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Slide notes

Course Description:

This lesson provides an overview of the Centralized Mail (CM) Portal, to include user roles and system functionality.

Slide 2 - Objectives 
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Objectives

* Access CM Portal

« |dentify CM Portal features and functions
» Describe user roles and activities

» Discuss viewing mail packets in CM Portal
* Upload mail into VBMS
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Slide notes

Instructor Notes:

At the end of this lesson, given the training and references, the learner will be able to do the following:

• Access CM Portal

• Identify CM Portal features and functions

• Describe user roles and activities

• Discuss viewing mail packets in CM Portal

• Upload mail into VBMS

Slide 3 - References 
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References
* CM Portal User Manual
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Slide notes

Instructor Notes:

These are the relevant references pertaining to this course:

• Centralized Mail Portal User Manual

Slide 4 - CM Portal Access & Helpdesk 
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CM Portal Access & Helpdesk

* https://dmhs.DigitalContentServices.com
— VA login
— PIV badge
— Link SSOi with CM Portal (first log-in only)
— Registration (first log-in only)
* Troubleshooting
— Phone: 724-755-3715
— Email: dmhs_support@leidos.com
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Slide notes

Reference(s):  CM Portal User Manual

Instructor Notes:

Access

You will need to copy and paste the link on the slide into your Internet Explorer (IE) 11 (or higher) web browser to access the CM Portal.  Other browsers such as Google, Chrome, etc., are not fully supported and may cause connectivity or technical issues.  P&F Service recommends saving this link as a favorite in your IE web browser as you will probably be accessing it frequently.  Once you arrive at the CM Portal homepage, you will be asked to sign-in utilizing your PIV card and single sign-on.  

You will then:

• Click the blue sign-on button, 

• Click the Sign In with VA PIV card icon, and

• Enter your personal certificate passcode.

Note: You may have to link your PIV badge Sign-On information with the CM Portal during your first log-in.  To do that, the CM portal will send you an email containing link instructions.  If you follow the instructions in the email, you will have no issues linking your accounts.  You may also have to register your account during your first log-in.  Follow the prompts on the screen to complete your registration.

Troubleshooting

The CM Portal has its own helpdesk, the CM Portal Helpdesk, that provides technical support.  Therefore, you should not submit a trouble ticket through yourIT when seeking assistance with the CM Portal.  Contacting the CM Portal Helpdesk directly will result in a more timely service.  You can reach the CM Portal helpdesk one of two ways:

• By phone at the number shown on the slide.  The helpdesk is open Monday through Friday from 8:00 am to 5:00 pm ET.

• By e-mail at the address shown on the slide.  The helpdesk will provide responses to email inquiries during regular business hours.

Instructor Demonstration:

Navigate to the CM Portal homepage and demonstrate how to log-in.

Slide 5 - Features 
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Features

« Centralizes mail operations
 Paperless, electronic process

« Routes mail to the appropriate office
« Intuitive user interface

« Allows for speedy upload to eFolder

« Convenient User Manual access
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Slide notes

Reference(s):  CM Portal User Manual

Instructor Notes:

The Department of Veterans Affairs (VA) is continuing a substantial effort to improve and streamline paperless processing of documents received by Veterans Benefits Administration (VBA) by utilizing Digital Mail Handling Services to support the

• intake, 

• conversion, and

• handling of mail received by VBA. 

The CM process converts incoming paper mail to an electronic medium.  The Centralized Mail (CM) process is intends to

• eliminate paper handling by VA personnel at Regional Offices,

• reduce the number of times mail is handled in any medium,

• expedite uploading of claims, evidence, and other mail to the eFolders in VBMS,

• improve customer service and claims processing timeliness through improved mail control processes, and

• implement first in, first out workflow for all mail received.

In addition, the CM Portal provides an intuitive and user friendly user interface, but should you have questions, the CM Portal User Manual is easily accessible from the application toolbar.  

To access the User Manual:

• navigate to the application toolbar,

• Select the downward facing carrot next to “Hello, your name” in the toolbar

• Select Help (CM) and 

• open the file.

