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Section I.  Control of and Follow-Up on Requests for Federal Records
Overview

 PRIVATE INFOTYPE="OTHER" 
	In this Section
	This section contains the following topics:


	Topic
	Topic Name
	See Page

	57
	General Information on Requests for Records Held by a Federal Entity
	2-I-2

	58
	(Empty - Reserved for Future Use)
	2-I-19

	59
	Actions to Take When Attempts to Obtain Federal Records Are Unsuccessful
	2-I-20

	60
	General Information on Military Records Specialists (MRSs)
	2-I-23

	61
	MRS Responsibilities When Attempts to Obtain Records From a Federal Entity Are Unsuccessful
	2-I-25

	62
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57.  General Information on Requests for Records Held by a Federal Entity
 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains general information on requests for records held by a Federal entity, including

· Department of Veterans Affairs’ (VA’s) responsibility to assist claimants in obtaining evidence

· standard procedure for requesting records from a Federal entity
· situations in which the standard procedure for requesting records from a Federal entity is not applicable
· requesting records from the National Personnel Records Center (NPRC) and military finance centers

· following up on Personnel Information Exchange System (PIES) requests for records held by the NPRC

· handling incomplete or inaccurate responses to PIES requests for records held by the NPRC
· following up on PIES requests for records held by Federal entities that cannot post a response in PIES

· requesting service personnel records through the Defense Personnel Records Information Retrieval System (DPRIS), and
· following up on
· requests submitted through DPRIS
· DPRIS requests for Army records, and

· DPRIS requests to the Joint Services Records Research Center (JSRRC).


	Change Date
	December 20, 2013


 PRIVATE INFOTYPE="PRINCIPLE" 
	a.  VA’s Responsibility to Assist Claimants in Obtaining Evidence
	The Department of Veterans Affairs (VA) assists claimants in establishing entitlement to benefits by making reasonable efforts to obtain evidence needed to support a claim, whether that evidence is held by a Federal or non-Federal entity.  

References:  For additional information on 

· VA’s duty to assist, see 38 CFR 3.159
· requesting Federal records, see M21-1MR Part I, 1.C.5, or 

· requesting non-Federal records, see M21-1MR, Part I, 1.C.6.


Continued on next page
57.  General Information on Requests for Records Held by a Federal Entity, Continued

 PRIVATE INFOTYPE="PROCEDURE" 
	b.  Standard Procedure for Requesting Records From a Federal Entity
	The table below describes the standard procedure for requesting records from a Federal entity.  This includes records in the custody of 
· service departments

· Reserve and National Guard units

· the Social Security Administration (SSA)
· the Office of Workers’ Compensation, and

· Vet centers.

Exception:  The procedure described in the table below is not for application in the situations described in M21-1MR, Part III, Subpart iii, 2.I.57.c.

Important:
· The procedure described in the table below represents the minimum efforts VA must make in order to comply with the duty-to-assist requirements in 38 CFR 3.159.  If there is a reasonable expectation that development actions beyond those described in the table below could result in the procurement of records to support a pending claim, such additional actions should be taken.
· If VA obtains the records it requested at any point in this procedure, 

· stop taking the steps described in the table below, and

· decide the claim as soon as all other development actions are complete.
· Requests for records held by a Federal entity require priority handling under the circumstances described in M21-1MR, Part III, Subpart iii, 2.I.62.a.  When priority handling is required, flag the corresponding claims folder at the development stage of adjudication.


	Step
	Action

	1
	Send a request for Federal records to the appropriate records custodian.  Ask the custodian to respond within 30 days.

References:  For assistance in determining the location of service records, see M21-1MR, Part III, Subpart iii, 2.A and B

	2
	Did the records custodian respond within 30 days?

· If yes, proceed to the next step.

· If no, proceed to Step 5.


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

	b.  Standard Procedure for Requesting Records From a Federal Entity (continued)


	Step
	Action

	3
	Follow the instructions in the table below:

If the records custodian ...

Then ...

provided some but not all of the requested records

proceed to Step 5.

responded but did not provide the requested records

proceed to the next step.

