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1. Introduction

1.1.  Purpose

The purpose of this User Guide is to provide general system information, as well as accessibility
and user roles with the VHIC application. This User Guide will provide a detailed walkthrough
of creating a Veteran Health Identification Card request using the VHIC application. This User
Guide will also provide the detailed steps on how VHIC Administrators can deactivate all of the
VHICs associated to a selected Veteran.

1.2.  Document Orientation

1.2.1.  Organization of the Manual

This User Guide is divided into four sections to allow you to obtain quickly the information you
need.

The first section will provide an overview of what a VHIC is and what the eligibility
requirements are, and the various user roles and their accessibility within the VHIC application.

In order to be able to receive a VHIC, a Veteran must meet the following eligibility criteria:
e Be eligible for VA medical benefits
e Beenrolled in the VA Healthcare system
e Be Level 2 proofed at a VA medical facility
e Veteran identity must be recognized in the Master Veteran Index (MVI), which is
managed by the Identity and Access Management (IAM) of the VA

NOTE: The level 2 proofing process is a method to verify the identity of Veterans. VA requires

o Veterans to provide approved identification documents to access Personal Identifiable
Information (PI1), Personal Health Information (PHI) and request a Veterans Health
Identification Card (VHIC).

The second and third sections will walk the user through the steps needed to access the VHIC
application, as well as some general guidelines on using the VHIC application.

The fourth section will give the user step-by-step details of how to complete the Identity
Proofing process before starting a card request for a Veteran. The VHIC user must verify the
Veteran’s Identity Proofing Level is at Level 2 in the Identity Management ToolKit.

The fifth section explains the process involved with creating a VHIC for a Veteran. A step-by-
step process will navigate the VHIC Associate through the screens in the VHIC application.
Once all of the required information has been provided, the final step in the process will allow a
VHIC request to be submitted for processing.

Each day, these card requests are transmitted from the VHIC system to a vendor to print and mail
the cards to the Veterans, the preferred facility, or the requesting facility. Typically, the cards are
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received in 7-10 business days from date of request. To ensure the VHIC is received at the
appropriate address, the VHIC Associate must verify that the correct address is used and the
Print Vendor verifies that the address is valid. If the U.S. Postal Service cannot deliver the card,
it is returned to the requesting facility.

The sixth section covers how to request card deactivation all of the VHICs for a specific Veteran.

The seventh section will provide information on the different reports available to VHIC
Associates and the types of metrics that can be obtained.

The last section covers some troubleshooting issues and solutions that will help the VHIC user to
better able to support the Veteran and ensure that the VHIC requests are processed properly.

1.2.2.  Assumptions
This guide has been written with the following assumed experience/skills of the audience:

e User has basic knowledge of the operating system (such as the use of commands, menu
options, and navigation tools).

e User has been provided the appropriate active roles required for the VHIC application.

e User is using Internet Explorer to do their job of either Creating a VHIC Card Request,
Running Reports, or Managing VHICs depending on user roles.

e User has validated access to the VHIC application.
e User has completed any prerequisite training.

1.2.3. Disclaimers

1.2.3.1. Software Disclaimer

This software was developed at the Department of Veterans Affairs (VA) by employees of
the Federal Government in the course of their official duties. Pursuant to title 17 Section
105 of the United States Code this software is not subject to copyright protection and is
in the public domain. VA assumes no responsibility whatsoever for its use by other
parties, and makes no guarantees, expressed or implied, about its quality, reliability, or
any other characteristic. We would appreciate acknowledgement if the software is used.
This software can be redistributed and/or modified freely provided that any derivative
works bear some notice that they are derived from it, and any modified versions bear
some notice that they have been modified.

1.2.3.2. Documentation Disclaimer

The appearance of external hyperlink references in this manual does not constitute
endorsement by the Department of Veterans Affairs (VA) of this Web site or the
information, products, or services contained therein. The VA does not exercise any
editorial control over the information you may find at these locations. Such links are
provided and are consistent with the stated purpose of the VA.
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1.2.4.  Documentation Conventions
This manual uses several methods to highlight different aspects of the material.

e Various symbols are used throughout the documentation to alert the reader to special
information. The following table gives a description of each of these symbols:
Table 1: Documentation Symbols and Descriptions

Description

o NOTE: Used to inform the reader of general information including references to additional
reading material

e Descriptive text is presented in a proportional font (as represented by this font).

e “Screenshots” of computer online displays (i.e., character-based screen captures/dialogs)
and are shown in a non-proportional font and enclosed within a box. Also included are
Graphical User Interface (GUI) Microsoft Windows images (i.e., dialogs or forms).

e User's responses to online prompts (e.g., manual entry, taps, clicks, etc.) will be
[boldface] type and enclosed in brackets.

1.3. Enterprise Service Desk and Organizational Contacts

The support contact information documented herein is intended to restore normal service
operation as quickly as possible and minimize the adverse impact on business operations,
ensuring that the best possible levels of service quality and availability are maintained.

The following table lists the contact information needed by site users for troubleshooting
purposes. Support contacts are listed by description of the incident escalation, and contact

information (phone number and options to select).
Table 2: Enterprise Service Desk Contact Information

Issue Contact Info

For Provisioning Issues Contact the Enterprise Service Desk at (855) 673-
4357, option 3 (Applications), then option 1.

When contacted by a support specialist, be ready to
supply the employee’s full name, VA user ID and
email address.

For Proofing Issues Contact the Enterprise Service Desk at (855) 673-4357,
option 3 (Applications), then option 1.

When contacted by a support specialist, be ready to
supply the Veterans' full name, full SSN, and DOB.

For All Other VHIC System Issues Contact the Enterprise Service Desk at (855) 673-4357,
option 3 (Applications), then option 1

When contacted by a support specialist, be ready to supply
the Veterans' full name, full SSN, and DOB.
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2.

Veteran Health Identification Card — What is it?

The VHIC serves as an identification mechanism for Veterans that are enrolled in the VA
Healthcare system and supports efficiencies at VA medical facilities throughout the United States.
Although not required by Veterans to receive medical care at a VA facility, it does enable
Veterans to check in for VA appointments more quickly. The VHIC system is a web-based
application that VHIC Associates use to issue VHICs to enrolled Veterans.

JANE D SAMPLE

LLS. Department

g i .y

g ol Velerans Alfairs
;

g

TEEITCODICP 33283

For Guestions Concaming Heakh Banslits

1-877-222-VETS (B387)

roparty af the US. Gow

Health Eligibiliy Center

ermment If found, drop ir
POSTMASTER - RETURN TO:
2957 Claimont Road, Suite

Member ID Gard Expres: 001000000 whwnw va.govihealthbenefits
1234567890 WA HEALTHCARE ENROLLEE Veterans Crisis Line 1-800-273-8255
Plan |0 (B0840) . . %J SRR O Foreign Madical Program 1-877-345-8179
- i
1234 567 B30 |, i MEDAL OF HonaR In emergency call 911 or go to nearest medical facility
Member LLS. IR EORCE FORMER POME Report any emergancy care te your W treatment team within 72 hours.

For questions concerning non-health care WA benefits 1-800-827-1000

rnearest .5, mail boo

200, Atlanta, GA 30328

\ _/'
Figure 2-1: Example of what the VHIC looks like
2.1.  Accessing the VHIC Application
VHIC is a web-based application that users will access via a web browser. The recommended
browser is Internet Explorer (currently version 11). The VHIC URL is
https://vic.iam.va.gov/VIC/faces/index.jsf and is case sensitive — it must be entered exactly as
shown. After successfully logging in to the VHIC application, users should bookmark this site
for easy access in the future. Instructions on how to do just that can be found here:
http://windows.microsoft.com/en-us/internet-explorer/add-view-organize-favorites#ie=ie-11-
win-7.
The best time to bookmark the site is after the user is in the application itself rather than
attempting to bookmark the Login screen.
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2.2. Browser

Once users are logged into their VA desktop, they will access VHIC using Internet Explorer (IE)
by either entering the URL listed above or via the bookmark saved during an earlier session.
Please do NOT use the Refresh button at the top of your browser window if you mistype the
VHIC URL. The Refresh button will redirect you to the VA website. Please re-enter the VHIC
URL and try again.

2.2.1.  Browser Incompatibility Issue

In some instances, users may experience image misplacement or misalignment. This is most
likely due to the current browser compatibility settings. You will want to ensure that the browser
is not set to Compatibility View.

Examples of Image Misplacement and Other Misalignments:

> | =
W IR g‘
CARD
CARD REQUEST REPORTS MANAGEMENT

Figure 2-2: Over-sized icon buttons on the Home Screen

was added on the following date : 06/30/2015

Upload from File Take New Picture

Back Mext

Figure 2-3: Words wrapping around the displayed photo on Step 3
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Name as it will appear on card:
ASHLEY WECK

Address card will be mailed to:
ASHLEY WECK

23551 AVENIDA LA CAZA UNIT 132
COTO DE CAZA, CA 92679-3955 USA

©

Replacement Reason:
Lost

Veteran Card Details

Content on th

e right is shifted down

Semvice Connected Y

Medal of Honor
Purple Heart
Prisoner of War

Y
Y
Y

A 4
Card Number
Member ID 2013070902
ICN 1008532456V343881
Plan D 7346-243-588

Figure 2-4: Content on the right of the Step 6 screen is shifted down

Card Request Totals Report

Site Selection
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Start Date 6/1/2015

End Date |7/8/2015

National [
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@ Facility
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1
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16
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18
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Clear
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103 - CAPITAL REGION DATA CTR (CRDC)
104 - AUSTIN FINANCE CENTER
104HC - HEALTHCARE CLAIMS PROCESSING
r¢ 105 - VBA MORTGAGE LOAN
112 - OFFICE OF ENTERPRISE DEVLPMNT
116 - EIE/OFFICE OF ENTERPRISE DEV

Report Create PDF
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If you are experiencing misalignment issues, follow these steps to verify/update your browser

compatibility settings:

1. With Internet Explorer open, right click in the blue area at the top of the browser window.

2. Click on Command Bar to display the Command Tool Bar.

¥ Menu bar

v | Favorites bar

I Command bar

Status bar
Snagit

v Lock the toolbars

Show tabs on a separate row

g

Restore
Maowve
Size

= Minimize
Mazximize

x Close

Adobe Acrobat Create PDF Toolbar

Figure 2-6: Internet Explorer's Toolbar Menu

3. Click on the Tools menu button.

Page ~ Safety =|| Tools = bv

Figure 2-7: Tools Menu button
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4. Click on Compatibility View Settings.

[ Bl

Bl E

B - = p,,a ~ Page~ Safetyv

Pop-up Blocker 4
View downloads Ctrl+)

Manage add-ons

Compatibility Yiew settings

Full screen F11

Toolbars 4

Explorer bars 4

< F12 Developer Tools

Suggested Sites

OneNote Linked Motes
Lync Click te Call
Send to OneMote

Internet options

Figure 2-8: Tools drop-down menu

5. Uncheck the box next to Display intranet sites in Compatibility View.

Compatibility View Settings

Rh Change Compatibility View Settings

|

Add this website:

m

Websites you've added to Compatibility View:

Display intranet sites in Compatibility View |

Use Microsoft compatibility lists

Add

Learn more by reading the Internet Explorer privacy statement

Close

Figure 2-9:

Compatibility View Settings screen
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6. Click the Close button.
[ Compatibility View Settings [

ﬁ Change Compatibility View Settings

Add this website:

Websites you've added to Compatibility View:

51
1]

=
i

|| Display intranet sites in Compatibility View
Use Microsoft compatibility lists
Learn more by reading the Internet Explorer privacy statement

Close

Figure 2-10: Compatibility View Settings Screen - Close

NOTE: Compatibility mode does need to be turned on in order to access other applications such

o as Notes in NUMI’s CERMe and the Beneficiary Travel Dashboard. You can turn compatibility
mode back on by following the above directions and checking the Display intranet sites in
Compatibility View checkbox.

Veteran Health Identification Card 4.8
User Guide — Volume 1 Card Request 9 January 2018



2.3.  Proper Navigation of the VHIC Application

The correct way to navigate through the VHIC application is to use the buttons that are located at
the bottom of each screen instead of using the Browser’s built in Back button. Please do NOT
use the Back button at the top of your browser window to navigate back to a previous screen; this
will cause errors to occur.

The VHIC user can also navigate to the different features within the VHIC application by
clicking on one of the navigation links located in the header near the top left of the screen. The
user’s assigned role will determine which links are available as seen below. To see the full home
screens for each user role, refer to the 3.2 System Menu section.

UNITED STATES
DEPARTMENT OF VETERANS AFFAIRS

Veteran Health Identification Card (VHIC) Skip to Content
Home Card Request Reports Card Management Logged in as:

Figure 2-11: VHIC Administrator and VHIC Technical Administrator (Tier 3) menu
UNITED STATES o
DEPARTMENT OF VETERANS AFFAIRS ¢

Veteran Health Identification Card (VHIC) Skip to Content
Home Card Request Reports Logged in as:

Figure 2-12: VHIC Associate and VHIC Supervisor menu

UNITED STATES
DEPARTMENT OF VETERANS AFFAIRS

Veteran Health Identification Card (VHIC) Skip to Content

Home Reports Logged in as:

Figure 2-13: VHIC Auditor and VHIC Read-Only User menu

2.4. Roles within VHIC

The VHIC application is built to accommodate a specific set of pre-established user roles.
During the provisioning process, the VHIC user will have a role assigned to them, which will
determine what aspects of the VHIC application are available to them. The following breaks
down the specific roles and the areas of access that accompany each role.

