[image: image1.wmf][image: image1.wmf]

DOCUMENT NO.
405-PROC-0004

EFFECTIVE DATE:
3/1/2002

EXPIRATION DATE:
None


[image: image2.jpg]#fm

PROGRAM





Responsible Office:
NTRO Project Office/Code 405

Goddard Space Flight Center (GSFC)

New Technologies for Re-engineered Operations [NTRO] Project Office
 NASA Resume Operations Center Operating Procedures

GSFC - Code 405



DOCUMENT CHANGE HISTORY LOG

Revision/Change
Effective Date
CCMS CCR #/Date
Description of Changes

Baseline


3/1/2002
CCMS CCR-405-67

3/1/2002
Initial Release































NASA Resume Operations Center Operating Procedures

Resume Management Project

Tom Weber, Technical Lead 
     
Date

NTRO Project—Resume Management

Candy Irwin, Functional Lead 

Date

NTRO Project—Resume Management

Table of Contents

5Chapter 1:
 Overview of Operator’s Desktop and Operator Services

1.1
Introduction
5
1.2
Operator’s Desktop and Operator Services
5
1.3
Purpose
5
1.4
The Role of the ROC
5
1.5
Paper Resume Processing
5
1.6
Electronic Resume Processing
6
1.7
Processing Timelines
6
1.8
Functions on the Operator’s Desktop
6
1.9
Other Functions
6
1.10
Source Codes and Use
7
1.10.1
The Codes
7
1.10.2
Source Code Use
8
1.10.2.1
Resumes Created on the NASA Resume Builder
8
1.10.2.2
Paper Resumes
8
Chapter 2: Processing Resumes and Quick Applies
9
2.1
Introduction
9
2.2
Reviewing and Scanning Paper Resumes
9
2.2.1
Reviewing
9
2.2.2
Sorting and Preparing
10
2.2.3
Scanning
10
2.3
Processing Email Resumes
10
2.4
Verifying Resumes
11
2.4.1
Handling Resume Builder Resumes
11
2.4.2
Verify
11
2.4.2.1
Start the Process
11
2.4.2.2
 Review Resume Scanning (Paper Resumes)
11
2.4.2.3
 Verify Contact Information and complete ID number
11
2.4.2.5
 Verify Education Information
12
2.4.2.6
 Input custom data (Paper Resumes)
12
2.4.2.7
 Using the Exception Option
13
2.5
Saving the Resume
13
2.6
Checking the Queue
13
2.7
Processing Exceptions
14
2.8
Processing Duplicates
14
2.9
Responding to applicants
14
2.10
Filing Paper Resumes
15
2.11
Processing Quick Applies
15
2.12
Resume Builder Administration
15


Chapter 1:
 Overview of Operator’s Desktop and Operator Services

1.1
Introduction

This document is intended to supplement the Resumix Using Operator’s Desktop documentation with detailed NASA STARS business process information. NASA STARS is a reengineered staffing business process that takes advantage of this new information system technology.
1.2
Operator’s Desktop and Operator Services

Operator’s Desktop and Operator Services are two components of Resumix. Resumix is an automated resume management system. It replaces the manual review of applications with state-of-the art technology that matches qualified applicants with vacancies. This system uses advanced optical character recognition software, imaging technologies, and a patented skill extraction system to “read” resumes. NASA has selected Resumix to be the core of NASA STARS. 

1.3
Purpose

These two components, Operator’s Desktop and Operator Services, are what Resume Operations Center (ROC) personnel use to scan and process paper resumes, and verify electronic resumes.  The Operator’s Desktop service controls the scanning, processing, verification of resumes, and the creation of response letters.  The Operator’s Services are background processes such as Text Importer, Optical Character Recognition (OCR), and Extractor that convert resume information into data ready to go into Resumix.  

1.4
The Role of the ROC

Resume processing is a critical part of the NASA STARS process. Information created in the resume scanning, extraction and verification processes goes into applicant records. This information is used by NASA HR specialists to determine who applied for positions, and who to refer for consideration. If information is not correctly input or verified by the ROC, applicants could miss consideration for NASA vacancy announcements.