 


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

	b.  Standard Procedure for Requesting Records From a Federal Entity (continued)


	Step
	Action

	4
	Follow the instructions in the table below.
If ...

Then ...

the records custodian indicates the records exist but are located at a different facility

return to Step 1. 

the records custodian indicates

· the records exist at a different facility, and

· the custodian forwarded VA’s request to that facility. 

proceed to Step 5.  Make the follow-up request referenced in that step to the facility to which the records custodian forwarded VA’s request.

Important:  Do not allow the facility another 30 days to respond before taking the action described in Step 5.

the records custodian indicates the records exist but are temporarily unavailable to VA

· ask the records custodian for the date on which the records should be available, and

· proceed to Step 5 on or shortly after that date.
the records custodian states

· the records VA requested are not in the custodian’s possession, and

· the custodian does not expect to receive them

· follow the instructions in M21-1MR, Part III, Subpart iii, 2.I.59
· decide the claim, once all other development actions are complete, and

· proceed no further.
 


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

	b.  Standard Procedure for Requesting Records From a Federal Entity (continued)


	Step
	Action

	5
	Make a follow-up request for the records.  Ask the records custodian to respond within 15 days.
Important:  Attempt to make the follow-up request by telephone.  If telephone contact cannot be made, mail the follow-up request to the records custodian. 

	6
	· Notify the claimant that VA has not yet received the records it requested from the records custodian.
· Inform the claimant of the follow-up action VA took.

· Ask the claimant to provide any relevant service records in his/her possession.

	7
	Was telephone contact made with the records custodian in step 5?

· If yes, proceed to the next step.
· If no, proceed to Step 12.

	8
	Document the details of the call on VA Form 27-0820, Report of General Information.


	9
	Did the records custodian indicate the requested records had already been shipped or would soon be shipped to VA?

· If yes, proceed to the next step.

· If no, return to Step 4.

	10
	Did VA receive records from the records custodian within 15 days of making the follow-up request?

· If yes, proceed to the next step.

· If no, proceed to Step 13. 

	11
	Did VA receive all of the records it requested from the records custodian?

· If yes, proceed no further.

· If no, return to Step 5.


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

	b.  Standard Procedure for Requesting Records From a Federal Entity (continued)


	Step
	Action

	12
	Did the records custodian respond to the follow-up request within 15 days?

· If yes, return to Step 3.

· If no, proceed to the next step.

	13
	· Attempt to contact the claimant and the records custodian by telephone.

· Concurrent with this action, follow the instructions in M21-1MR, Part III, Subpart iii, 2.I.59.

· Follow the instructions in the table below.

If ...

Then ...

telephone contact is made with the claimant and/or records custodian

· ask him/her to provide the requested records within 10 days, and 

· document the details of the call(s) on VA Form 27-0820.

telephone contact cannot be made with the records custodian
· mail the request to the records custodian, and

· allow 10 days for a response.

the records are in the custody of a Reserve or National Guard unit

encourage the claimant to request the records from his/her unit.

 

	14
	Did the records custodian respond within 10 days?

· If yes, return to Step 3.

· If no, decide the claim, once all other development actions are complete.


	References:  For more information about submitting requests for records to

· the SSA, see M21-1MR, Part III, Subpart iii, 3.A, or

· other Federal agencies, see M21-1MR, Part III, Subpart iii, Chapter 4.


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

 PRIVATE INFOTYPE="PRINCIPLE" 
	c.  Situations in Which the Standard Procedure for Requesting Records From a Federal Entity Is Not Applicable
	The procedure described in the table in M21-1MR, Part III, Subpart iii, 2.I.57.b is not for application if the Federal records VA is seeking are

· VA medical center (VAMC) records

· records VA routinely requests through the Personnel Information Exchange System (PIES), or

· records VA routinely requests through the Defense Personnel Records Information Retrieval System (DPRIS).

References:  Follow the instructions in

· M21-1MR, Part III, Subpart v, 6.G to request VAMC records

· M21-1MR, Part III, Subpart iii, 2.I.59.b if attempts to obtain VAMC records are unsuccessful

· M21-1MR, Part III, Subpart iii, 2.I.57.d, e, f , and g when requesting records through PIES, or

· M21-1MR, Part III, Subpart iii, 2.I.57.h and i when requesting records through DPRIS.