If, while utilizing the VHIC application, a user finds they do not have access to items they feel
they should have access to or find that they have access to items they should not, based on the
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definitions listed below, the VHIC user should report this information to their VHIC Supervisor.
The VHIC Supervisor should then verify that the proper role has been assigned.

2.4.1. VHIC Associate

The VHIC Associate role shall be assigned to individuals responsible for processing a card
request and resolving card request issues. Associates have the ability to create a card request and
have access to a limited number of reports.

2.4.2.  VHIC Supervisor

The VHIC Supervisor shall automatically inherit all access and privileges given to the VHIC
Associate. The VHIC Supervisor role is allowed to submit a request for user access to the VHIC
application. VHIC Supervisors have the ability to create a card request and have access to most
available reports (excluding national versions).

2.4.3. VHIC Administrator

The VHIC Administrator role is reserved for the VHIC Business (HEC) team members
responsible for the creation and maintenance of all other VHIC accounts/roles. The VHIC
Administrator shall automatically inherit privileges given to the VHIC Supervisor.
Administrators have the ability to create a card request, manage cards, and have access to all
available reports.

2.4.4.  VHIC Technical Administrator (Tier 3)

The VHIC Technical Administrator (Tier 3) automatically inherits all access and privileges given
to the VHIC Administrator. Technical Administrators (Tier 3) have the ability to create a card
request and have access to all available reports as well as access to the Administration page.

2.4.5.  VHIC Auditor

The VHIC Auditor role shall be assigned to users with read-only access to the VHIC System.
The VHIC Auditor does not have the ability to create a card request, but does have access to all
available reports.

2.4.6. VHIC Read-Only User

The VHIC Read-Only User role shall be assigned to users with read-only access to the VHIC
System. The VHIC Read-Only user does not have the ability to create a card request, but does
have access to a limited number of reports.
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3. Getting Started

3.1. Single Sign-On Internal (SSOI)

Once users are logged into their VA desktop, they will access VHIC using Internet Explorer (1E)
by either entering the URL listed above or via the bookmark saved during an earlier session.
Users will be presented with the Single Sign On — internal (SSOi) login screen (shown below).

Here the VHIC user will need to use their PIV card to log into the VHIC application.

U.S. Department
of Veterans Affairs

‘A Single Sign-On | About | Contact Us

VA SINGLE SIGN-ON

Sign in to continue to

IAM Provisioning (Prov) Sign In
with VA PIV Card

WARNING: ‘You have accessed a United States Government computer. Unauthorized use of this computer is a violation of federal law and may subject you to civil and criminal penalties. This computer
and automated systems which run on it, are monitored. Individuals are not guaranteed privacy while using government computers and should, therefore, not expect it. Communications made
using this system may be disclosed as allowed by federal law,

Figure 3-1: SSOi Login Screen

3.2.  Logging On

The VHIC application is built to accommodate a specific set of pre-established user roles.
During the provisioning process, the VHIC user will have a role assigned to them, which will
determine what aspects of the VHIC application are available to them. The roles are listed below.
For more information on the areas of access that accompanies each role, please refer to section
2.4.

VHIC Associate

VHIC Supervisor

VHIC Administrator

VHIC Technical Administrator (Tier 3)
VHIC Auditor

VHIC Read-Only User
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3.3. System Menu

Depending on the VHIC users’ role, they will be presented different Home screens upon logging
into the VHIC application.

3.3.1. VHIC Administrator and Technical Administrator Tier 3

The VHIC Administrator and VHIC Technical Administrator Tier 3 users will be presented with
three menu options: Card Request, Reports and Card Management. They can navigate to each of
these application modules by either clicking on one of the links located in the header at the top
left of the screen or by clicking on one of the icon buttons in the middle of the screen.

UNITED STATES
DEPARTMENT OF VETERANS AFFAIRS

Veteran Health Identification Card (VHIC) Skip to Content
Home Card Request Reports Card Management Logged in as:

VA_ () .- [
=

(O DRI TR TR R NTR T |

CARD
MANAGEMENT

CARD REQUEST REPORTS

Figure 3-2: VHIC Administrator and VHIC Technical Administrator (Tier 3) Home screen
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3.3.2.  VHIC Associate and Supervisor

The VHIC Associate and VHIC Supervisor users will be presented with two menu options: Card
Request and Reports. They can navigate to each of these application modules by either clicking
on one of the links located in the header at the top left of the screen or by clicking on one of the
icon buttons in the middle of the screen.

UNITED STATES s
DEPARTMENT OF VETERANS AFFAIRS {

Veteran Health Identification Card (VHIC) ' ' ' ' " Skip to Content
Home Card Request Reports Logged in as:

Vﬂ(@ - |
=

LA (IR LT BT LRTRITI |

CARD REQUEST REPORTS
w -’

Figure 3-3: VHIC Associate and VHIC Supervisor Home screen
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3.3.3.  VHIC Auditor and Read-Only User

The VHIC Auditor and VHIC Read-Only users will be presented with the Reports menu option.
They can navigate to Reports by clicking on the icon button in the middle of the screen.

UNITED STATES
DEPARTMENT OF VETERANS AFFAIRS

Skip to Content

Home Reports Logged in as:

REPORTS

Figure 3-4: VHIC Auditor and VHIC Read-Only User Home screen

3.4. Changing User ID and Password

If you have any questions or need help with your User ID or your Password; Contact the
Enterprise Service Desk at (855) 673-4357, option 1 (Account or Password Reset), then option 1.

4. Proofing Veteran before Requesting a VHIC Card
4.1. Accessing the Identity Management Toolkit

4.1.1.  Accessing the Identity Management Toolkit Directly

The VHIC user will need to go to the Identity Management Toolkit application to look up the Veteran and
verify their proofing level and if needed complete the proofing process. The Identity Management Toolkit
can be accessed by using the URL in the next section entitled “SSOi.”
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41.1.1. SSOi

SSOi: https://mvitkssoi-prod.aac.va.gov/imdquiWeb/login.do

U.S. Department
of Veterans Affairs

A Single Sign-On | About | ContactUs

VA SINGLE SIGN-ON

Sign in to continue to

IAM Provisioning (Prov) Sign In
with VA PIV Card

View Other Siga-in Options.

WARNING: ‘You have accessed a United States Government computer. Unauthorized use of this computer is a viclation of federal law and may subject you to civil and criminal penalties. This computer
and automated systems which run on it, are monitored. Individuals are not guaranteed privacy while using government computers and should, therefore, not expect it. Communications made
using this system may be disclosed as allowed by federal law.

Figure 4-1: Identity Management Toolkit SSOi Logon Screen

The URLs are case sensitive — they must be entered exactly as shown. After successfully logging
into the Identity Management Toolkit application, users should bookmark this site for easy
access in the future. Instructions on how to do just that can be found here:
http://windows.microsoft.com/en-us/internet-explorer/add-view-organize-favorites#ie=ie-11-
win-7.

The best time to bookmark the site is after the user is in the application itself rather than
attempting to bookmark the Login screen.

4.1.2.  Accessing Identity Management Toolkit from within the VHIC
Application

4.1.2.1. Step 1 of the VHIC Application

When the VHIC user starts the Card Request process, they will see a message on Step 1: Enter
Search Terms. “IMPORTANT: Have you ldentity Proofed the Veteran in Identity Management
Toolkit? (Click here to open ldentity Management Toolkit in another window)”
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The VHIC user can click on the blue words “Identity Management Toolkit” which is a hyperlink
that will take the user to the Identity Management Toolkit application.

Veteran Health [dentification Card (WVHIC)

" Skip to Content

Home Card Request Reports Card Management

Logged in as:

Step 1 Q

Enter
Search Terms

IMPORTANT Have you ldentity Proofed the Veteran in Identity Management Toolkit?

(Click here 1o open identity Management Tootkit in another window)

For optimal search results, copy the Veteran's ICH from ldentity Management Toolkil and paste into the ICH field on this
screen. Other search methods include:

The Member ID from the front of the Veteran's VHIC,

Last Name, First Name, DOB and S5H.

Hote: If using LNFN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name, plus values from at least
two of the other three sections (Person, Address, Identification).

Name Persan
Last Name Date of Birth ORR lemmak: VY MRAOEY
First Name Gender
Middle Mame Home Phone
Address |dentification
Streel Address SSN  i—
City EDIPI / Member ID
State ICH
Zip Code

o Clear Search

Figure 4-2: Step 1: Enter Search Terms with Identity Management Toolkit hyperlink

4.1.2.2. Step 5 of the VHIC Application

The VHIC user will also see a message at the bottom of the Step 5: Save Card Request AFTER a
card request has been saved on hold due to Veteran Not Proofed.

“IMPORTANT: This Veteran still needs to have their Identity Proofing completed.
Follow the steps below:
1. Copy the Veteran’s ICN above and click here to open the Identity Management Toolkit in
another window.
2. Complete Proofing for the Veteran in Identity Management Toolkit.
3. Enter the Veteran’s ICN on Step 1 of the VHIC Card Request Process.
4. Complete card request process and submit.”

The VHIC user can click on the blue words “Identity Management Toolkit” which is a hyperlink
that will take the user to the Identity Management Toolkit application.
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Veteran Health Identification Card (WVHIC)
Home Card Request Reporis Card Management

Skip to Content

Logged in as:
Step 5 Q_j
Save
Card Request

Mame as it will appear on card:

JIM BENSON

Address card will be mailed to:
ATLANTA VAMC

18670 CLAIRMONT RD
DECATUR, GA 200332 USA

Replacement Reason:
Not a raplacement card

Veteran Card Details

Service Connected N Card Number 8855
Medal of Honor M Member ID
Purple Heart N ICN 1012894961V780816
Prisoner of War N Plan 1D T346-243-588
WVISN T
Facility 508
Date of Birth 1071071951
Expiration Date
Card Status Saved On Hold

Card Request Date  07/05/2017

Veteran Declines Branch of Service Logo

Reason for Hold:

“alaran not prosled

IMPORTANT: This Veteran still needs to have their [dentity Proofing completed.

Follow the steps below:

Ll o

Copy the Veteran's ICH above and click here io open
Complete Proafing for the Veteran in Identity Management ToolKit,
Enter Vetaran's ICH on Step 1 of the VHIC Card Request Process.
Complete card request process and submit

o [dantity Management ToolKifin ancther window.

Figure 4-3: Step 5 - Save Card Request with Identity Management Toolkit hyperlink

4.1.3.  Logging out of Identity Management Toolkit

To Log Off:

1. Click Log off in the menu bar. You can log off from most of the pages except the logon
screen. Logoff is also available from the Navigation Bars.

Figure 4-4: Log Off link located in the menu bar

Figure 4-5: Log Off link located in the Navigation pane

Home

Reminders

s e

Point Of Contact Management

= Person Search
Search

= Manage Tasks
Search

My Tazks()

Log off
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2. 1dM TK has a built-in idle feature. After 60 minutes of inactivity, the idle warning message is
displayed as seen in Figure 4-6: Identity Management Toolkit Idle message. Enter your
password and click Submit. After you log back on, you are returned to the screen you were
previously working on.

Your ge==ion has been idle. Please re-enter yvour
password or you you will be logged out of the
Toolkit.
User | |
Hame

Password | |

I Submit I [ Lugnﬁ]

Figure 4-6: Identity Management Toolkit Idle message

4.2. Proofing Process and Steps

This section will give the VHIC user the step-by-step details of the proofing process in the
Identity Management Toolkit.

4.2.1.  Looking up the Veteran

When you first log into the Identity Management Toolkit application, you will be able to
search for the Veteran by either entering the Veteran’s ICN or their Identity traits in the Quick
Search section. You can also click on the [Search] link on the left side of the screen to be taken
to the full identity traits search page to enter more traits as needed.

Identity Management Toolkit [production] Monday December 14th, 2016
] Help Log off

Tasks | Task Queues

Home
Reminders

Foint Of Contact Management
gz Person Search

Search

Search
Wy Tasks()

Log off

Quick Search -

mu:l—' GO|
TRAI: Lasl:l First:l DOEI:l SSN:l Search |

Task Search
ICHN: I—
TASK I—
HUMBER:
Search

Figure 4-7: Identity Management Toolkit Search Screen
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4.2.1.1. Quick Search

42.11.1. Quick Search with Identity Traits

Enter the Identity Traits for the Veteran that you want to start an Identity Proofing for. Once you
have entered the traits and click the [Search MVI] button.

de anage g 00 AM Developme da th, 2016
k)

Search

Tasks | Task Queues

ICN: | |
TRAITS | ast{ VHICTEST | First/ARNOLD | Dos{12/25M1986 | ssn109128234 || [ search vt |
Task Search
ICN: | |
TA5K| |
NUMBER:

Figure 4-8: Identity Management Toolkit Quick Search with Traits
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MVI will display the search results under the Identity Traits fields. Click on the ICN of the
Veteran that matches the one you want to work on. This will take you the Primary View screen
for the selected Veteran as shown in the section entitled Primary View.

gde ahage o 00 AM Developme sda th, 2016
k)

Search

Tasks | Task Queues

ICN: | |
TRAITS: | ast{VHICTEST | First{ARNOLD | Dos[12/26/1966 | ssn[109128234 | [ Search vl |

MVI SEARCH RESULTS

1008712953V04144q|

Task Search
ICN: | |

16.4 ~ VHICTEST © 109128234 120251956

TASK |
NUMBER:

Figure 4-9: Identity Management Toolkit Quick Search - MVI Search Results

4.2.1.1.2. Quick Search with ICN

Enter the Veteran’s ICN in the ICN field then click the [GO] button. This will take you the
Primary View screen for the selected Veteran as shown in the section entitled Primary View.

ageme 00 AM Developme day Aug th, 2016
k)
] elp Logo

» Search

Tasks | Task Queues

402400044 | 02/05/2016 13:3¢ PERSON VERIFICATION

1008712953W041440 109-12-8234 | 12/25/1956 VHICTEST, ARNOLD

CN: [1008712953V041440 ol

Mcelic: Lastl | Flrstl | DOB:‘ | SSN:| ‘ | Search MVI |

Task Search
ICN: ‘ |

TASK ‘ |
NUMBER:

Figure 4-10: Identity Management Toolkit Quick Search with ICN
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4.2.1.2.

