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[bookmark: _Toc335805671]Chapter 2.  Training
[bookmark: _Toc306780651][bookmark: _Toc335805672]1.  General

	[bookmark: _Toc306780652][bookmark: _Toc335805673]Introduction
	This topic contains information on the training requirements and process for the National Call Centers (NCCs), the National Pension Call Center (NPCC), and the National IRIS Response Center (NIRC)



	[bookmark: _Toc306780653][bookmark: _Toc335805674]Change Date
	Initial content load September 2012



	[bookmark: _Toc306780654][bookmark: _Toc335805675]a. Overview
	In order to meet our goal of providing Veterans with a world-class customer service experience, we must have thoroughly-trained Public Contact Representatives (PCRs) who are:

Professional
Knowledgeable
Accurate
Consistent, and
Courteous.

It is the responsibility of the Benefits Assistance Service (BAS) Training Staff and local management at the NCCs, NPCC, and NIRC to ensure that our employees receive both comprehensive initial and refresher training.




	[bookmark: _Toc306780655][bookmark: _Toc335805676]b. Training Objectives
	A comprehensive training program, including the basic orientation phase, is important in the development of knowledgeable employees.  It should establish objectives that meet the initial training needs of new employees and the continuing training requirements for experienced employees and supervisory personnel.

These objectives include:

ensuring all NCC, NPCC, and NIRC Public Contact Representatives and all Regional Office (RO) Public Contact Team (PCT) personnel are fully versed in VA benefits for servicemembers, Veterans, and their families
ensuring our employees receive adequate training in all VA applications in order to promote continuity and flexibility of operations; and
providing opportunities for employees to improve their knowledge, skills, and abilities through education and training experiences.


Continued on next page

1.  General, Continued

	[bookmark: _Toc306780656][bookmark: _Toc335805677]c. Training Responsibilities – BAS Training Staff
	It is the responsibility of the BAS Training Staff to:

provide general oversight for the call center and NIRC program training curriculum
develop centralized training courses, standardized curricula, and provide training materials and training guides pertaining to the national call center program for the NCCs, NPCC, and NIRC
ensure all developed curriculum is properly maintained, and is pertinent, accurate, reflecting current policy and procedures relative to the program
conduct periodic reviews of course curriculum to ensure its relevance; and
conduct Core Week 5 training for the initial NCC, NPCC, and NIRC training course, providing appropriate support and/or guidance to local management to ensure their compliance with the training curriculum.




	[bookmark: _Toc306780657][bookmark: _Toc335805678]d. Training Responsibilities – Local Management
	It is the responsibility of management at the NCCs, NPCC, and NIRC to:

ensure strict compliance with the training curriculum provided by the BAS Training Staff
provide continuous evaluation of deficiencies identified during quality reviews and recommendations from Central Office visits
provide appropriate remedial or refresher training as needed to ensure PCRs possess the skills and knowledge required to meet their responsibilities
be aware of various training opportunities offered by VBA through the Talent Management System (TMS) in addition to training offered by other agencies, such as the Office of Personnel Management (OPM); and
provide appropriate feedback to the BAS Training Staff on the relevance, and accuracy of course content.



	[bookmark: _Toc306780658][bookmark: _Toc335805679]e. Location of Training Materials
	All training curriculum, including Instructor Guides, Participant Guides and other training materials may be found at:  Benefits Assistance Service Website - Training.



Continued on next page

1.  General, Continued

	[bookmark: _Toc306780659][bookmark: _Toc335805680]f. Documentation of Training
	It is imperative that all training received is completely and appropriately documented.  

It is incumbent upon local management to ensure compliance with this requirement.  



	[bookmark: _Toc306780660][bookmark: _Toc335805681]g. Training Evaluations
	Training evaluations are an essential, critical part of the training process.  In order to ensure that our training program is effective and meets the needs of our employees, strict compliance to a standardized evaluation process is required.

The BAS Training Staff has developed an online evaluation tool to obtain feedback for every lesson in the NCC/NPCC/NIRC curricula.

It is the responsibility of local management to ensure that evaluations are completed after each lesson.  

All lesson evaluations will be reviewed on a quarterly basis by the BAS Training Staff to ensure all feedback is reviewed and considered for possible lesson updates or revisions.



