ART Pay Problem Reporting User Guide

Purpose:  The Pay Problem reporting tool in ART will be used to report pay problems for corrective action.  Only problems that meet the definition of a pay problem should be reported using this tool.  All issues that have not yet impacted pay but will in the next pay cycle, as well as corrections that do not impact pay should be reported to your CPOC POC.  The data recorded in this database will be used to keep all parties informed of the status of the request and for analysis to determine trends of pay problems.  The ultimate goal is to identify recurring pay problems, determine the causes, and prevent them.

Pay Problem Definition: A legitimate pay issue, reported to the automated payroll problem reporting system that impacted salary, entitlement, or benefits.  This would include any issue when the paycheck or leave is either too little, too much, or too late.  Examples include invalid SCD that impacts the amount of leave accrued; missing WGI; no check for a new hire. Examples that are not pay problems: questions about when a WGI is due; timekeeper recorded the wrong amount of leave or hours worked. 

Pay Problem Resolution timeframes: The CPOC will attempt to complete their action required to correct reported pay problems within 2 weeks of receipt.  Some resolutions are more complex and will require a longer time period.  The status of the action will be reflected in the ticket

Responsibilities: 
1.  CSRs: will forward all non-personnel related DCPS issues directly to the Action Request System (ARS) Remedy for pay technician resolution. They will forward all personnel pay problems to the CPACs for validation as a pay problem 
2. CPACs: will ensure that tickets meet the definition of a pay problem and are entered into the Pay Problem Reporting tool
3 CPOCs: will receive pay problem tickets and resolve them in the prescribed timeframes. If necessary, they will report DCPS pay problems directly into the Action Request System (ARS) Remedy. They will close tickets when the fix to the reported issue has been confirmed via DCPS (regardless of who has to perform the fix).
4. DFAS: will work all ARS Remedy tickets and resolve them in their prescribed timeframes. 
INSTRUCTIONS FOR

REPORTING PAY PROBLEMS

IN ART

SELECT HELPDESK at ART Main Menu 
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Select “Enter a New Ticket”
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SELECT PAY PROBLEM 
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SELECT TYPE OF PAY PROBLEM YOU ARE REPORTING:  The type indicates what you believe the problem to be.  The CPOC will have the opportunity to change this type to reflect the actual issue involved.  If you don’t know what to use, read the Menu Item Descriptions at the bottom of the list.  If you still do not find an option that is applicable, choose “Other”.  Make sure that you only include pay problems.  If you are trying to report a problem that will occur on the next paycheck if not fixed before then, do not use this system.  Instead contact your CPOC POC.  Example:  new hire is not in DCPS for timekeeping
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[image: image8.wmf]ENTER SSN OF EMPLOYEE AND SUBMIT

If you do not know the SSN, use the Name lookup button to find the applicable SSN.  If previous tickets have been submitted on the employee, you will see a listing of them. 
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The default is to show the “open” tickets first.  If the issue has already been reported, place a note on the open ticket, rather than initiating a new ticket.  To add a note to an open ticket, type the note in the “Enter Notes below:” area, then select “Submit Notes” button.  This option will be used if the submitter does not agree with the resolution or has additional questions.  This note will flag the CPOC to relook at the ticket. To see “closed” tickets, choose the "Closed" radio button.  If 
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TYPE SPECIFICS OF PARTICULAR PAY PROBLEM SELECTED IN TEXT BOX AND SUBMIT. Include the RPA/NPA number that reflects the problem, if applicable.  Provide any additional information you might have that might help in researching the cause of the problem.  Examples:  “The employee is no longer eligible for grade retention, but current pay adjustment reflects he/she is still on grade retention”; “Employee is duty stationed in Germany, but is not receiving LQA”; “Employee is being charged for Health insurance, but has terminated their election”; “RPA 02NOVBGMDDAAA0002 (a 721 Reassignment effective 3 Nov 2002) placed John Doe on the wrong geographic location code which impacts the salary.  The salary should be based on GEOLOC 178023334 with base salary $64,430”. Click <Submit> when you are finished adding your comments.

EMPLOYEE INFORMATION is available as well as POSITION INFORMATION and NPA/RPA HISTORY by clicking the desired information category in the upper right-hand portion of screen.  Ticket History will show any other issues that have been reported either by system processes or by problems reported to the Pay Problem reporting tool.  If there are no tickets on the employee, you will not be able to click on it.

