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57.  General Information on Control of and Follow-Up on Record Requests

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains general information on control of and follow-up on record requests.  It includes information on

· the effect of the Personnel Information Exchange System (PIES) on the follow-up process

· handling inadequate or incomplete responses to PIES requests

· control procedures for different record centers

· following up on requests that were originally submitted through the PIES/Defense Personnel Records Image Retrieval System (DPRIS) interface

· following up with record centers that cannot post a response in PIES, and

· handling various responses from service departments.


	Change Date
	December 13, 2005


	a.  Effect of PIES on the Follow-Up Process
	The need for follow-up action has been minimized since deployment of the Personnel Information Exchange System (PIES) program.  If a record center is linked electronically to PIES, such as the National Personnel Records Center (NPRC) (address code 13), the status of requests is continually available, making follow-up no longer necessary.

Exception:  Although ROs may submit requests to military finance centers through PIES, these centers cannot post a response in PIES because they are not electronically linked to this system.  (The RMC in St. Louis actually prints out and mails PIES requests to these centers.)  Therefore, the status of these types of requests cannot be monitored through PIES.  This exception applies to requests submitted to address codes 51 and 52 (Coast Guard), as well.

Reference:  For more information on PIES requests, see M21-1MR, Part III, Subpart iii, 2.D.


Continued on next page

57.  General Information on Control of and Follow-Up on Record Requests, Continued

	b.  Handling Incomplete or Inadequate Responses to PIES Requests
	If only a portion of the information or records requested through PIES are received (except for requests to DPRIS address codes 11, 21, 22, 31, 36, 41, and 42, and 55), and the missing records are required for adjudication of a claim, prepare a new PIES request using request code O99

· acknowledging the records received, and 

· specifying the additional records required.


	c.  Control Procedures for Different Record Centers
	The table below describes the control procedures required for the different record centers.


	Record center
	Control required

	NPRC (address code 13)
	Regularly review the PIES Regional Office (RO) Detail Reports to identify those requests that have been completed and closed out (overall status CO).

	All other record centers
	Maintain a 60-day suspense on initial requests for service records to all other record centers.


	d.  Following up on Requests That Were Originally Submitted Through the PIES/DPRIS Interface
	Carefully review the original PIES request to ensure it was valid, complete, and routed to the correct address code before sending a follow-up message to a DPRIS address code. 

PIES analyzes information accompanying each request, such as the name the veteran served under, branch of service, reserve status, service number, and request code, and automatically addresses the request to the appropriate location.  Any erroneous information may result in misrouting of the request.  

Notes:  

· PIES does not allow users to submit a follow-up request to the Center for Unit Records Research (address code 55) through DPRIS. 

· The only DPRIS address codes to which follow-up messages may be sent are 11, 21, 22, 31, 36, 41, and 42.

References:  For more information on address codes, see

· M21-1MR, Part III, Subpart iii, 2.J and K.


Continued on next page

57.  General Information on Control of and Follow-Up on Record Requests, Continued

	e.  Following up With Record Centers That Cannot Post a Response in PIES
	For those record centers (such as the military finance centers) that cannot post a response in PIES because they are not electronically linked to it, promptly follow-up at the expiration of the control period by taking the following action:

· make a copy of the original PIES request and, at the top of the copy, place the annotation “This is a follow-up.  No response has been received to date.”

· annotate the original request to reflect the date the follow-up was released

· establish a 30-day control, and

· notify the claimant of the delay in obtaining service records and ask the claimant to submit any records that he/she has in his/her possession.

Note:  Do not use a locally prepared VA Form 21-3101, Request for Information.

Reference:  For information on what to do when service records are unavailable, see M21-1MR, Part III, Subpart iii, 2.I.59. 


	f.  Handling Various Responses From Service Departments
	Use the table below to determine how to follow-up on different responses from the service departments.


	If  …
	Then …

	the response from the service department indicates that the request was forwarded to another service department address code
	direct the follow-up to the new  address code.

	· the response from the service department

· states clearly that it does not have the requested records, and 

· indicates that it does not expect to receive them, and

· all alternative sources of the records have been exhausted
	see M21-1MR, Part III, Subpart iii, 2.I.59 for information on what to do when service records are unavailable.


58.  Control of and Follow-Up on Requests to National Guard or Reserve Units

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on control of and follow-up on requests for records from National Guard or Reserve units.  It includes information on

· following up on requests to National Guard or Reserve units 

· the action to take if a National Guard or Reserve unit fails to respond to a follow-up message, and

· handling incomplete or inadequate responses.


