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	In this Section
	This section contains the following topics:
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2.  Requesting Evidence From the Claimant

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on requesting evidence from a claimant, including

· the type of notification to use for development

· a notice of time limit

· using e-mail, fax, and telephone

· documenting information received by telephone

· handling information received by telephone that may adversely affect benefits, and

· referencing evidence received via telephone in award and denial letters.


	Change Date
	September 25, 2008


	a.  Type of Notification to Use for Development
	To develop for evidence, use

· the Benefits Delivery Network (BDN)

· Modern Awards Processing Development (MAP-D) letters

· Personal Computer Generated Letters (PCGL) form letters, or 

· original correspondence.


	b.  Notice of Time Limit
	· Specify a time limit of 30 days for the claimant to furnish evidence, and

· advise the claimant that if evidence is not submitted within 30 days, VA may decide the claim based on all the information and evidence in the file, and

· inform the claimant that he/she has one year to submit any evidence or information to substantiate the claim.

References:  For information on

· controls for submission of evidence, see M21-1MR, Part III, Subpart iii, 1.B.3, and

· establishing suspense dates, see the 

· Share User’s Guide, or

· VETSNET Suspense Functionality.


Continued on next page

2.  Requesting Evidence From the Claimant, Continued

	c.  Using E-Mail, Fax, and Telephone
	Development by e-mail, fax, and telephone is strongly encouraged in appropriate cases.

Appropriate cases include, but are not limited to, cases involving the following types of evidence/information:

· medical evidence

· Social Security numbers (SSNs)

· grant/denial letters

· addresses

· employment information, and

· clarification of income issues and medical expenses.

Note:  Evidence received via e-mail or fax should be accepted as valid unless there is a specific reason to question the source of the document.  Normally, an e-mail or fax document should be handled the same as a traditional letter.

Reference:  For more information on handling e-mail responses, see M21-1MR, Part II, 5.A (TBD) or M21-1, Part III, 11.18.

Important:  When using electronic media for communication, be sure to adhere to the VA information security policy to maintain the privacy of a claimant’s records.  For more information on the information security policy, see VA Handbook 6500.




	d.  Documenting Information Received by Telephone
	Use VA Form 119, Report of Contact, to document all information received by telephone.


Continued on next page

2.  Requesting Evidence From the Claimant, Continued

	e.  Handling Information Received by Telephone That May Adversely Affect Benefits
	Information received by telephone may be used to take action that affects entitlement to benefits.  In order to use telephonic information to adjust benefits, the employee receiving the call should

· identify himself/herself to the caller as a VA employee who is authorized to receive the information or statement.

· establish the identity of the beneficiary or his/her fiduciary by obtaining specific information about the beneficiary that can be verified from the Department of Veterans Affairs (VA) records, such as the

· Social Security number (SSN)

· date of birth

· branch of military service

· dates of military service, or

· other information, and

· inform the caller that the information will be used for the purpose of calculating benefit amounts.

Following the telephone call, the employee should document a summary of the call on VA Form 119, Report of Contact.  The Form 119 should be retained in the claims folder and a copy of the form should be sent to the payee’s Power of Attorney (POA).  Documentation should include

· specific information or statement provided

· date it was provided

· identity of the provider

· steps taken to verify the identity of the provider as being either the beneficiary or his/her fiduciary, and

· confirmation that the provider was informed that the information or statement would be used for the purpose of calculating benefits.

Note:  Action may be taken with contemporaneous notification if the preceding steps for handling telephonic information are followed.

If the procedures in this block and 38 CFR 3.217b  are not followed, and VA does not receive a written notice from the beneficiary advising of the event, then 

· provide advanced notice of the proposed adverse action, and

· control the issue for further action as required.




Continued on next page

2.  Requesting Evidence From the Claimant, Continued

	e.  Handling Information Received by Telephone That May Adversely Affect Benefits (continued)
	Important:  An e-mail or fax may serve as written notice of an event, allowing reduction/termination action with contemporaneous notice.