1.5
Paper Resume Processing

An applicant submits a paper resume, the ROC operator scans the resume, and an image is created.  The resulting image goes to the OCR (Optical Character Recognition) service for conversion into a text file.  The text file then goes to the Extractor service where information is extracted and the applicant resume summary is created. (It is anticipated that most applicants will submit resumes via the NASA web page resume builder. A small percentage of resumes will be paper.)

1.6
Electronic Resume Processing

An applicant submits an electronic resume from the NASA resume builder.  The resulting text file goes automatically to the Extractor service, which reads the text, extracts information, and creates a resume summary.  The resume summary is a representation of the applicant’s personal information, education, experience and skills. Additionally, custom fields are automatically populated with applicant-generated information after the resume is saved in the verification process.

1.7
Processing Timelines

The ROC will process resumes within eight operational hours of receipt.

1.8
Functions on the Operator’s Desktop

· Source - set up source codes to identify origin of resumes.

· Scan - scan paper resumes.

· Verify - verify extracted information and send resumes to the database.

· Response - print response letters or create mailing labels.
· Email - process e-mailed resumes. Used only in emergency situations.
· Fax - process faxed resumes. Not used by NASA.

· Queue Status - view status of resumes in processing.
· Exception - manually manage rejected or problem resumes.

· Duplicate - automatically identify duplicate resumes based on ID numbers.

1.9
Other Functions

The Resume Builder Administration program provides information on resumes or quick applies that for some reason have not automatically transferred into Resumix.

1.10
Source Codes and Use

1.10.1
The Codes

The systems administrator has previously created 19 source codes.  Each source code represents a source for the resume, a priority in the processing queue for that source, and an assigned response template for letters or mailing labels. NASA source codes are (underscore used to keep NASA codes together in the Operator menu):



_ARC 




Ames Research Center



_DFRC




Dryden Flight Research Center



_GRC





Glenn Research Center



_GSFC




Goddard Space Flight Center



_HQ





Headquarters NASA



_HQIG




Inspector General



_JSC





Johnson Space Center



_KSC





Kennedy Space Center



_LARC




Langley Research Center



_MSFC




Marshall Space Flight Center



_SSC





Stennis Space Cent

Other source codes are:



COLLEGE RECR



College recruiting



NEWSPAPER/JOURNAL


Newspapers or professional journals



COMMERCIAL WEB SITE

Commercial web sites



NASA JOBS




NASA web page jobs information



OPM JOBS




OPM USAJOBS information

JOB FAIR




Job fair recruiting



EXPEDITE




For manual emergency processing



OTHER




Other
1.10.2
Source Code Use

1.10.2.1
Resumes Created on the NASA Resume Builder
Applicants select the appropriate source from a list.  The code automatically flows with the resume, and the resume moves into the verify queue under that code.

1.10.2.2
Paper Resumes  

The ROC sorts paper resumes by source code and scans them separately in source code groups. When an applicant is an internal NASA applicant, the source code identifying the specific Center will be used.  When an applicant is an external applicant and a source code is not readily identifiable, “Other” will be used.

Chapter 2: Processing Resumes and Quick Applies

2.1
Introduction

This first section in this chapter deals with the specific steps involved in processing paper resumes. Paper resumes must go through a review, sorting, and scanning process before they are ready for verification. Resumes from the Resume Builder go directly into the verification queue. All resumes must be verified by the ROC, although very little manual input of data is required for resume builder resumes. The exception and duplicate queues are handled the same way for both paper and resume builder resumes.

2.2
Reviewing and Scanning Paper Resumes

2.2.1
Reviewing

The first step in processing paper resumes is to ensure that a current vacancy announcement number accompanies a resume from a non-NASA employee. (Under the NASA business process, the ROC will reject resumes from non-NASA employees not submitted in response to announcements.  NASA employees may submit a resume at any time.) The operator must verify that the announcement has not closed, and reject any resumes received after the closing date. Resumes will be considered ‘received on time’ if they arrive by the first mail delivery to the Resume Operations Center on the day following the closing date of the vacancy announcement.

The resume should be typed or word-processed, and have no extraneous markings.

