
DOD DNGB Indiana National Guard FY 2018 

Affirmative Action Plan 

for the Recruitment, Hiring, Advancement, and 

Retention of Persons with Disabilities 

To capture agencies' affirmative action plan for persons with disabilities (PWD) and persons with targeted disabilities (PWTD), 
EEOC regulations (29 C.F.R. § 1614.203(e)) and MD-715 require agencies to describe how their affirmative action plan will 
improve the recruitment, hiring, advancement, and retention of applicants and employees with disabilities. 

Section I: Efforts to Reach Regulatory Goals 
EEOC regulations (29 CFR §1614.203(d)(7)) require agencies to establish specific numerical goals for increasing the participation 
of persons with disabilities and persons with targeted disabilities in the federal government 

1. Using the goal of 12% as the benchmark, does your agency have a trigger involving PWD by grade level cluster in the
permanent workforce? If"yes", describe the trigger(s) in the text box.

a. Cluster GS-1 to GS-10 (PWD)

b. Cluster GS-11 to SES (PWD)

Answer Yes 

Answer Yes 

The Indiana National Guard (INNG) full time force is predominantly made up of dual-status Technicians and Active Guard and 
Reserve (AGR) personnel that must maintain their military membership to remain employed with the INNG. Military members 
must maintain physical fitness standards which would likely disqualify persons with disabilities (PWD) and persons with targeted 
disabilities (PWTD) from gaining military membership. 

*For GS employees, please use two clusters: GS-1 to GS-10 and GS-11 to SES, as set forth in 29 C.F.R. § 1614.203(d)(7). For all
other pay plans, please use the approximate grade clusters that are above or below GS-11 Step 1 in the Washington, DC
metropolitan region.

2. Using the goal of2% as the benchmark, does your agency have a trigger involving PWTD by grade level cluster in the
permanent workforce? If"yes", describe the trigger(s) in the text box.

a. Cluster GS-1 to GS-10 (PWTD)

b. Cluster GS-11 to SES (PWTD)

Answer Yes 

Answer Yes 

The INNG full time force is predominantly made up of dual-status Technicians and AGR personnel that must maintain their 
military membership to remain employed with the INNG. Military members must maintain physical fitness standards which would 
likelv disaualifv PWD and PWTD from gaining militarv membershio. 

Grade Level Cluster(GS or Alternate Pay Total Reportable Disability Targeted Disability 

Planb) # # % # % 

Numarical Goal -- 12% 2% 

Grades GS-1 to GS-10 162 9 5.56 2 1.23 

Grades GS-11 to SES 250 11 4.40 2 0.80 

3. Describe how the agency has communicated the numerical goals to the hiring managers and/or recruiters.

Numerical goals have been communicated to our Human Resource Staffing and Classification sections and federal benchmark 
ercenta es are communicated to hirin mana ers durin su ervisor trainin . 
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lwe are an Excepted Service Agency and do not use the Schedule A hiring authority. 

FY 2018 

4. Has the agency provided training to all hiring managers on the use of hiring authorities that take disability into account
(e.g., Schedule A)? If"yes", describe the type(s) of training and frequency. If"no", describe the agency's plan to provide
this training.

Answer Yes 

!Information on hiring practices and authorities is provided during quarterly supervisor training.

B. PLAN TO ESTABLISH CONTACTS WITH DISABILITY EMPLOYMENT ORGANIZATIONS

Describe the agency's efforts to establish and maintain contacts with organizations that assist PWD, including PWTD, in 
securing and maintaining employment. 

The HRO Staffing Specialists and Disability Program Manager have established working relationships with the Indiana Vocational 
Rehabilitation, Veterans Affairs, and Wounded Warrior Programs to keep them apprised of employment opportunities for PWD/ 
PWTD. 

C. PROGRESSION TOW ARDS GOALS (RECRUITMENT AND HIRING)

1. Using the goals of 12% for PWD and 2% for PWTD as the benchmarks, do triggers exist for PWD and/or PWTD among
the new hires in the permanent workforce? If"yes", please describe the triggers below.

a. New Hires for Permanent Workforce (PWD)

b. New Hires for Permanent Workforce (PWTD)

Answer Yes 

Answer Yes 

Only 15 percent of the full time positions within the INNG are civilian Title 5 positions that do not have physical fitness 
re uirements. Because so few ositions exist the a enc hasn't been able to hire above the federal oal. 

