Improvements to
Mariner Licensing
and
Documentation

This presentation provides an overview of the improvements to
the Mariner Licensing and Documentation program as a result
of the National Maritime Center’s restructuring and
centralization project.
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’ Prior to Centralization

1. THE PROCESS: For years, mariners completed their

Medical
Waiver
Review

credential application by hand and sent it to one of the 17
Regional Examination centers around the country.

The RECs would then begin an evaluation of the
application, which includes security vetting, professional
gualification, and a medical evaluation.

New security vetting procedures were established
requiring the NMC to conduct and communicate the results
to the security vetting to each REC.

Each REC would review the mariner’s physical and
make a decision whether a medical waiver was necessary,
using guidance in the regulations, the Marine Safety
Manual, and NVIC 2-98.

Once the NMC received the waiver request, the NMC
would forward this to USCG headquarters where doctors
would review the mariners physical. This situation resulted
in excessive cycle time to obtain a waiver.

Once the entire evaluation process was completed, if the
mariner was found fully qualified, a credential was printed
and issued to the mariner by the REC.

2. THE ISSUES: Over the years as workload increased at the REC due to regulatory changes
and an increase in the number of mariners applying for credentials, processing times increased. In
an effort to reduce backlog, many RECs began reducing the hours they were open to the public.

Many also stopped answering telephone calls from mariners. This led to a decline in customer U.S. Department of
service. Further, regulations and policies, which were issued by USCG Headquarters and the Homeland Security
NMC respectively, were subject to varying interpretation among the 17 REC and complaints about United States

lack of consistency began to increase.
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PROCESS IMPROVEMENTS:
Eliminated USCG Headquarters
medical review.

Established Medical Branch at
NMC.

’ Start of Centralization

In response to complaints about processing time, poor
customer service, and inconsistencies among the RECs, the
Coast Guard began a project to restructure the NMC and to
centralize the Mariner Licensing and Documentation program.
The first phase of this project was to establish a medical staff at
the NMC to improve the medical waiver process in Dec 2006.

During this first phase of the project, Mariners would still
submit their application to the RECs, which would still conduct
the evaluation, including an initial review of the mariner’s physical
exam.

The RECs would still work with the mariner to obtain missing
information from their application and the RECs would still
request a security vetting by the NMC.

However, if the RECs determined that a medical waiver was
needed, this request would be sent to the newly established
medical staff at the NMC for processing. This medical staff,
which consisted of a physician and medically-qualified staff,
would evaluate the physical and determine if a waiver was
appropriate. This improved the medical evaluation process by
eliminating a step in the credentialing process, thus reducing the
time to obtain a waliver.

Once the entire evaluation process was completed by the
RECs, if the mariner was found fully qualified, a credential was

printed and issued to the mariner.
U.S. Department of
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"Fully Centralized

Under centralized operations, the mariner will still submit
their application to one of the 17 RECs. The RECs function will
transition to a storefront operations where the staffs will help the
mariner ensure their application is ready for evaluation.

Once ready, the RECs will send the application to the NMC
for evaluation. The NMC will conduct an entire evaluation,
including security, professional qualification, and medical. If an
exam is needed, the NMC will notify the Mariner that they are

Security
. Vetting
Examinations
X Prof Qual : . .
Help Mariner Evaluation ready to test. The REC will administer the exam to the mariner.
with Once the application if found to be fully qualified, the credential

Application Medical will be printed and issued by the NMC.

Credential
Application

CG-719

Waiver

The mariner will benefit from fully centralized operations.

Credential Improve consistency - the evaluations will be conducted at the

Printing & NMC by a fully trained staff. It is easier to monitor consistency
lssue with a single office as opposed to 17 different offices.

Reduced processing time - with the evaluation being conducted

at the NMC, it will be easier to monitor and adjust the processes

to eliminate bottlenecks and improve efficiency. When

PROCESS IMPROVEMENTS: evaluations were conducted at 17 different RECs, improving the
RECs transition to storefront operations evaluation process nationwide was difficult.
Improved customer service - by removing the evaluation
NMC conducts all evaluations function the REC staffs will be able to focus more attention on
the mariner, helping them ensure their applications are ready to
Fully centralized by Dec 31, 2008. evaluate. U.S. Department of
Homeland Security
United States
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’ Electronic Processing

THE VISION: One day a mariner will be able to upgrade or
renew their credential on demand from any location in the
world, much like you can access your bank account and
withdraw cash from an ATM, or pay your taxes on line.

In the future, mariners will log into an electronic
Vetting application and submit information needed to issue,
Mariners - upgrade, or renew their credential. This data will be
instantly transmitted to an electronic work flow system at
the NMC where it will be processed. The NMC will be
receiving data instead of a paper file making capable
Waiver parallel processing through security, medical and

professional qualification evaluations.
Credential The RECs will be available to assist mariners with the
Printing & electronic application submission. In fact, remote kiosks
Loue might even be available at REC for mariners to use.
\_/ Further, mariners could take advantage of new
capabilities and could take exams on line, with the
assistance of proctoring at the RECs, or other locations.

PROCESS IMPROVEMENTS: RECs will be able to spend more time conducting
Electronic application submission course audits, thereby improving the quality of this
important aspect of the MLD program.
Electronic Exams Once the evaluation is completed, a new Merchant
Mariner Credential would be printed and sent to the
Electronic work flow Paperless processes mariner. U.S. Department of
Homeland Security
United States
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’ Benefits to Mariners

Centralization will result In:

= Faster processing time

= Improved consistency

= Improved quality

= Improved customer service
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