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Transmittal Sheet

	M21-1MR, Part II, Chapters 3 and 7
	This is the initial release of Veterans Benefits Manual M21-1MR, Part II, “Direct Services”, Chapter 3 “Telephone Interviews”, and Chapter 7, “Freedom of Information Act and Privacy Act”.

The new Part II, Chapter 3 provides general guidance for conducting interviews and covers a myriad of subjects including quality interview expectations, call referral guidelines, handling threatening or abusive calls, and handling suicidal callers.

Chapter 3 consists of the following sections:

· Section 1 – “General Guidelines for Conducting Telephone Interviews”

· Section 2 – “Call-Handling Equipment”

· Section 3 – “Personal Phone Calls”

· Section 4 – “Call Referral Guidelines”

· Section 5 – “Quality Interview Expectations”

· Section 6 – “Prescribed Opening and Closing of Calls”

· Section 7 – “Courtesy Tips”

· Section 8 – “Recognizing Caller “Types”

· Section 9 – “Handling Threatening or Abusive Calls”

· Section 10 – “Handling Requests to Speak with Specific Individuals”

· Section 11 – “When to Refer a Call to a Supervisor”

· Section 12 – “Suicidal Callers”

· Section 13 – “Change of Address and Direct Deposit Request Procedures”

· Section 14 – “Non-Receipt of Payment Procedures”




Continued on next page

Transmittal Sheet, Continued

	M21-1MR, Part II, Chapters 3 and 7 (continued)
	The new Part II, Chapter 7 provides general information on the provisions of the Freedom of Information Act (FOIA) and the Privacy Act (PA).  In addition, it describes the duties of the FOIA and PA Officer, provides information on the FOIA exemptions, redaction guidelines and other general key points pertaining to the FOIA and PA programs.

Chapter 7 consists of the following sections:

· Section 1 – “General Information on the FOIA and PA”

· Section 2 – “Duties of the FOIA Officer and PA Officer”

· Section 3 – “FOIA Exemptions”

· Section 4 – “ Redaction Guidelines”

· Section 5 – “General Guidelines for FOIA/PA”

· Section 6 – “Guidance on the Release of Information Pertaining to     Veterans”

· Section 7 – “Procedures for Handling PA Requests”

· Section 8 – “Procedures for Use of FOIA Reading Room”

· Section 9 – “References”




	Notable Changes Included in This Release
	As this is the initial release of Part II, Chapters 3 and 7, there are no changes applicable to this release.
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