[image: image10.png]osoft Internet Explorer [-[o[x]
“Q‘A@‘m?‘ | Pay Problems

Pay Problems; Work Pay Prablems; Layout = Cpen Pap Problem Tickefs.; Status = Open; Ticket Type = Pay Problem|
Groupings, Owner = NC TEST CPOC 3

23 Amy Regional Tools - NCTESTCPOC3 - Mi

ART 1.1 (RC-10) «f

© Bunch O CPAC © Command O Crestor O Division @ Owner O ServicingRegion ' Ticket Employee O Ticket SubType ' Unit Idenuifes Code

[wcrestcocz |

o | —

View Colorization Chart

View Ticket Deseriptions

&) Army Regional Tooks - NORTHEAST REGION - TEST [ 8 [® imenet




The CPOC will monitor the reported Pay Problem Tickets and assign them to be worked by a particular team/individual.  They will also have the capability to mark the ticket as “not a pay problem” if the definition of Pay Problem is not met.

INSTRUCTIONS FOR

VIEWING PAY PROBLEMS

IN ART

You can view the status of the tickets that you created by selecting[image: image11.png]23 Amy Regional Tools - NCTESTCPOC3 - Mi
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 HELPDESK then VIEW TICKETS YOU CREATED – OPEN (or CLOSED).  If you look for your ticket under OPEN and do not find it, look under CLOSED.  If it is found in the CLOSED area, you will see how the problem was resolved.  Often the CPOC will be able to fix the problem directly, if so, this will be annotated and the fix should be reflected in the next pay cycle.  If processing outside the CPOC is required (e.g., action required by timekeeper, CSR, or pay technician), it will be annotated.  In these cases, the corrective action may take longer.
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When viewing tickets, the user can also add notes to the ticket.  The CPOC user will resolve the issue and place notes on the ticket indicating what action was done.  The CPOC will not close the ticket until the pay problem has also been fixed in DCPS.  If the submitter does not agree with the resolution or has additional questions, the submitter can place a note on the ticket and add their question.  This note will flag the CPOC to relook at the ticket.  If the action has been forwarded to a pay technician, CSR, or timekeeper for further action, the ticket will be marked as such and not closed until the employee receives his/her pay/entitlements.


Select the radio button for the applicable organization or break out you are looking for to view the appropriate tickets.[image: image12.png]23 Amy Regional Tools - NCTESTCPOC3 - Mi
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Select the radio button “By Error Type” to get only pay problems.  Click on “Pay Problems” to view a list of pay problems that you created
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Select the ticket that you are researching

[image: image14.png]Pay Protlem

f:ﬂ“;‘:‘;;ym - Enployes Information
orm Fosition Information
View NPA/RPA History
NCTEST CPOC3
Ticket History
NCTEST CPOC3
215466706

Employee Name: ADAMS PATRICIA 1

Comments Made:

[cID employee was receiving premiwn pay uncil 6/30/02, but is no longer.

Choose Action:

C AT,

Chonse Cause of Pay Problem
Chonse Nature of Acion
Choose Resolution of Pay Problem x]

=]
[ IS
168 mause click to choase more than one option.

Click here to enter date for the selection(s) above

Wihat do you wish the stais of this ticket to be? & Open © Closed

DBt el

R

&1 View NPA/RPA Histoy [ 8 [® inenet

AN






Add any notes that may be applicable to the ticket in the “Enter Notes Below” Block, then select [image: image15.png]23 Amy Regional Tools - NCTESTCPOC3 - Mi
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“Submit Notes”

To continue reviewing and/or commenting on tickets; select Back to Previous Menu.

To Logoff ART, select Logoff at the top right corner of the screen

INSTRUCTIONS TO ASSIGN

PAY PROBLEM

TICKETS

SELECT PAY PROBLEMS
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Select Work Pay Problems to assign the ticket to the appropriate team/individual.  NOTE:  you must have been given access to this option by the ART System Administrator. 
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Click on the Proceed to Helpdesk taskflow button
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Select the radio button “Owner”
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Select “Not Owned” blue link  (NOTE:  user can also select themselves to start working the tickets assigned to them)
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Select View Details to see the list of Pay Problem tickets that are not yet owned for resolution.

Click each ticket under the “Change Owner” column to assign the tickets.  Each ticket must be assigned individually .
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You will receive a pop-up box to select the user you would like to have ownership of ticket number.  Click on the down arrow in the pop-up box to view your assignment options 
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Select the user you would like to have ownership of the ticket from the drop down list. Use the guidelines provided at your CPOC for who should be assigned each ticket.  The list of names that you have available is governed by the access granted to your USERID.  Contact the local ART System Administrator if you do not see the appropriate personnel on the list.  Repeat this for each ticket to be assigned.
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Click on Submit.