Reportable Disability Targeted Disability 
New Hires Total Permanent Temporary Permanent Temporary 

Workforce Workforce Workforce Workforce 
(#) (%) (%) (%) (%) 

% of Total 0 
Applicants 
% of Qualified 106 3.77 0.00 0.94 
Applicants 
% of New Hires 4 0.00 0.00 0.00 

0.00 

0.00 

2. Using the qualified applicant pool as the benchmark, do triggers exist for PWD and/or PWTD among the new hires for any
of the mission- critical occupations (MCO)? If"yes", please describe the triggers below. Select "n/a" if the applicant data
is not available for your agency, and describe your plan to provide the data in the text box.

a. New Hires for MCO (PWD)

b. New Hires for MCO (PWTD)

Answer Yes 

Answer Yes 

Only 12.6 percent of the full time positions within the INNG are civilian Title 5 positions that do not have physical fitness 
requirements. Because so few ositions exist the a enc hasn't been able to hire above the federal oal. 
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New Hires to Reportable Disability Targetable Disability 

Mission-Critical Total Qualified 
Occupations Applicants New Hires Qualified Applicants New Hires 

(#) (%) (%) (%) (%) 

Numerical Goal -- 12% 2% 

0201HUMAN 97 4.12 0.00 1.03 0.00 
RESOURCES 
MANAGEMENT 

1152PRODUCTION 0 0.00 0.00 0.00 0.00 
CONTROL 

2210INFORMATI01 9 0.00 0.00 0.00 0.00 
TECHNOLOGY 
MANAGEMENT 

5801MISCELLANEC 0 0.00 0.00 0.00 0.00 
TRANSPORTATim 
MOBILE 
EQUIPMENT 
MAINTENANCE 

8852AIRCRAFT 0 0.00 0.00 0.00 0.00 
MECHANIC 

3. Using the relevant applicant pool as the benchmark, do triggers exist for PWD and/or PWTD among the qualified internal
applicants for any of the mission-critical occupations (MCO)? If"yes", please describe the triggers below. Select "n/a" if
the applicant data is not available for your agency, and describe your plan to provide the data in the text box.

a. Qualified Applicants for MCO (PWD)

b. Qualified Applicants for MCO (PWTD)

Answer Yes 

Answer Yes 

Only 12.6 percent of the full time positions within the INNG are civilian Title 5 positions that do not have physical fitness 
re uirements. Because so few ositions exist the a enc hasn't been able to hire above the federal oal. 

4. Using the qualified applicant pool as the benchmark, do triggers exist for PWD and/or PWTD among employees promoted
to any of the mission- critical occupations (MCO)? If"yes", please describe the triggers below. Select "n/a" if the
applicant data is not available for your agency, and describe your plan to provide the data in the text box.

a. Promotions for MCO (PWD)

b. Promotions for MCO (PWTD)

Answer Yes 

Answer Yes 

Only 12.6 percent of the full time positions within the INNG are civilian Title 5 positions that do not have physical fitness 
re uirements. Because so few ositions exist the a enc hasn't been able to hire above the federal oal. 

Section V: Plan to Ensure Advancement Opportunities for Employees with 
Disabilities 

Pursuant to 29 C.F.R. §1614.203(d)(l)(iii), agencies are required to provide sufficient advancement opportunities for employees 
with disabilities. Such activities might include specialized training and mentoring programs, career development opportunities, 
awards programs, promotions, and similar programs that address advancement. In this section, agencies should identify, and provide 
data on programs designed to ensure advancement opportunities for employees with disabilities. 

A. ADV AN CEMENT PROGRAM PLAN

Describe the agency's plan to ensure PWD, including PWTD, have sufficient opportunities for advancement. 
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All employees of the INNG are afforded training and education opportunities in their career field. Supervisors are required to create 
individual training plans to ensure employees are provided the training and resources needed to operate in their job. Informal 
mentorship programs have been established to assist employees with career progression and developmental planning .. Our 
Disability Program Manager works with employees that have self-identified as a PWD/PWTD to ensure they are aware of training 
opportunities and mentorship programs. 

