ACE: Enrollment Verification
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Greetings and welcome to today’s ACE training for the ECC. This training module will focus on the topic of
Enrollment Verification and the goal of this training is to provide you with tools to help you achieve call excellence.

Slide 2

Navigation Controls

You can use the navigation buttons at the bottom to move forward
and backward throughout this module.

You can also use the following keyboard shortcuts:

» Next Slide: Right Arrow (—)
 Previous Slide: Left Arrow (<)

Before we begin our lesson, take a moment to familiarize yourself with the navigation panel at the bottom of your
screen and the navigation buttons in the lower right corner. You can also use the following keyboard shortcuts to
move backwards and forwards throughout the presentation. Please select the forward button to continue.
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Agenda

KNOWLEDGE

TEACHING, /

During today’s lesson, we will provide you with information related to enrollment verification and updates you
need to know. The agenda will include background information as to why enrollment verification is needed and
changes to the process. We will also review the methods beneficiaries may use for verification of enrollment and
the Opt-In Method, as well as discuss manual updates and rescinded policies. Please select the forward button to
continue.
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Enrollment Verification Background

Public Law 116-315 Section 1010

« added enrollment verification requirements
for schools and beneficiaries who use the
Post-9/11 Gl Bill, or Chapter 33

« all Chapter 33 beneficiaries enrolled at
IHLs and NCDs must verify their
enrollment status each month to continue
receiving their monthly housing
allowance (MHA) and/or kicker payments

First, why is enrollment verification needed? Let’s start with some background information on this. Public Law
116-315 section 1010 added enroliment verification requirements for schools and beneficiaries who use the Post-
9/11 GI Bill, or chapter 33. This means all chapter 33 beneficiaries enrolled at Institutions of Higher Learning
(IHLs) and Non-College Degree programs (NCDs) must verify their enroliment status each month to continue
receiving their monthly housing allowance (MHA) and kicker payments if applicable.
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Implementation of
Section 1010

We asked and you
* delivered!

With the implementation of section 1010, the ECC assisted callers with their text messaging options since this
was a major change and we needed our beneficiaries to have the best experience possible. The ECC played a
huge role and did a phenomenal job!
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Enrollment Verification: Section 1010 Advisor

(G) 2021 13 July: Procedural Advisory: Ssction 1010 of Public Law 11-315, Chapter 33 Schoc
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Well, we have good news for you, these section 1010 procedures were rescinded in February 2023. Keep in mind
beneficiaries must still verify their enrollment, but some of the additional steps you were taking in the ECC are no
longer necessary.
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EDU CALL CENTER IMPACT

SUBCHAPTER Il. ENROLLMENT VERIFICATION AND EDUCATION CALL CENTER IMPACT

11.05 Overview of Enroliment Verification

So you may be wondering, what is my role in enroliment verification? Let’s talk about what the procedures now
say about the call agent's role, the beneficiary’s role and how these changes affect you.
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Monthly Enrollment Verification

CH33 unverified status:

« After two consecutive months, MHA
and/or kicker payments held

+ Beneficiary must verify enrollment to
resume payments

Did you know monthly enroliment verification is the responsibility of the beneficiary? As we discussed earlier,
chapter 33 beneficiaries are required to verify their enroliment status each month in order to continue receiving
their MHA and kicker payments if applicable. As we discussed earlier, chapter 33 beneficiaries are required to
verify their enroliment status each month in order to continue receiving their MHA and kicker payments if
applicable. However, if a beneficiary fails to verify their enroliment for two consecutive months, VA will withhold
any additional payments until the enroliment is verified by the beneficiary. This requirement applies to all chapter
33 beneficiaries enrolled at IHLs and NCDs. However, the monthly enroliment verification requirement does NOT
apply to OJT/Apprenticeship, Flight (non-IHL facility) or correspondence programs.
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Monthly Enrollment Verification

M22-4 Part 12 subchapter 11:
Chapter 33 Enrollment Verification

The M22-4, Part 12 details the procedures for chapter 33 enroliment verification. You can select the hyperlink on
the screen and it will take you directly to this section. When you are ready, select the forward button to continue.

Slide 10 Knowledge Check

True/False

Chapter 33 beneficiaries must verify their monthly enrollment, and if they fail
to verify for two consecutive months payments will be withheld.

e A)True
o B)False

Sorry this is incorrect - the answer is A) True
Click anywhere or press 'y’ to continue.