References:  For more information on

· documenting information received by telephone, see 38 CFR 3.217b, and
· due process requirements, see M21-1MR, Part I, 2.A.


	f.  Referencing Evidence Received via Telephone in Award and Denial Letters
	Award and denial letters must include references to any evidence received via telephone that was used in the decision.

Include the

· date of the call, and

· name of the person supplying the information.


3.  Controls for Submission of Evidence

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on controls for submissions of evidence, including

· establishing the control time

· the action taken if 

· the evidence is not received within 30 days

· the claimant furnishes some evidence, but not enough to allow for award action, or

· the claimant furnishes sufficient evidence to allow for some award action

· when to extend the control time

· the effects of extending the control time, and

· when the time limit should not be extended.


	Change Date
	September 25, 2008


	a.  Establishing the Control Time
	Unless otherwise specifically provided, establish a 30-day control for submission of evidence.  


	b.  Action Taken if Evidence Not Received Within 30 Days
	If the evidence is not received within 30 days, refer the claim to the authorization or rating activity for further action.

If the claim is denied, a formal decision must be made.  Notify the claimant of

· the reason for the denial

· the one-year time limit for submission of evidence, and

· appellate rights.

Note:  Any medical evidence of record must be sent to the rating activity for a determination before taking action.

Reference:  For information on the action to take when a claimant furnishes some, but not all, of the requested evidence, see

· M21-1MR, Part III, Subpart iii, 1.B.3.c, and

· M21-1MR, Part III, Subpart iii, 1.B.3.d.


Continued on next page

3.  Controls for Submission of Evidence, Continued

	c.  Action Taken if the Claimant Furnishes Some Evidence, but Not Enough to Allow for Award Action 
	If the claimant furnishes part of the evidence before 30 days have elapsed and the evidence submitted does not permit a grant of benefits, complete initial development including at least one follow-up to a private facility.  

Then, after expiration of the appropriate control period,

· deny the claim

· advise the claimant specifically of

· what essential evidence was not received, and

· the one-year time limit for submission of the evidence, and

· furnish notice of procedural and appellate rights.


	d.  Action Taken if the Claimant Furnishes Sufficient Evidence to Allow for Some Award Action 
	If the claimant furnishes part of the evidence before 30 days have elapsed and evidence submitted permits some award action, take interim award action pending receipt of the rest of the evidence.

Send notification to the claimant 

· informing him/her 

· of the evidence considered

· of the reasons for the decision, and

· that action on the remaining aspects of the claim has been deferred pending receipt of the other requested evidence, and

· concerning procedural and appellate rights.

Notes:

· Maintain pending issue control until final action is taken.

· If denial of the additional benefits results from a failure to furnish the requested evidence, send notification to the claimant

· informing him/her of the denial, outlining the evidence that was requested but not furnished, and one-year time limit for submission of evidence, and

· concerning procedural and appellate rights.


Continued on next page

3.  Controls for Submission of Evidence, Continued

	e.  When to Extend the Control Time
	Extend the control time for 30 days from the date of the most recent request for evidence if 

· initial development

· raises new issues that must be resolved, and/or

· failed to request essential evidence, or

· requested by the claimant or the claimant’s authorized representative, as long as a good faith effort is being made to furnish the requested evidence.

Note:  It is improper to deny a claim while simultaneously developing for evidence for the same issue.  A control with an accurate date of claim must be maintained as long as development is pending.


	f.  Effects of Extending the Control Time
	An extension does not affect the

· one year statutory time limit for submission of evidence, or

· effective date of an award.


	g.  When the Time Limit Should Not Be Extended
	Do not extend the time limit for submitting evidence if a request for evidence, which is essential to establishing entitlement, was

· addressed to the claimant’s last known address, and

· returned unclaimed.