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

 PRIVATE INFOTYPE="PRINCIPLE" 
	d.  Requesting Records From the NPRC and Military Finance Centers
	VA developed PIES as an electronic means of requesting records in the custody of
· the National Personnel Records Center (NPRC), and
· military finance centers.
Any authorized regional office (RO) employee may use PIES to request records.  However, only the following individuals may submit PIES requests for records held by NPRC that require priority handling:

· Military Records Specialists (MRSs)
· PIES Coordinators

· Fully Developed Claim (FDC) Program Coordinators

· Homeless Veterans Outreach Coordinators (HVOCs), and

· members of RO management.
Reference:  For more information about
· using PIES, see M21-1MR, Part III, Subpart iii, 2.D, or

· requests for records held by NPRC that require priority handling, see M21-1MR, Part III, Subpart iii, 2.I.62.a.


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

 PRIVATE INFOTYPE="PRINCIPLE" 
	e.  Following Up on PIES Requests for Records Held by the NPRC
	Except as noted in M21-1MR, Part III, Subpart iii, 2.I 57.g, users may determine the status of any requests they previously submitted for records held by the NPRC (PIES address code 13) by viewing the status codes that PIES displays for each request.  Once the VA Liaison Office (VALO) at the NPRC responds to a request, the overall status of that request changes to CO (closed out).

Because users can readily determine the status of requests they submit for records held by the NPRC, follow-up action is unnecessary until the request has remained open at least 45 days.  At that point, users must ask their locally designated MRS to perform the follow-up action described in M21-1MR, Part III, Subpart iii, 2.I.61.b.
Exception:  MRSs, PIES Coordinators, FDC Program Coordinators, HVOCs, and members of RO management may take the follow-up actions described in M21-1MR, Part III, Subpart iii, 2.I.61.b if the VALO does not respond to a request that requires priority handling within 15 days. 

Reference:  For more information about
· PIES status codes, see M21-1MR, Part III, Subpart iii, 2.D.24 and 25, or

· requests for records held by NPRC that require priority handling, see M21-1MR, Part III, Subpart iii, 2.I.62.a.


 PRIVATE INFOTYPE="PRINCIPLE" 
	f.  Handling Incomplete or Inaccurate Responses to PIES Requests for Records Held by the NPRC
	Send an e-mail to VAVBASTL/RMC/ERROR if
· a response to a PIES request for records held by the NPRC

· is incomplete, incorrect, or incomprehensible, or

· contains information about a different Veteran, or
· records the VALO mailed in response to a PIES request do not arrive within five business days.


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

 PRIVATE INFOTYPE="PROCEDURE" 
	g.  Following Up on PIES Requests for Records Held by Federal Entities That Cannot Post a Response in PIES
	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 Records Management Center (RMC) in St. Louis prints out and mails PIES requests to these centers.)  Therefore, the status of these types of requests cannot be monitored through PIES.  This exception also applies to requests submitted to address codes 51 and 52 (Coast Guard).
For those record centers that cannot post a response in PIES because they are not electronically linked to it, promptly follow-up at the end of the 30-day response period by following the procedure described in the table below.


	Step
	Action

	1
	Find the contact information in M21-1MR, Part III, Subpart iii, 2.K.76 that corresponds to the address code to which the PIES request was sent.

Note:  If the contact information for a record center listed in M21-1MR, Part III, Subpart iii, 2.K.76 is found to be incorrect, send e-mail notification to VAVBAWAS/CO/212A.

	2
	Using the contact information obtained in Step 1, attempt to follow up on the PIES request by telephone.

	3
	Was telephone contact made with the records custodian?

· If yes, proceed to Step 12.

· If no, proceed to the next step.

	4
	Make a photocopy of the print-out of the PIES request.

	5
	Annotate the top of the photocopy with the following:  This is a follow-up.  No response has been received to date.  Please respond within 15 days.

	6
	Mail the annotated photocopy of the PIES request to the address identified in Step 1.

Important:  Do not follow up on a request by using a locally prepared VA Form 21-3101, Request for Information.

	7
	Annotate the print-out of the original PIES request to reflect the date the follow-up request was sent.


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

	g.  Following Up on PIES Requests for Records Held by Federal Entities That Cannot Post a Response in PIES (continued)


	Step
	Action

	8
	Notify the claimant of the action taken to obtain the requested records.  Ask the claimant to provide any relevant service records in his/her possession.