The correct answer is A) True
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Enrollment —
144 1 | Beneficiaries are asked to
Verlflcatlon verify two enrollment details:
Methods

» Amount of credit hours or

clock hours
TEXT MESSAGING

» The start and end dates of
enrollment for the month

This the primary system

for monthly verification

Now let’s explain the methods beneficiaries can use to verify their enroliment. Text messaging is the primary
method for monthly verification. Email is an alternative, and if a beneficiary opts-out of text messages, they will
automatically be enrolled into the email system, as long as there is a valid email address in the Chapter 33
Processing System, also known as DGI. They may also use Ask VA (AVA), a secure platform to submit inquiries
online. Telephone is another way a beneficiary can verify their enroliment status and they can do this by
contacting the ECC.

Slide 12

Understanding
the agent’s role

We've discussed the methods our callers may use to verify their enroliment. Now let’s focus on the ECC role in
the enroliment verification process. Please select the forward button to continue.
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Enrollment Status

I need to verify my
Chapter 33 enrollment

How can I help \

you today? Q

IR Q8 9I0°

When a caller indicates they need to verify their chapter 33 enrollment status by phone, first make sure you have
verified the caller’s identity using standard proper identification protocol.

Slide 14

Enrollment Status

Next Step: ")

Ask if there are any changes

Use open-ended questions

Next, we need to know if there are any changes to the beneficiary’s enroliment. As a call agent, you have freedom
to ask your caller open-ended questions. Local policy may indicate there are specific scripts for you to follow, so
keep this in mind. However, for the purpose of this module, the M22-4 requires the ECC agent to ask if there are
any changes to the enrollment the caller is verifying. Here are some examples of open-ended questions you could
use: “Are there any changes to your enroliment which began on (begin date) and ends on (end date)?” Perhaps
you could ask the question: “Do you have any changes to your course load in this current semester?”

Slide 15
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Enrollment Status

Verification Q

No Changes @ certify enrollment

Changes @ take additional action

ORIy

Your caller will verify if their enroliment is the same or if the enroliment information has changed. The action you
take next will depend upon the response you receive from the beneficiary.

Slide 16

No Changes to Enrollment @

TASKLIST
# SEARCH

Unverified Periods
Fegin Pate Fra e Amount oo Kinkors e

Current Verification Details

Previous Verified Through Date: 01/31/2022 Source of Previous

STORY
WORK PRODUCT Update Verification
SUMMARY

New Verified Through Date:

MM/DD/YYYY

= 7 0600

First, let’s talk about what to do when the caller verifies there are no changes to their enrollment, meaning their
enrollment is the same. When your caller informs you there are no changes, you will review and update the
Enrollment Verification screen, which is accessed through the DGl task bar as shown on screen. Once the
Enrollment Verification tab is selected, update verification in the ‘New Verified Through Date’ field as shown.
Enter the most recent end date from the list of unverified periods and click the ‘Submit Enroliment Verification’
button as shown. If any payments had been in a paused status, this action should release any payments due.
Please note: A TIMS note is not required for this standard enroliment verification process.
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e
@ Changes to Enrollment

[T
i
H TIMETO
Reminder: _ U P DATE
Always verify caller identity
using standard proper | A 2
identification protocol i

The second scenario is when the caller tells you there is a change to their enroliment. This could be a change in
the number of hours they are enrolled in or in the dates they are attending. When this happens, Stop, do not
perform enrollment verification. As a call agent you will take the following actions:

Slide 18

.
® Changes to Enrollment

* Create a Report
of Contact (119)

+ Capture to TIMS
and label as
“ATTENDN"

Create a Report of Contact (119) describing any changes to the enroliment. The 119 must be captured to TIMS.
Use the document type “ATTENDN” which will create the claim token. You will then advise the beneficiary to
contact their School Certifying Official (SCO) to notify of the enroliment status change if a 1999b has not been
received from the school yet. Finally route the claim, following local guidance, to the appropriate chapter 33
supplemental queue for processing.
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M.
Enrollment Verification Method (Opt-In)
'> Scenario:
- Your caller advises they need assistance
with their verification method
—_— 06004

You may encounter a scenario when your caller advises they need assistance with their verification method, or
the Opt-in Method. When assistance is requested by the caller, you will take actionto update a beneficiary’s
preferred method of their enroliment verification by performing the following steps:
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Enrollment Verification Method (Opt-In)

~
\/ :
~\ 2 /
\(e/ Verify the beneficiary’s identity

A using standard protocol

=y 0604

First verify the beneficiary’s identity using standard protocol. Then ensure the mobile phone number field on the
BIO screen in DGl reflects a valid mobile number. If email is selected as their preferred method, verify and update
the email address on the BIO screen. Next, review the current Opt-In Method on the BIO screen. If the setting
reflects the current preferred method of the beneficiary, no additional action is required.
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[T
Enrollment Verification Method (Opt-In)
Enroliment Verification Opt-In
OptIn Method | TEXT v OptIn Stats | Yes
= 06000

There are three manual update settings for the Opt-In Method. Opt-in Text, Opt-out of Text which by defaultis
enrollment verification by email, and Opt-out of Text and Email. If the beneficiary opts out of both text and email,
advise they must call the ECC to verify their monthly enroliment.

