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	M21-1MR, 

Part II, Chapters 1 and 2


	This is the initial release of Veterans Benefits Manual M21-1MR, Part II, “Direct Services;” Chapter 1, “General Information on the Direct Services Program”, and Chapter 2, “Customer Service”

The new Part II, Chapter 1 provides information relative to the mission and responsibilities of the Direct Services Program, and provides information as to the role and responsibilities of the Intake Specialist.

Chapter 1 consists of the following sections:

· Section 1 – “The Mission and Responsibilities of the Direct Services Program”

· Section 2 – “The Intake Specialist”

The new Part II, Chapter 2 provides an overview of customer service, providing information to third parties, providing information about VA and non-VA benefits, procuring vital statistics documents, and handling non-claim actions

Chapter 2 consists of the following sections:

· Section 1 – “Overview of Customer Service”

· Section 2 – “Providing Information to a Third Party”

· Section 3 – “Providing Information About VA Benefits”

· Section 4 – “Providing VA Information to Support Non-VA Related   

                        Benefits”

· Section 5 – “Procuring Vital Statistics Documents”

· Section 6 – “Handling Non-Claim Actions”

	
	


 Continued on next page

Transmittal Sheet, continued 

	Notable Changes Included in This Release
	As this is the initial release of Part II, Chapters 1 and 2, there are no changes applicable to this release.   


	Rescissions
	This initial release will rescind the following:

· M21-1, Part VII – Direct Service Activities –

· Chapter 1 – Personal Interviewing

· Chapter 2 – Telephone Interviewing

· Chapter 3 – Operations

· Chapter 5 – Office Administration
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