If the address is proper, and no better one is available,

· disallow the pending claim under reason code 21, (Wherabouts Unknown), and

· file the returned correspondence in its original envelope on top of all other material in the claims folder,

· consider the claim “abandoned” one-year following the date of request.  

Reference:  For more information on abandoned claims, see 38 CFR 3.158(a).


4.  Certifying Eligibility and Continued Entitlement

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic pertains to certifying eligibility for and continued entitlement to VA benefits.  It includes information on

· the requirement to certify eligibility factors

· the procedure for certifying eligibility and continued entitlement, and

· an example of certifying eligibility and continued entitlement.


	Change Date
	September 25, 2008


	a.  Requirement to Certify Eligibility Factors
	Individuals receiving VA benefits may be required to certify that the eligibility factors, which established entitlement to the benefit, continue to exist.


	b.  Certifying Eligibility and Continued Entitlement
	Follow the steps in the table below to certify that the eligibility factors, which established entitlement to the benefit, continue to exist.


	Step
	Action

	1
	Send notification to the beneficiary to

· request verification of an entitlement factor (in a running award)

· advise that verification must be furnished within 60 days, and

· furnish a notice of proposed adverse action.

Note:  Consider the eligibility factor for which certification was requested to have ceased to exist the end of the month it was last shown by the evidence of record to have existed.

Reference:  For more information on periodic certification of continued eligibility, see 38 CFR 3.652.


Continued on next page

4.  Certifying Eligibility and Continued Entitlement, Continued

	b.  Certifying Eligibility and Continued Entitlement (continued)


	Step
	Action

	2
	Was there a response within 60 days?

· If yes
· continue, adjust, or stop the award based on the response provided, and

· send the appropriate notice of adverse action.

· If no
· make the adjustment, and

· send the appropriate notice of adverse action.  


	c.  Example of Certifying Eligibility and Continued Entitlement
	Situation:  

· Evidence is received which indicates that a surviving spouse in receipt of pension may have remarried.  

· There are no children.  

· A review of the file shows the last evidence confirming the surviving spouse’s marital status was a VA Form 21-686c, Declaration of Status of Dependents dated November 12, 2004.  

· On February 11, 2000, a letter is sent to the surviving spouse requesting completion of VA Form 21-686c.  The letter advises the surviving spouse that his/her award might be terminated if he/she does not return the completed form.

Result:  If there is no response within the 60 days

· stop the award effective April 1, 2000, and

· send the proper notice of adverse action.

Reference:  For more information on notices of proposed adverse action, see M21-1MR, Part I, 2.B.4.


5.  Acceptable Evidence Under 38 CFR 3.204

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on acceptable evidence under 38 CFR 3.204, including

· a written statement as proof

· information required in a written statement, and 

· when VA may require evidence in support of a written statement.


	Change Date
	September 25, 2008


	a.  Written Statement as Proof
	In most cases, VA will accept a written statement from a claimant as proof of 

· marriage

· dissolution of a prior marriage

· birth of a child, or

· death of a dependent.


	b.  Information Required in a Written Statement
	The written statement must contain the following:

· the date (month and year) of the event

· the place of the event

· the full name of the dependent

· the relationship of the dependent to the claimant

· if the claimant’s dependent child does not reside with the claimant, the name and address of the person who has custody of the child, and

· the SSN of any dependent on whose behalf the claimant is seeking benefits.


Continued on next page

5.  Acceptable Evidence Under 38 CFR 3.204, Continued

	c.  When VA May Require Evidence in Support of A Written Statement
	VA may require the types of evidence, primary and secondary, indicated in 38 CFR 3.205 through 38 CFR 3.211 to be submitted in support of a written statement when

· the claimant does not reside within a state

· the claimant’s statement

· on its face raises a question of validity, and/or

· conflicts with other evidence or record, and/or

· there is a reasonable indication in the claimant’s statement or otherwise of fraud or misrepresentation of the relationship in question.