Person Search

When you are on the Home screen of the Identity Management Toolkit and you want to be able
to enter more identity traits to search for the Veteran, click on the Search link on the left side of

the screen.

ge anageme 00 AM Developme sda th, 2016

Search

ICN: ‘ |

TRATSS aar] | First]| | pos] | ssn | [ Search MvI |

ICN:| ‘

TASK ‘
NUMBER:

Figure 4-11: ldentity Management Toolkit Search Screen; Click Search

This will take you to the Search For Person screen. On this screen you can either enter only the
Veteran’s ICN and click the [Search] button, or enter as many of the Veteran’s Identity Traits
that you need in order to find the Veteran record that you are looking for and click the [Search]

button.
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If you are using a criteria-based search, the Last name plus two other fields (not including
Middle Name) are required.

Identity Management Toolkit pam pevelopment] Thursday July 7th, 2016

Heln Loaoff Search

* IEN/Station Number H vi[&o |

Home
Reminders *ICN || |
Point Of Contact Management SEN
= Person Search A Last e |
Search First Name | |
£ ManageTasks Middle Name | |
Search
My Tasks()
Mother's Maiden Name | |
POB City | |
POB State | ]
Street Address LineA
ine
Line 2
Line 3
i |
state | G
Zip Code
Phone

| Search || Clear H Cancel |

* At least one of these fields is required. For criteria-based searches, Last Name plus two other fields (not including Middle Name) are required. Providing additional traits
will improve your search results.

Figure 4-12: ldentity Management Toolkit Search For Person screen
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Once you have entered the search criteria for the Veteran you are looking for, click the [Search]
button. This will take you the Primary View screen for the selected Veteran as shown below in
section the section entitled Primary View.

Identity Management Toolkit (1AM Development] Thursday July 7th, 2016

* IENIStation Number | K v|[co |

Home + ICN | |

Reminders

Point Of Contact Management SSN [1pg128234

= Person Search + Last Name |VH|CTEST ‘
e First Name |ARNOLD ‘
E Middle Name | ‘
Search
My Tasks()

Lo Date of Birth Month [December | Day[26 | Year[1356 V|

Mother's Maiden Name ‘
POB City | ‘

POB State | v

Street Addi

Line 1
Line 2
Line 3
City | |
State | G
Zip Code

Phone

| Search ” Clear || Cancel |

* At least one of these fields is required. For criteria-based searches, Last Name plus two other fields (not including Middle Name) are required. Providing additional traits
will improve your search results.

Figure 4-13: Identity Management Toolkit Search For Person screen; Click Search
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4.22. Primary View

Once you have looked up the Veteran that you are searching for, you will be taken to the
Primary View Data screen. Verify that the traits displayed in the Primary View Data section is
correct and take note of the Level of Assurance.

Identity Management Toolkit Wednesday April 12th, 2017
. Help Log off
| Tasks(0)/Requests(#) H Correlations{#) |

T7ICN 1012900170V190476 1D STATE: PERMANENT

Name MVIPATIENT, SIX
S§SN  666-T8-4562 SSN Verification Status:

Level of Assurance:

Reminders

Point Of Contact Management

m Person Search
Search
Last Person Search (1)
ICN: 1012900170V190476
= Primary View

N 1012800170V190476

el ID State PERMANENT
Last Name MVIPATIENT
oManage Tasks First Name SIX
= Manage Requests Middle Name
Search Suffix
My Requests()
Create Request Preferred Name
Request Type Management SSN 666-78-4562
e DOB 02/05/1990
MBI
Remoiz Data Gender MALE
Release Notes Date of Death
|- Source of Notification
Log off |- Supperting Document
|- Date Last Updated
|- Entered By
|- Edited By
|- Status
MMN
TIN
FIN
File/Claim Number
FPOB City HAMPTOMN
POB State VIRGINIA
ID Interoperability Type
Address Line 1 123 FOUR STREET

Address Line 2

Address Line 3

City NEWPORT NEWS
State VIRGINIA

Zip Code

Province

Country UMNITED STATES
Postal Code

Phone

ID Theft

Self Identified Gender [dentity

Alias

NO ALIASES FOUND

ICN Creation Data

Entered By: RPC
Date Entered: MAR 06, 2017@09:14:44
Facility of Original Creation: CHYSHR

Refresh View

Figure 4-14: ldentity Management Toolkit Primary View Screen
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4.2.3.  If Level of Assurance is Level 1 — Complete Proofing
If the traits in the Primary View are correct and the Level of Assurance is displayed as Level 1,

1

click on the or on the Tasks/Requests tab at the top of the screen to complete the
proofing process.

mn Tasks({0)/Requests(#) || Correlations(#) |

Figure 4-15: Tasks/Requests tab highlighted

Once you are on the Tasks/Requests screen, click on the [New Proofing Task] button.

Primary Viewl Tasks(0)/Requests(0) |Correlations(#)| ‘ Print |

T7ICN 1012900173V634045  ID STATE: PERMANENT

Name MVIPATIENT, NINE
SSN  666-78-4561 SSN Verification Status:

Verification Tasks
Request VA CSP || Proof History

THERE ARE NO PROOFING TASKS.

\ | New Prooﬁng Task |

THERE ARE NO ACTIVE TASKS.

Figure 4-16: Tasks/Requests screen; click New Proofing Task

You will see a pop up reminder to confirm receipt of valid Identification.

Message from webpage |

AT

o Do you have the veteran's valid current government picture ID that contains
¥ the applicant's picture, and either address or nationality (e.g. DL or
passport)?

ok || Cancel

Figure 4-17: Identification Confirmation Message
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This takes you to the Task Details screen. Now click on the Person Verification tab.

Resolved h-u"hn mun”‘rm Audu”nnm v«mnuonl E]
< Tosna 298321153 Oats Reporisa 05192017 1332 Tosx status ASSIGNED
Pricety Dute Rescived
Task Type 1694 - PERSON VERFICATION Cavewornar CASEWORKER, ONE
Task Description PERSON VERIFICATION AND IDENTITY TRAIT EDIT Time Speat 0 Ouys, 0 Hours, 0 Minutes
Touk Lock Owsee CASEWORKER, ONE TR oo
=7 NLIHONNINTL P ID1IPIOR PASIZTI N 00U U HA WNESATIENT TWO THRER GLE-11-1108  QRCLNES

Figure 4-18: Task Details screen; Click Person Verification

When you get to the Person Verification screen, you will see the Veteran’s information from the
Primary View screen populated and the fields on the left side of the form will be marked green.

o NOTE: If any changes need to be made to the Veteran’s Identity Information other than Address,
those changes will need to be updated before the proofing process can be completed.

If you change the address on this screen, the new address that you enter will only be used for this
single proofing event. It will NOT be updated in any other VA system and will not be available to
select as a mailing address in the VHIC application.

Task Detadts | [ Resotved Tasks || rask notes [ 1ask auan | [EEREERT T
v Taske SNTOTER0 Date Repones 0//112017 1420 Tash Suts ASSIGNED
Frionty Date Rencived
Tash Type 1000 - PERSON VERIFICATION Casewornar PROOFER, MVI
Tash Oesenpion PERSON VERIFICATION AND IDENTITY TRAIT ED(T Tima speat O Days, 0 Houss, 0 Minutes
Task Lock Ownar PROOFER, MVI Thresraia Score

PRIMARY VIEW DATA - Updated: JUL 11, 2017@15:26:50 Check External Identity Verification Tool

You will be confi ide| traits against a document. If identity traits do not match the document, you cannot In
Person VHIC proof the Veteran at this time. Please update this task to Resolved on the Task Notes tab. Resolving the Task Status will close
out the Task. If identity traits need u see your MVI POC. If the address needs to be u seo the ES POC.

Select One IP Proofing Document
[Drivers Licanse E ** All | P Proofing Documents **

MVIPATIENT

THREE L Passpont

FOUR Other Government ID

The ‘Ot 1D card can bo msund by lederal iocal
Month May YV Day 15V Year 1078 V m\:‘:\uﬂ;’!lﬁ;‘ﬂ’ £ COnars a ?"!‘f:‘ ;\‘1 "
e i Orded 1o contem the ommn

e Tt
T arid AL COpLably B30 ISS SOCUmINES i3 the
: Syt

B b

123 SESAME STREET

TAMPA
Floride (FL) ~

33613

[ Subemin Varifioation | Approve Veritstion

Figure 4-19: Identity Management Toolkit Person Verification screen
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Next you will need to enter the information for the type of documents that were submitted for
proof of identity.

Select the document from one of the lists on the right side of the form and click on the white
arrow to move the selected document type to the box on the right.

Select One IP Proofing Document
Drvers Licanse

Passpont

Other Govemmaent ID

3 (o

m‘:m ottt can separse
R
: g

S

Figure 4-20: Verification Document Section; Select document type

If you select one of the documents from the top list, you will be asked to enter the details of that
document in the fields that will appear under the document list box.

“chl.
WIPATIENT

o Select One IP Proofing Document

T Orrvers License
e b WO Other Government ID i

Passpen

] e

Menth Jure v Day 04V Year 1880 v

Tha Other Goverrmant 10 cand can be is: fecdaral e
b MALE v

SOCumert can Rl
mum I peder 1o coofem e %!\

SOCUTRSts INCuZe the

BIE] 123 SESAME STREET

| Virginaa (VA) ~
b 2011

[ [ e—
L (Ero— e
[ [l - |
T S—
Ceptoisam |

FR——" | Save Documart Data || Cancel |

0000000 00000

Submit Verificaton | Approve Verhcaton

Figure 4-21: Verification Document Section; Enter document details
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Enter the required information about the document selected and click the [Save Document
Data] button.

[Task Detaits | [Resoived Tasus ][ Task Notes || Tass avain | TRt E]
< Teskd 202821153 Date Reported 057102017 1332 Tasn Status ASSIGNED
Prionty Date Rescived
Taek Type 1568 - PERSON VERIFICA] Casewornee PROCFER, MV
r.-mmmmmmmm Time speat 0 Days. 0 Hours. 0 Minutes
Taek Lock Ownee PROCFER, MVI Thresnoid Scors
7 UININANIT) P] | MAZNCUITVISEIIINmC0N VS MVSATIENT TWO THASE 1IN (SRSUTHG

PRIMARY VIEW DATA - Updated: MAY 19, 2017@14:32:84  Check External Identity Verification Tool

Select One IP Proofing Document

MVIPATIENT (m] o
™O (=] Other Government 1D i
THREE (o]

] (u]
M 5 003 v 8571 | O .w.:%“fﬁw T
MALE v o el

bl
123 SESAME SIREE'!_ g . Eﬁ“w
o  Passport °

MANASSAS o
Ve (VR he ) Owa
20111 O

= @
| CES—

=

Figure 4-22: Verification Document Section; Click Save Document Data
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Once you have entered all of the information for the documents that were provided and verified
the Veteran’s identity, click on the [Submit Verification] button to complete the proofing task.

| Tank Detaits || Resotved Tasks || Task Notes || Task aven | LSRR [3=]
o Teska RS8N Dete Reported 05102017 1332 Toen status ASSIGNED
Date Rescived
Cavewcrnne P

Task Type 1990 - PERSON ROCFER, MVI
Tim4 35408 0 Cays, 0 Hss. 0 Minutes

VERFICATION
Task Dsecripion PERSON VERIFICATION AND IDENTITY TRAIT EDIT
Task Lock Owner PROOFER, MVI

PRIMARY VIEW DATA - Updated: MAY 19, 2017@14:32.54  Check External Identity Verification Tool

Select One IP Proofing Document
Drocers License Passpen
Other Governmant 1D i

MVIPATIENT
Ml (TWO

o
(=]
oy Name bl |[THREE 0
s o
The Othar Goverreent 10 cad el
o Month June V. Doy 04 v Yem 1560 v (8] m‘wm&:“.&% m
oo o R O] |ER e At S e e
b
123 SESAME STREET m

Figure 4-23: Identity Management Toolkit Person Verification screen; Click Submit Verification
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After you click the submit button, you will see a spinning wheel appear in the middle of the
screen to let you know that the proofing verification is being processed.

Task Details Hllesolved Tasks | | Task Notes H Task Audit | Override Print

*r Task# 321707229 Date Reported 07/11/2017 14:26 Task Status ASSIGNED
Priority Date Resolved
Task Type 1996 - PERSON VERIFICATION Caseworker
Task Description PERSON VERIFICATION AND IDENTITY TRAIT EDIT. Time Spent 0 Days, 0 Hours, 0 Minutes
Task Lock Owner Threshold Score

05/15/1978

IF] 1012950384V224001"NI*200M*USVHA MVIPATIENT, THREE F 666-11-1116

& 1012990984V224001

PRIMARY VIEW DATA - Updated: JUL 11, 2017@15:26:50 i « External Identity Verification Tool

You will be confirming identity traits against a proofin.j document. If identity traits do not match the proofing document, you cannot In
Person VHIC proof the Veteran at this time. Please update this task to Resolved on the Task Notes tab. Resolving the Task Status will close
out the Task. If identity traits need updates, see your MVI POC. If the address needs to be updated, see the ES POC.

