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POSITIONS (Jan-May)

Program Manager
Shift Supervisor

IT Support

Background Examiner — Fully Trained

Background Examiner — In Training

Vacant Background Examiner

COVID IMPACTS:

* 4 Background Examiners on extended COVID FMLA/OFLA March-May
e Overall in fully trained staff resources from 2019

* 65% Background Examiners Teleworking
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Telework

65% staff resources working from home

Challenges Realized:

Network latency
Communications via Skype or individual phone calls

Call center operations/auto distribution (cannot
forward to cell phone)

Cell phones issued to all staff
Shifting priorities and assignments

Trainees unable to learn through observation of co-
workers



FICS Comparison 2019 to 2020
Full Background Checks

January - May
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2019 21,926 22,806 28,452 22,273 19,926
2020 23,692 26,282 50,523 37,630 34,563
2019 (Jan — May) Total | 115,383
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2020 (Jan — May) Total

172,690




Daily Average Backgrounds
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IMPACT ON DAILY VOLUMES

Annual Daily Average Week of Increase
2019 March 15-21, 2020

SUNDAY 448 1,265 182%

MONDAY 607 2,660 338%

TUESDAY 701 3,108 343%

WEDNESDAY 714 3,254 356%

THURSDAY 734 3,098 322%

FRIDAY 1,037 3,856 272%

SATURDAY 1,067 3,265 206%
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IMPACT ON WAIT TIMES

Average Web Wait Time
(time before OSP begins the check)

2020 (Jan-May): 4 HOURS
(Peak/30hrs Low/11min)

2019 (Jan-May): 10 MINUTES
(Peak/14min Low/7min)

YEARLY 2019: 8 MINUTES
(Peak/20min Low/3min)
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IMPACT ON IMMEDIATE
DETERMINATIONS

STATUS/OUTCOME 2020 (JAN-MAY) 5-YR AVERAGE
Approved: 94% 96%
Denied: 0.60% 0.49%
Pended for research: 3.3% 2.7%
T/A Completed Pends (0-3 days): 42% 45%

(as of June 1 with 45% completed)

*turnaround for pended transactions that have been closed
following necessary research.
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FICS Comparison 2019 to 2020
Challenge Calls

2019
January — 1,555
February — 1,601
March — 2,267
April —1,919
May — 1,449

Total Challenge Calls
- 8,791

Pended Transactions
- 3,227

2020
January—-1,779
February — 1,897
March — 3,292
April — 6,121
May — 4,496

Total Challenge Calls
- 17,585

Pended Transactions
- 5,715
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