	Change Date
	December 13, 2005


	a.  Following up With National Guard or Reserve Units 
	Take the following actions 60 days after the date of the original request, if no response is received from a National Guard and Reserve unit

· make contact with the Guard or Reserve unit by telephone 

· document the results of the contact on VA Form 119, Report of Contact, and

· establish a control for 30 days if receipt of the records is expected.


	b.  Action to Take if a National Guard or Reserve Unit Fails to Respond to a Follow-Up Message
	If a National Guard or Reserve unit fails to respond to a follow-up message, contact the claimant.

Advise the claimant

· that VA has been unable to secure records from the unit

· that the records are required to complete processing of his/her claim

· as to what records are needed

· to ask the unit to send the records directly to VA, and

· that the records should be sent to VA within 30 days.  


	c.  Handling Incomplete or Inadequate Responses
	If only a portion of the information or records requested is received,

· contact the National Guard or Reserve unit by telephone to verify that it has no other records, and

· document the results of the call on VA Form 119, Report of Contact.


59.  Follow-Up When Service Records Are Unavailable

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on control and follow-up when service records are unavailable, including information on

· the responsibility of the claimant

· when to make a final determination

· the information to include in a formal finding of service record unavailability

· example of a formal finding of service record unavailability

· contacting the claimant

· when to send a case to the rating activity, and

· the information to include in the rating decision. 


	Change Date
	December 13, 2005


	a.  Responsibility of the Claimant
	Although VA does all that it can to assist the claimant in establishing entitlement to benefits, and to make a thorough and complete effort to obtain the veteran's records, the ultimate responsibility for furnishing evidence needed to perfect the claim rests with the claimant.


	b.  When to Make a Final Determination
	A claim must remain pending until a definitive response is received from a Federal records custodian, to include service departments and NPRC, as to the unavailability of records allegedly in its possession.  

If the service department indicates that it cannot locate the service requested service records,

· prepare a formal finding regarding unavailability

· inform the veteran of 

· the evidence that VA was unable to secure, and

· the efforts that were made to secure the evidence, and

· make a decision based on the evidence of record.  


Continued on next page

59.  Follow-Up When Service Records Are Unavailable, Continued

	c.  Information to Include in a Formal  Finding of Record Unavailability
	Prepare a formal finding of record unavailability on a separate page to be filed in the claims folder.  The finding should 

· provide the specifics of the efforts made to obtain the service records, and

· establish that 

· all procedures were correctly followed

· evidence of written and telephonic efforts to obtain the records is included in the claims folder

· all efforts to obtain the needed military information have been exhausted

· further efforts are futile, and

· based on the facts, the record is not available.

Note:  The responsibility for finally determining that service records are unavailable rests with the Veteran Service Center Manager (VSCM) or his/her designee.


Continued on next page

59.  Follow-Up When Service Records Are Unavailable, Continued

	d.  Example:  Formal Finding of Service Record Unavailability
	[image: image1.jpg]Sample: Formal Finding of Federal Record Unavailability

Department of Veterans Affairs M emoran d um

Date:  December 3, 2003

From:

RE Private, John Q
CSS 999 99 9999

Subj Formal Finding on the Unavailability of Service Records

To:  File
1. We have determined that the service records are unavailable for review.

2. All procedures to obtain the service records for_ have been
correctly followed. Evidence of written and telephonic efforts to obtain the
records is in the file. All efforts to obtain the needed military information have
been exhausted, further attempts are futile and that, based on these facts, the
record is not available.

3. The following efforts to obtain the military service records were atternpted

[EESPINN

Signature/Position






Continued on next page

59.  Follow-Up When Service Records Are Unavailable, Continued

	e.  Contacting the Claimant
	Contact the claimant by telephone after the VSCM or designee signs the formal finding of record unavailability.

Advise the claimant 

· about the lack of a response from the records custodian(s)

· of the requirement that he/she submit any relevant documents in his/her possession, and

· that a decision will be made based on the evidence of record if the requested evidence is not received within ten days from the date notice is given. 

Note:  Document the results of the telephone contact on VA Form 119, or if telephone contact is not made, provide written notification of this information to the claimant. The ten-day time limit for reply will be based on the date of this letter.


	f.  When to Send the Case to the Rating Activity
	Route the case to the rating activity for final rating action only when 

· the appropriate Federal records custodian indicates that all efforts to locate the records have been exhausted, and 

· the request to the claimant for records does not result in receipt of other evidence. 


	g.  Information to Include in a Rating Decision
	The rating decision must

· outline the efforts made to obtain the records 

· include evidence identified by the claimant but not of record, and

· advise the claimant that if pertinent service records are subsequently received, the claim will be reconsidered as though the evidence was of record at the time the original claim was decided.


