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Military One-Source CMS Intake – 0704-0528
Summary of Changes from Previously Approved Collection 
· System screenshots from previous submission updated.
· Outreach material from previous submission is no longer used and has been removed.
1. 	Need for the Information Collection

The Military OneSource program fulfills the requirement established in 10 U.S.C. 1781 “Establishment of Online Resources To Provide Information About Benefits and Services Available to Members of the Armed Forces and Their Families” to establish an Internet Outreach Website for the purpose of providing comprehensive information to members of the Armed Forces and their families about the benefits and services available to them.

Military OneSource is Department of Defense-funded program (non-personal services contract) providing comprehensive information on every aspect of military life at no cost to active duty, Guard and reserve service members, and their families.  Military OneSource can be especially helpful to those who live at a distance from installations.  Information includes, but is not limited to, deployment, reunion, relationships, grief, spouse employment and education, parenting and much more.  Services are available 24 hours a day by telephone and online from any location in the world.  In addition to the website support, Military OneSource offers call center and online support for consultations on a number of issues such as career opportunities, issues specific to families with a member with special needs, health coaching, financial and tax counseling and resources, and non-medical counseling.  Military OneSource has masters-level consultants available by telephone and email, to provide service members and their families with practical suggestions and support for issues that nearly everyone faces, like locating resources for elder care, handling a move, or nurturing a relationship with a deployed spouse.  

The Military OneSource website provides access to online tools and information, including articles, audios, and announcements.  The site also provides scheduling and registration information for live online webinars, locators for installation-based support, subscription information for monthly electronic newsletters, and links to other official resources.  Military OneSource also provides a variety of social media to reach service members and their families and help them connect with each other.  These include a Facebook page, a Twitter feed, and the Blog Brigade.


2.	Use of the Information

Individuals access Military OneSource for support for an inquiry or issue. These individuals may be active-duty, Guard or reserve service members, or their dependents. Contacts with Military OneSource, whether by telephone, online or face-to-face non-medical counseling, are private.  Military OneSource ensures that personal information is secure and each user is treated confidentially and with respect.  Privacy exceptions include suspected family maltreatment (e.g., domestic violence, child or elder abuse/neglect), threats to harm self or others and illegal activities.  In these cases, Military OneSource consultants have a duty to report to the appropriate military and civilian authorities.  Face-to-face counselors are an extension of Military OneSource, so these reporting requirements apply to them as well.)  

Individuals wishing to utilize Military OneSource services must provide identifying information to the Triage Consultant, though if the individual has contacted Military OneSource previously, his/her identifying information may already be contained in the case management system, at which time the Triage Consultant would just verify the information is still correct.  The information in the case management system will be used (in a de-identified format) for all of the following:  monthly, yearly and ad hoc reports (reports are distributed internally to government offices/staff); statistical analysis (ongoing: completed, tracked and analyzed by program staff), tracking (ongoing: completed, tracked and analyzed by program staff), evaluating program effectiveness (ongoing: completed, tracked and analyzed by government and program staff) and conducting research.  

3. 	Use of Information Technology

100% of responses are collected and catalogued automatically through the Military OneSource Case Management System. Individuals who call Military OneSource for support provide information telephonically to the Triage Consultant who will then enter the information in the case management system.  Based upon respondent feedback and requests and to ensure that all individuals have access to services, Military OneSource also implemented a web-based registration form for two services (secure web-based non-medical counseling and health and wellness coaching sessions).  If respondents so desire, they are able to complete the registration form online, rather than providing information telephonically for these two forms of support. 

4. 	Non-duplication

The information obtained through this collection is unique and is not already available for use or adaptation from another cleared source. 

5. 	Burden on Small Businesses 

This information collection does not impose a significant economic impact on a substantial number of small businesses or entities. 

6.	 Less Frequent Collection

Information gathering is required to determine eligibility for each type of service the individual requests; thus, it is not possible to capture information less frequently as an eligibility determination must be made each time an individual requests support.  Information is only collected as required by each respondent’s case dictates.

7. 	Paperwork Reduction Act Guidelines
This collection of information does not require collection to be conducted in a manner inconsistent with the guidelines delineated in 5 CFR 1320.5(d)(2).
8. 	Consultation and Public Comments
Part A: PUBLIC NOTICE
A 60-Day Federal Register Notice (FRN) for the collection published on Tuesday, September 11, 2018.  The 60-Day FRN citation is 83 FRN 45910. 
No comments were received during the 60-Day Comment Period. 
A 30-Day Federal Register Notice for the collection published on Friday, November 23, 2018.  The 30-Day FRN citation is 83 FRN 59368.
Part B: CONSULTATION
No additional consultation apart from soliciting public comments through the Federal Register Notice was conducted for this submission. 
9. 	Gifts or Payment

No payments or gifts are being offered to respondents as an incentive to participate in the collection. 