The next step is to review the resume to ensure it has the required information as described in the resume guide, and that the applicant has supplied required supplemental information. Required personal information is:
· Name

· Social Security Number

· Permanent Address

· Home Phone

In addition to the supplemental information required from all applicants, those with Federal government experience must provide information on position title, grade and series, and dates of employment. Other supplemental information is:

· Veteran’s Preference

· Availability for temporary positions

· Availability for term positions

· Whether the current supervisor can be contacted

· Eligibility for special programs such as ICTAP, VEOA and disability

· Highest grade held and dates (Federal employment only)

· Buyout information, if any (Federal employment only)

· ICTAP/CTAP eligibility (Federal employment only)

If the resume does not meet all of these requirements, the ROC will send an e-mail notification if an e-mail address is supplied. Otherwise, a rejection postcard will be sent and the resume will be filed under rejected resumes alphabetically by month received.


2.2.2
Sorting and Preparing

In the NASA business process, the ROC operator sorts the resumes by source code, and removes cover letters. The operator removes all paper clips or staples, and puts a sheet of plain or lightly colored paper in between each resume. Note: cover letters are reattached and filed with the resume once the processing of the resume is completed.

2.2.3
Scanning

The operator must first start the OCR and Extractor services. Then the operator opens the Scan option in Operator’s Desktop, and selects the source code for the group of resumes to be scanned.  The Resume Only option should be selected since cover letters are not used in the NASA business process. The operator clicks on the Scan button and scans the resumes.


2.3
Processing Email Resumes

In the NASA STARS business process, this function is used only in emergencies. Also, attachments to an e-mail are never accepted because of the chance of viruses. The resume must be in the text of the email. 

These resumes do not have to pass through the OCR queue because they are already in electronic text format. The operator clicks on the Email function in Operator’s Desktop. The Email and Email Text windows open. The operator selects an email profile in the Email window. The operator deletes any extraneous information in the resume. Next, the operator selects a source code from the Email Text window, and then clicks on Submit in the Email window. The operator continues processing all the emailed resumes by clicking on the Next Message button.

2.4
Verifying Resumes

2.4.1
Handling Resume Builder Resumes

First, the operator must make sure that the Extractor service is running in order for resumes to be processed from the resume builder. Resumes coming from the Resume Builder will go directly into the Verify queue. 

The operator follows the procedure below to verify contact and education information. (Custom data will not flow into the applicant record until the resume is saved into the Resumix database.)

The operator also checks to see if the applicant’s e-mail address appears. If not, an acknowledgement postcard must be sent.

2.4.2
Verify

2.4.2.1
Start the Process

The operator opens the Verify window.  The Selection Mode will default to Automatic. In this mode, resumes are presented for verification in the order they were processed. The operator should change the selection mode to Manual only if it is necessary to process resumes in a particular source code first. The Expedite source code is used to handle resumes that must be processed ahead of any others. The operator starts the verification process. 

2.4.2.2

Review Resume Scanning (Paper Resumes)
The operator makes sure that the resume scanned properly, and that personal information and skills extracted.  If for some reason the resume is unreadable or otherwise a problem, the operator sends it to the Exception queue.

2.4.2.3

Verify Contact Information and complete ID number

For paper resumes, the operator inputs the Social Security Number into the ID Number field on the Contact tab, without any dashes or spaces.

Still on the Contact tab, the operator reviews the applicant data, and corrects if necessary:

· Name

· Phone Number(s)

2.4.2.4

Verify Address Information
The operator opens the Address tab, verifies, and corrects address(s), if necessary.

2.4.2.5

Verify Education Information

The operator opens the Education tab, verifies, and corrects education, if necessary. Information can be typed directly into the text fields. (If a degree, major or school is manually entered and a check appears next to the item, it means that the item is in the Resumix knowledge base.)

2.4.2.6

Input custom data (Paper Resumes)
The operator opens the Custom Fields tab, and inputs information into the following fields.  