6.  Determining Acceptability of Photocopies Under 38 CFR 3.204

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on photocopies under 38 CFR 3.204, including acceptable 

· photocopies or abstracts of public documents, and

· photocopies submitted as evidence of military service.


	Change Date
	December 13, 2005


	a.  Acceptable Copies or Abstracts of Public Documents
	When the claimant’s signed statement is insufficient to establish the fact, copies or abstracts of public documents such as marriage certificates, birth certificates, or death certificates are acceptable as evidence if VA is satisfied that the copies are

· genuine, and

· free from alteration or defect.

Important:  VA may request a copy of the document certified over the signature and official seal of the person having custody of such record.


	b.  Acceptable Photocopies Submitted as Evidence of Military Service
	A photocopy of an original document is acceptable if the copy is 

· issued by

· the service department, and

· a public custodian of records certifies that it is a true and exact copy of the document in the custodian’s custody, or

· submitted by an accredited agent, attorney, or service organization representative who 

· has successfully completed a VA-prescribed training on military records, and 

· affixes a stamp to the document with the following language and his/her signature and date:  “I [name, title, organization] certify that I have completed the VA-prescribed training on certification of evidence for proof of service and that this is a true and exact copy of either an original document or of a copy issued by the service department or public custodian of records.”


7.  New and Material Evidence Under 38 CFR 3.156

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on new and material evidence under 38 CFR 3.156, including

· role of new and material evidence

· description of new evidence

· example of new evidence

· description of material evidence

· example of material evidence

· how new and material evidence relates to character of discharge 

· when medical opinions are not material, and

· a claimant’s right to appeal a new and material decision.


	Change Date
	September 25, 2008


	a.  Role of New and Material Evidence
	A claimant must submit new and material evidence to reopen a claim that has become final because the 

· appeal period has expired, or 

· appellate review is complete.


Continued on next page

7.  New and Material Evidence Under 38 CFR 3.156, Continued

	b.  Description of New Evidence
	To qualify as “new evidence” under 38 CFR 3.156, evidence must be submitted to VA for the first time, whether documentary, testimonial, or in some other form.

The following does not constitute new evidence:

· a photocopy or other duplication of information already contained in a VA claims folder (since it was previously considered), or

· information confirming a point already established, such as a statement from a physician verifying the existence of a condition that has already been diagnosed and reported by another physician.

Note:  Even though a medical evaluation is from a different doctor, it offers no new basis on which the claim might be reopened, unless it contains new information, such as evidence that the condition first manifested itself earlier and much closer to service than previously established.


	c.  Example of New Evidence
	Situation:  A veteran injured while on duty may not have realized immediately that the condition required medical attention and may have sought treatment later that evening from a private physician.

Explanation:  A compensation claim might be denied if the service treatment records (STRs) contain no mention of treatment for the condition.  Should the claimant subsequently submit proof of treatment by the civilian physician, that information would constitute new evidence on which the claim could be reopened.


	d.  Description of Material Evidence
	In order to be considered “material evidence” under 38 CFR 3.156, the additional information must bear directly and substantially on the specific matter under consideration.


Continued on next page

7.  New and Material Evidence Under 38 CFR 3.156, Continued

	e.  Example of Material Evidence
	Situation:  VA has previously determined that a currently diagnosed back condition claimed by a World War II veteran is not service-connected (SC) because it is not related to an event, injury, or disease in-service. 

Explanation:  If VA receives evidence

· that the claimant received treatment shortly after release from active duty, this evidence might be considered new and material if VA had previously been unaware of that treatment, or

· addressing only the current severity of the condition submitted now, over 50 years after service, this evidence may not have a bearing on the issue of whether the condition was incurred or aggravated during military service and may not warrant reopening the prior claim.


	f.  How New and Material Evidence Relates to Character of Discharge
	Statements and affidavits attesting to the claimant’s good character since his/her release from active duty are irrelevant, if the issue is the character of the claimant’s military service.

