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M21-1MR, Part III, Subpart iii, Chapter 2, Section I

Section I.  Control of and Follow-Up on Record Requests

Overview

 PRIVATE INFOTYPE="OTHER" 
	In this Section
	This section contains the following topics:
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	64
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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, including

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

· handling incomplete or inaccurate responses to PIES requests

· procedures for controlling requests to record centers

· following up on requests submitted through the Defense Personnel Records Information Retrieval System (DPRIS)
· following up with record centers that cannot post a response in PIES, and
· handling negative responses from service departments.


	Change Date
	August 16, 2012


 PRIVATE INFOTYPE="PRINCIPLE" 
	a.  PIES Follow-Up Process
	The need for follow-up action has been eliminated since deployment of the Personnel Information Exchange System (PIES), as PIES displays the status of all requests users have submitted through it.

Exception:  Although regional offices (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).

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

 PRIVATE INFOTYPE="PROCEDURE" 
	b.  Handling Incomplete or Inaccurate Responses to PIES Requests
	Send an e-mail to VAVBASTL/RMC/ERROR if a PIES response 
· is incomplete, incorrect, or incomprehensible
· contains information about a different Veteran, or
· indicates records were mailed but none have arrived.

Note:  Allow five work days for mailed records to arrive before sending an e-mail.


 PRIVATE INFOTYPE="PROCEDURE" 
	c.  Procedures for Controlling Requests to Record Centers
	The table below describes the procedures for controlling requests to record centers:


	Record Center
	Control Required

	National Personnel Records Center (NPRC – address code 13)
	Regularly review the PIES RO Detail Report to identify those requests that have been completed and have an overall status of CO (closed out).

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


 PRIVATE INFOTYPE="PRINCIPLE" 
	d.  Following Up on Requests Submitted Through DPRIS
	Defense Personnel Records Information Retrieval System (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) users enter when submitting a request.  Any erroneous information users enter may prevent DPRIS from locating the records users request.

Service personnel records of Veterans who were discharged 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 digitize older records.


Continued on next page

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

	d.  Following Up on Requests Submitted Through DPRIS (continued)
	Because DPRIS typically responds to requests within sixty minutes, there is no need to follow up on the status of a request.  A follow-up message should be sent to a service department action officer through DPRIS only if a user receives a response that does not contain the record(s) he/she requested.

Exceptions:

· Users cannot submit follow-up requests for Army records through DPRIS.  If follow-up is necessary, they must 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

· Veterans’ dates of service

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

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

· Users cannot submit a follow-up request to the Joint Services Records Research Center (JSRRC) through DPRIS.   If follow-up is necessary, they must send an e-mail to VAVBAWAS/CO/JSRRC.

Note:  Before sending a follow-up message to a service department action officer on a DPRIS response, 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.

Reference:  For more information about 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 Control of and Follow-Up on Record Requests, Continued

 PRIVATE INFOTYPE="PROCEDURE" 
	e.  Following Up With Record Centers That Cannot Post a Response in PIES
	For those record centers (such as military finance centers) that cannot post a response in PIES because they are not electronically linked to it, promptly follow-up at the end of the 60-day response period by taking the following actions:

· make a copy of the original PIES request

· annotate the top of the copy with the following:  This is a follow-up.  No response has been received to date.
· send the annotated copy to the appropriate address in M21-1MR, Part III, Subpart iii, 2.K.76 (based on the address code selected for the initial request)
· annotate the original request to reflect the date follow-up was sent
· extend the suspense date 30 days
· notify the claimant of the delay in obtaining service records, and
· ask the claimant to submit any records he/she has in his/her possession.

Note:  Do not follow up on a request by using 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.


 PRIVATE INFOTYPE="PROCEDURE" 
	f.  Handling Negative Responses From Service Departments
	Take the action described in the table below when a service department provides a negative response to a request for records.


	If …
	Then …

	the service department indicates it forwarded the request to another service department
	direct the follow-up request to the latter service department.

	· the service department states it neither
· possesses the requested records, nor 

· expects to receive them, and

· all efforts to obtain the records from alternative sources have been exhausted
	follow the instructions in M21-1MR, Part III, Subpart iii, 2.I.59.


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 to National Guard or Reserve units, including

· procedures for following up on requests to National Guard or Reserve units 

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

· responses containing only some of the requested records.


	Change Date
	August 16, 2012


 PRIVATE INFOTYPE="PROCEDURE" 
	a.  Procedures for Following Up on Requests to 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 or Reserve unit:
· make contact with the National Guard or Reserve unit by telephone 

· document the results of the telephone call on VA Form 21-0820, Report of General Information, and

· extend the suspense date 30 days if receipt of the records is expected.