Instructor Demonstration:

Navigate to the CM Portal and demonstrate how to locate the User Manual and how to open it.

Slide 6 - User Roles 
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User Roles

* Basic User

* Super User

¢ Supervisor

* Records Management Officer

* National Reviewer

» Contracting Officers Representative
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Slide notes

Reference(s):  CM Portal User Manual

Instructor Notes:

There are six user roles within the CM Portal, as shown on the slide.  We are only going to discuss the first three as they are the user roles that are applicable to the fiduciary hubs.

Slide 7 - Basic User 
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Basic User
*  Work & Hold Queues * Upload to VBMS
« Assign Do Not Upload status to a packet ¢ Add/View notes
¢ Requesta: * Download
— Re-scan * Review history
— Split * Export to Excel
— Hold * Markas
— Unidentifiable unread

* Route to Reassign

Pension and Fiduciary Service 7/




Slide notes

Reference(s):  CM Portal User Manual

Instructor Notes:

User Functions

The Basic User role is the role that most fiduciary hub employees working in the CM Portal will have.  

This role allows users to view:

• His/her work queue – this queue contains mail packets assigned to a specific user at a specific office for processing.

• The Hold queue- this queue contains mail packets placed on hold, which may require the user to obtain additional information prior to processing completion.

This role allows users to:

• Assign a mail packet to a “Do Not Upload” status,

• This status is applicable when a user determines that pieces in a mail packet should not be uploaded to the eFolder.  For example, an HR document that accidently got sent to the CM intake site.

• Request a Re-scan of a mail packet.

• This request is applicable when the user cannot read portions of the document, for example, it appears that the upper right corner of a sheet folded towards the lower left corner during the scanning process and the body of the page cannot be seen.  This action is not applicable when the “Best Copy” indicator is added to the document by the scanning vendor.

• Request a mail packet be Split.

• This request is applicable when the user determines he/she must separate a mail packet.  An example of this would be pieces of mail for two Veterans/Beneficiaries being scanned into the same mail packet.  

• Request a Hold on a mail packet.

• This request is applicable when the user must take additional action to determine if his/her station has correct jurisdiction over the mail packet prior to continued processing. 

• Request that a mail packet is designated as Unidentified/Unidentifiable Mail.

• This request is applicable when the user is unable to identify the Veteran/Beneficiary associated with the mail packet. 

• Route a mail packet to the Reassign Queue for transfer to a new location.

• This request is applicable when the user identifies a document that should not have been assigned to his/her station.  An example would be a fiduciary hub received a VA Form 10182, Decision Review Request: Board Appeal (Notice of Disagreement).  The VAF 10182 explicitly requests an appeal to the Board of Veterans Appeals (BVA).  Therefore, the user must to reassign the mail packet to the BVA queue.  Tip: The user should add a note to explain the reason for reassignment and the reassigned location.  Example note: VAF 10182 – BVA’s Jurisdiction.

• View assigned packets in the CM Queue.

• This action allows users to view all mail packets assigned to him/her.

• Upload a mail packet to the VBMS.

• This action is applicable upon completion of review each mail packet.  Each mail packet that can be matched to a Veteran/Beneficiary will be uploaded into the appropriate VBMS eFolder by the user.

• Add or view notes.

• This action allows users to attach notes of clarification to the mail packet.  Notes are viewable by other Basic Users, Super Users, and Supervisors 

• Download a mail packet.

• This action allows users to download the mail packet to his/her desktop.

• Review a mail packet history.

• This action allows a user to view all historical actions relating to a specific mail packet.

• Export list of mail packets to transfer data into a spreadsheet format using.

• This action allows a user to perform a search and then export the results into an Excel spreadsheet.

Instructor Demonstration:

Navigate to the CM Portal home screen, demonstrate actions Basic Users can take, and show how to view the Hold Queue.

Slide 8 - Super User 
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Slide notes

Reference(s):  CM Portal User Manual

Instructor Notes:

User Functions

The Super User role will be assigned to far less people within the fiduciary hub.  This role will be assigned to users that will assume CM Portal subject matter expertise, assist employees in navigating the system, and trouble shoot with employees at the local level prior to the employee opening a helpdesk ticket.  