Select One IP Proofing Document

ICN 1012990984V224001

LastName [VEZSIET | MVIPATIENT n
: T Passport Drivers License
THREE
First Name | THREE Other Government ID
Middie Name 6] FOUR ’
Suffix

The 'Other Government 1D card' can be issued by federal, state or local govemmen!
agen:nes or entities provided it contains a hutu?raph name, DOB, If

dress is not on the proofing document, the Veteran can provide separ: at
documentation that contains address in order to confirm the address information in
the Proofing Task. Acceptable address documents include the following:

DoB MAY 15,1978 T =
Menth | May V| Day 15 ¥ Year|1978 v

O 00000

FEMALE | FEMALE v

« Electric bill
+ Cable Bill
+ Other mailing document

123 SESAME
STREET i d 123 SESAME STREET » Voters Registration card

TAMPA TAMPA
Fl Florida (FL) Y
33613

goonoog

Submit Verification Approve Verification

Figure 4-24: Proofing verification in progress

Once the proofing task has been completed, you will receive a pop up message.

e
Message from

fE* * Task complete. Person Verification updated.

Figure 4-25: Task Complete Pop Up Message
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After clicking the OK button, you will be returned to the Primary View screen where you will
see a message at the top of the screen saying “Task complete and resolved.”

|Task Details | | Resolved Tasks || Task Notes || Task Audit I Override { Print ]

» Tazk complete. Person Venficdtion updated.

% Task# 293171059 Date Reported 04/12/2017 15:59 Task Status ASSIGNED
Priority Date Resolved
Task Type 1996 - PERSON VERIFICATION Caseworker MVIPATIENT, NINE
Task Description PERSON VERIFICATION AND IDENTITY TRAIT EDIT. Time Spent 0 Days, 0 Hours, 0 Minutes
Task Lock Owner MVIPATIENT, NINE Threshold Score

Figure 4-26: Person Verification Updated Message

You should also see that the Level of Assurance is now shown as Level 2.

m | Tasks{1)/Requests{#) || Correlations{#) || PV Audit ‘ | ICN History{#) ||ADR MPI PV Compare || Link Events || Milestones | ric| [ Pant | [ Clase |
¥7ICN 1012800171v322308 1D STATE: PERMANENT

Name NMVIPATIENT, EIGHT
SSN  G66-46-4236 SSN Verification Status:

o

Level of Assurance:

Create OVR Task 2

PRIMARY VIEW DATA - Updated: MAR 14, 2017@13:40:32

[Field Name |vawe |Authority score |
ICN 1012900171v322308

ID State PERMANENT

Last Name MVIPATIENT 774
First Name EIGHT 774
Middle Name

Suffix

Preferred Name

SSN G66-46-4236

DOoB 03/14/1954 774
MBI

Gender FEMALE T4

Date of Death

Figure 4-27: ldentity Management Toolkit Primary View screen - Proofing Complete

If for some reason the Level of Assurance is still showing as Level 1, then scroll to the bottom of
the Primary View screen and click on the [Refresh View] button. The Level of Assurance should
then be updated to Level 2.

Alias

NO ALIASES FOUND

ICN Creation Data

Entered By: PSIM
Date Entered: JUL 07, 2016@08:45.:43
Facility of Original Creation: ESR

Refresh View

Figure 4-28: Refresh View button
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Once the proofing task has been completed and the Level of Assurance has been updated to
Level 2, highlight the Veteran’s ICN at the top of the screen and copy it, either by clicking [Ctrl
+ C] or right clicking on the highlighted number and selecting copy from the menu that displays.

Identity Management ToolKit [1Am Development]

m | Tasks({1) /Requests(#) || Correlations{#) | | Print

ICN [DIETEPEEENDIREYN] | ID STATE: PERMANENT

Name “HICTEST, ARNOLD
55N 109-12-3234 S5N Verification Status:

Figure 4-29: The Veteran's ICN is highlighted
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Now you will log into the VHIC application and start the card request. On Step 1: Enter Search
Terms of the Card Request process; you will paste the Veteran’s ICN that you copied, from the
Primary View screen in the ldentity Management Toolkit application, into the ICN field in the
lower right side of the screen.

‘Veteran Health Identification Card (VHIC) Skip to Content
Home Card Request Reports Card Management Logged in as

Step 1 Q]

Enter

Searnch Temmns

IMPORTANT Have you |dentity Proofed the Veteran in Identity Management Toolkit?
(Click here to Open identity Management ToclKit in another window)

For optimal search results, copy the Veteran's ICN from Identity Management Toolkit and paste into the ICH field on this
acrean. Other search methods include:

Thie Mamber 1D from the front of the Veteran's VHIC,

» Last Name, First Name, DOB and 58N,
Mote: if using LNFNDOB/58M combination, at a minimum, supply the Veteran's Last Name, plus values from at least
twa of the other three sections (Persen, Address, ldentification).

Name Person

Last Mame Date of Birth DO format. Y YMICD

First Name Gender v

Middle Name Home Phone
Address Identification
Streat Address SSM o esimanis)
City EDIFI / Member 1D
State 1N 1266146001474 o
Zip Code

o Clear Search

Figure 4-30: Step 1: Enter Search Terms - ICN has been entered
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4.2.4. If Level of Assurance is Level 2 — Continue to Issue VHIC

If the Level of Assurance is displayed as Level 2 on the Primary View screen, copy the Veteran’s
ICN from the top of the Identity Management Toolkit screen so you can use that to search for the
Veteran on Step 1: Enter Search Terms of the Card Request process in the VHIC application.

Identity Management Toolkit [Production ]

Tasks(D)/Requests{#) EurreFatiuns{#}| Pnnt |

ICH 1008704375V57E67T | ID STATE: FERMANENT

Mame TEST, TOOLKIT
58N BE66-21-1600 SS5M Verification Status:

Figure 4-31: The Veteran's ICN is highlighted

Veteran Health |dentification Card (VHIC) Skip to Content
Home Caord Request Reports Card Management Logged in as

Step 1 g

Enfter

Search Terms

IMPORTANT Have you ldentity Proofed the Veteran in |dentity Management Toolkit?
(Click here to Open identity Management Toeolkit in another window)

For optimal search results, copy the Veteran's ICH from Identity Management Toolkit and pastes into the ICN field on this
screan. Other search methods include:

The Member ID fram the front of the Veteran's VHIC.

= Last Name, First Name, DOB and 53N,
Note: If using LWFN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name, plus values from at least
wo of the other three sections (Person, Address, identification).

MName Person

Last Name Date of Birth OB darman: ¥OYMMOO)

First Name Gender ~

Middle Name Home Phone
Address ldentification
Street Address 55N ot sewssaray;
City EDIPI / Member ID
State ICH [n2661460vIaTa x|
Zip Code

o Clear Search

Figure 4-32: Step 1: Enter Search Terms - ICN has been entered
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5. Creating a VHIC Card — The Card Request Process

Table 3: Who can process a card request?

At a Glance...

Who can process a card request? | Administrator, Supervisor, Associate, Tech Admin (Tier 3)

This section will walk the VHIC user through the process of creating a card for a Veteran.
During the card request process, issues may arise that will require the card to be put on hold.
These cases will be covered in section 5.6 On-Hold Reasons Explained.

The card issuance process follows numbered steps shown next.
Enter Search Terms

Select Veteran

Capture Veteran Image

Select Mailing Address

Save Card Request

agrwdE

Step 1 (J

Enter
Search Terms

Figure 5-1: Card Request Navigation Bar

NOTE The appearance of the step block will change to indicate the step you are currently
working by appearing to be the brightest. See the illustration below.

Step 3 g

Capture
Veteran Image

! !

| Current Step | Previous and Future
Step

Figure 5-2: Navigation Bar Step appearance by state

These steps are fully explained below. We will now walk through each of the steps required to
complete a VHIC card request for New VHICs and Replacement VHICs. We will also go over
the steps for placing a card request on hold as well as taking a card request off hold.
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5.1. New VHIC: Veteran Level 2 Proofed through Identity
Management Toolkit

5.1.1.  Step 1: Enter Search Terms

The first step in the process is to find the Veteran in the system. This is accomplished by entering
enough search criteria to trigger a match within Master Veteran Index (MV1). The top of the
screen offers guidance regarding the set of traits recommended to ensure a best match is found.
These are guidelines and not necessarily the required set of traits that must be entered.

However, for optimal search results, copy the Veteran’s ICN from the Identity Management
Toolkit and paste it into the ICN field on this screen.

Other search methods include:
e The Member ID from the front of the Veteran’s VHIC.
e Last Name, First Name, DOB and SSN.

NOTE: If using LN/FN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name,
plus values from at least two of the other three sections (Person, Address, and Identification).

The more traits entered, the more likely a match will be returned.

Veteran Health Identification Card (VHIC) Skip to Content
Home Card Request Reports Card Management Legged in as:

step1

Enter

Search Terms

IMPORTANT Have you |dentity Proofed the Veteran in Identity Management Toolkit?
(Click here to open identity Management TaolKit in another window)

For cptimal search results, copy the Veteran's ICN from ldentity Management Toolkit and paste into the ICN fleld on this
screen. Other search methods include:

The Member 1D from the front of the Veteran's VHIC.

Last Name, First Name, DO and 55N,

Note: if using LNFNDOB!SSN combination, at a minimum, supply the Veteran's Last Name, plus values from at least
two of the other three sections (Person, Address, ldentification).

MName Person
Last Name Date of Birth D06 format: YYYYMMDD)
First Name Gender -
Middle Name Home Phone
Address Identification
Street Address 55N ol mmmmarmm |
City EDIPI / Member ID
State ICH
Zip Code

o Claar Saarch

Figure 5-3: Enter Search Terms screen
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Additional guidance is also available on-screen by clicking on the blue circle containing a
question mark.

Figure 5-4: Help icon

This type of help is available throughout the application and will provide additional detail or
clarification for that particular step or section.
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Once the information has been entered into the required fields, click on [Search] to proceed to
the next step.

‘eteran Health |dentification Card (VHIC) Skip to Content

Home Card Request Reports  Card Management Logged in as

Step 1 g

Enter
Search Terms

IMPORTANT Have you ldentity Proofed the Veteran in Identity Management Toolkit?
(Click here {0 Open identity Management ToolKit in another window)

For optimal search results, copy the Veteran's ICH from Identity Management Toolkit and paste into the ICN field on this
screan. Other ssarch methods include:

The Member ID from the front of the Veteran's VHIC,

» Last Mame, First Hame, DOB and S5H.
Note: If using LNVFN'DOB/SEN combination, at a minimum, supply the Veteran's Last Name, plus values from at least
two of the other three sections (Person, Address, ldentification).

Name Person

Last Name Date of Birth D06 fonmat. ¥ YMMOD)

First Name Gender N

Middle Name Home Phone
Address Ildentification
Streat Address 55N Pormmul semremway)
City EDIPI / Member ID
State ICN |12661460v1474 x|
Zip Code

0 =

Figure 5-5: Enter Search Terms screen

5.1.2.  Step 2: Select Veteran

Once the search has completed, the results of that search will be displayed on screen. From the
list provided (up to 10 matches may be returned), select the appropriate Veteran by clicking on
the Veteran’s name which is hyperlinked.

If the correct Veteran is not in the list, click the [Back] button and verify the traits entered are
correct. If the traits are correct, try adding additional information to aid in triggering a match.

eteran Health Identification Card (VHIC) Skip to Content
Home Card Request Reports Card Manapement Logged in as:
Step 2 < ‘_’
Selact
Veteran
Picture Full Hame 55N DoB Gandar
KENNETH FERGUSON H0(-KK-1254 V211963 MALE

o Back

Figure 5-6: Select Veteran screen
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5.1.3.  Step 3: Capture Veteran Image

Once a selection has been made, the next step in the process is to capture the Veteran image.
VHIC provides several ways to handle this operation: Take New Picture, Upload from file, or
Reuse Existing Image.

Skip to Contant

Veteran Health ldentification Card (VHIC)

Home Card Request Reports Card Management Logged in as:
Step 3 (z]
Capture
Vleran Image

Face must ba straight forward
= Mo closed eyes
No dark glasses (cannot see eyes)
= Tinted glasses OK (can see eyes)
Not more than one face in image
= Mo open mauth
Face cannot touch edge of photo (hair can, but not face)

If you are happy with the existing picture, clicking next will
move on to the next step in the process

Phato was added on the following date : 06/08/2017

Uplcad from File Take New Piture
Back Hext

Figure 5-7: Capture Veteran Image screen
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5.1.3.1. Take New Picture

Upon arriving to the Capture Veteran Image page, if there is no useable image for the Veteran
already on file, a “No Photo” image will appear in the image capture area. Click [Take New
Picture] to capture the Veteran’s image. The camera should become active and the Veteran
should be visible in the image capture window. (If the Veteran and background is not visible,
refer to section 8.4.3. Adobe Flash Permissions of the VHIC User Guide - Volume 4 -
Troubleshooting to ensure your camera settings are correct.)