 PRIVATE INFOTYPE="PRINCIPLE" 
	b.  Action to Take if a National Guard or Reserve Unit Fails to Respond to a Follow-Up Request
	If a National Guard or Reserve unit fails to respond to a follow-up request, contact the claimant by telephone and advise him/her
· of the records the Department of Veterans Affairs (VA) is attempting to obtain

· the records are required to process his/her claim

· VA has been unable to secure the records from his/her unit, and
· he/she should ask the unit to send the records directly to VA within 30 days.

Document the telephone call on VA Form 21-0820.  If an attempt to contact the claimant by telephone is unsuccessful, provide written notification.  

If VA does not receive any records at the end of 30 days, complete a Formal Finding of Record Unavailability as indicated in M21-1MR Part III, Subpart iii, 2.I.59


 PRIVATE INFOTYPE="PROCEDURE" 
Continued on next page

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

	c.  Responses Containing Only Some of the Requested Records
	If the National Guard or Reserve unit provides only a portion of the information or records requested,

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

· document the results of the call on VA Form 21-0820, and
· complete a Formal Finding of Record Unavailability as indicated in M21-1MR Part III, Subpart iii, 2.I.59


59.  Actions to Take When Federal Records Are Unavailable

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on the actions to take when Federal records, including service records, are unavailable, including

· responsibility for obtaining evidence
· claims awaiting the receipt of records held by a Federal entity
· who may prepare a Formal Finding of  Record Unavailability
· VAMC records determined to be unavailable
· documenting a Formal Finding of Record Unavailability
· contacting the claimant before approval of a formal finding of record unavailability

· sample memorandum for a Formal Finding of Record Unavailability

· routing claims with a Formal Finding of Record Unavailability to the rating activity, and

· information the rating decision must include when there is a Formal Finding of Record Unavailability. 


	Change Date
	August 16, 2012


 PRIVATE INFOTYPE="PRINCIPLE" 
	a.  Responsibility for Obtaining Evidence
	VA assists claimants in establishing entitlement to benefits by making a reasonable effort 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, and

· reasonable efforts to obtain non-Federal records, see M21-1MR Part I.1.C.6.b.


 PRIVATE INFOTYPE="PRINCIPLE" 
	b.  Claims Awaiting the Receipt of Records Held by a Federal Entity
	If a claimant notifies VA of the existence of records held by a Federal entity to support his/her claim, the claim must remain pending until

· VA obtains the records, or 

· a Federal records custodian notifies VA that the records

· do not exist, or

· are irretrievable.


Continued on next page

59.  Actions to Take When Federal Records Are Unavailable, Continued

	b.  Claims Awaiting the Receipt of Records Held by a Federal Entity (continued)
	Example:  “Records held by a Federal entity” include (but are not limited to) records in the custody of

· service departments

· Vet centers, and
· VA medical centers (VAMCs) 




 PRIVATE INFOTYPE="PRINCIPLE" 
	c. Who May Prepare a Formal Finding of Record Unavailability
	Regional Offices (ROs) and Pension Management Centers (PMCs) are responsible for completing a Formal Finding of Record Unavailability for any Federal record they cannot obtain because the record does not exist or is irretrievable.
· Only Military Records Specialists (MRSs) are authorized to prepare Formal Findings of Record Unavailability for unavailable military records.
· VSRs may prepare Formal Findings of Record Unavailability for any other type of unavailable Federal record, to include records requested from

· Vet  Centers

· the Social Security Administration, or
· the Office of Workers’ Compensation.


 PRIVATE INFOTYPE="PROCEDURE" 
	d. VAMC Records Determined to be Unavailable
	It is not necessary for ROs and PMCs to complete a Formal Finding of Record Unavailability for VAMC records.  Should Veterans Health Administration (VHA) records be unavailable, the VSR must
· close out the request for records in Modern Awards Processing-Development (MAP-D) using the date the records were determined unavailable

· prepare a VA Form 21-0820, Report of General Information, that contains the following:

· a statement by the VSR certifying that there are no treatment records at [insert name of VAMC] for the period [insert dates]
· the VSR’s name and title, and
· the date the VSR completed the form, and

· as applicable, place the VA Form 21-0820 in the claims folder and/or upload it into the claimant’s electronic folder.


Continued on next page

59.  Actions to Take When Federal Records Are Unavailable, Continued

 PRIVATE INFOTYPE="PRINCIPLE" 
	e.  Documenting a Formal Finding of Record Unavailability 
	If a Federal records custodian notifies VA that the requested record does not exist or is irretrievable, prepare a Formal Finding of Record Unavailability as a memorandum to be filed in the claims folder.  
The memorandum must 

· detail the efforts made to obtain the records, and

· document 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 records have been exhausted

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

· based on the facts, the records are not available.

Note:  The responsibility for approving a Formal Finding of Record Unavailability rests with the Veteran Service Center Manager (VSCM) or his/her designee, no lower than a VSR. Unless the VSCM's designee is higher than a VSR, only one signature is required.