	9
	Did the records custodian respond within 15 days?

· If yes, proceed to the next step.

· If no, proceed to Step 17.

	10
	Follow the instructions in the table below.

If the records custodian ...

Then ...

provided some but not all of the requested records

return to Step 2.

responded but did not provide the requested records

proceed to the next step.

 


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

	g.  Following Up on PIES Requests for Records Held by Federal Entities That Cannot Post a Response in PIES (continued)


	Step
	Action

	11
	Follow the instructions in the table below.
If ...

Then ...

the records custodian indicates the records exist but are located at a different facility

Follow the instructions in M21-1MR, Part III, Subpart iii, 2.I.57.b for sending a request to that facility.

the records custodian indicates

· the records exist at a different facility, and

· the custodian forwarded VA’s request to that facility. 

· proceed to Step 5 of the procedure described in M21-1MR, Part III, Subpart iii, 2.I.57.b, and

· make the follow-up request referenced in that step to the facility to which the records custodian forwarded VA’s request.

Important:  Do not allow the facility another 30 days to respond before taking the action described in Step 5.

the records custodian indicates the records exist but are temporarily unavailable to VA

· ask the records custodian for the date on which the records should be available, and

· return to Step 2 on or shortly after that date.

the records custodian states

· the records VA requested are not in the custodian’s possession, and

· the custodian does not expect to receive them

· follow the instructions in M21-1MR, Part III, Subpart iii, 2.I.59
· decide the claim, once all other development actions are complete, and

· proceed no further.

 


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

	g.  Following Up on PIES Requests for Records Held by Federal Entities That Cannot Post a Response in PIES (continued)


	Step
	Action

	12
	Document the details of the call on VA Form 27-0820, Report of General Information.

	13
	· Notify the claimant that VA has not yet received the records it requested from the records custodian.

· Inform the claimant of the follow-up action VA took.

· Ask the claimant to provide any relevant service records in his/her possession.

	14
	Did the records custodian indicate the requested records had already been shipped or would soon be shipped to VA?

· If yes, proceed to the next step.

· If no, return to Step 11.

	15
	Did VA receive records from the records custodian within 15 days of making the follow-up request?

· If yes, proceed to the next step.

· If no, proceed to Step 17.

	16
	Did VA receive all of the records it requested from the records custodian?

· If yes, proceed no further.

· If no, return to Step 2.


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

	g.  Following Up on PIES Requests for Records Held by Federal Entities That Cannot Post a Response in PIES (continued)


	Step
	Action

	17
	· Attempt to contact the claimant and the records custodian by telephone.

· Concurrent with this action, follow the instructions in M21-1MR, Part III, Subpart iii, 2.I.59.

· Follow the instructions in the table below.

If ...

Then ...

telephone contact is made with the claimant and/or records custodian

· ask him/her to provide the requested records within 10 days, and 

· document the details of the call(s) on VA Form 27-0820.

telephone contact cannot be made with the records custodian
· mail the request to the records custodian, and

· allow 10 days for a response.

the records are in the custody of a Reserve or National Guard unit

encourage the claimant to request the records from his/her unit.

 

	18
	Did the records custodian respond within 10 days?

· If yes, return to Step 10.

· If no, decide the claim, once all other development actions are complete.


Continued on next page

57.  General Information on Requests for Records Held by a Federal Entity, Continued

 PRIVATE INFOTYPE="PRINCIPLE" 
	h.  Requesting Service Personnel Records Through DPRIS
	Service personnel records of Veterans who were discharged (no further service obligation) on or after the dates shown below relative to their individual branches of service are available only through DPRIS:

· Army – October 1, 1994

· Navy – January 1, 1995

· Air Force – October 1, 2004, and

· Marine Corps – January 1, 1999.

Note: The dates above are subject to change as service departments continue to convert older, paper records into electronic images.

DPRIS pulls electronic copies of service personnel records from image repositories based on information (such as the Veteran’s name, Social Security number (SSN), and branch of service) a user enters when submitting a request for records through this system.  Any erroneous information a user enters may prevent DPRIS from locating the records he/she requests.

Reference:  For information about using DPRIS, select the HELP tab on the DPRIS web site.  (Users must have an active DPRIS account in order to access the HELP tab.)