60.  General Information on Military Records Specialists

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains general information on military records specialists, including information on

· the qualifications for a military records specialist

· the duties of the military records specialist

· locating lists of military records specialists, and

· electronic mailboxes for military records specialists.


	Change Date
	December 13, 2005


	a.  Qualifications for a Military Records Specialist
	Each RO designates an employee as the military records specialist (MRS).  

The designated employee must 

· possess expertise in military records, and

· be thoroughly familiar with this chapter.

Notes:  

· Each RO may designate one alternate military records specialist.

· References to “the military records specialist” or “MRS” include the alternate designee.


	b.  Duties of the Military Records Specialist
	The MRS

· is responsible for local training on military record requests, and 

· serves as the contact point with service departments and other Federal records custodians if it is necessary to return to or request service records outside of normal channels.  


Continued on next page

60.  General Information on Military Records Specialists, Continued

	c.  Locating Lists of Military Records Specialists
	The Records Management Center (RMC) maintains a list of military records specialists and alternate military records specialists.  

E-mail notification of any change in the names of those assigned as military records specialists or alternates to the following mailbox: VAVBASTL/RMC/DIR.

If e-mail is not available, mail changes to 

Director (00)

VA Records Management Center

PO Box 5020

St Louis, MO 63115-0020

DO NOT OPEN IN MAILROOM


	d.  Electronic Mailboxes for Military Records Specialists
	Each regional office must maintain an electronic mailbox to which its military records specialist and alternate designee have access.  The mailbox should be checked daily, as it will be used by

· Compensation and Pension (C&P) Service to disseminate instruction, guidance, and training, and

· Federal records custodians as a means of communicating with individual regional offices.

Note:  Regional offices musts e-mail notification of any changes to the name of the electronic mailbox to the PIES Help Desk (VAVBAWAS/CO/ PIES). 


61.  General Information on Special Follow-Up by Military Records Specialists

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains general information on special follow-up activities performed by military records specialists, including information on

· the circumstances necessitating follow-up by a military records specialist

· service records that require special handling 

· determining the adequacy of prior development, and

· telephone follow-up to Reserve and Guard units.


	Change Date
	December 13, 2005


	a.  Circumstances Necessitating Follow-Up by a Military Records Specialist 
	Hand-carry the claims folder to the military records specialist for further follow-up action if all of the following conditions have been met:

· at least 60 days have elapsed since submission of an initial request

· at least one follow-up request has been sent

· at least 30 days have elapsed since submission of a follow-up request, and
· no response, or an inadequate response, has been received from the Federal records custodian.


	b.  Service Records That Require Special Handling 
	If service records are required in connection with emergency hospital admissions or disability claims of a very serious nature, such as carcinoma, paraplegia, or severe burns, identify the claims folder at the development stage of adjudication.  

Do not submit a PIES request.  Instead, hand-carry the claims folder to the military records specialist for special handling.  


Continued on next page

61.  General Information on Special Follow-Up by Military Records Specialists, Continued

	c.  Determining Adequacy of Prior Development
	The military records specialist should not initiate any fax or phone follow-ups without first determining that the prior development was correct, based on the information in this chapter and other published directives from CO.  

Sometimes prior development action was not correct, such as when a request was sent to the wrong address code or inadequate identifying information was furnished.  The military records specialist should then either personally reorder the information or document the deficiency on VA Form 119 and direct the correct development.


	d.  Telephone Follow-Up With Reserve and Guard Units
	A list of addresses and telephone numbers for the State Adjutants General offices is provided in M21-1MR, Part III, Subpart iii, 2.K.79.  

Local telephone contact with Reserve and Guard units may also result in a list of telephone numbers and contact points throughout the state.  These lists and contact points are locally maintained.

If unable to make contact with appropriate personnel using the listed numbers, notify C&P Service (212A) by sending an e-mail to VAVBAWAS/CO/212A.  


62.  Special Follow-Up on Requests to Record Centers

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on follow-ups to the record centers.  It includes information on

· requests to the National Personnel Records Center (NPRC) involving high-priority cases

· why direct follow-ups are not needed on pending PIES requests to NPRC

· follow-ups to other record centers, and

· telephone follow-ups by military records specialists to other record centers.


