M22-5
February 14, 1995

February 14, 1995
M22-5


CONTENTS

CHAPTER 3.  OUTREACH, PUBLIC INFORMATION, AND INQUIRY RESOLUTION

PARAGRAPH
PAGE

3.01  Purpose 
 3-1

3.02  Program Responsibility 
 3-1

3.03  Implementation 
 3-1

3.04  Outreach .
 3-2

3.05  Inquiry Resolution 
 3-2

CHAPTER 3.  OUTREACH, PUBLIC INFORMATION, AND INQUIRY RESOLUTION
3.01  PURPOSE

The purpose of this chapter is to provide guidance for the implementation of the outreach, public information, and inquiry resolution component of SMOCTA (Service Members Occupational Conversion and Training Act).  For an overview of the outreach and public information program, see paragraph 1.17.

3.02  PROGRAM RESPONSIBILITY

Primary responsibility for establishing a comprehensive and effective outreach and public information program at the regional office level is delegated to the VSO (Veterans Services Officer).

3.03  IMPLEMENTATION

a.  Several basic activities will be required of all field stations to facilitate implementation efforts and assure a minimum level of outreach and public information:


(1) Coordination With DOL (Department of Labor) and State Employment Service (Job Service).  The VSO should arrange to meet with the State DVET (Director, Veterans Employment and Training Service), and key officials from the SES (State Employment Service) or Job Service.  This initial meeting will be to develop a plan of action designed to ensure that information and service is provided to veterans and the business community without fragmentation or duplication of effort.  The VSO or his or her designee should maintain liaison with appropriate DOL and SES personnel following this initial meeting.  These contacts should be used to assess the continued utility and effectiveness of the plan and to make changes or implement new initiatives as warranted to improve service delivery to veterans and employers.  The plan of action should address a variety of program needs, to include the following:


(a) Publicity and Outreach.  This involves the use of media and information dissemination events to inform veterans, employers, labor, veterans organizations, and the general public of the opportunities, services, and resources available under the Act.  The coordination of publicity and outreach will help to minimize duplication of effort and lack of performance.


(b) Information Sharing.  VSOs and SES personnel should seek to improve their own in-house capability for delivering assistance under this program by identifying and sharing information necessary to link veterans and employers with convenient access to service providers.  For example, the State DVET should be asked to furnish the names, addresses, and telephone numbers of LVERs (Local Veterans Employment Representatives) and DVOPs (Disabled Veterans Outreach Program specialists) so that VA employees can refer veterans and employers to specific representatives.  In addition, information about specific regional office operations should be provided to local DOL and SES personnel.  At a minimum, veterans and employers should be furnished VA's toll-free telephone number and an explanation of procedures for determining eligibility, approving job training programs, compliance monitoring, processing payments, and resolving inquiries from veterans and employers.  Routing procedures should also be developed to facilitate the furnishing of employer approvals to the State Employment Service (Job Service).


(c) Referrals.  Procedures should be developed to ensure the proper referral of employers to DOL representatives who can assist in developing training programs.  Procedures should also be developed to facilitate the matching of qualified veterans with approved training programs and assignment of DOL case managers.


(2) Coordination With DOD (Department of Defense).  VSOs and Chiefs, Vocational Rehabilitation & Counseling should arrange to meet with the State DVET and key DOD officials within their respective jurisdictions to develop a plan of action for integrating SMOCTA into TAP (Transition Assistance Programs) and DTAP (Disabled Transition Assistance Programs).  In addition, Reserve and National Guard officials should be made aware of the program and asked to support efforts to promote the participation of eligible veterans.  Liaison should be maintained as needed with DOD, DOL, and National Guard officials to ensure that services are being effectively provided to veterans and employers.


(3) Coordination With Other Community Resources.  Every effort should be made to identify and make maximum use of existing community resources.  Particular attention should be given to VA's readjustment counseling program.  VSOs or their designees should contact officials of Vet Centers located in their jurisdiction and provide them with an explanation of SMOCTA and a representative supply of VA Form 22-0552, Information Sheet For The Service Members Occupational Conversion and Training Act (SMOCTA).  Efforts should also be made to contact Small Business Administration offices, local and State veterans agencies, veteran organizations, and associations interested in veterans issues, to present the program and to solicit support in promoting employment and training opportunities for eligible veterans.


b.  VA Form 22-0552 will be furnished to DOD and DOL.  Military Services Coordinators should coordinate distribution with local DOD and DOL personnel to prevent duplication.  Military Services Coordinators should distribute the Fast Fact entitled "Service Members Occupational Conversion and Training Act (SMOCTA)" to persons attending VA's portion of TAP sessions.  When conducting briefings of Guard or Reserve units, VA employees should furnish VA Form 22‑0552 to attendees who are potentially eligible for participation in the program as a result of the Persian Gulf War.

3.04  OUTREACH

a.  A variety of approaches should be utilized to sharpen the focus on SMOCTA.  Outreach and public information at the local level is critical to the success of the program.  The most productive plan must necessarily involve a unified effort on the part of DOD, DOL, and VA.  


b.  Specific outreach strategies must be left to individual stations in order to complement local programs and initiatives.  Stations should dedicate resources as necessary to assure the successful implementation and administration of the outreach and public information component.


c.  Outreach efforts should be focused on two distinct target audiences:  eligible veterans and employers.  Areas of responsibility should be delegated to specific groups or individuals based on their particular talents or areas of expertise.


d.  VA work-study personnel may be used by DOD, DOL, and SES to conduct outreach to veterans and the business community.  However, before placing work-study students in non-VA offices, VA personnel should review the specific requirements related to work-study assignments and supervision shown in M27‑1, part I, chapter 9.

3.05  INQUIRY RESOLUTION

a.  General.  When possible, inquiries should be handled by regional offices without referral to the Muskogee Regional Office.  Use the SMIN (SMOCTA Inquiry) command (see ch. 2) and TINQ (Treasury Inquiry) command.  If the inquiry cannot be resolved locally, refer that inquiry to the Muskogee Regional Office. 


b.  Veteran Inquiries.  Inquiries from veterans concerning the status of applications should be transferred to the Muskogee Regional Office using the Automated Veterans Assistance Inquiry System.  All inquiries will use issue code 500 (see Automated Veterans Assistance Inquiry System User Guide, Appendix A).  Inquiries will remain the responsibility of the initiating office.  That office will not close the inquiry until receiving an answer from the Muskogee Regional Office and providing that answer to the inquirer.  The office can use either telephone or letter as long as the method used is consistent with current inquiry processing procedures (see Circular 20‑82‑24).


c.  Employer Inquiries.  Under no circumstances will employer payment inquiries be accepted directly from the veteran employee.  Inquiries from employers concerning the receipt of payments that cannot be resolved locally should also be transferred to the Muskogee Regional Office using the Automated Veterans Assistance Inquiry System.  However, refer other inquiries such as what tools were reimbursed, the costs of those tools, etc., to the local ELR (Education Liaison Representative).  If necessary, the ELR can contact the Muskogee Regional Office to resolve the inquiry.
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