Skip to Content

Veteran Health Identification Card (VHIC)

Home Card Request Reports  Card Management Logged in as:

Step 3 Q

Capture
Veteran Image

Face must ba straight forward
= Mo closed eyes
No dark glasses (cannot see eyes)
= Tinted glasses OK (can see eyes)
Not more than one face in image
= Mo open mauth
Face cannot touch edge of photo (hair can, but not face)

If you are happy with the existing picture, clicking next will
move on to the next step in the process

Phato was added on the following date : 06/08/2017

Uplcad from File Take New Prture

Back Hext

Figure 5-8: Capture Veteran Image screen — Take New Picture

Veteran Health Identification Card 4.8
User Guide — Volume 1 Card Request 41 January 2018



Using the provided silhouette, ensure that that the Veteran is lined up properly. Prior to clicking
[Capture Image] ensure the additional image capture guidelines provided on screen are met:
e Face must be straight forward
No closed eyes
No dark glasses (cannot see eyes)
Tinted glasses OK (can see eyes)
Not more than one face in image
No open mouth
Face cannot touch edge of photo (hair can, but not face)

Veteran Health identification Card (WVHIC) Skip to Content

Home CardRequest Reports Card Management Logged in as:

Step 3 Q_ﬂ

Capture
Veleran Image

Face must be straight forward

= Mo closed eyes ‘At Flash Player Setngs

* No dark glasses (cannot see eyes) [T ———

= Tinted glasses OK (can see eyes) pre P L S
VO CRCE ABCAW. 70U Ty b reconded

Naot more than one face in image
= No open mouth
Face cannet touch edge of photo (hair can, but net face)

(O M & Doy

Back

Figure 5-9: Capture Veteran Image screen — Capture Image
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Once the image is captured, take a moment to review that the image meets all desired guidelines
before proceeding. If the image is acceptable, click [Next] to continue on to the next step.

Veteran Health |dentification Card (VHIC)

Home Card Request Reports Card Management

Skip to Content
Logged in as:

Step 3
Caplure

Veleran Image

<

Face must be straight forward

No closed eyes

No dark glasses (cannot see eyes)
Tinted glasses OK (can see eyes)
Mot more than one face in image
Mo apen meouth

Face cannot touch edge of pholo (hair can, but not face)

Photo taken on : 07/03/2017

0 w [=]

Figure 5-10: Capture Veteran Image screen — Accept new photo; click Next

o NOTE: If the image does not meet the guidelines or the Veteran would prefer a new photo be
taken or uploaded, this can be done at this point as well by clicking the [Back] button to take a
new picture or upload a photo.
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5.1.3.2. Upload from File

In some cases, it may be necessary to upload an image for a Veteran (i.e., they are unable to be
present during the card request process due to health issues, etc.) In these cases, VHIC offers the
option to upload a photo by selecting the [Upload from File] option.

‘feteran Health Identification Card (VHIC) Skip to Content

Home Card Request FReports Card Management Logged in as:

Step 3 Q]

Capture
Vateran Image

Face must be straight forward
* Mo closed eyes
No dark glasses (cannct see eyes)
= Tinted glasses OK (can see eyes)
Mot more than one face in image
= Mo open mouth
Face cannot touch adge of photo (hair can, but nat face)

If you are happy with the existing picture, clicking next will
rricwd on 1o the next step in the protess

Phato was added on the following date : 06/09/2017

Upload from File Take New Picture

Back MNext

Figure 5-11: Capture Veteran Image screen — Upload from File
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Once this option is selected, a [Browse...] button will appear next to a text field. Clicking this
button will open up another window to allow for the desired image to be located and selected.
The accepted file formats are JPG, GIF, PNG, and BMP. For best results use a 400x400 pixel
JPG image. It should also be noted that any adjustments that need to be made to the image to
meet the specified guidelines, such as crop and resize, this should be done before the image is
uploaded.

Veteran Health Identification Card (VHIC) Skip to Content

Home Card Request Reports  Card Management Logged in as:

step3 Y
Capture
Veteran |mage

Face must be straight forward
= Mo closed eyes
Mo dark glasses (cannot see eyes)
= Tinted glasses OK (can see eyes)
Mot mare than cne face in image
= Mo open mouth
Face cannot touch edge of phota (hair can, but not face)

Accepted formats are JPG, GIF, PNG, and BMP. For best
results use a 400x400 pixel JPG

Back

Figure 5-12: Capture Veteran Image screen — Upload photo; click Browse
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Once the file has been selected, an [Upload] button will become available. Clicking this will
import the image and it will now be visible in the image capture area.

Veteran Health |dentification Card (VHIC) Skip to Content

Home Card Request Reports  Card Management Logged in as:

Step 3 QI

Caplure
Vieteran Image

Face must be straight forward
» No closed eyes
Mo dark glasses (cannot see eyes)
+ Tinted glasses QK (can see eyes)
Mot more than one face in image
= No apen mouth
Face cannot touch edge of photo (hair can, but not face)

Accepted formats are JPG, GIF, PNG, and BMP. For best
results use a 400x400 pixel JPG.

Figure 5-13: Capture Veteran Image screen — Upload photo; click Upload
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The user can move the slider below the image window to zoom the image in or out to match the
silhouette, the image can also be dragged to line the Veteran’s face inside the silhouette as well.

Once again, be sure to review the image to ensure it meets the specified guidelines before
clicking the [Next] button to continue.

Veteran Health Identification Care 2 Skip to Content
Home Card Request Reports Logged in as:

step3 (Y

Capture

Vateran Image

= Fage must be straight forward
Mo closed eyes
= Mo dark glasses (cannot see eyes)
Tinted glasses OK (can see eyes)
= Mot more than one face in image
Mo open mouth
= Face cannol touch edge of phete (hair can, but net face)

Accepted formats are JPG, GIF, PNG, and BMP. For best
results use a 400x400 pixel JFG

Phete uploaded on : UtTEI?’ZLW

Figure 5-14: Capture Veteran Image screen — Edit photo; click Next
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5.1.3.3. Reuse Existing Image

In the event the Veteran has an existing photo in the system that is less than ten years old, this
will appear in the image capture area upon entry to Step 3. If this image meets the required
guidelines, it may be reused for the current card request process. Simply click [Next] to continue
on to Step 4.

Home Card Request Reports Card Management Logged in as

Step 3 (:I

Capiure
‘Veteran Image

Face must be straight forward

No closed eyes

Mo dark glasses (cannot see eyes)

Tinted glasses OK (can see ayes)

Mot more than one face in image

Mo open moth

Face cannot touch edge of photo (hair can, but not face)

If you are happy with the existing pleture, clicking next will
maove on te the next step in the process.

Phote was added on the fellowing date : 08012017

Lipload from File Take Mew Picture

o ()

Figure 5-15: Capture Veteran Image screen — Reuse Existing Photo; click Next
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The VHIC application will ask the user to confirm that they want to reuse the existing photo for
this Veteran. Click the [OK] button to continue to Step 4: Verify Identity Attributes.

Veteran Health identification Card (VHIC) Skip to Contant

Home Card Request Reports Card Management Logged in as;

Step 3 g

Capture
Veleran Image

Face must be straight farward
= Mo closed eyes
Mo dark glasses (cannot see eyes)
« Tinted glasses OK (can see eyes) - ]
Not more than one face in image Message from wetgage =]
Mo open mouth
« Face cannot touch edge of photo (ha

9 Mg you sure you want 10 reuse the photo?

If you are happy with the existing picl

mave on to the next step in the proce Cance

Phato was added on the following date : 08/08/2017

Upload from File | Take New Picture

Back Mot

Figure 5-16: Capture Veteran Image screen — Reuse Existing Photo; click OK

o NOTE: If the image does not meet the guidelines or the Veteran would prefer a new photo be
taken or uploaded, this can be done at this point as well by selecting either [Upload from File] or
[Take New Picture].
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5.1.4.  Step 4: Select Mailing Address

This screen displays the information retrieved from the Master Veteran Index (MVI) and the
Enrollment System (ES) for the selected Veteran. The purpose of this screen is to verify the
displayed information, and to determine where the Veteran’s card should be mailed.

UNITED STATES
DEPARTMENT OF VETERANS AFFAIRS

" Skip to Contant
as

Step 4

Select Mailing
Address

Veteran ldentity Confirmation

Status
Card Request Status New

‘ateran ldentity Attibatas
First Name FOUR |
Last Name MVIPATIENT |
Date of Birth FEZN0ES ]

Requasting Facility Address
Facility Mame ATLANTA VAMC |
Facility Address Q670 CLAIRMONT RD |

[DECATUR, GA 30033 USA |

Addrass

Mail card 10 &) sadress received fom Enclimant Sarvicas
Address received from M
Requestg faciity
Pradgmad facility

Racipient FOUR ONE MVIPATIENT Il
Sireat 1 123 SESAME STREET
Street 2 |
Street 3 |

City FRONT ROYAL
State MA

Zip Code PIE30

Province |
Postal Code |
Country [DSA

]
]
]
|
|
|
|
]
]
|

I5 the address displayed on SCreen whidae the Valeran s 1o recerne hishor new VHIC
7

card
0 Back @

Figure 5-17: Select Mailing Address screen
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This step provides several mailing options for the card:
e Mail to the address received from Enrollment Services
Mail to the address received from MVI
Mail to the requesting facility
Mail to the preferred facility

NOTE: If Enrollment has flagged the Veteran’s address as bad, a message stating why, as well

o as additional guidance on how to proceed, will be displayed near the top of the screen. At this
point, if the Veteran opts to not update their information with ES, the Associate MUST choose
one of the remaining viable address options for mailing the card in order to proceed with the
card request process.

NOTE: If MVI has flagged the Veteran’s address as bad, a message stating why, as well as

o additional guidance on how to proceed, will be displayed near the top of the screen. At this point,
if the Veteran opts not to update their information with MVI or ES, the Associate MUST choose
one of the remaining viable address options for mailing the card in order to proceed with the
card request process. Selecting a radio button will automatically update the address information
based on the selection. The process cannot continue until the appropriate radio button has been
selected.

NOTE: If no preferred facility information has been received from ES or the preferred facility
o address is flagged as bad, a message stating why, as well as additional guidance on how to
proceed, will be displayed near the top of the screen. The Associate MUST choose one of the
remaining viable address options for mailing the card in order to proceed with the card request
process. Selecting a radio button will automatically update the address information based on the
selection. The process cannot continue until the appropriate radio button has been selected.

Selecting a radio button will automatically update the address information based on the selection.
The process cannot continue until the appropriate radio button has been selected.

If the address for the Requesting Facility is not correct, then the VHIC user would need to
request help with correcting the address by contacting the Enterprise Service Desk at (855) 673-
4357, option 3 (Applications), then option 1. Alternately, send an email message to ESD DEV
OPS (ESD@va.gov) with correction details.

If the information on the screen is a correct match, select the [Next] button in the lower right
hand to move forward.

5.1.5. Status Section

At the top of the Step 4 screen is the Status section. When going through the card request
process, one of the following Card Request Status options will be displayed: New, Replacement,
or On Hold. Since this is a new card request the status displayed is New.
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5.1.6.

review all of the information o

Step 5: Save Card Request
Step 5 — Save Card Request — gives the VHIC user and the VVeteran one more opportunity to

n the screen for accuracy.

" Skip to Content
Logged in as:

Step & g\_-l

Save
Card Request

LIRTETE B TR B BRI ]

Name as it will appear on card:

WILSON BROWN

Address card will be mailed to:

WILSON BROWN
10007 F STREET
HERNDON, WA 20171 USA

Replacement Reason:
Mot a replacement card

Vetaran Card Details

Service Connected N Card Murnber
Medal of Honor N Member ID 1807956576
Purple Heart N ICN 1012894958VE25284
Prisoner of War ] Plan 1D T346-243-588
V1SN T
Facility 508
Date of Birth 1071001952
Card Status Pending

Card Request Date

Branch Of Senvice

Aty

* \otoran Doclnes Branch of Serdce Logo

Reason for Hold:
Bad data

Figure 5-18: Save Card Request review screen

- [=]

This screen contains the following information for review:
Name as it will appear on card
Address card will be mailed to (this also contains the name as it will appear in the

mailing address)
Replacement reason (if applicable)

Reason for hold (if applicable)
Service connected status
Medal of Honor status

Purple Heart status

Prisoner of War status
Branch of Service selection

Date of Birth
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Other fields that either will be populated or will populate upon final submission are:
e Card Number (populates upon final submission)

Member ID

ICN

Member Benefit Plan ID

VISN and Facility where request is being processed

5.1.6.1. Branch of Service

If available, the Veteran’s Branch of Service options will be displayed on screen. The Veteran
should be given the opportunity to select which logo they would prefer to appear on their card or
if they would like to decline the logo option altogether (default). The appropriate radio button
should be selected based upon the Veteran’s preference. Only those branches of service that are
listed in the Enrollment System and in which the Veteran has served will be shown. This will
need to be chosen before submitting the card request.

o NOTE: Only one Branch of Service logo can appear on the card; those with more than one
branch will have to select one, or decline to show any logo.

Branch Of Service
@ Army
_ Weteran Declines Branch of Service Logo

(2]

Figure 5-19: Branch of Service Selection
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5.1.6.2. Save Card Request: New

If the card is a new request, meaning the Veteran has never had a VHIC prior to this request; the
Replacement Reason section will state the following: Not a replacement card.

Upon submission, a Card Number will be generated as well as an Expiration Date and Card
Request Date. The colored field will change from yellow to green and the corresponding Card
Status will change from Pending to Submitted.

