This chapter was previously M27-1, Part II, Chapter 3.  It was redesignated as M21-1, Part VII, Chapter 3 in April 2000 due to a reorganization.  The content of this chapter was not changed.
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CHAPTER 3.  OPERATIONS





3.01  PURPOSE





	The Operations activity provides the research, development and response to inquiries from telephone and personal interviews, school officials and correspondence, and performs related functions.





3.02  GENERAL





	Operations activities will be located in space which does not disrupt the primary functions of telephone and personal interviews. The major functions are:





	a.  Inquiry control, development, resolution and response;





	b. Answering correspondence; and





	c.  Providing support for Medical Administration, outbased activities, and interoffice activities.





3.03  STAFFING AND EQUIPMENT





	a.  The Operations activity will be staffed with enough VBC's (Veterans Benefits  Counselors) to assure quality and timely resolution of inquiries.  Clerical support will be provided, to the extent possible, to perform control and filing functions so that VBC's can utilize their time effectively.





	b.  VBC's assigned to the Operations activity will receive training in the techniques of folder review, case development, inquiry resolution, and correspondence completion.





	c.  Operations activity telephone numbers will not be made available to the general public.





	d.  There should be enough VDT's (video display terminals) available to the Operations activity VBC's so that cases can be readily researched.





3.04  INQUIRY CONTROL AND RESOLUTION





	VAI (veterans assistance inquiry) control and resolution will be accomplished in accordance with existing instructions.  Target will be used to the maximum extent possible to assist in inquiry resolution.  Inquiries will be answered by telephone whenever possible.





3.05  CORRESPONDENCE





	a.  Correspondence will be answered according to instructions outlined in part I, chapter 3 , and MP-1 , part II, chapter


10. VA Form 27-7288c, Daily Record of Veterans Services Activities-Correspondence, will be completed according to instructions in part I, chapter 8.





	b.  Privacy Act or FOIA (Freedom of Information Act) correspondence will be handled according to instructions in part I, chapter 3 , and MP-1, part II, chapter 21.  In particular, Privacy Act/FOIA requests will be answered within 10 days, and a log of the requests will be maintained for annual reporting purposes.





3.06  SUPPORT ACTIVITIES





	a.  A telephone number will be assigned in the Operations activity where designated school officials may call for assistance with particularly difficult problems.  Personnel in these activities and employees at outbased locations will be instructed not to refer claimants to this number but to the regular information number at the regional office.	3-1
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	b.  To confirm an enrollment (VA Form 20-8270a, Education Master Record-Audit Writeout; certification cards; or VA Form 22-1999v, Certification of Delivery of Advance Payment and Enrollment), personnel of the Operations activity may obtain the certification from a school by phone.  Work-study students may assist in this activity.





3.07  OTHER FUNCTIONS





	Other functions may be assigned to the Operations activity which are compatible with research and development activities at the discretion of the VSO (Veterans Service Officer).  These include congressional contacts, special interest inquiries , and controlled correspondence.
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