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Welcome and Speaker Introductions
Laurence Brewer

Chief Records Officer for the US Government
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BRIDG Agenda
● Welcome and Speaker Introductions – Lau ren ce Brewer , Ch ief Records  Officer  for  t h e U.S. 

Govern m en t

● Federal Records Centers Program Updates –

○ Gordon  Everet t : Dir ect or ,  Federa l Records  Cen t er s  Program

○ Lisa  San dor : Man ager , Referen ce Core On e, Na t ion a l Per son n el Records  Cen t er

● Records Management Updates - Lau ren ce Brewer , Ch ief Records  Officer

● Capstone Email Management Discussion - Th r ee NARA Per spect ives  on  Caps t on e: 

■ Margaret  Hawkin s : Dir ect or ,  Records  Man agem en t  Op era t ion s

■ Han n ah  Bergm an : In form at ion  Policy Cou n sel 

■ Ted  Hu ll: Dir ect or , Elect r on ic Recor ds  Divis ion

● General Questions and Closing Remarks
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Jay Trainer
Executive 

Agency Services
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FRCP Updates
Gordon Everett

Director
Federal Records Centers Program
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Questions for Gordon?
To Ask Questions

Chat via YouTube

or
Em ail: 

RM.Com m u n ica t ion s@ n ara .gov

Presenter
Presentation Notes
Are there any questions?If you think of any questions, please feel free to contact us.



Lisa Sandor

Manager, Reference Core One
National Personnel Records Center
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Pre- Pandemic Workflow
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Are there any questions?If you think of any questions, please feel free to contact us.



Pre- Pandemic: Current Status:
- Backlog: ~56,000                                    - Backlog: ~500,000
- March: NPRC Moves to Phase 0,       - Phase 2 Operations since April 5

but Never Closes! - Expanded 
Emergency Requests
- Emergency Requests Only                        (Burials, Medical Emergencies, 

(Burials, Medical Emergencies) Homeless Vets, Home Loan 

Guarantees, White House, 

Congressionals, Court Orders,
and VA Loan & Transfers)
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Statistics at Start of Pandemic and Now
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Remote Workflow
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Burials 58,703

Medical Emergencies 28,980

Homeless Veterans 11,758

Congressionals 2601

White House 109

Court Orders 59

Others 132,050

Total 234,260

Requests Completed
Since March 2020

Achievements
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Process Innovations

● Laptop issuance
● Digital delivery of record documents
● Scanning pods
● Customer service phones - Remote Call Center
● Mailroom incoming request digitization
● Staffing Increase
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Process Innovations: Laptop Issuance

● Over 500 laptops have been deployed with 
necessary peripherals.

● Connected to NARA VPN, employees can utilize 
multiple online resources to perform remote 
work. 

● Production increased from ~2500 cases 
completed per week to consistently over 10,000 
per week after laptop deployment.
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Process Innovations: 
Digital Delivery of Record Documents

● Nonexistent prior to the pandemic; deployed 
April 2020.

● Allows the response to be delivered 
electronically to the requester through a 
dedicated online portal.

● Added Emergency Request submission to our 
eVetRecs portal on Archives.gov.

● Revised eVetRecs to accept digital signatures.
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Process Innovations: Digital Delivery of Record 
Documents
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● Electronic documents are added to a digital 
envelope.

● The digital envelope is emailed to the requester. 
Requester uses case number, email address, and 
either phone number or zip code to authenticate 
their identity.

● They can then view, print, and save the documents.
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Process Innovations: Scanning Pods

● Two teams are scanning military personnel files to be 
added to the digital registry & then processed 
remotely.  

● About 1800 records scanned per week.

● Mor e p ods  will be  dep loyed .

● Par t n er ed  wit h  t h e VA t o  en able  h igh - sp eed  scan n in g 
of m oder n  r ecor ds .
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Recently the Remote Call Center went live. Customer service 
t ech n ician s  can  n ow r eceive an d  r e t u r n  ca lls  r em ot ely. 
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Process Innovations: Remote Call Center

QUEUE CALLS COMPLETED
LAST WEEK

MPR SUBMIT 2275

MPR STATUS 1707

MPR RESPONSE 355

MPR CONGRESSIONAL 49

TOTAL 4386
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● Inter - Agency Agreement with the Department of 
Veterans Affairs was recently authorized and about half 
the backlog has been digitized.

● Mailroom staff, along with remote workers, working to 
digitize the paper requests.

● Average 7500 requests digitized weekly.
● From this point forward all digitization will be handled 

locally.

Process Innovations: Mailroom Incoming 
Request Digitization
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● Establishment of a 5th Reference Core
○ Hiring ~100 new technicians to process requests

● Overtime hours offered most Saturdays and Sundays
● ~50 Department of Veterans Affairs staff detailed to 

NARA
● Contractor labor expanded in Records Retrieval Branch 

to search and refile records
● 2nd shift in place to double capacity within limitations
● Designated National Personnel Records Center staff as 

Critical Infrastructure & arranged for vaccine priority

Process Innovations: Staffing Adjustments
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● No matter what technical innovations 
we in t rodu ce, we a r e  com p let ely 
dep en den t  on  t h e over  30 0  s t a ff 
m em ber s  wh o con t in u ed  t o  com e 
on s it e  t h rou gh ou t  t h e  da rkes t  days  of 
t h e  p an dem ic t o  en su re  em ergen cy 
r equ es t s  were p rocessed .

● Th is  in clu ded  6 6  days  wit h  exp osu res  
or  p o t en t ia l exp osu res  t o  COVID- 19  
on s it e .   

● Th ese a r e  t h e  Su p erh eroes  of t h e  
Na t ion a l Per son n el Records  Cen t er ,  
an d  we a re  deep ly in debt ed  t o  t h em !

● (Cap e op t ion a l!)

Superheroes Work Here!
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Questions for Lisa?
To Ask Questions

Chat via YouTube

or
Em ail: 

RM.Com m u n ica t ion s@ n ara .gov
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Records Management Updates
Laurence Brewer

Chief Records Officer for the US Government
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Questions for Laurence?
To Ask Questions

Chat via YouTube

or
Em ail: 

RM.Com m u n ica t ion s@ n ara .gov
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Capstone 
Panel 

Discussion

To Ask Questions

Chat via YouTube     or Em ail: RM.Com m u n ica t ion s@ n ara .gov

Ted Hull
Dir ect or

Elect r on ic Recor ds  
Divis ion

Margaret Hawkins
Dir ect or

Recor ds  Man agem en t  
Oper a t ion s

Hannah Bergman
In for m a t ion  Policy 

Cou n sel
Office  of Gen era l 

Cou n sel
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General Q&A
To Ask Questions

Chat via YouTube

or
Em ail: 

RM.Com m u n ica t ion s@ n ara .gov
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Bi - Mon t h ly Recor ds  an d  In for m at ion  Discu ss ion  Gr ou p
h t t p s :/ / www.a r ch ives .gov/ r ecor ds - m gm t / m eet in gs / in dex.h t m l

RM.Com m u n ica t ion s@ n ar a .gov

NEXT MEETING
Tu esday

Au gu s t  24 , 20 21
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https://www.archives.gov/records-mgmt/meetings/index.html
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Bi - Mon t h ly Recor ds  an d  In for m at ion  Discu ss ion  Gr ou p
h t t p s :/ / www.a r ch ives .gov/ r ecor ds - m gm t / m eet in gs / in dex.h t m l

RM.Com m u n ica t ion s@ n ar a .gov

Tech n ica l Difficu lt ies
Please St an d  by
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