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APMC INSTRUCTION 5400.1B

Subj:  CUSTOMER SUPPORT UNIT MISSION AND RESPONSIBILITIES

1.  Purpose.  Establishes the mission of the Customer Support Units (CSUs) East and West, and identifies their responsibilities.  Further, it sets the basic working relationships and reporting lines.

2. Cancellation.  APMCINST 5400.1A

3.   Background.  The Afloat Personnel Management Center (APMC) was established through a restructuring of the Military Sealift Command (MSC) to provide the full range of personnel and financial services to civilian mariners (CIVMARs) and MSC civil service manned ships.  The CSUs were created to address customer service issues from a first level, waterfront perspective.

4. Mission Statement:  The primary mission of the CSU is to serve as both an extension of the

APMC in the assignment of high quality, well-trained CIVMAR employees of the MSC and as the initial CIVMAR contact for issues related to their receipt of a broad range of employee benefits and services.  The CSU is charged with providing a customer-service interface between the APMC and the CIVMAR awaiting assignment or in the pool (i.e. leave, duty status, training, etc.).  The CSU will support, to the fullest extent possible, the overall mission of the Afloat Personnel Management Center; and when that support cannot be provided, the CSU will notify the APMC of the circumstances.

5.  Responsibilities:

     a.  Director, Afloat Personnel Management Center will:

          (1) Set and administer policy for the overall Afloat Personnel Management Program under which the CSUs will operate.

(2) Establish the specific operating policies for the CSUs, and provide mission 

parameters.

     b.  Director, CSU-West and Site Manager CSU-East will:

(1) Report to the Head, Marine Placement Department of APMC.

(2) Serve as both an extension of the APMC in the assignment of high quality, 
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well-trained CIVMAR employees of the MSC and as well as initial APMC contact for broad range of issues and services.  The CSU will act as liaison between the APMC, ship’s Masters and the CIVMAR when necessary.  However, CIVMARs assigned to a ship will address all matters through their appropriate chain of command.  The CSU will assist, as requested, the APMC with disciplinary issues, adverse actions, and labor and employee relations.  The CSU will carry out policy set forth by the APMC and serve as the first line representative to the mariner community.  The CSU will render assistance and project support to the APMC in all matters, as directed.

(3) Provide administrative and operational “one stop” service to the CIVMAR in all personnel matters.  These services include assisting the CIVMAR with obtaining benefits, resolving employee problems that concern assignment, pay, subsistence and quarters, relief travel, medical matters, and leave.  

(4) Customer Support Unit services (excluding medical functions) include but are not

limited to:

(a) Assisting the CIVMAR with ship assignments.

(b) Assisting the CIVMAR with obtaining employee benefits.

     (c) Assisting in resolving employee problems/issues that concern pay; subsistence and

quarters, transit to and from the ship including travel claims; or training while in the pool.

     (d) Coordinating travel and associated processes as needed.

     (e) Visiting ships in the local areas on a continuous basis.

          
     (f) Arranging for medical examinations for ongoing qualifications, termination of service and fitness for duty determinations.             

          
    (g) Coordinating promotion issues with the APMC Promotion Division such as merit promotion opportunities, procedures, and requirements.     

(h) Coordinating employee/labor relation issues with APMC Employee/Labor Relations Division;  assist in investigations and resolving grievances/complaints.
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  (i) Assisting the APMC with disciplinary actions, adverse actions, and other labor and employee relation matters.       

          
   (j) Assisting with personnel injury and death cases: coordinating with CIVMAR families, next of kin, APMC staff, AMCROSS, etc.  

          
 (k) Upon direction of APMC, participate in recruitment efforts, coordinating activities with the Recruitment Division.  Participate in local job fairs and academy recruiting, assist on recruiting trips, counsel potential applicants, and assist with application packages and procedures. 

          
 (l) Coordinating EEO/CEAP appointments and services, when requested.            

          
 (m) Liaison with Area Commanders and NFAF on personnel related matters, and represents the APMC, as appropriate.                                                                     

         
  (n) Preparing subsistence requests and distributing payments for those personnel assigned to the pool.   

6.  Cancellation.   The mission and responsibilities outlined above will remain in effect until superseded by a functional or organizational change.

                                                                                /s/





      


                      




PHYLLIS B. SPANO

Distribution:

APMC Department Heads

Masters, Civil Service Manned Ships    

Chief Engineers, Civil Service Manned Ships
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