Under the General group:

· Veteran Preference 

· Current NASA employee 

· Employment Category 

· Res_Current Appointment Type (If current Federal)

· Competitive status 

· High Grade Held_Perm (If current or former Federal)

· High Grade Held_Perm Start (If current or former Federal)

· High Grade Held_Perm End (If current or former Federal) 

· Separation Incentive (If former Federal)

· Accept Temp Appt 

· Accept Term Appt 

· VRA

· VEOA

· ICTAP/CTAP

· Disability

· Resume Builder (No is selected for paper resumes; no action required for resumes submitted from the Builder)

Under the Quick Apply group:

· QA Ann Nbr/Date/Grade.  The operator verifies that the vacancy announcement is still open, and inputs the announcement number and date of QA.  (This information is required unless the applicant is a NASA employee submitting a resume for the skills inventory.)  There are no dashes, spaces or other characters in the announcement number. If the applicant has indicated a lowest acceptable grade, that information is input into the numeric field.

· QA Method. Information in this field is used for reports. (It is automatically populated with a 1 for resumes from the Resume Builder.)  The operator inputs the announcement number again in the text field and selects 0 from the numeric menu.

2.4.2.7

Using the Exception Option

Occasionally, paper resumes may not process correctly. If there is a problem with the processing (text file with too many errors, poor extraction of skills, two resumes scanned together, etc.), the operator clicks on the Exception button and selects one of the reasons for sending to the Exception queue.  The operator then clicks on OK to send the resume to the queue. The exception queue is not appropriate for resume builder resumes unless the ROC supervisor approves.


2.5
Saving the Resume

Once verification is completed, the operator clicks on the Save button.  If the resume is a duplicate, the word “Duplicate” will appear under Save.

2.6
Checking the Queue

When resume processing is completed, the operator opens up the Queue Status option. This window provides a current overview of the progress of processing and verifying resumes. The column titled Total Docs shows how many resumes from all sources are waiting for processing. The column titled Source Docs will show how many resumes are in each option within the source selected in the Source Name section.  

2.7
Processing Exceptions

Resumes are sent to the Exception queue when the operator is unable to verify, and needs to pull the resume out of the verification queue in order to continue processing others. If there are resumes in the Exception queue, the operator opens it. 

· If the resume came in paper form, and either the image or the text file is unreadable, or resumes were scanned together, the operator deletes the resume(s) and rescans.

· If the resume was placed in the exception queue to bypass temporarily, the operator deletes and re-scans.

The resume should not be Saved from the Exception queue. Information that was corrected or input during verification is no longer in Resumix once the resume is sent to the Exception queue. 

2.8
Processing Duplicates

The systems administrator has configured Resumix to identify possible duplicate resumes based on the ID number (SSN).  

If there are resumes in the Duplicate queue, the operator opens it, and starts the process to bring up the first duplicate pair.  If the resumes are from the same person, the resumes are merged. The operator should be careful to review closely in the event that an applicant has entered the incorrect SSN.

If they are from different people, the operator selects the New function to create a new resume summary. In these cases, one of the applicants will have an incorrect ID number for the duplicate match to have taken place. The ROC supervisor should be notified so that the problem can be corrected.

After the resumes have been merged, the operator opens the resume summary and deletes any duplicate custom fields under the General and Quick Apply groups.

2.9
Responding to applicants

The ROC does not use the Resumix response queue to respond to applicants. The Resume Builder generates an automatic e-mail to applicants that have supplied an e-mail address. The ROC manually addresses postcards to applicants who submit through the resume builder, and to those who submitted paper resumes.

2.10
Filing Paper Resumes 

When all processing and verification is completed, the ROC files the resumes alphabetically by month received.

2.11
Processing Quick Applies

The custom fields QA Nbr/Date/Grade and QA Method will be automatically populated when arriving from the Resume Builder. For paper QAs, the operator has to manually input announcement and application method information as covered above under Input Custom Data.

2.12
Resume Builder Administration

The ROC operator runs this program at close of business every day to identify any resumes or quick applies that have not automatically transferred into Resumix. If a resume fails, the operator goes into the builder, prints out the resume from the builder and manually processes it. If a quick apply fails, the operator notifies the ROC supervisor and he or she goes into Recruiter’s Desktop and manually enters the information in the applicant’s QA Nbr/Date/Grade custom field, and completes the QA Method custom field. 
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