10. 	Confidentiality

Privacy information is made available to the respondents through the Military OneSource website at the bottom of every page. https://www.militaryonesource.mil/web/mos/privacy-act-statement-security


The SORN for this collection, DPR 45 DoD, Military OneSource (MOS) Case Management System (CMS) may be found at https://dpcld.defense.gov/Privacy/SORNsIndex/DOD-wide-SORN-Article-View/Article/570771/dpr-45-dod/. 

A draft copy of the PIA, Military One Source Business Operations, has been provided with this package for OMB’s review. 

Records are kept according to the retention schedule laid out in the DPR 45 DoD SORN. Master database files:  Close after 3 years of continuous inactivity or notification of discharge, retirement or separation of the service member, then destroy 10 years after closed.

11. 	Sensitive Questions

Due to the nature of the Military One-Source system, some sensitive questions are asked; as the system allows the documentation of an individual’s eligibility; identification of the caller’s inquiry or issue to provide a warm hand-off, referral and/or requested information; the development towards a final solution and referral information.  The categories of records in the Military OneSource Case Management System includes the following:  name, date of birth, gender, marital status, relationship to service member, rank, unit, branch of military service, military status, current address and mailing address, telephone number, email address, participant ID and case number (automatically generated numbers), presenting issue/information requested, handoff type to contractor; handoff notes, if interpretation is requested and the language; referrals, and feedback from quality assurance follow-up with participants.  Non-medical counseling information includes psychosocial history; assessment of personal concerns; provider name, phone number, and location; authorization number; and outcome summary.  

12. 	Respondent Burden and its Labor Costs
Part A: ESTIMATION OF RESPONDENT BURDEN

1) Collection Instrument
[Military OneSource Intake] 
a) Number of Respondents: 225,584 
b) Number of Responses Per Respondent: 225,584 
c) Number of Total Annual Responses: 225,584 
d) Response Time: 15mins or 0.25 hours
e) Respondent Burden Hours: 225,584 x 0.25=56,396 hours

2) Total Submission Burden (Summation or average based on collection)
a) Total Number of Respondents: 225,584
b) Total Number of Annual Responses: 225,584 
c) Total Respondent Burden Hours: 56,396

Part B: LABOR COST OF RESPONDENT BURDEN

1) Collection Instrument
[Military OneSource Intake] 
a) Number of Total Annual Responses: 225,584
b) Response Time: 0.25 hours
c) Respondent Hourly Wage: $7.25
d) Labor Burden per Response: $1.81
e) Total Labor Burden: 408,307.04

2) Overall Labor Burden 
a) Total Number of Annual Responses: 225,584
b) Total Labor Burden: $408,307.04

The Respondent hourly wage was determined by using the Federal Minimum Wage of $7.25/hr.  (https://www.dol.gov/whd/minimumwage.htm).

13.	Respondent Costs Other Than Burden Hour Costs

There are no annualized costs to respondents other than the labor burden costs addressed in Section 12 of this document to complete this collection. 

14. 	Cost to the Federal Government

Part A: LABOR COST TO THE FEDERAL GOVERNMENT

1) Collection Instrument
[Military OneSource Intake] 
a) Number of Total Annual Responses: 225,584
b) Processing Time per Response: 15 minutes = 0.25 hours
c) Hourly Wage of Worker(s) Processing Responses : 53.75
d) Cost to Process Each Response: $0.25 X 53.75=$13.44
e) Total Cost to Process Responses: 56,396 x 53.75=$3,031,285

2) Overall Labor Burden to the Federal Government
a) Total Number of Annual Responses: 225,584
b) Total Labor Burden: $3,031,285

Part B: OPERATIONAL AND MAINTENANCE COSTS

1) Cost Categories
a) Equipment: $0
b) Printing: $0
c) Postage: $0
d) Software Purchases: $0
e) Licensing Costs: $0
f) Other: $0

2) Total Operational and Maintenance Cost: $0

Part C: TOTAL COST TO THE FEDERAL GOVERNMENT

1) Total Labor Cost to the Federal Government: $3,031,285

2) Total Operational and Maintenance Costs: $0

3) Total Cost to the Federal Government: $3,031,285

15. 	Reasons for Change in Burden

This is a reinstatement with change to an expired collection.  The burden has decreased since the previous approval as DoD is reducing its estimates for how many respondents and other members of the public utilize the Military OneSource program. The previous submission had included the number of active-duty service members, which inflated the burden on the public. 

16. 	Publication of Results 

The results of this information collection will not be published. 

17. 	Non-Display of OMB Expiration Date

We are not seeking approval to omit the display of the expiration date of the OMB approval on the collection instrument. 

18. 	Exceptions to “Certification for Paperwork Reduction Submissions”

We are not requesting any exemptions to the provisions stated in 5 CFR 1320.9. 