Continued on next page
57.  General Information on Requests for Records Held by a Federal Entity, Continued

 PRIVATE INFOTYPE="PRINCIPLE" 
	i.  Following Up on Requests Submitted Through DPRIS
	Because DPRIS typically provides responses to requests within one hour, there is no need to follow up on the status of a DPRIS request.
Users should submit a follow-up message to a service department action officer through DPRIS only upon receipt of a response that does not contain the record(s) they requested.
· If an action officer does not respond to a follow-up message within 30 days, send an email to the PIES Help Desk (VAVBAWAS/CO/PIES).
· If attempts to obtain copies of records that should be accessible through DPRIS are unsuccessful, follow the instructions in M21-1MR, Part III, Subpart iii, 2.I.59.
Exceptions:  Users cannot submit follow-up messages through DPRIS to

· an Army action officer, or

· the Joint Services Records Research Center (JSRRC).
Important:  Before sending a follow-up message to an action officer, carefully review the original request to ensure it was valid, complete, and routed to the correct service department.  If it was not, submit a new request.
References:  For information about submitting follow-up messages to

· an Army action officer, see M21-1MR, Part III, Subpart iii, 2.I.57.j, or

· JSRRC, see M21-1MR, Part III, Subpart iii, 2.I.57.k.


 PRIVATE INFOTYPE="PRINCIPLE" 
	j.  Following Up on DPRIS Requests for Army Records
	If it becomes necessary to follow up on a DPRIS request for Army records, send an unencrypted e-mail to the Army Human Resources Command (HRC) at askhrc.army@us.army.mil.  (Because the e-mail is unencrypted, users must not include personally identifiable information in the subject line of the e-mail.)
The e-mail to HRC must contain the following information:

· Veteran’s full name

· Veteran’s dates of service

· last four numbers of the Veteran’s SSN, and

· a description of the specific records the user is seeking.


Continued on next page
57.  General Information on Requests for Records Held by a Federal Entity, Continued

 PRIVATE INFOTYPE="PRINCIPLE" 
	k.  Following Up on DPRIS Requests to the JSRRC
	VA submits requests for verification of in-service stressors to JSRRC through DPRIS.  Although JSRRC researches Federal records to respond to VA’s requests, VA does not recognize JSRRC as a Federal records custodian for the purpose of this section.  Accordingly, the response periods for initial and follow-up requests that are referenced in this section do not apply to requests VA submits to JSRRC.
Note:  RO employees may e-mail follow-up requests to VAVBAWAS/CO/JSRRC every 60 days.
Reference:  For more information about submitting requests for verification of in-service stressors to JSRRC, see M21-1MR, Part IV, Subpart ii, 1.D.15.b and c.


58.  (Empty - Reserved for Future Used)

59.  Actions to Take When Attempts to Obtain Federal Records Are Unsuccessful
 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on the actions to take when attempts to obtain Federal records are unsuccessful, including
· final notice to claimants that VA is unable to obtain relevant Federal records
· actions to take when an RO is unable to obtain relevant VAMC records

· information that “final-attempt letters” must contain, and

· information that rating decisions must include when VA is unable to obtain all relevant Federal records. 


	Change Date
	December 20, 2013


 PRIVATE INFOTYPE="PRINCIPLE" 
	a.  Final Notice to Claimants That VA is Unable to Obtain Relevant Federal Records
	If efforts to obtain records from a Federal entity (as outlined in M21-1MR, Part III, Subpart iii, 2.I.57) are ultimately unsuccessful, ROs must

· prepare a “final-attempt letter” that contains the information described in M21-1MR, Part III, Subpart iii, 2.I.59.c
· send the letter to the claimant, and

· allow the claimant 10 days to respond.
Important:
· Veterans Service Representatives (VSRs) may prepare final-attempt letters for any type of Federal record except service records.
· Only Military Records Specialists (MRSs) may prepare final-attempt letters for service records.
· If the records the RO is unable to obtain are VAMC records, follow the instructions in M21-1MR, Part III, Subpart iii, 2.I.59.b.

Reference:  For more information about MRSs and their responsibilities, see M21-1MR, Part III, Subpart iii, 2.I.60, 61, and 62.