Veteran Health Identification Card (VHIC) Skip to Content
Home Card Request FReports Card Management Logged in as:
Step 1 Step 2 Step 3 Step 4 Step & g
! Save
Card Request
Veteran Card Details
y Service Connected N Card Number G856
%@:{f- = \atera Medalof Honer N Member ID 1807956576
mag Purple Heart N ICN 1012894858V625284
Priscner of War N Plan 1D T346-243-588
VISN T
Ennmimnimieinnnneey Facility 508
Name as it will appear on card: Date of Birth 1001061952
WILSON BROWMN Expiration Date  7/5/2027

Address card will be mailed to:
WILSON BROWN
10007 F STREET

HERNDON, VA 20171 USA

Veteran Declines Branch of Service Logo
Replacement Reason: : e Log

Mot a replacement card

Reason for Hold:
Mot Applicable

Figure 5-20: New Card Request Submitted
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5.2.  New VHIC: Veteran has NOT been Level 2 Proofed through
Identity Management Toolkit

5.2.1.  Step 1: Enter Search Terms

The first step in the process is to find the Veteran in the system. This is accomplished by entering
enough search criteria to trigger a match within Master Veteran Index (MV1). The top of the
screen offers guidance regarding the set of traits recommended to ensure a best match is found.
These are guidelines and not necessarily the required set of traits that must be entered.

However, for optimal search results, copy the Veteran’s ICN from the Identity Management
Toolkit and paste it into the ICN field on this screen.

Other search methods include:
e The Member ID from the front of the Veteran’s VHIC.
e Last Name, First Name, DOB and SSN.

NOTE: If using LN/FN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name,
plus values from at least two of the other three sections (Person, Address, and Identification).

The more traits entered, the more likely a match will be returned. Additional guidance is also
available on-screen by clicking on the blue circle containing a question mark.

Figure 5-21: Help icon

This type of help is available throughout the application and will provide additional detail or
clarification for that particular step or section.

Veteran Health Identification Card 4.8
User Guide — Volume 1 Card Request 55 January 2018



Once the information has been entered into the required fields, click on [Search] to proceed to
the next step.

Veteran Health ldentification Card (VHIC) Skip to Content

Home Card Request Reports Card Management cgged in as:

Step 1 Q]

Enter
Search Terms

IMPORTANT Have you |dentity Proofed the Veteran in Identity Management Toolkit?
(Click here 1o open igentity Management Toolkit in another window)

For sptimal search results, copy the Veleran's ICN from ldentity Management Toolkit and paste into the ICN field on this
screen, Other search methods include:

= The Member |D from the front of the Veteran's VHIC,
Last Name, First Name, DOE and 35N,
Haote: If using LNFN/DOB/SEN combination, at a minimum, supply the Veteran's Last Name, plus values from at least
two of the other three sections (Person, Address, ldentification).

MName Perseon

Last Name Date of Birth DO formal: WYY YNMOD)

First Name Gender ~

Middle Name Home Phone
Address |dentification
Street Address S5N Nt awaranaes)
City EDIPI / Member ID
State ICH [y 2661460147440
Zip Code

° =

Figure 5-22: Enter Search Terms screen
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5.2.2.  Step 2: Select Veteran

Once the search has completed, the results of that search will be displayed on screen. From the
list provided (up to 10 matches may be returned), select the appropriate Veteran by clicking on
the Veteran’s name which is hyperlinked.

If the correct Veteran is not in the list, click the [Back] button and verify the traits entered are
correct. If the traits are correct, try adding additional information to aid in triggering a match.

\eteran Health Identification Card (VHIC) Skip to Content
Home Card Request Reports Card Management Logged in as:
Step 2 L4 j
Select
Veteran
Picture Full Nama 55N DOB Gandar
KENNETH FERGUSON OO0 254 32111063 MALE

Figure 5-23: Select Veteran screen
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5.2.3.  Step 3: Capture Veteran Image

Once a selection has been made, the next step in the process is to capture the Veteran image.
VHIC provides several ways to handle this operation: Take New Picture, Upload from file, or
Reuse Existing Image.

Veteran Health Identification Card (VHIC) Skip to Content

Home Card Request Reports Card Management Legged in as:

Step 3 Q_q

Capture
Vateran Image

Face must be straight forward
= Mo closed eyes
Mo dark glasses (cannot see eyes)
- Tinted glasses OK (can see eyes)
Mot more than one face in image
= Mo open mouth
Face cannot touch edge of photo (hair can, but not face)

If you are happy with the existing picture. clicking next will
mowe on to the next step in the process

Upload from File Take New Piciure

Back Mext

Figure 5-24: Step 3 - Capture Veteran Image screen
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5.2.3.1. Take New Picture

Upon arriving to the Capture Veteran Image page, if there is no useable image for the Veteran
already on file, a “No Photo” image will appear in the image capture area. Click [Take New
Picture] to capture the Veteran’s image. The camera should become active and the Veteran
should be visible in the image capture window. (If the Veteran and background is not visible,
refer to Section 8.4.3. Adobe Flash Permissions of the VHIC User Guide - Volume 4 -
Troubleshooting to ensure your camera settings are correct.)

" Skip to Content

Home Card Request Reports Card Managerment Logged in as.

Step 3 g‘_ﬂ

Capture
Valeran Image

Face must be straight forward
= Mo closed eyes
Mo dark glasses (cannot see eyes)
= Tinted glasses OK (can see eyes)
Mot more than one face in image
= Mo open mouth
Face cannot touch edge of photo (hair can, but not face)

If you are happy with the existing picture. clicking next will
mowve on to the next step in the process

Uplead from File Take New Piture

Back Hexi

Figure 5-25: Capture Veteran Image screen — Take New Picture
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Using the provided silhouette, ensure that that the Veteran is lined up properly. Prior to clicking
[Capture Image] ensure the additional image capture guidelines provided on screen are met:
e Face must be straight forward
No closed eyes
No dark glasses (cannot see eyes)
Tinted glasses OK (can see eyes)
Not more than one face in image
No open mouth
Face cannot touch edge of photo (hair can, but not face)

Veteran Health [dentification Card (VHIC) Skip to Content

Home Card Request Reports Card Management Logged in as

Step 3 g:]

Capture
Veteran Image

Mot mare than one face in image
No open mouth
Face cannot touch edge of photo (hair can, but not face)

* Face must be straight forward

= Noclosed eyes Adese Flash Plays: Sesngs

= Mo dark glasses (cannot see eyes) Cameca and Mkraghens Acorss L
= Tinted glasses OK (can see eyes) ek b i Attt msroginn €
- woul NI AW, YOU M B eI oed.

-

-

B [0 4w |[§ Dy

Capbure Image

Figure 5-26: Capture Veteran Image screen — Capture Image
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Once the image is captured, take a moment to review that the image meets all desired guidelines
before proceeding. If the image is acceptable, click [Next] to continue on to the next step.

‘eteran Health Identification Card (WVHIC)

Home Card Request Reports  Cand Management

. SILlip.lD Cnntl;nt -
Logged in as:

Step 3
Capture

Vetaran Image

= Face must be straight forward

= No closed eyes

= Mo dark glasses (cannot see eyes)
= Tinted glasses OK (can see eyes)
= Mot more than one face in image

= Mo open mouth

= Face cannot touch edge of photo (hair can, but not face)

Photo taken on : 07/03/2017

0 = [=]

Figure 5-27: Capture Veteran Image screen — Accept new photo; click Next

o NOTE: If the image does not meet the guidelines or the Veteran would prefer a new photo be
taken or uploaded, this can be done at this point as well by clicking the [Back] button to take a
new picture or upload a photo.
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5.2.4.  Step 4: Select Mailing Address

This screen displays the information retrieved from the Master Veteran Index (MVI) and the
Enrollment System (ES) for the selected Veteran. The purpose of this screen is to verify the
displayed information, and to determine where the Veteran’s card should be mailed.

If the Veteran was not LOA 2 Proofed through the Identity Management Toolkit before the
starting the card request process, the VHIC user will see the message:

“WARNING: Veteran not Identity Proofed”
(Select the address to have the card mailed to and click Next to place the card request on hold.)
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The VHIC user will need to select the address to have the card mailed to, click the [Next] button,
and save the card request on hold.

DEPARTMENT OF VETERANS AFFAIR

Skip to Contant
Logged in as

Step 1 Step 2 Step 3 Step 4 (Z Step 5
Select Mailing
Address

Veteran Identity Confirmation

Status
Card Request Status New

Veteran Identity Attributes
First Name FOUR |

Last Name [MVIPATIENT ]
Date of Birth 22665 |

Requesting Facility Address
Facility Name [ETLANTAVAMG ]
Facility Address [1670 CLAIRMONT RD |
DECATUR, GA 30033 USA |

Address

Mail card t0: @) adress received from Enrollment Services
Address retered fram MV
Requesting facility
Preferred faciity

Recipient [FOUR ONE MVIPATIENT (Il |
Street 1 [123 SESAME STREET |
Street 2 | |
Street 3 | |

City [FRONT ROYAL |
State WA ]
|

|

|

|

Zip Code 2630
Province |
Postal Code |
Country [USA

Is the address displayed on screen where the Veteran is to receive his/her new VHIC

card?
e Back Hext

Figure 5-28: Select Mailing Address screen
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This step provides several mailing options for the card:

Mail to the address received from Enrollment Services
Mail to the address received from MVI

Mail to the requesting facility

Mail to the preferred facility

NOTE: If Enrollment has flagged the Veteran’s address as bad, a message stating why, as well
as additional guidance on how to proceed, will be displayed near the top of the screen. At this
point, if the Veteran opts to not update their information with ES, the Associate MUST choose
one of the remaining viable address options for mailing the card in order to proceed with the
card request process.

NOTE: If MVI has flagged the Veteran’s address as bad, a message stating why, as well as

o additional guidance on how to proceed, will be displayed near the top of the screen. At this point,
if the Veteran opts not to update their information with MVI or ES, the Associate MUST choose
one of the remaining viable address options for mailing the card in order to proceed with the
card request process. Selecting a radio button will automatically update the address information
based on the selection. The process cannot continue until the appropriate radio button has been
selected.

NOTE: If no preferred facility information has been received from ES or the preferred facility
o address is flagged as bad, a message stating why, as well as additional guidance on how to
proceed, will be displayed near the top of the screen. The Associate MUST choose one of the
remaining viable address options for mailing the card in order to proceed with the card request
process. Selecting a radio button will automatically update the address information based on the
selection. The process cannot continue until the appropriate radio button has been selected.

Selecting a radio button will automatically update the address information based on the selection.
The process cannot continue until the appropriate radio button has been selected.

If the address for the Requesting Facility is not correct, then the VHIC user would need to
request help with correcting the address by calling the Enterprise Service Desk at 855-673-4357,
option 3, option 3. Alternately, send an email message to ESD DEV OPS (ESD@va.gov) with
correction details.

If the information on the screen is a correct match, select the [Next] button in the lower right
hand to move forward.

5.2.5. Status Section

At the top of the Step 4 screen is the Status section. When going through the card request
process, one of the following Card Request Status options will be displayed: New, Replacement,
or On Hold. Since this is a new card request the status displayed is New.
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5.2.6.

Step 5: Save Card Request

Step 5 — Save Card Request — gives the VHIC user and the VVeteran one more opportunity to
review all of the information on the screen for accuracy.

‘eteran Health |dentification Card (WVHIC)

Skip to Contant

Home Card Request Reports Card Management Logged in as
Step 5 Q]
Save
Card Request
Veteran Card Details
Service Connected N Card Number
VA = Medal of Honor N Member 1D
Purple Heart N ICN 1012895141V395618
Priscner of War N Plan |D T346-243-588
EnmmImEnEEnRImEr e VISN 7
Facility 508
Name as it will appear on card: Date of Birth 1001011956
MARY ALIX
Address card will be mailed to: F
ATLANTA VAMC Card Status Pending
1670 CLAIRMONT RD Card Request Date
DECATUR, GA 30033 USA
o Branch Of Service
Agriy
Replacement Reason: = Vaberan Declines Branch of Sanvice Logo
Mot a replacement card o
Reason for Hold:
ateran nod proofed
Bad data

Figure 5-29: Save Card Request review screen

This screen contains the following information for review:
Name as it will appear on card
Address card will be mailed to (this also contains the name as it will appear in the

mailing address)

Replacement reason (if applicable)
Reason for hold (if applicable)
Service connected status

Medal of Honor status
Purple Heart status
Prisoner of War status

Branch of Service selection

Date of Birth
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Other fields that either will be populated or will populate upon final submission are:
e Card Number (populates upon final submission)

Member ID

ICN

Member Benefit Plan ID

VISN and Facility where request is being processed

5.2.6.1. Branch of Service

If available, the Veteran’s Branch of Service options will be displayed on screen. The Veteran
should be given the opportunity to select which logo they would prefer to appear on their card or
if they would like to decline the logo option altogether (default). The appropriate radio button
should be selected based upon the Veteran’s preference. Only those branches of service that are
listed in the Enrollment System and in which the Veteran has served will be shown. This will
need to be chosen before submitting the card request.

o NOTE: Only one Branch of Service logo can appear on the card; those with more than one
branch will have to select one, or decline to show any logo.

Branch Of Service
@ Army
_ Weteran Declines Branch of Service Logo

(2]

Figure 5-30: Branch of Service Selection
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5.2.6.2. Save Card Request: New

If the card is a new request, meaning the Veteran has never had a VHIC prior to this request; the
Replacement Reason section will state the following: Not a replacement card.