B. CAREER DEVELOPMENT OPPORTUNITES

1. Please describe the career development opportunities that the agency provides to its employees.

All employees of the INNG are afforded training and education opportunities in their career field. Supervisors are required to create 
individual training plans to ensure employees are provided the training and resources needed to operate in their job. Informal 
mentorship programs have been established to assist employees with career progression and developmental planning . Our 
Disability Program Manager works with employees that have self-identified as a PWD/PWTD to ensure they are aware of training 
opportunities and mentorship programs. 

2. In the table below, please provide the data for career development opportunities that require competition and/or
supervisory recommendation/ approval to participate.

Total Participants PWD PWTD 
Career Development 

Applicants Applicants Opportunities 
Applicants (#) Selectees ( #) (%) Selectees (%) (%) Selectees (%) 

Fellowship Programs 

Coaching Programs 

Detail Programs 

Internship Programs 

Mentoring Programs 

Training Programs 

Other Career Development 
Programs 

3. Do triggers exist for PWD among the applicants and/or selectees for any of the career development programs? (The
appropriate benchmarks are the relevant applicant pool for the applicants and the applicant pool for selectees.) If"yes",
describe the trigger(s) in the text box. Select "n/a" if the applicant data is not available for your agency, and describe your
plan to provide the data in the text box.

a. Applicants (PWD)

b. Selections (PWD)

Answer NIA 

Answer NIA 

4. Do triggers exist for PWTD among the applicants and/or selectees for any of the career development programs? (The
appropriate benchmarks are the relevant applicant pool for the applicants and the applicant pool for selectees.) If"yes",
describe the trigger(s) in the text box. Select "n/a" if the applicant data is not available for your agency, and describe your
plan to provide the data in the text box.

a. Applicants (PWTD)

b. Selections (PWTD)

Answer NIA 

Answer NIA 
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C.AWARDS

1. Using the inclusion rate as the benchmark, does your agency have a trigger involving PWD and/or PWTD for any level of
the time-off awards, bonuses, or other incentives? If"yes", please describe the trigger(s) in the text box.

a. Awards, Bonuses, & Incentives (PWD)

b. Awards, Bonuses, & Incentives (PWTD)

Answer Yes 

Answer Yes 

The INNG full time force is predominately made up of dual-status Technicians that must maintain their military membership and 
meet physical fitness requirements to remain employed with the INNG. Since96% of the workforce does not have an identified 
disability, it creates a trigger for awards and pay incentives. The INNG is working to encourage all employees to update their SF 
256 to reflect their abilitv status to mitigate trii:mers. 

Reportable Without Reportable Targeted Disability Without Targeted 
Time-Off Awards Total(#) Disability % Disability % % Disability % 

Time-Off Awards: 1-9 hours : 5 20.00 80.00 0.00 20.00 
Total Time-Off Awards Given 

Time-Off Awards: 9+ hours : 74 1.35 98.65 0.00 1.35 
Total Time-Off Awards Given 

Reportable Without Reportable Targeted Disability Without Targeted 
Cash Awards Total(#) Disability % Disability % % Disability % 

Cash Awards: $100 - $500: Total 4 0.00 100.00 0.00 0.00 
Cash Awards Given 

Cash Awards: $501 +: Total Cash 77 9.09 90.91 0.00 9.09 
Awards Given 

2. Using the inclusion rate as the benchmark, does your agency have a trigger involving PWD and/or PWTD for quality step
increases or performance- based pay increases? If"yes", please describe the trigger(s) in the text box.

a. Pay Increases (PWD)

b. Pay Increases (PWTD)

Answer Yes 

Answer Yes 

The INNG full time force is made up of dual-status Technicians that must maintain their military membership and meet physical 
fitness requirements to remain employed with the INNG. Since 96% of the workforce does not have an identified disability, it 
creates a trigger for awards and pay incentives. The INNG is working to encourage all employees to update their SF 256 to reflect 
their ability status to mitiirnte trio-o-ers. 