	Change Date
	December 13, 2005


	a.  Requests to NPRC Involving High-Priority Cases
	If  records required to process a high-priority case are supposed to be at  NPRC, the military records specialist should submit a PIES request and concurrently 

· telephone the Department of Veterans Affairs Liaison office (VALO) at (314) 538-4278, or

· e-mail VAVBASTL/RMC/LNO with the veteran’s identifying information.  

Notes:  

· If e-mail is used, categorize the request as “high priority.”  
· A “high-priority” case typically involves a homeless or terminally ill veteran, or a case with congressional interest. 


	b.  No Direct Follow-Ups Needed on PIES Requests to the NPRC 
	No follow-ups on pending PIES requests at NPRC are appropriate, since the status of individual requests is readily available through PIES.


	c.  Follow-Up for Other Records Centers
	If the required records are supposed to be at a location other than NPRC, use M21-1MR, Part III, Subpart iii, 2.K.76 to determine the address and telephone number of the appropriate record center.  


Continued on next page

62.  Special Follow-Up on Requests to Record Centers, Continued

	d.  Telephone Follow-Up by the Military Records Specialist to Other Record Centers
	Special follow-up by the military records specialist normally consists of one or more telephone calls to the appropriate record center.  

The military records specialist should carefully document the telephone call, recording details, such as the

· date

· name and title of the person contacted

· telephone number, and

· substance of the discussion.

If it is not possible to get through on a listed number because it has been disconnected, or there is a referral to a different number, notify C&P Service (212A), at VAVBAWAS/CO/212A.


63.  Special Follow-Up on Requests to Separation Points

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on special follow-up by the military records specialist to separation points, including information on

· when to follow-up with separation points

· following up by telephone

· following up in writing, and

· what to do if records are not at the separation point.


	Change Date
	December 13, 2005


	a.  When to Follow-Up With Separation Points
	In some instances, the record centers indicate that the desired records were never received from the separation point. 

If this occurs, and the veteran has been out of service long enough so that the records should have reached the record center, ask the record center if it can furnish specific information about a possible contact at the separation point.  

Note:  Some record centers have tracking systems that will provide this information.

Reference:  For information on service medical records migration, see M21-1MR, Part III, Subpart iii, 2.B.


	b.  Following Up by Telephone
	To follow-up by telephone,

· obtain a telephone number from 

· the record center

· telephone directories, or 

· various publications, such as the U.S. Forces Travel Guide, which list addresses and telephone numbers of military facilities, and

· call the separation point and

· attempt to locate the desired records

· document any information obtained from the separation point, and

· initiate further follow-up with the record center if necessary.


Continued on next page

63.  Special Follow-Up on Requests to Separation Points, Continued

	c.  Following up in Writing
	Do not write to separation points unless requested to do so by the separation point as a follow-up to a telephone communication.  

Note:  Separation points do not routinely respond to VA record requests, and the likelihood that a written request to a separation point will produce results is slight.


	d.  If Records Are Not at the Separation Point
	If the record center indicates that the veteran's records never left the separation point, and you cannot determine the location of the separation point from evidence of record,

· ask the claimant to furnish this information, and

· contact the military facility indicated by the claimant to see if the records are still there.  


64.  Requesting Central Office Assistance

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on requesting Central Office assistance, including 

· when to contact the Compensation and Pension (C&P) Service PIES Help Desk, and

· information to furnish to the PIES Help Desk.


	Change Date
	December 13, 2005


	a.  When to Contact the PIES Help Desk
	Contact the C&P Service PIES Help Desk via e-mail at VAVBAWAS/CO/PIES for assistance if

· special follow-up by the military records specialist has been unsuccessful, and
· there is evidence in the folder or alleged by the veteran of unusual circumstances which might indicate a reason why records might not be in the expected locations.

Examples:  Requests for records of 

· general or flag officers, or

· allegations of classified information.


	b.  Information to Furnish to the PIES Help Desk
	After the request for assistance is received by the PIES Help Desk, the military records specialist may be asked to furnish, preferably by e-mail,

· a complete history of the case, showing the date of each request

· the response(s), if any

· the names and telephone numbers of persons who have been contacted while attempting to obtain the records/information, and

· the results of any telephone contacts.  

Note: The Military Records Specialist should also be prepared to mail or fax copies of all PIES requests and responses and VA Forms 119 that document any telephone contacts.  

Important:  Do not send this documentation unless specifically asked to do so.
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