	[bookmark: _Toc306780661][bookmark: _Toc335805682]h. Online Training Evaluations 
	The online training evaluation website may be found at:

C&P Login Page

Upon logon use the following logon information:
User Name: pct2008
Password: rpt2008 



[bookmark: _Toc306780662][bookmark: _Toc335805683]
2.  Types of Training

	[bookmark: _Toc306780663][bookmark: _Toc335805684]Introduction
	This topic provides a brief description of the various types of training including:

Formal Training
New Employee Training
Cross-Training
Refresher or Remedial Training
NCC Management Training
NPCC Management Training and 
NIRC Management Training.



	[bookmark: _Toc306780664][bookmark: _Toc335805685]Change Date
	Initial content load September 2012



	[bookmark: _Toc306780665][bookmark: _Toc335805686]a. Formal Training
	Formal training is training which is documented and evaluated by management.  This does not include on-the-job training.

This type of training includes any training accomplished through classroom instruction, computer assisted instruction, and other individual training activities such as review of manuals, circulars, and other written job-related materials issued by local or Central Office management.



	[bookmark: _Toc306780666][bookmark: _Toc335805687]b. New Employee Training
	New employee training consists of formal training and a subsequent observation period in which the new employee works with an experienced employee observing job performance.

All NCC, NPCC, and NIRC employees undergo an eight-week training curriculum developed by the BAS Training Staff.  The curriculum, schedules, and course content are different for the NCCs, NPCC, and NIRC due to differences in their job responsibilities.

Local management facilitates the training for weeks 1-4 and 6-8.  Staff members from the BAS Training Unit facilitate Core Week 5 training.  Core Week 5 training constitutes the most important topics, identified as those having the most significant impact on quality and mission.  Core Week 5 training is provided at the local facility or at the Quality Client Services office in Nashville, Tennessee.



Continued on next page

2.  Types of Training, Continued

	[bookmark: _Toc306780667][bookmark: _Toc335805688]c. Cross- Training
	Cross-training is required when an experienced employee is temporarily assigned to a job not included in his or her position description.  Cross-training broadens the employee’s knowledge, experience, and usefulness to the organization.

Cross-training enables management to use employees to their full capabilities and ensures that critical tasks can be completed during the absence of the primarily assigned employee.



	[bookmark: _Toc306780668][bookmark: _Toc335805689]d. Refresher or Remedial Training
	Refresher or remedial training is essential and provides an opportunity to re-emphasize important subject matter.  It also ensures that employees at all levels understand not only what is required of their positions to provide world-class customer service, but also how their individual efforts contribute to the completion of individual claims, their local office’s performance goals, and the overall mission of VA.  

Refresher or remedial training opportunities should be based on an evaluation of any deficiencies identified during the local or national quality review process and/or recommendations from Central Office site visits.

The development of a refresher or remedial training schedule is the responsibility of the local management staff; however, the general training guidance provided by the BAS Quality or Training Staff Units must be followed.



	[bookmark: _Toc306780669][bookmark: _Toc335805690]e. NCC /NPCC/NIRC Management Training
	Members from the BAS Quality and Training Units shall periodically host and facilitate training for management staffs of the NCCs, NPCC, and the NIRC.  All new supervisors shall attend this training when scheduled.

The duration of this training is one week.  Topics include:

Management strategies and duties
Benefits and procedural information
Reports and trend analysis, and
Call monitoring.

Significant time is devoted to  call monitoring where participants listen to recorded telephone calls as a group to promote consistency on call evaluation expectations.



[bookmark: _Toc306780670][bookmark: _Toc335805691]
3.  Formal Training Requirements

	[bookmark: _Toc306780671][bookmark: _Toc335805692]Introduction
	This topic provides the training requirements for the National Call Centers (NCCs), the National Pension Call Center (NPCC), National IRIS Response Center (NIRC) and Public Contact Team (PCT) personnel.



	[bookmark: _Toc306780672][bookmark: _Toc335805693]Change Date
	Initial content load September 2012



	[bookmark: _Toc306780673][bookmark: _Toc335805694]a. In-House Employees
	All in-house technical employees are required to receive 20 hours, per quarter, of formal, job-related training.