Slide 22
(.
Enrollment Verification Method (Opt-In)
When capturing the 119 to TIMS:

+ If no open claim token use doc type
“COPYA”

« After capture change the doc type to
“119”

= 0004

When the current Opt-In Method requires a change, document the opt-in or opt-out request with either a Note in
TIMS or you can use a Report of Contact form (119) to document the changes. If there is no open claim token
and you are capturing the Report of Contact 119, in order to prevent activating a claim token, you need to use the
document type “COPYA”". Then after capture of the 119 is complete, the document type needs to be changed
from “COPYA” to “119” and properly labeled before you close the TIMS folder.
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Multiple Choice

Which of the following is not a method beneficiaries may use to

verify their enrollment?

o A) Telephone call to the ECC
®  B)Ask the school to verify

o C) Text messaging

o D)Ask VA (AVA)

Sorry, the correct answer is B) Ask the school to verify
Click anywhere or press 'y’ to continue.

The correct answer is B) Ask the school to verify

Slide 24 Knowledge Check

True/False

If there are changes to the enrollment status, you can verify the enrollment

in DGI on the enrollment verification tab.

A) True
® B)False

Sorry, this is incorrect - the answer is B) False
Click anywhere or press 'y’ to continue.

The correct answer is B) False
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UPDATE:
RESCINDED POLICIES

Earlier in this training we mentioned manual updates and rescinded policies. Let’s take a look at these changes
now.
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RESCINDED - (G) 2021 02 July: Procedural Acvisory: Section 1010 of Public Law 116-315, Chapter 23

Evrolment Vericaton Reqanomont 1or Ber 6 1cranss

Arick I FAA000M0175007 # re SC i n d e d

Tors Updated Jon 26, 2022
edizares > o221

RESCINDED - Procedural Advisory: tiestior 11110 ot 1unin aw. Gapter 331 nrallment Vanfication Requrersent o ienaficares

Sem V924 Tart 12, Chapter 1. Enrollment Varfieation - Chapter 33

Juy 2 221

What has Changed: On January £, 2021, Public Law [PL.11°6-416, Johny lsaksen anc David 2. Roc, M. 1., Voiorans Heallh Gars and Boaetits Improvemant Act of
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RFO Impact: MH\ paymante vill no Ionge- be created 3e 03+ ecuring payments. The Long Ter Solution (LTS) wil create separate 'ump sum 061 paymerts for
azn mentn the nousing o kizker payment i due. Thzee oy 061 pay be released auromsticaly by LTS ftne beneficiery suoolies & to
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What is the RPD Action?
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As previously stated, the original July 2021 Procedural Advisory: Section 1010 of Public Law 116-315, Chapter 33
Enrollment Verification Requirements for Beneficiaries was rescinded in February of 2023. Along with this
Advisory, several related FAQs and job aids were also rescinded.
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RESCINDED - Section 1010 Phase 1 ECC Training Tips and Tricks
Aricle D:55440)000120683

s e reh 24, 202t

#rescinded

RESCINDED - sffective 2117/23 - Section 1010 Education Call Center (ECC) Training Tips & Tricks

“*“Information can be found in M22-4 Part 12 Chapter 11°**

Question: Why is the Verification of Enroliment serean in LTS grayed out if the NCD torm began prior to August 1, 20217
Answer: Only terms beginning on or after 08/01:21 at an NCD (only) faciity will be impacted during paase 1

(61202102 July: Procedural Acvisory: Chapter 33 Enrollment Sectlon 1010 of Public Law 115-315 for Education Call Center
employees va.gov)

Question: Why is the Verification of Enrollment screen in LTS grayed out if the NCD is at an Institution of Higher Learning (IHL)?
Only terms beginning on or after 03/01:21 at an NCD (only) f
(G1.2021 02 July: Procedural Advisory: Chapter 33 Enrollment Verif
smployees (va.gov)

t vill be impated during phass 1.
i i eotion 4040 of Public Law 11531 ion Call Center

