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	VBA IRM Handbook No. 4.04.01.HB1
Parts Replacement and Recovery — Field Facilities


	This handbook contains procedures that the proponent organization, the Benefits Delivery Service (20M3), has developed to implement VBA Policy Directive No. 4.04.01.  You may direct any questions or comments concerning these procedures to the proponent organization. 


	The National Help Desks (NHDs) at Hines and Philadelphia analyze all problems reported by Field IRM Staff, determine the need for replacement parts for VBA-authorized systems, and coordinate the shipment of replacement parts to designated Field IRM Staff.  The following procedures identify how replacement parts for field facilities are requested and delivered and how deinstalled parts are recovered by the Hines Parts Depot.


	
	WHO (Actor)

	
	ACTION


	


	Designated Field IRM Staff at Sector Service Centers, VA Regional Offices, VA Medical and Regional Office Centers, the Records Processing Center, the Service Medical Records Center, the Benefits Delivery Centers, and the Systems Development Centers (SDCs), and the Insurance Centers


	
	Report all equipment malfunctions to your designated NHD.
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	NHD Staffs
	
	a.  Record the call on the NHD Call Tracking System.




	
	WHO (Actor)

	
	ACTION
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	NHD Staffs (continued)
	
	b.  Diagnose the problem and determine the appropriate point of contact (for example, the Hines Parts Depot or a vendor) for equipment repair or replacement parts.




NOTE:  For VBA authorized equipment that is under warranty or global maintenance contract, the NHD will contact the appropriate vendor (for example FDC, Lockheed, Wang) for repair or replacement.  VBA field facilities will follow the vendor's instructions for returning parts, carefully package retuned parts, and update their Configuration and Resources Management System (CARMS) data base, as appropriate.

	


	Manager, Hines Parts Depot
	
	a.  Locate requested replacement parts on the Hines Parts Depot Inventory Tracking System to determine availability.  If any part is not available, make arrangements to obtain it and go to Step 

e.



	
	
	
	b.  Record the equipment and serial numbers of replacement parts on the VBA Processing Network Replacement Parts Information Sheet (see Appendix A).



	
	
	
	c.  Carefully wrap replacement parts with proper packing material (for example, anti-static wrap) and include a copy of the Replacement Parts Information Sheet in each package.



	
	
	
	d.  Arrange for insured overnight or second-day delivery with a contractual shipper who can guarantee insured, traceable delivery.




	
	WHO (Actor)

	
	ACTION
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	Manager, Hines Parts Depot (continued)
	
	e.  Notify the NHD staff of the status of the request:

(1)  When replacement parts were/will be shipped.

(2)  When delivery of replacement parts is expected at the field site.

(3)  When deinstalled parts are due back at the Hines Parts Depot.



	
	
	
	f.  Update the Hines Parts Depot Inventory Tracking System.



	


	NHD Staffs
	
	Notify the Field IRM Staff of the status of the request:

(1)  When replacement parts were/will be shipped.

(2)  When delivery of replacement parts is expected at the field site.

(3)  When deinstalled parts are due back at the Hines Parts Depot.



	


	Designated Field IRM Staff
	
	a.  Carefully open the shipment.  You will need to reuse the packaging to return deinstalled parts.

b.  Contact your designated NHD to:

(1)  report the date that replacement parts were received;

(2)  coordinate installation; and

(3)  report operational status.




	
	WHO (Actor)

	
	ACTION
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	NHD Staffs
	
	a.  If the problem is satisfactorily resolved, update the NHD Call Tracking System.



	
	
	
	b.  If the problem is not resolved, go back to Step 

b.



	


	Designated Field IRM Staff
	
	a.  Return all deinstalled parts to the Hines Parts Depot within 3 days of reporting operational status.

(1)  On the Replacement Parts Information Sheet, record the problem and the serial numbers of deinstalled parts 

(see Appendix A).



	
	
	
	(2)  Carefully wrap deinstalled parts in the original packaging.



	
	
	
	(3)  Arrange for overnight or second-day delivery with a contractual shipper who can guarantee insured, traceable delivery.