Reportable Without Reportable Targeted Disability Without Targeted 
Other Awards Total(#) Disability % Disability % % Disability % 

Quality Step Increases (QSI): 7 0.00 100.00 0.00 0.00 
Total QSis Awarded 

Performance Based Pay Increase 0 0.00 0.00 0.00 0.00 

3. If the agency has other types of employee recognition programs, are PWD and/or PWTD recognized disproportionately
less than employees without disabilities? (The appropriate benchmark is the inclusion rate.) If"yes", describe the
employee recognition program and relevant data in the text box.

a. Other Types of Recognition (PWD)

b. Other Types of Recognition (PWTD)

Answer N/A 

Answer N/A 
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D. PROMOTIONS

1. Does your agency have a trigger involving PWD among the qualified internal applicants and/or selectees for promotions to
the senior grade levels? (The appropriate benchmarks are the relevant applicant pool for qualified internal applicants and
the qualified applicant pool for selectees.) For non-GS pay plans, please use the approximate senior grade levels. If"yes",
describe the trigger(s) in the text box. Select "n/a" if the applicant data is not available for your agency, and describe your
plan to provide the data in the text box.

a. SES

i. Qualified Internal Applicants (PWD)

ii. Internal Selections (PWD)

b. Grade GS-15

i. Qualified Internal Applicants (PWD)

ii. Internal Selections (PWD)

c. Grade GS-14

i. Qualified Internal Applicants (PWD)

ii. Internal Selections (PWD)

d. Grade GS-13

i. Qualified Internal Applicants (PWD)

ii. Internal Selections (PWD)

Answer NIA 

Answer NIA 

Answer Yes 

Answer Yes 

Answer Yes 

Answer Yes 

Answer Yes 

Answer Yes 

The INNG full time force is made up of dual-status Technicians that must maintain their military membership and meet physical 
fitness requirements to remain employed with the INNG. Since 96% of the workforce does not have an identified disability, it 
narrows the applicant and selection pool for PWDIPWTD. The INNG is working to encourage all employees to update their SF 256 
to reflect their ability status to mitigate trii:rn:ers. 

2. Does your agency have a trigger involving PWTD among the qualified internal applicants and/or selectees for promotions
to the senior grade levels? (The appropriate benchmarks are the relevant applicant pool for qualified internal applicants
and the qualified applicant pool for selectees.) For non-GS pay plans, please use the approximate senior grade levels. If
"yes", describe the trigger(s) in the text box. Select "n/a" if the applicant data is not available for your agency, and
describe your plan to provide the data in the text box.

a. SES

i. Qualified Internal Applicants (PWTD)

ii. Internal Selections (PWTD)

b. Grade GS-15

i. Qualified Internal Applicants (PWTD)

ii. Internal Selections (PWTD)

c. Grade GS-14

i. Qualified Internal Applicants (PWTD)

Answer NIA 

Answer NIA 

Answer Yes 

Answer Yes 

Answer Yes 
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ii. Internal Selections (PWTD)

d. Grade GS-13

i. Qualified Internal Applicants (PWTD)

ii. Internal Selections (PWTD)

Answer Yes 

Answer Yes 

Answer Yes 

FY 2018 

The INNG full time force is made up of dual-status Technicians that must maintain their military membership and meet physical 
fitness requirements to remain employed with the INNG. Since 96% of the workforce does not have an identified disability, it 
narrows the applicant and selection pool for PWDIPWTD. The INNG is working to encourage all employees to update their SF 256 
to reflect their abilitv status to miti1mte triP-P-ers. 

3. Using the qualified applicant pool as the benchmark, does your agency have a trigger involving PWD among the new hires
to the senior grade levels? For non-GS pay plans, please use the approximate senior grade levels. If"yes", describe the
trigger(s) in the text box. Select "n/a" if the applicant data is not available for your agency, and describe your plan to
provide the data in the text box.

a. New Hires to SES (PWD)

b. New Hires to GS-15 (PWD)

c. New Hires to GS-14 (PWD)

d. New Hires to GS-13 (PWD)

Answer NIA 

Answer Yes 

Answer Yes 

Answer Yes 

The INNG full time force is made up of dual-status Technicians that must maintain their military membership and meet physical 
fitness requirements to remain employed with the INNG. Since 96% of the workforce does not have an identified disability, it 
narrows the applicant and selection pool for PWDIPWTD. The INNG is working to encourage all employees to update their SF 256 
to reflect their abilitv status to mitirmte triP-P-ers. 