However, any new information offering mitigating circumstances for an action that resulted in an “other than honorable” discharge does

· address the specific issue under consideration, and therefore

· warrants reopening the claim.


	g.  When Medical Opinions Are Not Material
	A medical opinion is not material if it relies on historical facts that are wholly inaccurate.


	h.  Effect of VA’s Determination That Evidence Is New and Material
	A determination by VA that information constitutes new and material evidence 

· means that the information, by itself, or when considered with previous evidence of record, relates to an unestablished fact necessary to substantiate the claim and raises a reasonable possibility of substantiating the claim, but

· does not necessarily mean that the evidence warrants revision of a prior determination.


Continued on next page

7.  New and Material Evidence Under 38 CFR 3.156, Continued

	i.  Claimant’s Right to Appeal a New and Material Decision
	A decision not to reopen a claim because the evidence submitted is not new and material is an appealable decision.  Furnish a notice of procedural and appellate rights to the claimant.


8.  Certification of Statements to Establish Service Connection Under 38 CFR 3.200

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on certification of statements to establish service connection under 38 CFR 3.200, including

· determining certification requirements

· handling uncertified statements

· waiving the certification requirement, and

· returning an uncertified statement.


	Change Date
	September 25, 2008


	a.  Determining Certification Requirements
	To comply with the provisions of 38 CFR 3.200, statements for the purpose of establishing service connection must be

· under oath or affirmation, or

· certified.

Use the table below to verify that the statement submitted by the claimant to establish service connection complies with the provisions of 38 CFR 3.200.


	If the claimant …
	Then the claimant’s statement should be …

	is submitting records
	“I hereby certify that the following (or attached) is a true transcript of my records pertaining to this case.”

	does not have records to submit
	“I hereby certify that the information given above is true and correct to the best of my knowledge and belief.”


Continued on next page

8.  Certification of Statements to Establish Service Connection Under 38 CFR 3.200, Continued

	b.  Handling Uncertified Statements
	Any statement for the purpose of establishing service connection, which is not certified or under oath, must be referred to the rating activity for a determination as to whether or not the statement is required to establish the benefit sought.

If the rating activity determines that the statement is necessary, use the information in M21-1MR, Part III, Subpart iii, 1.B.8.d to obtain the statement.


	c.  Waiving the Certification Requirement
	The rating activity may waive the certification requirement if favorable action is deemed warranted on the evidence as a whole without regard to the certified statement.


	d.  Returning an Uncertified Statement
	If the rating activity determines that a certified statement from the claimant is necessary

· photocopy the uncertified statement

· type the certification statement above the space provided for signature

· advise the claimant that failure to return the certification in 30 days may result in the denial of his/her claim, and

· send the statement to the claimant for certification.


9.  Affidavits or Certifications in Support of a Claim

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on affidavits or certifications in support of a claim, including

· satisfying VA’s requirement for an affidavit or a certification, and

· if specific VA forms are not appropriate for providing statements.


	Change Date
	September 25, 2008


	a.  Satisfying VA’s Requirement for Affidavit or Certification
	If VA regulations require affidavits or certifications, the requirement may be satisfied by completing the appropriate VA form containing the certification statement.

Enclose the appropriate VA form with the request for evidence.  


	b.  If Specific VA Forms Are Not Appropriate for Providing Statements
	If specific VA forms are not appropriate, the following is acceptable:

· an individual’s signed statement on VA Form 21-4138, Statement in Support of Claim, or

· any other written communication with the appropriate certification.


10.  Development of Claims Involving Accidental Injuries

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on the development claims involving of accidental injuries, including information on

· determining whether there is a need for a VA determination

· obtaining an official police report of an accident

· the procedure for further development of an accidental injury, and

· when to request a field examination for an accidental injury.


	Change Date
	September 25, 2008


	a.  Determining Whether There Is a Need for a VA Determination
	Determine whether any claimed disability resulted from an accidental injury and might require VA determination as to line-of-duty or willful misconduct.  