	
	
	
	(4)  Send a facsimile copy of the Replacement Parts Information Sheet to the Hines Parts Depot.  Enclose a copy of the Sheet in each package.



	
	
	
	b.  Update your CARMS equipment data base, as appropriate.


NOTE:  Field IRM Staff must promptly return deinstalled replacement parts to the Hines Parts Depot via overnight or second-day delivery that is arranged with a contractual shipper who can guarantee insured, traceable delivery.  Do not send by regular U.S. Mail.

	
	WHO (Actor)

	
	ACTION
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	Manager, Hines Parts Depot
	
	a.  Update the Inventory Tracking System to acknowledge receipt of returned parts.



	
	
	
	b.  Determine whether the returned parts need to be repaired or replaced, or whether they can be immediately returned to inventory.



	
	
	
	c.  Monitor the status and location of all replacement parts in the field.  Provide daily status reports to the designated NHD.



	


	NHD Staffs
	
	Monitor the daily status reports from the Hines Depot.  




Note:  If deinstalled parts have not been returned to the Hines Parts Depot within 1 week of the date of receipt of the replacement parts at the VBA Field Office, the escalation guidance in Appendix B will be followed.
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This handbook is approved.  It will be used to implement VBA IRM Policy Directive No. 4.04.01 of VBA Manual M20-4, Part I.  Place it in Part II of M20-4 behind Tab 4.0, Systems Management and Network Support.

By Direction of the Under Secretary for Benefits

/S/ ORIGINAL SIGNED

George S. Vaveris

Acting Director

Office of Information Technology

	Appendix A


VBA PROCESSING NETWORK REPLACEMENT PARTS
INFORMATION SHEET


VA REGIONAL OFFICE SITE #
DATE:


Please provide the following information about the deinstalled parts you are returning to the Hines Parts Depot.  You are requested to complete this sheet immediately upon installation.  Send a copy of this sheet to the Hines Parts Depot by FAX on (708) 681-6739 and enclose a copy with each package.

	EQUIPMENT

PART #
	REPLACEMENT PART

SERIAL #
	DEINSTALLED PART

SERIAL #

	______________________

______________________

______________________


	______________________

______________________

______________________


	______________________

______________________

______________________




PROBLEM:


Note:  It is critical that all deinstalled parts be returned to the Hines Parts Depot within 3 days of verification of operational status.  Arrange for overnight or second-day delivery with a contractual shipper who can guarantee insured, traceable delivery.  Do not use regular U.S. Mail.

SHIPPER (Choose One):  UPS_____FED EXPRESS_____OTHER


RETURN DATE:


TOTAL NUMBER OF BOXES SHIPPED:


BOX CONTAINS:


SHIPPER'S TRACKING NUMBER:


RETURN ALL EQUIPMENT TO:

DEPARTMENT OF VETERANS AFFAIRS

BENEFITS DELIVERY CENTER - BLDG. 215

1ST AVE NORTH OF 22ND STREET

HINES, IL  60141-9998

	Appendix B


ESCALATION GUIDANCE FOR THE RECOVERY OF PARTS


This chart identifies the schedule and distribution of the series of notices that will be sent out on behalf of the Hines Parts Depot to ensure the prompt return of replacement parts for the VBA Processing Network.  These notices will be sent only when deinstalled parts are not received by the Hines Parts Depot within the specified time periods.

	NOTICE
	ISSUE DATE
	ACTION

	
	
	

	1ST NOTICE
	1 week from the date of receipt of the replacement part at the VBA Field Office


	NHD contacts the Field IRM staff to remind them to promptly return deinstalled parts.



	2ND NOTICE
	2 weeks from the date of receipt of the replacement part at the VBA Field Office


	SSC Coordinator requests the appropriate SSC Manager to follow up.



	3RD NOTICE
	4 weeks from the date of receipt of the replacement part at the VBA Field Office


	20M52 contacts the appropriate Area Director's Office to request assistance in getting deinstalled parts returned.
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