4. Using the qualified applicant pool as the benchmark, does your agency have a trigger involving PWTD among the new
hires to the senior grade levels? For non-GS pay plans, please use the approximate senior grade levels. If"yes", describe
the trigger(s) in the text box. Select "n/a" if the applicant data is not available for your agency, and describe your plan to
provide the data in the text box.

a. New Hires to SES (PWTD)

b. New Hires to GS-15 (PWTD)

c. New Hires to GS-14 (PWTD)

d. New Hires to GS-13 (PWTD)

Answer NIA 

Answer Yes 

Answer Yes 

Answer Yes 

The INNG full time force is made up of dual-status Technicians that must maintain their military membership and meet physical 
fitness requirements to remain employed with the INNG. Since 96% of the workforce does not have an identified disability, it 
narrows the applicant and selection pool for PWDIPWTD. The INNG is working to encourage all employees to update their SF 256 
to reflect their abilitv status to miti1mte trirmers. 

5. Does your agency have a trigger involving PWD among the qualified internal applicants and/or selectees for promotions to
supervisory
positions? (The appropriate benchmarks are the relevant applicant pool for qualified internal applicants and the qualified
applicant pool for selectees.) If"yes", describe the trigger(s) in the text box. Select "n/a" if the applicant data is not
available for your agency, and describe your plan to provide the data in the text box.

a. Executives
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i. Qualified Internal Applicants (PWD)

ii. Internal Selections (PWD)

b. Managers

i. Qualified Internal Applicants (PWD)

ii. Internal Selections (PWD)

c. Supervisors

i. Qualified Internal Applicants (PWD)

ii. Internal Selections (PWD)

Answer NIA 

Answer NIA 

Answer NIA 

Answer NIA 

Answer NIA 

Answer NIA 

FY 2018 

The INNG full time force is made up of dual-status Technicians that must maintain their military membership and meet physical 
fitness requirements to remain employed with the INNG. Since 96% of the workforce does not have an identified disability, it 
narrows the applicant and selection pool for PWDIPWTD. The INNG is working to encourage all employees to update their SF 256 
to reflect their abilitv status to miti1rnte triPPers. 

6. Does your agency have a trigger involving PWTD among the qualified internal applicants and/or selectees for promotions
to supervisory positions? (The appropriate benchmarks are the relevant applicant pool for qualified internal applicants and
the qualified applicant pool for selectees.) If"yes", describe the trigger(s) in the text box. Select "n/a" if the applicant data
is not available for your agency, and describe your plan to provide the data in the text box.

a. Executives

i. Qualified Internal Applicants (PWTD)

ii. Internal Selections (PWTD)

b. Managers

i. Qualified Internal Applicants (PWTD)

ii. Internal Selections (PWTD)

c. Supervisors

i. Qualified Internal Applicants (PWTD)

ii. Internal Selections (PWTD)

Answer Yes 

Answer Yes 

Answer Yes 

Answer Yes 

Answer Yes 

Answer Yes 

The INNG full time force is made up of dual-status Technicians that must maintain their military membership and meet physical 
fitness requirements to remain employed with the INNG. Since 96% of the workforce does not have an identified disability, it 
narrows the applicant and selection pool for PWDIPWTD. The INNG is working to encourage all employees to update their SF 256 
to reflect their abilitv status to miti1rnte triirn·ers. 

7. Using the qualified applicant pool as the benchmark, does your agency have a trigger involving PWD among the selectees
for new hires to supervisory positions? If"yes", describe the trigger(s) in the text box. Select "n/a" if the applicant data is
not available for your agency, and describe your plan to provide the data in the text box.

a. New Hires for Executives (PWD)

b. New Hires for Managers (PWD)

c. New Hires for Supervisors (PWD)

Answer Yes 

Answer Yes 

Answer Yes 
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narrows the applicant and selection pool for PWD/PWTD. The INNG is working to encourage all employees to update their SF 256 
to reflect their abilitv status to miti1mte triP-P-ers. 

8. Using the qualified applicant pool as the benchmark, does your agency have a trigger involving PWTD among the
selectees for new hires to supervisory positions? If"yes", describe the trigger(s) in the text box. Select "n/a" if the
applicant data is not available for your agency, and describe your plan to provide the data in the text box.

a. New Hires for Executives (PWTD)

b. New Hires for Managers (PWTD)

c. New Hires for Supervisors (PWTD)

Answer Yes 

Answer Yes 

Answer Yes 

The INNG full time force is made up of dual-status Technicians that must maintain their military membership and meet physical 
fitness requirements to remain employed with the INNG. Since 96% of the workforce does not have an identified disability, it 
narrows the applicant and selection pool for PWD/PWTD. The INNG is working to encourage all employees to update their SF 256 
to reflect their abilitv status to mitigate triggers. 