This role allows users to view

• The Assignment Queue – this queue contains mail packets pending assignment to a Work Queue.

• The Authorization Queue – this queue contains mail packets that have been marked for Re-scan or Split that require supervisory or Super User authorization to continue.

• The Hold Queue – this queue contains mail packets placed on Hold that may require additional information to continue processing.

• The Reassign Queue – this queue contains mail packets that require re-routing to a different location or user for processing

• The Work Queue – this queue contains mail packets assigned to a specific users at a specific location for processing.

In addition to all of the Basic User functions, this role allows users to:

• Process mail packets in the Authorization Queue

• The user can approve requests for Re-scan or Split submitted by a Basic User.

• Process mail packets in the Re-assign Queue

• The user can approve and take action to Re-assign a mail packet to a different user or location for processing.

Instructor Demonstration:

Navigate to the CM Portal home screen, demonstrate actions Super Users can take, and show how to view the different mail queues.

Slide 9 - Supervisor 

[image: image9.jpg]Overview of the Centralized Mail (CM) Portal

Supervisor

* All Super User functions
* Process packets in Unidentified Mail Queue
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Slide notes

Reference(s):  CM Portal User Manual

Instructor Notes:

User Functions

The Supervisor role will be assigned to the supervisors of employees working in the CM Portal.  This user role provides supervisor’s with all of the functions and queues of a Basic User and a Super User.  In addition, it allows for supervisors to view process/approve mail packets sent to the Unidentified Mail Queue by Basic or Super Users. 

Instructor Demonstration:

Navigate to the CM Portal home screen, demonstrate actions a Supervisor can take within the Unidentified Mail Queue.

Slide 10 - Viewing Mail Packets 
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Viewing Mail Packets

* Display controls * Results grid
— Horizontal — Display
— Vertical — Resizing/reordering
— Page navigation e Search
* Home page — Queues
— Queues — Search
— Search
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Slide notes

Reference(s):  CM Portal User Manual

Instructor Notes:

Display Controls

The display on most screens within the CM Portal can be expanded or collapsed and navigated both horizontally and vertically.

• Horizontal display 

• shows all data on the far left side of the screen when the Left Arrow is selected

• the Left and Right Arrows can be selected to navigate the Scroll Bar back and forth horizontally

• Vertical display

• Selecting the blue Plus Sign will expand data vertically within a window

• the Up and Down Arrows can be selected to navigate the Scroll Bar back and forth vertically

• Page Navigation

• Located on the Status Bar at the bottom of the page

• Backward, Forward, First Page, and Last Page Arrows assist in quick navigation

• The Page Size field controls how many rows are displayed per page, edit this to see more or less rows.

• Reset View button on the left side of the Status Bar reloads the page and displayed results to the default column order and size settings.

Home Page

• The Queues tab shows all queues, by queue hierarchy

• Level 1 – Line of Business (BVA, Compensation & Pension Service, etc.)

• Level 2 – District (Pacific, Continental, etc.)

• Level 3 – Regional Office (Lincoln, Louisville, Milwaukee, etc.)

• Level 4 – Queue (Assignment, Authorization, Hold, Work)

• The Search tab search the CM Portal database for mail packets meeting specified criteria

Results Grid

The Mail Packer Results Grid displays summary information for the mail packets entered in the Queues and Search Tabs.

• This grid allows a user to

• single-click for packet selection, 

• double click for packet selection,

• column resizing based on preference, and

• column reordering, based on preference.

Search

• Queues Tab

• The search function with in a mail packet in the Queues Tab  is available to users when they select the Question Mark to the right of a field.  Selecting the Question Mark opens a new box where the user must insert search parameters.

• Search Tab

• The search function within the Search Tab retrieves all mail packets within the CM Portal that are not restricted and match the specific search criteria entered by a user. 

• Just like the Queues Tab, the search function within the Search Tab allows users to select the Question Mark to the right of a field and then enter search parameters.