Continued on next page

59.  Actions to Take When Attempts to Obtain Federal Records Are Unsuccessful, Continued

 PRIVATE INFOTYPE="PROCEDURE" 
	b. Actions to Take When an RO Is Unable to Obtain Relevant VAMC Records 
	VA does not require ROs to take the actions described in M21-1MR, Part III, Subpart iii, 2.I.59.a if the records an RO is unable to obtain are VAMC records.  Instead, a VSR at the RO must
· close out the request for records in Modern Awards Processing-Development (MAP-D), using the date the RO determined the records do not exist or are irretrievable as the close-out date
· prepare a VA Form 27-0820 that contains the following:

· a statement by the VSR certifying that relevant medical records at [insert name of VAMC] for the period [insert date range of treatment] do not exist
· the VSR’s name and title, and
· the date the VSR completed the form, and

· place the VA Form 27-0820 in the claims folder and/or upload it into the claimant’s electronic folder.


 PRIVATE INFOTYPE="PRINCIPLE" 
	c.  Information That Final-Attempt Letters Must Contain 
	The final-attempt letter referenced in M21-1MR, Part III, Subpart iii, 2.I.59.a must 
· detail the
· efforts VA made to obtain the Federal records, and
· response(s) it received from records custodians, if any
· contain a statement confirming
· there is documentation in the claims folder of the written and telephonic efforts the RO made to obtain the records
· the RO correctly followed all procedures for obtaining the records

· all efforts to obtain the records have been exhausted

· further efforts to obtain the records would be futile, and

· based on the facts, the records do not exist or are irretrievable, and
· inform the claimant 

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

· VA will make a decision based on the evidence of record if it does not receive the requested records within 10 days.


Continued on next page

59.  Actions to Take When Attempts to Obtain Federal Records Are Unsuccessful, Continued

 PRIVATE INFOTYPE="PRINCIPLE" 
	d.  Information That Rating Decisions Must Include When VA Is Unable to Obtain All Relevant Federal Records
	Rating decisions involving claims for which VA was unable to obtain all relevant Federal records must

· reference the Federal records VA was unable to obtain, and
· advise the claimant that if VA subsequently obtains the records, it will reconsider his/her claim as though the records were in VA custody at the time VA originally decided the claim.


60.  General Information on Military Records Specialists (MRSs)
 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains general information on MRSs, including

· assignment of and qualifications for an MRS
· duties of an MRS
· MRS best practices

· RMC responsibility for maintaining a list of MRSs, and

· electronic mailboxes for MRSs.


	Change Date
	December 20, 2013


 PRIVATE INFOTYPE="PRINCIPLE" 
	a.  Assignment of and Qualifications for an MRS
	Each RO must designate an employee to serve as MRS.
The designated employee must 

· possess expertise in military records, and

· be thoroughly familiar with the information this chapter contains.

Important:
· Each RO must designate at least one alternate MRS.

· If an RO does not have sufficient staffing to designate an MRS, the Veterans Service Center Manager (VSCM) should request an exception to this requirement from the Office of Field Operations (OFO). 


 PRIVATE INFOTYPE="PRINCIPLE" 
	b.  Duties of an MRS
	An MRS

· is responsible for local training on requests for service records
· serves as the contact point with service departments and other Federal records custodians when it becomes necessary to return or request service records outside of normal channels, and
· has other responsibilities that are described in the remaining topics of this section (M21-1MR, Part III, Subpart iii, 2.I.61, 62, 63, and 64). 


Continued on next page

60.  General Information on Military Records Specialists (MRSs), Continued

 PRIVATE INFOTYPE="PRINCIPLE" 
	c.  MRS Best Practices
	As MRSs interact with Reserve and National Guard units within the jurisdiction of their respective offices, they should create and maintain a list of local points of contact that have proven helpful in locating and/or obtaining service treatment records (STRs).

Contact with State Adjutants General (SAG) offices may prove beneficial in locating the STRs of Veterans with service in the National Guard.
Reference:  For information about contacting a SAG office, see M21-1MR, Part III, Subpart iii.2.K.79.a.


 PRIVATE INFOTYPE="PROCEDURE" 
	d.  RMC Responsibility for Maintaining a List of MRSs
	VA’s RMC maintains a list of MRSs and their alternates.

E-mail notification of any change in personnel assigned as MRSs or alternates to the following electronic mailbox:  VAVBASTL/RMC/DIR.