Since this Veteran has NOT had their Identity Proofing completed in the Identity Management
Toolkit prior to starting the card request process, the Reason for Hold section will state the
following: Veteran Not Proofed. The VHIC user will only be presented with the [Back] and
[Hold] buttons.

Upon submission, a Card Number will be generated as well as the Card Request Date. The
colored field will change from yellow to orange and the corresponding Card Status will change
from Pending to Saved on Hold.

Since the Veteran that this card request was for still needs to be proofed, the VHIC system will
display the message below that will include the next steps that the VHIC clerk will need to
follow to complete the proofing process.

IMPORTANT: This Veteran still needs to have their Identity Proofing completed.
Follow the steps below:

1. Copy the Veteran's ICN above and click here to open the Identity Management Toolkit in
another window.

2. Complete Proofing for the Veteran in Identity Management Toolkit.

3. Enter Veteran's ICN on Step 1 of the VHIC Card Request Process.

4. Complete card request process and submit.
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The words Identity Management Toolkit are a hyperlink that the VHIC user can click on to be
able to open the Identity Management Toolkit application in another browser window.

Veteran Health Identification Card (VHIC) Skip to Content
Home Card Request Reports Card Management Logged in as

Step 5 Q_j

Save

Card Request

Veteran Card Details

_— Service Connected N Card Number 8355
%ﬂ-- e Medalof Honor N MemberID
: Purple Heart N ICN 101280496 1VTB0B16

Prisoner of War N Plan 1D 7346-243-588
VISN 7
I D BRI MR Facility 508
MName as it will appear on card: Date of Birth 1010/1951
JIM BENSON Expiration Date
Address card will be mailed to:
ATLANTA VAMC Card Status Saved On Hold
1670 CLAIRMONT RD Card Request Date  07/05/2017

DECATUR, GA 30033 USA

Veteran Declines Branch of Service Logo
Replacement Reason: ' e Log

Nof a raplacement card
Reason for Hold:

Waladan nol progfed

IMPORTANT: This Veteran still needs to have their dentity Proofing completed.
Follow the steps below:

1. Copy the Veteran's ICN above and click here 1o open theldentity Management ToolK{in another windew.,
2. Complete Proofing for the Veteran in Identity Management ToolKit.

3. Enter Veteran's ICH on Step 1 of the VHIC Card Request Process.

4. Complete card request precess and submit.

Figure 5-31: Card Request Saved on Hold — Veteran Not Proofed
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5.3.  Resuming an On-Hold VHIC Request: Veteran NOT Level 2
Proofed Hold Reason

When the Associate resumes a card request that has been placed On Hold, they will still be taken
through the same steps as though it was a New Card or a Replacement. The Associate won’t be
shown that this is an On-Hold Request until they get to Step 4.

5.3.1.  Step 1: Enter Search Terms

The first step in the process is to find the Veteran in the system. This is accomplished by entering
enough search criteria to trigger a match within Master Veteran Index (MV1). The top of the
screen offers guidance regarding the set of traits recommended to ensure a best match is found.
These are guidelines and not necessarily the required set of traits that must be entered.

However, for optimal search results, copy the Veteran’s ICN from the Identity Management
Toolkit and paste it into the ICN field on this screen.

Other search methods include:
e The Member ID from the front of the Veteran’s VHIC.
e Last Name, First Name, DOB and SSN.

NOTE: If using LN/FN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name,
plus values from at least two of the other three sections (Person, Address, and Identification).

The more traits entered, the more likely a match will be returned. Additional guidance is also
available on-screen by clicking on the blue circle containing a question mark.

Figure 5-32: Help icon

This type of help is available throughout the application and will provide additional detail or
clarification for that particular step or section.
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Since the VHIC user would have just completed the Identity Proofing process in the Identity
Management Toolkit application, the VHIC user can paste the Veteran’s ICN in this screen that
was copied from ldentity Management Toolkit, then click on [Search] to proceed to the next
step.

Skip to Content

Veteran Health Identification Card (WVHIC)

Home Card Request Reports Card Management Logged in as:
Step 1 L j
Enter

Search Terms

IMPORTANT Have you Identity Proofed the Veteran in Identity Management Toolkit?
(Click here to Open identity Management Toolkit in another window)

For optimal search results, copy the Veteran's ICN from Identity Management Toolkit and paste into the ICN fleld on this
screen. Other search methods include:

The Mamber ID from the frant of the Veteran's VHIC.

* Last Mame, First Name, DOB and 835N,
Hote: If using LNFNIDOBISSH combination, at a minimum, supply the Veteran's Last Name, plus values from at least
s of the othar thres sections (Person, Address, (dentification).

Mame Persan

Last Name Date of Birth OB forrmit Y YOI

First Mame Gender |

Micddle Name Home Phone
Address Identification
Street Address S5M e ]
City EDIPI f Member ID
State ICH[ 12661460V 147440
Zip Code

Figure 5-33: Enter Search Terms screen
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5.3.2.  Step 2: Select Veteran

Once the search has completed, the results of that search will be displayed on screen. From the
list provided (up to 10 matches may be returned), select the appropriate Veteran by clicking on
the Veteran’s name which is hyperlinked.

If the correct Veteran is not in the list, click the [Back] button and verify the traits entered are
correct. If the traits are correct, try adding additional information to aid in triggering a match.

Veteran Health Identification Card (WVHIC) Skip to Content

Home Card Request Reports Cand Management Logged in as:

Step 2 Q]

Select
Veleran

Picture Full Namu S5N DoB Gondor

JAMES SEPANKOWSKI HOO-XX-1301 4221953 MALE

Figure 5-34: Select Veteran screen
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5.3.3.  Reuse Existing Image

In the event the Veteran has an existing photo in the system that is less than ten years old, this
will appear in the image capture area upon entry to Step 3. If this image meets the required
guidelines, it may be reused for the current card request process. Simply click [Next] to continue
on to Step 4.

‘Veteran Health |dentification Card (VHIC) Skip to Content

Home (Card Request Reports Card Management Logged in as

Step 3 (:I

Capiure
‘Veteran Image

Face must be straight forward

No closed eyes

Mo dark glasses (cannot see eyes)

Tinted glasses OK (can see ayes)

Mot more than one face in image

Mo open moth

Face cannot touch edge of photo (hair can, but not face)

If you are happy with the existing pleture, clicking next will
maove on te the next step in the process.

Phote was added on the fellowing date : 08012017

Lipload from File Take Mew Picture

o ()

Figure 5-35: Capture Veteran Image screen — Reuse Existing Photo; click Next
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VHIC will then ask the user to confirm that they want to reuse the existing photo and then they
would click [OK] to continue on to the next step.

Veteran Health identification Card (WVHIC) Skip to Content

Home Card Request Reports Card Managerment Logged in as:

Step 3

Capture
Vateran Image

Face must be straight farward
» No closed eyes

Mo dark glasses (cannot see eyes)
- Tinted glasses OK (can see eyes) N

Mot more than one face inimage | Message iram webnage =%
* No open mouth == B
- Face cannot touch edge of photo (ha )

T 9 e you sure you want 1o reuse the photo?

If you are happy with the existing pict

mave on to the next step in the proce Cance

Phato was added en the following date | 080972017
Upload from File Take Mew Picture

Back Maxi

Figure 5-36: Capture Veteran Image screen — Reuse Existing Photo; click OK
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5.3.4.  Step 4: Select Mailing Address

This screen displays the information retrieved from the Master Veteran Index (MVI) and the
Enrollment System (ES) for the selected Veteran. The purpose of this screen is to determine
where the Veteran’s card should be mailed.

At the top of the Step 4 screen is the Status section. Since this card request for the Veteran was
placed on hold due to Veteran Not Proofed, the status of On-Hold will be listed along with the
On Hold reason of Veteran Not Proofed.

Veleran Health ldentification Card (VHIC) Skip to Content
Home Card Request Reporis Card Management Logged in as:
Step 1 Step 2 Step 3 Step 4
Selact Mailing
Address

Veteran ldentity Confirmation

Status
Card Request Stalus On Hold

Wateran not proofed

Veleran Identity Attributes
First Name FOUR |
Last Name |MVIPATIENT |
Date of Birth [ER221985 |

Requesting Facility Address
Faciity Name [RTCANTAVANIC |
Fatilty Address [{G70 CLAIRMONT RD |
DECATUR, GA 30033 USA |

Addrass

Mail card 10 ) Addrass received from Entollment Services

2 Address received from MVI
- Requesting facility
Prefermed faciity

Recipient |FOUR ONE MVIPATIENT Il |
Street 1 [123 SESAME STREET |
Street 2 | |
Strest 3 | |

City [FRONT ROYAL |
State /A |
|

|

|

|

Zip Code 2630
Province |
Poslal Code |

Country [JSA

Is the address displayed on screen where the Vieteran is to receive hisher new VHIC

card?
@ Back Mext

Figure 5-37: Select Mailing Address screen
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This step provides several mailing options for the card:

Mail to the address received from Enrollment Services
Mail to the address received from MVI

Mail to the requesting facility

Mail to the Preferred Facility

NOTE: If Enrollment has flagged the Veteran’s address as bad, a message stating why, as well
as additional guidance on how to proceed, will be displayed near the top of the screen. At this
point, if the Veteran opts not to update their information with ES, the Associate MUST choose
one of the remaining viable address options for mailing the card in order to proceed with the
card request process.

o NOTE: If MVI has flagged the Veteran’s address as bad, a message stating why, as well as
additional guidance on how to proceed, will be displayed near the top of the screen. At this point,
if the Veteran opts not to update their information with MVI or ES, the Associate MUST choose
one of the remaining viable address options for mailing the card in order to proceed with the
card request process. Selecting a radio button will automatically update the address information
based on the selection. The process cannot continue until the appropriate radio button has been
selected.

NOTE: If no preferred facility information has been received from ES or the preferred facility
o address is flagged as bad, a message stating why, as well as additional guidance on how to
proceed, will be displayed near the top of the screen. The Associate MUST choose one of the
remaining viable address options for mailing the card in order to proceed with the card request
process. Selecting a radio button will automatically update the address information based on the
selection. The process cannot continue until the appropriate radio button has been selected.

Selecting a radio button will automatically update the address information based on the selection.
The process cannot continue until the appropriate radio button has been selected.

If the address for the Requesting Facility is not correct, then the VHIC user would need to
request help with correcting the address by contacting the Enterprise Service Desk at (855) 673-
4357, option 3 (Applications), then option 1. Alternately, send an email message to ESD DEV
OPS (ESD@va.gov) with correction details.

If the information on the screen is a correct match, select the [Next] button in the lower right
hand to move forward.

5.3.5. Status Section

At the top of the Step 4 screen is the Status section. Since this card request for the Veteran was
placed on hold, the status of On Hold will be listed along with the On Hold reason.

5.3.6.  Step 5: Save Card Request

This brings us to Step 5 — Save Card Request. This screen allows the VHIC User to verify all of
the information shown on the screen as being correct.
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This screen contains the following information for review:

Name as it will appear on card
Address card will be mailed to (this also contains the name as it will appear in the
mailing address)

Replacement reason (if applicable)
Reason for hold (if applicable)
Service connected status

Medal of Honor status

Purple Heart status

Prisoner of War status

Branch of Service selection

Date of Birth

Other fields that either will be populated or will populate upon final submission are:

5.3.6.1.

Card Number (populates upon final submission)
Member ID

ICN

Member Benefit Plan ID

VISN and Facility where request is being processed

Branch of Service

If available, the Veteran’s Branch of Service options will be displayed on screen. The Veteran
should be given the opportunity to select which logo they would prefer to appear on their card or
if they would like to decline the logo option altogether (default). The appropriate radio button
should be selected based upon the Veteran’s preference. Only those branches of service that are
listed in the Enrollment System and in which the Veteran has served will be shown. This will
need to be chosen before submitting the card request.

NOTE: Only one Branch of Service logo can appear on the card; those with more than one
branch will have to select one, or decline to show any logo.

Branch Of Service
& Arrmy
_ Weteran Declines Branch of Service Logo

(2]

Figure 5-38: Branch of Service Selection
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If a Branch of Service option is available to the Veteran, the VHIC associate will see that on this
screen and will need to ask the Veteran’s preference for which, if any, BoS they would like to

appear on the card.

The VHIC user can now click [Submit] to complete the card request.

Step 5 g

Save
Card Request

I W e ey

Name as it will appear on card:
WLARY ALLX

Veteran Card Details

Address card will be mailed to:
MARY ALLX
10008 F STREET

Service Connected N Card Number
Medal of Honor M Membear ID
Purple Heart N ICN 1012805141V305616
Prisoner of War N Flan ID 7346-243-585
VISN T
Facility 508
Date of Birth 1001956
Card Status Saved On Hold

HERNDON, WA 20171 USA

Replacement Reason:
Mot a replacement card

Card Request Date  07/06/2017

Branch Of Service

=) Ay

“Vateran Declines Branch of Senice Logo

Reason for Held:
Bad data

Figure 5-39: Save Card Request review screen; click Submit
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This screen shows that the Card Request was submitted successfully.

If a Branch of Service was selected on the previous screen. The designated choice will appear
here, as well as the Expiration Date and the Replacement Reason.