Once you click on submit, the screen will refresh and you will now see the owner of the ticket listed under the column “owner.
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Click on the next Change Owner radio button to assign the next ticket.  You will have to repeat the process for each ticket.  

INSTRUCTIONS FOR

WORKING PAY PROBLEMS

IN ART

Choose Pay Problem from Main Menu 

Choose View Pay Problems for non-CPOC employees to view the pay problems - they have the ability to add notes

Choose Work Tickets to see all the open tickets that have been received. This option would be used by CPOC users to take ownership, assign ownership, and work pay problem tickets, as well as supervisors or employees assigned to track status of pay problems. The user will be able to add notes which will be “marked” for the user assigned to work the ticket the next time the user signs on.  The “mark” will be a “mail slot with a letter sticking out of it” in the toolbar of the ART screen.

Choose Work Tickets I own to get tickets already assigned to you for working, resolving, and closing. 

[image: image26.png]23 Amy Regional Tools - NCTESTCPOC3 - Mi

osoft Intemet Explorer

[_[O1x]

ART 1.1 (RC-10) «f ‘ ‘ & ‘ DAY ‘ Wy ‘ ] Pay Problems
Fay Froblons, Wo oy Frobloms, Layout = Open Pap Froblem Tokafs Satus = Opem; Tioket Type  Pey Proiem]

g

C Branch € CPAC © Command © Crestor O Division | © Owner © ServicingRegion © TickstBaployss O TicketSubType  © Unit Identifir Cods
to10wme) | [ [ I
s & g g b :
ST o 0 0 0 f
EoTT o 0 0 0 1
TS o 0 0 0 7
CroroT o 0 0 0 0
Ciren o 0 0 0 B
NERTeS o 0 0 0 f
e o 0 0 0 1
STTs o 0 0 0 1
SR o 0 0 0 1
TS o 0 0 0 1
Erroh o 0 0 0 B
Crron o g 0 g f
Totals EENT 0 O E—
View Colosization Chst

View Ticke Descriptions

&) Army Regional Tooks - NORTHEAST REGION - TEST

2 (@ Intemet





Select “Proceed to Helpdesk”—this screen is just a portal to the area you are trying to get to.  Ignore the other buttons
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Select the radio button “Owner”
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Click your own USERID to see tickets you own for resolution. 
Click on “View Details” to see the list of tickets you own.
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List of tickets for resolution already owned by you is shown. Click the blue link under the ticket number block to work the ticket. Note that the Change Owner option is also available.
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The ticket with applicable information is shown. The information describing the problem will be in the “Comments made: “ section. Using the information provided on the ticket, plus research capabilities on the page (Employee information, Position Information, View NPA/RPA History, and ticket history) and DCPS inquiries, determine the cause of the problem and the resolution required.
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To provide interim information:  Enter status notes in the “Enter Notes Below” section (example:  called submitter for more information) and click <Submit Notes>.  When information is added to the ticket, a notification is sent to the originator (mail slot with a letter sticking out of it will appear in the toolbar of the ART screen).
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To record the cause, nature of action and resolution of the ticket or indicate that the action has transferred to another responsible party for action, use the options in the “Choose Action” box.  Once the option is highlighted, click on the button below the “Choose Action” box (“Click here to enter data for the selection(s) above”) to enter data for the highlighted choice(s).  This button causes another window to open to allow the user to input the information on the topic highlighted.   Note:  To select all the resolution choices, use a combination of <CTRL> and the left mouse to highlight the choices you want to update.  All the choices will be made available to you for completion of entering the data.

Change Ticket Type:  used to change the ticket to a different sub-type of pay problem OR to a different type of problem ticket altogether.  If the ticket type is changed, the ticket will no longer belong to you. If you have to continue working it, you will have to take ownership of the ticket again.

NPA Problem choices are “incorrect data”, “missing data”, and “other problem”.  This choice reflects a problem on the NPA that requires action, but did not cause a pay problem.  Examples:  wrong step but the correct salary.  Wrong SCD for leave, but doesn’t impact leave accrual.  Note:  these tickets still need to be resolved; however, they are not as time critical as pay problems

RPA Problem:  “RPA has been mis-routed” does not cause a pay problem, but requires assistance.

Pay Problem:  Click on Menu Item Descriptions to see definitions of pay problem choices.  Once the ticket is changed to a different sub-type of pay problem, the user must take ownership of the new type of ticket created.