If e-mail is not available, mail notification of changes to
Director (00)

VA Records Management Center

PO Box 5020

St Louis, MO  63115-0020

DO NOT OPEN IN MAILROOM


 PRIVATE INFOTYPE="PRINCIPLE"  

	e.  Electronic Mailboxes for MRSs
	Each RO must maintain an electronic mailbox to which its MRSs and their alternates have access.  The mailbox should be checked daily, as it will be used by

· Compensation Service to disseminate instruction, guidance, and training, and

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

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


61.  MRS Responsibilities When Attempts to Obtain Records From a Federal Entity Are Unsuccessful
 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information about an MRS’s responsibilities when attempts to obtain records from a Federal entity are unsuccessful, including

· determining whether all necessary actions to obtain Federal records were properly taken, and
· assisting PIES Coordinators in following up on requests for service records from the NPRC.


	Change Date
	December 20, 2013


 PRIVATE INFOTYPE="PROCEDURE" 
	a.  Determining Whether All Necessary Actions to Obtain Federal Records Were Properly Taken
	When a VSR or other RO employee refers a claim to an MRS because attempts to obtain a Veteran’s service records have been unsuccessful, the MRS must first review all prior actions taken to obtain the records to ensure they comply with the instructions in this chapter and other published directives.

· If the MRS determines all necessary actions to obtain the records were properly taken, he/she

· prepares the final-attempt letter described in M21-1MR, Part III, Subpart iii, 2.I.59.a and c, and

· sends the letter to the claimant.

· If the MRS determines additional development action is necessary, he/she must either direct or personally undertake corrective action.

Example:  Corrective action is necessary if a VSR sends a request for service records 

· to the wrong address, or

· without sufficient information to identify the Veteran.
Exception:  MRSs must take the follow-up action described in M21-1MR, Part III, Subpart iii, 2.I.61.b before taking the actions described in this block if

· attempts to obtain service records from NPRC have been unsuccessful, and

· NPRC has never provided a negative response to the request for these records.


Continued on next page

61.  MRS Responsibilities When Attempts to Obtain Records From a Federal Entity Are Unsuccessful, Continued

 PRIVATE INFOTYPE="PRINCIPLE" 
	b.  Assisting PIES Coordinators in Following Up on Requests for Service Records From the NPRC
	After waiting 45 days (or 15 days, if the request for records is one that requires priority handling) for a response to a PIES request for service records from the NPRC, M21-1MR, Part III, Subpart iii, 2.I.57.e instructs users to ask their locally designated MRS to follow up on the request.

MRSs assist PIES Coordinators in following up on this type of request by contacting the VALO Transformation 21 (T-21) Customer Service Team by telephone at 314-679-3821.  If the team reports the requested records do not exist or are irretrievable, the MRS must take the actions described in M21-1MR, Part III, Subpart iii, 2.I.61.a.
Important:  Only PIES coordinators, MRSs, FDC Program Coordinators, HVOCs, and members of RO management have permission to use this telephone number.


62.  Requests for Records Held by NPRC That Require Priority Handling
	Change Date
	December 20, 2013


 PRIVATE INFOTYPE="PRINCIPLE" 
	a.  Requests for Records Held by NPRC That Require Priority Handling
	VA has determined that priority handling of requests for records at NPRC is necessary under the circumstances described in the left-hand column of the table below.  Only the following individuals may submit PIES requests that require priority handling:

· MRSs

· PIES Coordinators

· FDC Program Coordinators

· HVOCs, and

· members of RO management.
Before submitting a request that requires priority handling, users must
· send a “high-priority” e-mail to the mailbox listed in the right-hand column of the table below containing information that identifies the Veteran whose records VA is seeking, and
· receive a response from the VALO that authorizes submission of the request.


