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How to create a VA Form 27-0820 Service Request 
in CRM/UD Review 

To demonstrate this segment: In the training environment, create a whole call roll- play scenario 
where a volunteer completes a VA Form 27-0820 while the class observes. 

Navigate to the Search section, Caller and Call Type subsection. 
 

Select the applicable Call type and Subtype based on the caller’s request. 

 
 

Select Create Request. 

1. Navigate to the Contact History section and review past calls. 
2. Select the Actions tab and select Service Request. 



CRM/UD-O Service Requests  
Job Aid 

 
 

 
Service Requests 
OFO-NCC 
September 2021  Page 2 

 

 

3. Select the Veteran record from the Service Request- People List 

4. The Service Request screen will open in a new 

window. Make sure the Action reflects intended 

service request 
 

 
5. In the General section: 

Send To: should show the Veteran/Beneficiary SOJ (refer to the 

Jurisdiction and Routing document in the Knowledge Management System 

as needed). Send Email to Veteran: Do NOT check 

Email of Veteran: No action/change 

Letter Addressing: Select Compensation or Pension 

VBMS Upload Role: Leave Blank 

VBMS Doc Type: Leave Blank 
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6. In the Veteran Mailing Address Section: 

Verify/complete Mailing Address, Caller Information, 

Dependent Information, and Additional Information as needed. 

When completing a service-request, ensure the address and phone number 
on record is correct. Take action to update contact information when necessary 
in compliance with FOIA/PA regulations. 

7. In the Caller Information Field select Copy Mailing Address if caller is Veteran 
or has the same mailing Address of Veteran. 

Complete Caller Information field with Caller Address if address/phone 

number does not match the Veteran’s address/phone number. 

8. Name of Reporting Individual section, verify Caller name if not the 
Veteran is in this section, set Read Script to “Yes” to confirm Notice 

of Action has been provided to caller. 
9. In the Description of contents to be inserted in service request 

body subsection, use Quick Write to populate the necessary information. 

Type in additional information as needed. Use “*” for wildcard search in 

Quick Write field. 
 

PCRs may utilize Quick Writes (recommended when applicable) or type the body of 
the 0820 below.  
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b. Scroll down and select Look Up More Records 

 

 

c. Additional Quick Writes may be accessed by scrolling, or searching key 
words  
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d. Double click selection, or select and hit the “Add” button.  
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e. Fill in the blanks as appropriate to the situation, and according to the 
information in the file.  

 
i. Locate information within other tabs as necessary  
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11.  Once the body of the 27-0820 is complete select Save  

 

 
 
12.  To review the 27-0820 for accuracy, select Preview 0820 

 
If edits on the service request screen are necessary, update, save again, and 
preview again.  
 
13. To access the NOA statement, select Send Email  
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14. To determine how the 27-0820 is to be routed, review 0820 Routing 
Procedures. 
 
15. View notes and edit if necessary.  
 

https://vaww.vrm.km.va.gov/system/templates/selfservice/va_kanew/help/agent/locale/en-US/portal/554400000001001/content/554400000031625/0820-Routing-Procedures?query=0820%20rout
https://vaww.vrm.km.va.gov/system/templates/selfservice/va_kanew/help/agent/locale/en-US/portal/554400000001001/content/554400000031625/0820-Routing-Procedures?query=0820%20rout
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