References:  For more information on 

· line-of-duty determinations, see M21-1MR, Part III, Subpart v, 1.D.19.

· willful misconduct investigations, see M21-1MR, Part III, Subpart v, 1.D.


	b.  Obtaining an Official Police Report of Accident
	If a police report covering an accidental injury is of record, and potential evidence in such a report is considered relevant to a decision, send a locally-generated letter to obtain a copy.


Continued on next page

10.  Development of Claims Involving Accidental Injuries, Continued

	c.  Procedure for Further Development of an Accidental Injury
	Follow the steps below to further develop a claim involving an accidental injury.


	Step
	Action

	1
	If it is determined, after review of service department records, that further development concerning an accidental injury is necessary 

· send VA Form 21-4176, Report of Accidental Injury in Support of Claim for Compensation or Pension to the claimant, via Modern Award Processing-Development (MAP-D) and 

· extend the control time by an additional 30 days to allow the claimant time to complete the form.

Reference:  For more information on developing via MAP-D, see the MAP-D User’s Guide.

	2
	Are the names and addresses of witnesses known at the time the VA Form 21-4176 is released?

· If yes
· send the witnesses VA Form 21-4176, requesting their completion of Section II and statements of their account of the accident, and

· inform the claimant of the request and ask for his/her assistance in obtaining the witnesses’ statements.

· If no
· send VA Form 21-4176 when witnesses are identified and it is determined that their statements are relevant to the claim, and

· inform the claimant of the request and ask for his/her assistance in obtaining the witnesses’ statements.

Note:  Enter the date, place, and type of accident in the appropriate location on VA Form 21-4176 before sending the form to the witnesses.

	3
	Maintain a 30-day control.


Continued on next page

10.  Development of Claims Involving Accidental Injuries, Continued

	c.  Procedure for Further Development of an Accidental Injury (continued)


	Step
	Action

	4
	Has a reply been received within the 30-day control period?

· If yes, send the folder to the pre-determination team or the rating activity for consideration of an administrative decision.

· If no
· send a follow-up request, and

· maintain a 30-day control.

	5
	Has a reply been received within the 30-day control period?

· If yes, send the folder to the pre-determination team or the rating activity for consideration of an administrative decision.

· If no, forward the claim to the pre-determination team or the rating activity for a formal decision, if no other development is indicated.


	d.  When to Request a Field Examination for an Accidental Injury
	Use a field examination to resolve conflicts in evidence, or to remedy defects in the evidence, if all other efforts to secure sufficient data for a line-of-duty or willful misconduct determination have been exhausted. 

Use VA Form 21-3537a, Field Examination Request, to request a field examination.

Reference:  For more information on requests for field examinations, see M21-1MR, Part III, Subpart vi, 8.8.


11.  Issues Regarding a Claimant’s Address
 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information on issues concerning a claimant’s address.  It includes the actions taken when

· a claimant’s address is unknown

· categories of undeliverable mail

· mail is returned due to an undeliverable address

· action taken on undeliverable essential mail if the address is proper

· action taken if a new address is found during folder review

· action taken if a request for information is returned unclaimed

· a claimant is unable or unwilling to furnish an address

· action taken if nonessential mail is undeliverable and no new address is found

· returned checks and correspondence are not collected within 30 days.


	Change Date
	September 25, 2008


	a.  Claimant’s Address Is Unknown
	A claimant’s address does not constitute evidence.  Do not consider a claim to be abandoned solely because the claimant’s address is unknown.

If an award is stopped because the claimant’s address is unknown and checks are undeliverable, payments may be resumed effective the day following the date of last payment if

· entitlement is otherwise established, and

· the claimant furnishes a valid current address.

References:  For more information on

· resuming payments when an award is stopped because the claimant’s address is unknown, see 38 CFR 3.158(c), and

· homeless claimants, see 38 CFR 1.710. 


	b.  Categories of Undeliverable Mail
	Undeliverable, returned mail generally falls within one of two categories:  essential and nonessential.