Question: Why is the Verification of Enroliment seresn in LTS grayed out for some bensficiaries when the NCD term began on or after B11/217
ans,
remediated in the ~amirg days fn generate limpsum payments Noing so will update e Ver
veiifications for subsequent months

15 section 1010 phase 1 implementation applied. Identified ¢ aims must b2

/2 1 the LTS work product was autorizc prior to &/1721, then LTS rules prer to PL 115-

ratian of Frralimant screen and alow for narmal nracessing of vvalirent

Capiure aReport of Contact with the mon:h being verified and capture into the TIVS file: The c.aim should remain in the curren: queue for routne processing

{fthere is no rendna claim foken canture a Reanrtof Gon'act with the menth baina varifisd and eanure irta the TIMS fie: This will crcate a elaim foken which should b

« YR

This includes: Section 1010 ECC Training Tips and Tricks
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RESCINDED - Effectve 2/17/2023 - Chapter 33 Enrollment Verification Recuirement for Beneficiaries

#rescinded

Topcs peated F2b 23,

RESCINDED - Effective 2117/2023 Chapter 33 for
ECC Script - Section 1010 of Public Lew 116-315
Last updated 1/28/22
*==Updated in M22-4, Part 12, Chapter 11"~
“ECC Agents”

Verify the beneficiary’s “Mobile Phone” number in LTS before completing the call. - This will assist greatly during this new
enroliment status verification process.

Phase 2-DGI 2.0 Release date January 15,2022

R

Chapter 33 Enroliment Verification FAQs
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Rescinded - Section 1010 Text Message Opt In-Out Web nar Questions and Answers
Aricle ID: £54400000177379

Bpcs

#rescinded

RESCINDED effective 2117/23 Saction 1010 Tex: Message Cpt InOut
ECC Tran the Trainer
Questons and Answers (Q&4)

“Information updated in M22-4 Part 12 Chapter 117

In this training, it is stated a note should de added to the TIMS file when updating the Text Message Opt in field. An a
119. Why the change?

Ihe AMVISOTy referanced I your qUeSTIon 1S on 1pdating e Msbil2 Paane field orly An advisory was racently releasad wrh informat on contairirg the cp-iniopt-
out procedures

(G).2021 02 July: Procedural Advisor,
Center employees [vagov)

isory received stated to add a

: Chapter 33 Enrollment Verification Requirsment; Section 1010 of Public Law 116-315 for Education Call

2. Why are the ECC agents doing the opt in‘cut action(s) in LTS, and required to complete a note?

Text responses wil automatically update LTS and be czpiured into TIM3 as TXTREPLY. Telephonic requests must be processed manualy in LTS. A report of contac
st be cavtured s TXTREPLY in e beneficiary's TIMS le o docurment the aci

3. How many times should an ECC agent ask the caller about opt infout for ch33 beneficiaries?

2 benefarv eontacts the aall nenter ‘o inauiire shout Text Massane Ont in‘oit

KR

Section 1010 Text Message Opt in-Out Webinar Q&As
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RESCINDED - Section 1010 Text Message Job Aid
=
Articl ID: 554400000177035 # d d
rescinde

Topies

ining Team >Rescinded FAQs and Guides
RESCINDED - effective 2/17/23 - Section 1010 Enrollment Verification Text Job Aid

**updated in M22-4 Part 12 Chapter 11***

Updated January 28, 2022
Original release: July 7, 2021

To download the job aid click on the attachment at the bottom of this page.

Qe

Section 1010 Payment Status and Enrollment Verification Job Aids. Please select the forward buttonto continue.

Slide 31 -Lesson Summary

Lesson Summary:

We've reached the end of this ACE module, providing you with information to Achieve Call Excellence. To recap,
we discussed chapter 33 enroliment verification: what it is and what is required, who is responsible and how to
process these requests. We reviewed the methods for verification of enroliment and Opt-in Methods. We also

discussed manual updates and rescinded policies.
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Assessment

= Based on information

= Tell us how we’re doing covered

= Must complete to receive

i = Must complete to receive

credit

= Provide feedback = Ensure understanding

nE0

An assessmentand survey have been assigned to you. Once you complete this training, please complete the
assessment and survey as soon as possible to receive credit for this training. You should be able to complete the
training, assessment and survey within one hour.

Slide 33

THANK YOU;

= National Training
Team

Processing

Thank you for your time and attention, you may exit this module now. Remember to complete both the
assessment and survey in order to receive credit. Have a good day!.
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