Instructor Demonstration:

Navigate to the CM Portal home screen and demonstrate items/actions shown on the slide.

Slide 11 - Viewing Mail Packets – Cont’d 
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Viewing Mail Packets — Cont’d

* Mail packet detail * Actions task bar
— Document list — Packet actions
— Packet indexing — Tasks

— Document indexing
* Document viewer
— Adobe Acrobat Reader
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Slide notes

Reference(s):  CM Portal User Manual

Instructor Notes:

Mail Packet Detail

The mail packet details are found on the far left side of the screen and consist of the Document List and Indexing menus.  The fields shown in black can be modified by a user, but those shown in gray are not editable.  The vertical display bar may be expanded to view or hide the fields.

• Document list

• This field contains on all of the documents included within the mail packet.  The list provides 

• the name of each document,

• number of pages the document contains, and 

• the date received.

• Packet indexing

• This field appears beneath the Document List and contains Veteran specific information, such as

• File Number

• First Name

• Middle Initial

• Last Name

• Zip Code

• Emergent Situation*

• *The Emergent Situation field is similar to a flash in other systems – it allows a user to identify a specific issue requiring priority processing.  Examples include

• Homeless

• Former Prisoner of War

• Serious Illness

• Document indexing

• This field appears beneath Packet Indexing.  Here a user will verify or enter various contentions and claim issues in the Contention Fields. 

Document Viewer

The document viewer displays a selected document via Adobe Acrobat Reader.

Actions Task Bar

The action task bar appears at the top of any screen and displays a set of buttons that allows various Actions or Tasks on the selected packet.  Blue buttons are enabled and execute functions while gray buttons are inoperative and cannot be selected.  Display of the buttons varies by User Role, Queue, and current state of the mail packet.

• Packet actions

• These buttons change a mail packet’s status.

• These buttons perform the function identified on the button and return to the Results Grid on the Queues Tab.

• Tasks

• These buttons are functions within a mail packet and do not change the mail packet’s status.

• These buttons require the user to utilize the Close button, which returns to the Results Grid on the Queues Tab.

Instructor Demonstration:

Navigate to the CM Portal home screen and demonstrate items/actions shown on the slide.

Slide 12 - Upload Mail  
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Upload Mail

* Confirm mail packet information
* Upload to VBMS
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Slide notes

Reference(s):  CM Portal User Manual

Instructor Notes:

After the user confirms all of the packet information is correct, he/she will select the Upload to VBMS button.  Selection of that button transmits the mail packet to VBMS.  

As the CM Portal attempted to upload the mail packet into VBMS, the status of the mail packet changes to Pending Upload.  When the upload succeeds, the mail packet is marked Complete and removed from the CM Portal workflow.  The user’s work (for that specific mail packet) is done when the mail packet status transitions to Complete.

Instructor Demonstration:

Navigate to a mail packet and demonstrate how to upload the documents to VBMS.

Slide 13 - Questions? 

[image: image13.jpg]Questions?

¢ Access

* Features

* User Roles

* Viewing Mail Packets
* Upload Mail

Pension and Fiduciary Service 13




Slide notes

Instructor Notes:

(Recall)  These are our learning objectives as stated from the beginning of the training:

• Access CM Portal

• Identify CM Portal features and functions

• Describe user roles and activities

• Discuss viewing mail packets in CM Portal

• Upload mail into VBMS

(Recap)  We discussed each of these learning objectives through the following topics in each slide today:

• Access

• Features

• User Roles

• Viewing Mail Packets

• Upload Mail

Are there any additional questions?  

Questions should be filtered through your QRT team. They will submit your questions to the Field Inquiry Tool (FIT) on your behalf.

Slide 14 - TMS Survey/Assessment 
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TMS Survey/Assessment

« Asatisfaction survey and/or assessment have been assigned
to you in TMS.

* Be sure to complete the survey and/or assessment to receive
credit for this training.
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Slide notes

Instructor Notes:

A satisfaction survey and/or assessment have been assigned to you in TMS.

Be sure to complete the survey and/or assessment to receive credit for this training.
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