· Essential mail is normally defined as mail pertaining to pending claims or eligibility determinations.

· Nonessential mail is normally defined as informational mail.  It is mail that does not pertain to a currently pending issue.


Continued on next page

11.  Issues Regarding a Claimant’s Address, Continued

	c.  Mail Is Returned Due to an Undeliverable Address 
	If mail addressed to the claimant is returned due to an undeliverable address, review the available records for a more current address.

Reference:  For more information on steps to take to identify a claimant’s current address when any mail is returned as undeliverable, see the undeliverable mail category in M21-1MR, Part III, Subpart ii, 1.B.8.b.

Note:  Control the development for a valid address with

· the existing end product (EP) for essential mail and a pending claim, or

· an EP 290 for nonessential mail when there is no pending claim.


	d.  Action Taken on Undeliverable Essential Mail if Address Is Proper
	If essential mail is returned as undeliverable, the address is proper, and no better one is available,

· disallow any pending claim under 

· reason code 21, (Wherabouts Unknown) with BDN processing, or

· (Whereabouts Unknown) in VETSNET

· clear the pending end product (EP) control, and

· file the returned correspondence in its original envelope on top of all other material in the claims folder.

Note:  If a current benefit is running, process a suspense of that award in accordance with the procedures for undeliverable nonessential mail, according to M21-1MR, Part III, Subpart 111, 1.B.11.h.


	e.  Action Taken if a New Address Is Found During Folder Review
	If a new or different address is found by performing steps 1-7 in M21-1MR, Part III, Subpart ii, 1.B.8.b,  

· fully update the corporate record with Share as appropriate

· document the change of address in the claims folder

· re-mail the returned correspondence to the new address

· process any pending claim normally, or

· change the pending EP 290 control to EP 400 and clear the EP if no claim is pending and no action except a change of address is warranted.

Reference:  For more information on using Share, see the Share User’s Guide.


Continued on next page

11.  Issues Regarding a Claimant’s Address, Continued

	f.  Action Taken if Request for Information Is Returned Unclaimed
	Do not extend the time limit for submitting evidence if a request for evidence essential to establish entitlement is

· sent to the claimant’s last known address, and

· returned unclaimed.

In this situation consider the claim abandoned at the expiration of one year from the date of request.  

Reference:  For more information, see 38 CFR 3.158(a).


	g.  Claimant Is Unable or Unwilling to Furnish Address
	If a claimant is unable or unwilling to furnish a current mailing address, but wishes to continue receiving benefits, send correspondence and checks to the

· agent cashier of the regional office (RO) that has jurisdiction over the claims folder, or

· agent cashier of any VA facility deemed to be appropriate.

Reference:  For more information, see 38 CFR 1.710(d).


	h.  Action Taken If Nonessential Mail Is Undeliverable and No New Address Is Found
	If nonessential mail has been returned as undeliverable and all efforts to obtain a current address fail, the regional office (RO) must

· clear the pending EP 290 control

· send a due process letter to the last address of record

· establish a pending EP 600 control for the due process, and

· suspend benefits if no response is received in 60 days.


Continued on next page

11.  Issues Regarding a Claimant’s Address, Continued

	i.  Returned Checks or Correspondence Are Not Collected Within 30 Days
	Use the table below to determine what action to take when any checks or correspondence are not collected from the Agent Cashier within 30 days:


	If ...
	Then ...

	checks are not collected from the Agent Cashier in 30 days
	· the checks are returned to the Department of the Treasury, and

· the account is suspended.

	correspondence is not collected from the Agent Cashier within 30 days
	· the correspondence is returned to the Veterans Service Center (VSC), and

· undeliverable nonessential mail procedures are followed.

Reference:  For undeliverable nonessential mail handling procedures, see M21-1MR, Part III, Subpart iii, 1.B.11.h.
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