This requirement applies to all NCCs, NPCC, NIRC, and PCTs.  In addition, this requirement applies to Intake Specialists assigned to the PCTs at the Regional Offices and other clerical employees who have regular contact with the public.

All employees must have a working knowledge and understanding of eBenefits as this new technology will promote client self-service.

Detailed information on eBenefits may be found in Part III, Subpart i, Chapter 6.



	[bookmark: _Toc306780674][bookmark: _Toc335805695]b. Out-based Employees
	All out-based employees are required to receive 60 hours of formal training per year.

This training shall include subject matter relating to client service concerns and human relations issues.



	[bookmark: _Toc306780675][bookmark: _Toc335805696]c. Clerical Employees on Public Contact Teams
	All clerical employees assigned within the Veterans’ Service Center Public Contact Teams should receive sufficient training in the areas of benefits programs, eligibility criteria, and claims procedures, to ensure a general knowledge of regional office systems.  This training will provide these employees with the ability to support technical and supervisory staff as needed.


Continued on next page

3.  Formal Training Requirements, Continued

	[bookmark: _Toc306780676][bookmark: _Toc335805697]d. Client Service/Human Relations Training
	All personnel assigned to a PCT should be provided, on a continual basis, training devoted to client service and human relations issues.  It is important to recognize that these employees are the “face” of VA and, as such, provide our Veteran community with their first impression of our organization.
	
The BAS Training Unit has designed numerous topics within the training curriculum devoted to the areas of client services and human relations that can be used to meet this requirement.

This curriculum can be found at:  Benefits Assistance Service Website - Training
  
All training is required to be recorded in the Talent Management System (TMS).




[bookmark: _Toc306780677][bookmark: _Toc335805698]
4.  Training Resources

	[bookmark: _Toc306780678][bookmark: _Toc335805699]Introduction
	This topic identifies the numerous resources for the BAS training program.



	[bookmark: _Toc306780679][bookmark: _Toc335805700]Change Date
	Initial content load September 2012



	[bookmark: _Toc306780680][bookmark: _Toc335805701]a. Training Library
	The Regional Offices and the NCC, NPCC, and NIRC Training Coordinators will maintain a library of resources and training aids.

The library shall be readily accessible to all employees.

If the library is maintained on the Intranet, employees must be made aware of the location of the materials and be appropriately trained in how to access them.



	[bookmark: _Toc306780681][bookmark: _Toc335805702]b. Advisor
	The Veteran Service Representative (VSR) Advisor program is a web-based program that provides a myriad of detailed instruction in nine (9) benefit programs such as:

Compensation
Death Benefits
Pension
Dependency
Education
Loan Guaranty
Insurance
Vocational Rehabilitation and Employment, and
Medical and Dental.



	[bookmark: _Toc306780682][bookmark: _Toc335805703]c. Talent Management System (TMS)
	TMS is a web-based program that provides a series of training tutorials with supporting textual documentation.  TMS is designed to present users with essential information about VA programs, required VA and VBA training, and personal development.  The Talent Management System can be accessed at https://www.tms.va.gov/plateau/user/login.do.



Continued on next page

4.  Training Resources, Continued

	c. Talent Management System (TMS) (continued)
	The following core courses, which are a part of the PCR new-hire curriculum, are available within the TMS:

VA Privacy Awareness
VHA Privacy Policy Web Training
Paperless Delivery of Veterans Benefits
Ethics
No Fear
Prevention of Sexual Harassment, and
Call Center Customer Service.



	[bookmark: _Toc306780683][bookmark: _Toc335805704]d. New PCR Comprehensive Training Curriculum
	The BAS Training Unit has developed a comprehensive training curriculum for newly hired Public Contact Representatives at the NCCs, NPCC, and NIRC.

The curriculum can also be used for remedial or refresher training as appropriate.  The curriculum contains over 150 modules on a wide range of subject material and contains specialized training for the NCCs, NPCC, and the NIRC.

Each module is carefully reviewed at least quarterly or when needed due to procedural or policy changes to ensure that the course content is current and accurate.

The curriculum can be found at: Benefits Assistance Service Website - Training.
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