
to be mailed to the DCPS address of record for the Employing Activity. The check may not be delivered to the
employee and delays may be experienced while the check is located.

Collect the information

Contact the new employee to obtain any necessary information to complete the employee’s record in DCPS including
the following. Page numbers following each item refer to the [CSR User’s Manual}

Address (page D2-31)

EFT Banking Information (page D2-31)

Federal, State and Local Tax Forms (page D2-11)

Charitable Deductions (page D2-1)

Employee Organization — Union (page D2-5)

Allotments (page D2-31)

Health Spending Account (page D2-31)

TSP Loan Deduction (page D2-45)

i. Final Leave and Earnings Statement (LES) for Leave Balances (page D-51)

Helpful Hint: Many organizations conduct new employee orientation or in-processing sessions to introduce employ-
ees to the job. These can provide excellent opportunities for you to collect the information needed to update their
DCPS records.
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Figure 3: MER Report - New Hire

Update the DCPS database

With the information you have collected, access the appropriate DCPS menu to input the data in the employee’s re-

cord.

1. From the DCPS Main Menu — Customer Service Representative (Figure 4), select Employee Data Menu (Figure

5).

2. Enter the information for items a - h in the
corresponding sub-menus.

3. Enter leave information by accessing the
Leave Menu (Figure 6) from the DCPS Main
Menu. This is important when transferring
leave balances from one federal job to an-

other.

DCPS MAIN MENU - CUSTOMER SERVICE REPRESENTATIVE
1. EMPLOYEE DATA MENU
2. LEAVE MENU
3. ON-LINE INQUIRIES MENU
4. TABLES MAINTENANCE MENU
5. VIEW BROADCAST MESSAGE
6. CSR REPORTS MENU
7. T&A MENU
8. IN LIEU OF LEAVE AND EARNINGS STATEMENT
9. DEBT COLLECTION MENU

ENTER OPTION # OR <PF24> TO LOGOFF: _

Figure 4: DCPS Main Menu - Customer Service Representative
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Figure 5: Employee Data Menu
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Figure 6: Leave Menu

Reassignment (Transfer)

Reassigned employees, whether they are reporting to your organization or preparing to transfer to another position
elsewhere, have and will continue to maintain records within DCPS. For this reason, your primary responsibility is to
ensure that information currently in the system is updated correctly and efficiently.

For incoming employees, the process is very similar to the New Hire procedures above:

Know who the new employees are

1.

Review the DCPS Report P6656R01 - Employing Activity/Organization Change Report (Figure 2) daily.
Reassigned employees are identified with a“T”in the Type column.

Maintain liaison with your HR or personnel office to make sure new incoming employees are identified
within the DCPS report.

Know what’s missing or outdated

1.

Review the DCPS Report P6643R01 MER Report — New Hire (Figure 3) report on each employee (if avail-
able) to determine what data is missing in the employee’s DCPS record.

Especially when the reassignment involves geographic relocation, changes to mailing address and EFT
information will be needed. If there is an “M” in the “Distribution Option” column of the “Net Check/Allot-
ment Info” line on this report (located at bottom of page), EFT data is missing. Failure to input this informa-
tion will cause a hardcopy pay check to be mailed to the DCPS address of record for the Employing Activ-
ity. The check may not be delivered to the employee and delays experienced while the check is located.

Collect the information

1. Information that may require updating include (page numbers following each item refer to the
Manuaj:

a.

Address (page D2-31)

b. EFT Banking Information (page D2-31)

C.

Federal, State and Local Tax Forms (page D2-11)

CSR Guide: New Hires, Reassignments, Separations - 4


https://dfas4dod.dfas.mil/systems/dcps/consolid/files/csruserm.htm
https://dfas4dod.dfas.mil/systems/dcps/consolid/files/csruserm.htm

Charitable Deductions (page D2-1)

Employee Organization - Union (page D2-5)

Allotments (page D2-31)

Health Spending Account (page D2-31)

TSP Loan Deduction (page D2-45)

i. Final Leave and Earnings Statement (LES) for Leave Balances (page D-51)
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Update/correct the DCPS record

With the information you have collected, access the appropriate DCPS menu to input the data in the employee’s re-
cord.

1. From the DCPS Main Menu - Customer Service Representative (Figure 4), select Employee Data Menu (Figure
5).

2. Enter the information for items a — h in the corresponding sub-menus.

3. Enter leave information by accessing the Leave Menu (Figure 6) from the DCPS Main Menu. This is important
when transferring leave balances from one federal job to another.

For outgoing employees, it is encouraged that you ensure their DCPS information is as current and correct as possible.
This will help ensure the accuracy of DCPS records that will transfer to the employee’s new payroll database.

Separation

There are a number of reasons an employee will be placed in a DCPS separating status. Retirement, another federal
position not paid through DCPS or leaving federal service are some of the more common. The fact that all will no
longer by paid through the DCPS payroll requires you and the timekeeper perform several critical tasks to ensure that
they are paid correctly and don't face the prospect of government indebtedness after their departure.

Your role is to ensure the information in the employee’s DCPS records are as accurate and complete as possible. Not
only will this ensure their last paycheck is correct and delivered to the correct address or bank account, but this infor-
mation may be used to form new pay records within a different payroll system.

In most cases, procedures for separation involve two steps:

1. Review the Defense Civilian Payroll System (DCPS) Report # P6656R01 - Employing Activity/Organization Change
Report (Figure 2). All separating employees are identified by an “S”in the Type column.

2. Ensure the timekeeper is aware of those employees separating from your organization. The timekeeper must
complete critical tasks (see Work with the Timekeeper below) that will prevent the system from including the em-
ployee in future payroll processing.
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Work with the Timekeeper

The timekeeper is absolutely critical in paying employees correctly and on time. From the first day of their new job, it is the

timekeeper that establishes, changes and maintains employee timesheets and schedules.

The role can become even more important when an employee prepares for reassignment or separation. Placing the employee
into the correct work status stops pay from your organization’s accounts when his/her position ends. In doing their jobs cor-
rectly, timekeepers prevent overpayments and save reassigned or separated employees the anxiety of indebtedness to the

federal government.

While these steps are not completed by a CSR, it
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fective date of the day before the employee is
gained by the new activity. For example, if the

employee starts the new position on Sunday, the ‘P’ should be input for Saturday, even if the last day of actual work was
Friday. If this step is omitted, DCPS will generate a pay check for the employee for time not worked which will result in a

debt to the employee. To make this change:

a. Gotothe T&A Menu in DCPS and select “Work Schedule Change”.

b. Enter the employee ID and the effective date of the separation and hit enter.

¢. Place a’C’in the Action Code field. Place a “P" in the T&A Status Code field. Press Enter.

2. If you enter time via your organization’s own timekeeping system and submit to DCPS through SDA, please follow the
instructions above to place the ‘P if available, as a valid employee status in your timekeeping system.

3. More information about Work Schedule Change (Figure 7) and the T&A Status Code “P” can be found in the
starting on page D3-29, at https://dfas4dod.dfas.mil/systems/dcps/consolid/files/csruserm.htm.

Additional Resources

A CSR computer-based training course is available on the civilian payroll website https://dfas4dod.dfas.mil/sys

tems/dcps/consolid/cbt/Cbttoc.htm.

Further Assistance

For further assistance, please submit a Remedy ticket to your servicing payroll office or call the toll free number at
1-800-538-9043 for the Indianapolis Payroll Office or 1-800-PAY-DCPS (1-800-729-3277) for the Cleveland Payroll

Office
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