ART Problem then choose Request Guidance/Assistance:  use if the ticket submitted does not meet the definition of a pay problem (see beginning of this Users’ Guide).


HEAT Problem— not used at this time
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Cause of pay Problem:  Choose the cause of the pay problem (i.e., what condition created the pay problem).  This will be used to identify trends of problems for possible future training or system changes.  If the pay problem was inherited from another servicing CPOC, change the radio button (“Is this a previous CPOC’s error?) to “Yes”; otherwise, leave this value at “No”.
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Choose Nature of Action:   choose the Nature of Action and effective date of the personnel action that caused the pay problem.  This will be used to identify trends of problems for possible future training or system changes.  
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Select the appropriate effective date of the action that caused the pay problem
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Choose Resolution of the Pay Problem:  Select the appropriate Resolution from the drop down list and include the appropriate Action Office that corrected the problem



To select all the resolution choices, use a combination of <CTRL> and the left mouse to highlight the choices you want to update.  All the choices will be made available to you for completion of entering the data.



Close the ticket:  Do not close the ticket until after you confirm that the problem is fixed both in personnel and in payroll.  If the action was forwarded to payroll or CSR for the actual correction, leave the ticket open until the correction is actually made. Once the correction is confirmed, highlight the “See Notes” in the Chose Action Box, select the radio button for “Close” (in answer to the question “What do you wish the status of the ticket to be?”) and click the <Submit Response> button to mark the action closed

Logoff and Exit the system when finished working your assigned tickets

INSTRUCTIONS FOR

RUNNING REPORTS IN ART
ART provides the capability to run listings of the pay problem tickets.  It also provides the capability to download this listing into Microsoft Excel where it can be manipulated.  

The following steps are provided to run a report in ART:

(1) Click on Pay Problems, then View Pay Problems.

(2) Click on the “Proceed to Helpdesk” Button.

(3) At this point, you can select how you view the tickets.  ART allows you to select on any of the radio buttons on the Details screen. Click on the radio button by your first selection.  The following selections are provided on the first screen:

(a) Branch

(b) CPAC

(c) Command

(d) Creator

(e) Division

(f) Owner

(g) Servicing Region

(h) Ticket Employee

(i) Ticket Sub Type

(j) Unit Identifier

Once your selection appears, you can then click on your next select criteria in the first column to further reduce your selection.  For example, if your first selection was “CPAC” then you would see a listing of CPACs in the first column and you just need to click on the CPAC you want.  You can further select by using the radio buttons again.  For example, once you see your CPAC selection, you can then choose to see the tickets by Ticket Sub Type. 

(4) Once the selection process is done, click on the “View Details” button at the bottom of the screen.  This will give you a listing of the pay problem tickets with the ticket number in the far left column.

(5) You can then resort the data on the screen by clicking on the “Resort Data” button.  The following selections are available:  

(a) Ticket Number:  the unique number assigned to reported problem.  It is assigned sequentially as the tickets are submitted.

(b) Ticket Age:  calculated field indicating how many days the ticket has been opened.  This date is based on the opened date.

(c) Opened Date:  the actual date, hour, minute, and time that the ticket was created (this is the default primary sort).

(d) Ticket Sub type:  the type of pay problem submitted (see listing of available choices under Create a new ticket).

(e) Organization Code:  the organization code of the employee for that pay problem.
(f) Ticket Employee: the name of the employee for that pay problem (the secondary default sort).

(g) Last Response:  the last information entered into the ticket as a response.  This field always starts with the date of the response, so the sorting by this field will indicate the last time anyone entered data into the ticket or whether the ticket does not yet have a response.

(h) Owner:  the person who currently has ownership of the ticket and is responsible for resolving the problem. If this is blank no one has ownership yet.

(i) Creator:  the person who submitted the ticket originally.

(j) Assignment:  the group to which the ticket is assigned.  For pay problems, they will all be assigned to Pay Problem001.
(k) Servicing Region:  the region that services the employee’s record.


(6) The reports are originally sorted alphabetically by the opened date of the problem ticket; however, the user can change the sort by highlighting the preferred sort on the left and clicking “Sort by(”.  This will move the selected choice to the right column under “Sort by these Columns”. 

(7) Once you have your selection criteria in the right column, you may use the up and down arrows for your sort order. To change the order, highlight the option that must be moved and then use the up or down arrow on the right to move the option up or down.

(8) Then click on the “Go to Report” button to see you list of tickets.  
(9) For an electronic copy of the report, click the “View in Excel” button at the bottom.  This will open the report in Excel where you can further manipulate the data and save an Excel document.
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