 PRIVATE INFOTYPE="STRUCTURE" 
	f.  Contacting the Claimant Before Approval of a Formal Finding of Record Unavailability
	Contact the claimant by telephone before completing the Formal Finding of Record Unavailability.

Advise the claimant 

· of the efforts made to obtain the missing records

· of the response from the records custodian(s)

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

· a decision will be made based on the evidence of record if the requested evidence is not received within 10 business days.

Note:  Document the telephone call on VA Form 21-0820.  If an attempt to contact the claimant by telephone is unsuccessful, provide written notification advising the claimant of the above information. The 10-day time limit for reply will be based on the date of this letter.


Continued on next page

59.  Actions to Take When Federal Records Are Unavailable, Continued

	g.  Sample  Memorandum for a Formal Finding of Record Unavailability
	[image: image1.png]Department of Veterans Affairs Memorandum
Date: June 18, 2012
From:  [Neme and Tille of Author]

Re: [Veteran’s Name]
[Veteran’s Claim Number]

Sub: Formal Finding of Unavailabiity of [Federal RecordsiService Recards]
To: Fie

1. We have determined that the [enter specifc type of recards: separation
documents, service treaiment secordk, S3A medical ecords, efs] are
unavailable for review.

2. All procedares ta obtain the [enter specific type of recordk: separation
documents, service treaiment recordk, S3A medical ecords, ets] for
[Veteran’s Name] have been corectly followed. Evidence of written and
telephanic efforts to obtainthe tecords are in the file. All efforts to obtain the
needed information have been exhavsted; futher atempts are ftile and that,
‘based onthese facts, the recond is not. available.

3. The following efforts to obiain the [enter specific type of records: separdion
documents, service treaiment records, S3A medical recards, ete ] were
attemgpted:

Bignatae/Position






Continued on next page

59.  Actions to Take When Federal Records Are Unavailable, Continued

	h.  Routing  Claims With  a Formal Finding of Record Unavailability to the Rating Activity
	Route claims for which a Formal Finding of Record Unavailability exists to the rating activity for final rating action only after 

· all other development actions associated with the claim are complete,

· the claimant has been given 10 business days to respond to the notification discussed in M21-1MR, Part III, Subpart iii, 2.I.59.g,

· development activity has taken additional actions necessitated by the claimant’s response (if any), and

· the VSCM or his/her designee, no lower than a VSR, approves the Formal Finding of Record Unavailability as discussed in M21-1MR, Part III, Subpart iii, 2.I.59.e.  



	i.  Information the Rating Decision Must Include When There is a Formal Finding of Record Unavailability
	Rating decisions involving claims for which a Formal Finding of Record Unavailability exists must

· reference the records VA determined were unavailable

· outline VA’s efforts to obtain the records, 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.


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

· assignment of and qualifications for an MRS
· duties of an MRS
· locating lists of MRSs, and

· electronic mailboxes for MRSs.


	Change Date
	August 16, 2012


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

· possess expertise in military records, and

· be thoroughly familiar with the information this chapter contains.

Important: If an RO or PMC does not have sufficient staffing to designate an MRS, the VSCM should request an exception to this requirement from the Office of Field Operations (OFO).
Note:  Each RO or PMC must designate at least one alternate MRS.  


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

· is responsible for local training on military record requests, 

· serves as the contact point with service departments and other Federal records custodians if it is necessary to return or request service records outside of normal channels, and
· is responsible for completing a Formal Finding of Record Unavailability for any military record VA is unable to obtain because the custodian of the record declares the record does not exist or is irretrievable. 


Continued on next page

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

 PRIVATE INFOTYPE="PROCEDURE" 
	c.  Locating Lists of MRSs
	The 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 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"  

	d.  Electronic Mailboxes for MRSs
	Each RO and PMC 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 and PMCs.

Note:  ROs and PMCs must 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 Actions MRSs Perform
 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains general information on special follow-up actions MRSs perform, including

· circumstances necessitating follow-up by an MRS
· cases that require special handling 

· determining the adequacy of prior development actions, and

· points of contact for special follow-up actions.


	Change Date
	August 16, 2012


 PRIVATE INFOTYPE="PRINCIPLE" 
	a.  Circumstances Necessitating Follow-Up by an MRS 
	The VSR must forward the claims folder to the MRS 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 for military records held by a Federal entity
· VA has sent at least one follow-up request
· at least 30 days have elapsed since submission of a follow-up request, and
· VA has received no response, an inconclusive response, or only some of the military records it requested from the Federal entity. 

Note: These instructions do not apply to requests submitted through PIES, since follow-ups to PIES requests are prohibited.