	Circumstance
	Mailbox

	· emergency admission of a Veteran to a hospital

· VA receives

· a claim with congressional interest

· a fully developed claim (FDC)

· a claim involving

· military sexual trauma (MST), or

· a disability of a very serious nature, such as carcinoma, paraplegia, or severe burns, or

· a claim from a(n)

· terminally ill claimant

· claimant that is experiencing extreme financial hardship

· former prisoner of war (FPOW), or

· FPOW’s survivor
	VAVBASTL/RMC/LNO

	VA receives a claim from a homeless Veteran
	VAVBASTL/RMC/PIESHOMELESS


Continued on next page

62.  Requests for Records Held by NPRC That Require Priority Handling, Continued

	a.  Requests for Records Held by NPRC That Require Priority Handling (continued)


	Circumstance
	Mailbox

	a claim for benefits has been pending for more than one year
	VAVBASTL/RMC/PIES

	VA receives a claim from a Veteran who

· was seriously injured in service, and

· is not currently receiving benefits
	VAVBASTL/RMC/OEF


63.  MRS Contact With Separation Points 
 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains instructions for MRSs on making contact with separation points, including

· when an MRS should contact a separation point
· contacting a separation point by telephone

· contacting a separation point by mail, and

· actions to take if the location of a separation point is unknown.


	Change Date
	December 20, 2013


 PRIVATE INFOTYPE="PRINCIPLE" 
	a.  When an MRS Should  Contact a Separation Point
	In some instances, a record center may report it never received from a separation point the records VA is seeking.
When this occurs, and the Veteran has been out of service more than 60 days, MRSs should ask the record center if it can provide VA with a point of contact at the separation point.
Note:  Some record centers have tracking systems that include this information.

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


 PRIVATE INFOTYPE="PROCEDURE" 
	b.  Contacting a Separation Point by Telephone
	To contact a separation point by telephone, MRSs should
· obtain a telephone number from 

· the record center referenced in M21-1MR, Part III, Subpart iii, 2.I.63.a
· 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 on VA Form 27-0820, and

· initiate subsequent contact with the record center, if necessary.


Continued on next page

63.  MRS Contact With Separation Points, Continued
 PRIVATE INFOTYPE="PRINCIPLE" 
	c.  Contacting a Separation Point by Mail
	MRSs should not mail a request for records to a separation point unless the separation point requests a written request as a follow-up to a telephone call.
Note:  Separation points do not routinely respond to VA record requests, and it is unlikely that a written request to a separation point will produce results.


 PRIVATE INFOTYPE="PROCEDURE" 
	d.  Actions to Take if the Location of a Separation Point is Unknown
	If a record center indicates a Veteran's records never left his/her separation point, and the location of the separation point cannot be determined through a review of the evidence of record, the MRS should
· ask the claimant to furnish the location of the separation point, and

· contact the military facility that the claimant identified to determine whether the records are still there.


64.  MRS Requests for Assistance from Compensation Service
 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on MRS requests for assistance from Compensation Service in obtaining service records, including 

· when to contact the PIES Help Desk, and

· information the PIES Help Desk might need from an MRS.


	Change Date
	December 20, 2013


 PRIVATE INFOTYPE="PRINCIPLE" 

	a.  When to Contact the PIES Help Desk
	MRSs may contact Compensation Service’s PIES Help Desk via e-mail at VAVBAWAS/CO/PIES for assistance if

· all attempts to obtain a Veteran’s service records have been unsuccessful, and
· there is evidence in the claims folder or an allegation by the claimant of unusual circumstances that could explain the difficulty in locating the Veteran’s records.

Examples:  
· Unsuccessful attempts to obtain the records of general or flag officers.
· Unsuccessful attempts to obtain records because doing so would require the disclosure of classified information.
· A records custodian confirms possession of records VA is seeking but

· denies VA access to the records, or

· refuses to release the records to VA.


Continued on next page

64.  MRS Requests for Assistance from Compensation Service, Continued

 PRIVATE INFOTYPE="PRINCIPLE" 
	b.  Information the PIES Help Desk Might Need From an MRS
	When an MRS requests assistance from Compensation Service, the PIES Help Desk might ask him/her to furnish – preferably by e-mail – a complete history of the attempts made to obtain a Veteran’s records, to include

· the date of each request for records
· the response(s) to each request, if any

· the names and telephone numbers of persons who have been contacted in an attempt to locate the records, and

· the results of any telephone contacts.

Note:  The MRS should also be prepared to mail or fax copies of all PIES requests/responses and VA Forms 27-0820 that document telephone contacts made in connection with the search for the Veteran’s records.  

Important:  Do not send this documentation unless the PIES Help Desk specifically requests it.
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