Section VI: Plan to Improve Retention of Persons with Disabilities 

To be model employer for persons with disabilities, agencies must have policies and programs in place to retain employees with 
disabilities. In this section, agencies should: (1) analyze workforce separation data to identify barriers retaining employees with 
disabilities; (2) describe efforts to ensure accessibility of technology and facilities; and (3) provide information on the reasonable 
accommodation program and workplace assistance services. 

A. VOLUNTARY AND INVOLUNTARY SEPARATIONS

1. In this reporting period, did the agency convert all eligible Schedule A employees with a disability into the competitive
service after two years of satisfactory service ( 5 C.F .R. § 213 .3102(u)( 6)(i) )? If "no", please explain why the agency did
not convert all eligible Schedule A employees.

lour Agency does not utilize the schedule A hiring authority 

Answer NIA

2. Using the inclusion rate as the benchmark, did the percentage of PWD among voluntary and involuntary separations
exceed that of persons without disabilities? If"yes", describe the trigger below.

a.Voluntary Separations (PWD)

b.lnvoluntary Separations (PWD)

Seperations 

Pennenant Workforce 

Total Separations 

Voluntary Separations 

Involuntary Separations 

Total# 

80 

0 

51 

29 

Answer No 

Answer No 

Without Reportable 
Reportable Disabilities % Disabilities % 

2.50 97.50 

0.00 0.00 

0.00 100.00 

6.90 93.10 

3. Using the inclusion rate as the benchmark, did the percentage of PWTD among voluntary and involuntary separations
exceed that of persons without targeted disabilities? If"yes", describe the trigger below.
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a.Voluntary Separations (PWTD)

b.Involuntary Separations (PWTD)

Answer No 

Answer No 

FY 2018 

Without Targeted Disabilities 
Seperations Total# Targeted Disabilities % % 

Perrnenant Workforce 80 1.25 98.75 

Total Separations 0 0.00 0.00 

Voluntary Separations 51 0.00 100.00 

Involuntary Separations 29 3.45 96.55 

4. Ifa trigger exists involving the separation rate of PWD and/or PWTD, please explain why they left the agency using exit
interview results and other data sources.

B. ACCESSIBILITY OF TECHNOLOGY AND FACILITIES

Pursuant to 29 CFR § 1614.203( d)( 4), federal agencies are required to inform applicants and employees of their rights under Section 
508 of the Rehabilitation Act of 1973 (29 U.S.C. § 794(b), concerning the accessibility of agency technology, and the Architectural 
Barriers Act of 1968 ( 42 U.S.C. § 4151-4157), concerning the accessibility of agency facilities. In addition, agencies are required to 
inform individuals where to file complaints if other agencies are responsible for a violation. 

1. Please provide the internet address on the agency's public website for its notice explaining employees' and applicants'
rights under Section 508 of the Rehabilitation Act, including a description of how to file a complaint.

lhttps://www.in.ng.mil/TroopResources/EgualOpportunityOffice.aspx 

2. Please provide the internet address on the agency's public website for its notice explaining employees' and applicants'
rights under the
Architectural Barriers Act, including a description of how to file a complaint.

lhttps://www.in.ng.mil/TroopResources/EgualOpportunityOffice.aspx 

3. Describe any programs, policies, or practices that the agency has undertaken, or plans on undertaking over the next fiscal
year, designed to improve accessibility of agency facilities and/or technology.

Our Special Emphasis Disability Program Managers will work with our employee resource group participants to identify policies, 
ractices or areas of concern for PWD and PWTD. 

C. REASONABLE ACCOMMODATION PROGRAM

Pursuant to 29 C.F.R. § 1614.203( d)(3), agencies must adopt, post on their public website, and make available to all job applicants 
and employees, reasonable accommodation procedures. 

1. Please provide the average time frame for processing initial requests for reasonable accommodations during the reporting
period. (Please do not include previously approved requests with repetitive accommodations, such as interpreting services.)

!We did not have any reasonable accommodation request FY2018

2. Describe the effectiveness of the policies, procedures, or practices to implement the agency's reasonable accommodation
program. Some examples of an effective program include timely processing requests, timely providing approved
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