 PRIVATE INFOTYPE="PROCEDURE" 
	b.  Cases That Require Special Handling 
	If records held by a Federal entity are required in connection with an emergency hospital admission or claim involving a disability of a very serious nature, such as carcinoma, paraplegia, or severe burns, flag the corresponding claims folder at the development stage of adjudication.

Do not submit a PIES request in these cases.  Instead, hand-carry the claims folder to the MRS for special handling.  


Continued on next page

61.  General Information on Special Follow-Up Actions MRSs Perform, Continued

 PRIVATE INFOTYPE="PRINCIPLE"  

	c.  Determining the Adequacy of Prior Development Actions
	An MRS should not initiate any follow-up without first determining that prior development actions were adequate, based on the information in this chapter and other published directives.  

If prior development action was inadequate, the MRS must either direct or personally undertake corrective action.
Example:  A VSR sends a request for service records 

· to the wrong address, or
· without sufficient information to identify the Veteran.


 PRIVATE INFOTYPE="PRINCIPLE" 
	d.  Points of Contact for Special Follow-Up Actions
	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 records.

Contact with State Adjutants General offices may prove beneficial in locating the service records of a Veteran with service in the National Guard.  A directory of these offices is available on the web site of the National Guard Association of the United States.


62.  Special MRS Follow-Up on Requests to Record Centers

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on special follow-up by MRSs on requests to record centers, including

· requests to NPRC involving high-priority claims
· following up on PIES requests to NPRC, and

· telephone follow-up by an MRS to other record centers.


	Change Date
	May 3, 2012


 PRIVATE INFOTYPE="PRINCIPLE" 
	a.  Requests to NPRC Involving High-Priority Claims
	VA requires priority processing of claims with congressional interest and those from:

· terminally ill claimants
· Veterans that were seriously injured in service and are not receiving benefits

· claimants that are suffering from extreme financial hardship

· prisoners of war and their survivors, and
· homeless Veterans.

If records required to process a high-priority claim are located at NPRC, the MRS must contact the VA Liaison Office (VALO) at NPRC at the same time he/she submits a PIES request for the records.  The MRS may contact VALO by
· telephone, at (314) 679-3821, or

· sending a “high-priority” e-mail containing the Veteran’s identifying information to VAVBASTL/RMC/LNO.  

Exception:  If the records are required in connection with a claim from a homeless Veteran, the MRS must wait to send the PIES request until after he/she

· sends an e-mail to VAVBASTL/RMC/PIESHOMELESS, and
· receives a response from the VALO that confirms receipt of the e-mail.


 Continued on next page

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

 PRIVATE INFOTYPE="PRINCIPLE" 
	b.  Following Up on PIES Requests to NPRC 
	By logging into PIES and locating a previous request to NPRC, users may determine the current status of that request, which PIES displays to users in the form of status codes.  For this reason, there is neither a need nor means for users to follow-up on requests they submit to NPRC through PIES.
References:  For more information on PIES status codes, see M21-1MR, Part III, Subpart iii, 2.D.24.b.


 PRIVATE INFOTYPE="PRINCIPLE" 
	c.  Telephone Follow-Up by an MRS to Other Record Centers
	Special follow-up by an MRS normally consists of one or more telephone calls to the appropriate record center.
The MRS should carefully document the telephone call on VA Form 21-0820, including such details as the

· date

· name and title of the person contacted

· telephone number, and

· substance of the discussion.

If a telephone number to one of the record centers listed in M21-1MR, Part III, Subpart iii, 2.K.76 is found to be incorrect, send e-mail notification to VAVBAWAS/CO/212A.


63.  MRS Follow-Up on Requests to Separation Points 
 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on following up with requests to separation points, including

· when an MRS should follow up with a separation point
· following up with a separation point by telephone

· following up with a separation point in writing, and

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


	Change Date
	August 16, 2012


 PRIVATE INFOTYPE="PRINCIPLE" 
	a.  When an MRS Should  Follow Up With a Separation Point
	In some instances, a record center may report it never received the requested records from a separation point.
If this occurs, and the Veteran has been out of service more than 90 days, the MRS 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.  Following Up with a Separation Point by Telephone
	To follow-up with a separation point by telephone, the MRS should
· 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 on VA Form 21-0820, and

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


Continued on next page

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

 PRIVATE INFOTYPE="PRINCIPLE" 
	c.  Following Up with a Separation Point in Writing
	An MRS should  not write to separation points unless requested to do so by a separation point 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 this information, and

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


64.  Requesting Assistance from Compensation Service
 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on requesting 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
	August 16, 2012


 PRIVATE INFOTYPE="PRINCIPLE" 

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

· special follow-up by the MRS has 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:  Requests for records
· of general or flag officers, or

· that require the disclosure of classified information.

Reference:  For information on special follow-up by the MRS, see M21-1MR, Part III, Subpart iii, 2.I.61.


 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 case, 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 21-0820 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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