Card (VHIC) Skip to Content
s Card Management Logged in as:
Step 1 Step 2 Step 3 Step 4 Step 5 ﬁ
nt 1 ] tM Save
Card Request

Veteran Card Details

Saenvice Connected N Card Number G857

VA i Alars Medal of Honor N Member ID
é 3 magt Purple Heart N ICN 1012805141V3I05616

Prisoner of War N Plan ID T346-243-588
VISN T
(L BRI DR BT B R Facility 508
Mame as it will appear on card: Date of Birth 100101956
MARY ALIX Expiraton Date  Ti6/2027

Address card will be mailed to:
MARY ALIX
10008 F STREET

HERNDOMN, WA 20171 USA

Replacement Reason: Army

Mot a replacement card
Reason for Hold:
Not Applicable

Figure 5-40: Card Request Submitted
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5.4. Replacement VHIC: Veteran Level 2 Proofed through
Identity Management Toolkit

54.1.  Step 1: Enter Search Terms

The first step in the process is to find the Veteran in the system. This is accomplished by entering
enough search criteria to trigger a match within Master Veteran Index (MV1). The top of the
screen offers guidance regarding the set of traits recommended to ensure a best match is found.
These are guidelines and not necessarily the required set of traits that must be entered.

However, for optimal search results, copy the Veteran’s ICN from the Identity Management
Toolkit and paste it into the ICN field on this screen.

Other search methods include:
e The Member ID from the front of the Veteran’s VHIC.
e Last Name, First Name, DOB and SSN.

NOTE: If using LN/FN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name,

plus values from at least two of the other three sections (Person, Address, and Identification).
The more traits entered, the more likely a match will be returned. Additional guidance is also
available on-screen by clicking on the blue circle containing a question mark.

Figure 5-41: Help icon

This type of help is available throughout the application and will provide additional detail or
clarification for that particular step or section.
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Once the information has been entered into the required fields, click on [Search] to proceed to
the next step.

Veteran Health Identification Card (WHIC) Skip to Content

y
Home Card Request Reports Card M.arlugement Lagged in as:

Step 1 (;1
Enter

Search Terms

IMPORTANT Have you Identity Proofed the Veteran in Identity Management Toolkit?
(Click here to open identity Management Tooliit in anather window)

Fer optimal search results, copy the Veteran's ICH from Identity Management Toolkit and paste into the ICN field on this
screen. Other search methods include:

The Member 1D from the frent of the Vaterans WHIC.

: Last Mame, First Name, DOB and S5N.
Hote: If using LNFNDOB/SSH combination, at a minimum, supply the Veteran's Last Name, plus values from at least
twa of the ather three sections (Person, Address, |dentification).

Mame Persan

Last Name Date of Birth D08 format: " YILIMOD)

First Name Gender |

Middle Name Home Phaone
Address Identifization
Streel Address SSN Bormat seereanes)
City EDIPI f Member ID
State ICM[ i 2661460147440 )
Zip Code

° =

Figure 5-42: Enter Search Terms screen
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5.4.2.  Step 2: Select Veteran

Once the search has completed, the results of that search will be displayed on screen. From the
list provided (up to 10 matches may be returned), select the appropriate Veteran by clicking on
the Veteran’s name which is hyperlinked.

If the correct Veteran is not in the list, click the [Back] button and verify the traits entered are
correct. If the traits are correct, try adding additional information to aid in triggering a match.

Veteran Health Identification Card (WVHIC) Skip to Content

Home Card Request Reports Cand Management Logged in as:

Step 2 Q]

Select
Veleran

Picture Full Namu S5N DoB Gondor

JAMES SEPANKOWSKI HOO-XX-1301 4221953 MALE

Figure 5-43: Select Veteran screen
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5.4.3. Step 3: Capture Veteran Image

Once a selection has been made, the next step in the process is to capture the Veteran image.
VHIC provides several ways to handle this operation: Take New Picture, Upload from file, or
Reuse Existing Image.

" Skip to Content

Home Card Request Reports Card Management Legged in as:

Step 3 g‘_q

Capture
Valeran Image

Face must be straight forward
= Mo closed eyes
Mo dark glasses (cannot see eyes)
= Tinted glasses OK (can see eyes)
Mot more than one face in image
= Mo open mouth
Face cannot touch edge of photo (hair can, but not face)

If you are happy with the existing picture. clicking next will
mowve on to the next step in the process

Uplead from File Take New Prture

Back Hexi

Figure 5-44: Step 3 - Capture Veteran Image screen
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5.4.3.1. Take New Picture

Upon arriving to the Capture Veteran Image page, if there is no useable image for the Veteran
already on file, a “No Photo” image will appear in the image capture area. Click [Take New
Picture] to capture the Veteran’s image. The camera should become active and the Veteran
should be visible in the image capture window. (If the Veteran and background is not visible,
refer to section 8.4.3. Adobe Flash Permissions of the VHIC User Guide - Volume 4 -
Troubleshooting to ensure your camera settings are correct.)

" Skip to Content

Home Card Request Reports Card Managerment Logged in as.

Step 3 g‘_ﬂ

Capture
Valeran Image

Face must be straight forward
= Mo closed eyes
Mo dark glasses (cannot see eyes)
= Tinted glasses OK (can see eyes)
Mot more than one face in image
= Mo open mouth
Face cannot touch edge of photo (hair can, but not face)

If you are happy with the existing picture. clicking next will
mowve on to the next step in the process

Uplead from File Take New Piture

Back Hexi

Figure 5-45: Capture Veteran Image screen — Take New Picture
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Using the provided silhouette, ensure that that the Veteran is lined up properly. Prior to clicking
[Capture Image] ensure the additional image capture guidelines provided on screen are met:
e Face must be straight forward
No closed eyes
No dark glasses (cannot see eyes)
Tinted glasses OK (can see eyes)
Not more than one face in image
No open mouth
Face cannot touch edge of photo (hair can, but not face)

Veteran Health |dentification Card (WVHIC) Skip to Content

Home Card Request Reports Card Management Logged in as

Step 3 g:]

Capture
Veteran Image

Mot mare than one face in image
No open mouth
Face cannot touch edge of photo (hair can, but not face)

* Face must be straight forward

= Noclosed eyes Adese Flash Plays: Sesngs

= Mo dark glasses (cannot see eyes) Cameca and Mkraghens Acorss L
= Tinted glasses OK (can see eyes) ek b i Attt msroginn €
- woul NI AW, YOU M B eI oed.

-

-

B [0 4w |[§ Dy

Capbure Image

Figure 5-46: Capture Veteran Image screen — Capture Image
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Once the image is captured, take a moment to review that the image meets all desired guidelines
before proceeding. If the image is acceptable, click [Next] to continue on to the next step.

Veteran Health Identification Card (VHIC) Skip to Content

Je
Home Card Request Reports Cand Management Logged in as:

step3 Y
Capture
Veteran |mage

= Face must be straight forward

= No closed eyes

No dark glasses (cannot see eyes)

= Tinted glasses OK (can see eyes)

= Mot more than one face in image

= Mo cpen mouth

= Face cannot touch edge of photo (hair can, but not face)

Photo taken on ; 07/03/2017

0 = [=]

Figure 5-47: Capture Veteran Image screen — Accept new photo; click Next

NOTE: If the image does not meet the guidelines or the Veteran would prefer a new photo be
taken or uploaded, this can be done at this point as well by clicking the [Back] button to take a
new picture or upload a photo.
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5.4.3.2. Upload from File

In some cases, it may be necessary to upload an image for a Veteran (i.e., they are unable to be
present during the card request process due to health issues, etc.) In these cases, VHIC offers the
option to upload a photo by selecting the [Upload from File] option.

Veteran Health |dentification Card (WVHIC) Skip to Content

Home Card Request Reports  Card Management Logged in as:

Step 3 QI

Caplure
Vieteran Image

Face must be straight forward

Mo closed eyes

Mo dark glasses (cannot see eyes)

Tinted glasses QK (can see eyes)

Mot more than one face in image

Mo apen mouth

Face cannot touch edge of photo (hair can, but not face)

Accepted formats are JPG, GIF, PNG, and BMP. For best
results use a 400x400 pixel JPG.

Figure 5-48: Capture Veteran Image screen — Upload from File
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Once this option is selected, a [Browse...] button will appear next to a text field. Clicking this
button will open up another window to allow for the desired image to be located and selected.
The accepted file formats are JPG, GIF, PNG, and BMP. For best results use a 400x400 pixel
JPG image. It should also be noted that any adjustments that need to be made to the image to
meet the specified guidelines, such as crop and resize, this should be done before the image is
uploaded.

Veteran Health ldentification Card (WVHIC) Skip to Content

Home Card Request Reports  Card Management Logged in as:

step3 Y
Capture
Veteran |mage

Face must be straight forward
= Mo closed eyes
Mo dark glasses (cannot see eyes)
= Tinted glasses OK (can see eyes)
Mot mare than cne face in image
= Mo open mouth
Face cannot touch edge of phota (hair can, but not face)

Accepted formats are JPG, GIF, PNG, and BMP. For best
results use a 400x400 pixel JPG

Back

Figure 5-49: Capture Veteran Image screen — Upload photo; click Browse
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Once the file has been selected, an [Upload] button will become available. Clicking this will
import the image and it will now be visible in the image capture area.

Veteran Health |dentification Card (WVHIC) Skip to Content

Home Card Request Reports  Card Management Logged in as:

Step 3 QI

Caplure
Vieteran Image

Face must be straight forward
» No closed eyes
Mo dark glasses (cannot see eyes)
+ Tinted glasses QK (can see eyes)
Mot more than one face in image
= No apen mouth
Face cannot touch edge of photo (hair can, but not face)

Accepted formats are JPG, GIF, PNG, and BMP. For best
results use a 400x400 pixel JPG.

Figure 5-50: Capture Veteran Image screen — Upload photo; click Upload
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The user can move the slider below the image window to zoom the image in or out to match the
silhouette, the image can also be dragged to line the Veteran’s face inside the silhouette as well.

Once again, be sure to review the image to ensure it meets the specified guidelines before
clicking the [Next] button to continue.

Vieteran Health Identification Carc > Skip to Content
Home Card Request Reports Logged in as:

step3 (Y

Capture

Veteran Image

= Fage must be straight forward
Mo closed eyes
= Mo dark glasses (cannot see eyes)
Tinted glasses OK (can see eyes)
= Mot more than one face in image
Mo open mouth
= Face cannol touch edge of phete (hair can, but net face)

Accepted formats are JPG, GIF, PNG, and BMP. For best
results use a 400x400 pixel JFG

Phete uploaded on : UtTEI?’ZLW

Figure 5-51: Capture Veteran Image screen — Edit photo; click Next
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5.4.3.3. Reuse Existing Image

In the event the Veteran has an existing photo in the system that is less than ten years old, this
will appear in the image capture area upon entry to Step 3. If this image meets the required
guidelines, it may be reused for the current card request process. Simply click [Next] to continue
on to Step 4.

Shi;-:n-to l'..‘nnten{.

Home Card Request Reports Card Management Logged in as

Step 3 (:I

Capiure
‘Veteran Image

Face must be straight forward

No closed eyes

Mo dark glasses (cannot see eyes)

Tinted glasses OK (can see ayes)

Mot more than one face in image

Mo open moth

Face cannot touch edge of photo (hair can, but not face)

If you are happy with the existing pleture, clicking next will
maove on te the next step in the process.

Phote was added on the fellowing date : 08012017

Lipload from File Take Mew Picture

o ()

Figure 5-52: Capture Veteran Image screen — Reuse Existing Photo; click Next
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The VHIC application will ask the user to confirm that they want to reuse the existing photo for
this Veteran. Click the [OK] button to continue to Step 4: Verify Identity Attributes.

Veteran Health identification Card (VHIC) Skip to Content

Home Card Request Reports Card Management Logged in as;

Step 3 g

Capture
Veleran Image

Face must be straight farward
= Mo closed eyes
Mo dark glasses (cannot see eyes)
« Tinted glasses OK (can see eyes) - ]
Not more than one face in image Message from wetgage =]
Mo open mouth
« Face cannot touch edge of photo (ha

9 Mg you sure you want 10 reuse the photo?

If you are happy with the existing picl

mave on to the next step in the proce Cance

Phato was added on the following date : 08/08/2017

Upload from File | Take New Picture

Back Mot

Figure 5-53: Capture Veteran Image screen — Reuse Existing Photo; click OK

NOTE: If the image does not meet the guidelines or the Veteran would prefer a new photo be

taken or uploaded, this can be done at this point as well by selecting either [Upload from File] or
[Take New Picture].

Veteran Health Identification Card 4.8
User Guide — Volume 1 Card Request 91 January 2018



5.4.4.  Step 4: Verify Identity Attributes

This screen displays the information retrieved from the Master Veteran Index (MVI) and the
Enrollment System (ES) for the selected Veteran. The purpose of this screen is to determine
where the Veteran’s card should be mailed.

UNITED STATES
DEPARTMENT OF VETERANS AFFAIRS

‘Skip to Contant.

Step 4

Salect Mailing
Address

Veteran Identity Confirmation

Status
Card Request Status  New

‘ateran ldenlity Attributes
First Name FOUR ]
Last Name VIPATIENT ]
Date of Birth FZZN08S ]

Requasting Facility Address
Facility Name [ETCANTAVANG |
Facility Address AGT0 CLAIRMONT RD |

DECATUR, GA 30053 USA |

Address

Mail card 190 %) Address recetved from Envcllment Servces
Address received from MV
Riguastng facity
Prodesmed faciity

Racipient FDUR ONE MVIPATIENT 11
Sireat 1 123 SESAME STREET
Streat 2 |
Sireat 3 |

City [FRONT ROYAL
State MA

Zip Code PI630

Prowinc e |
Postal Code [
Country [ISA

]
]
]
|
|
|
|
]
]
|

Is the address displayed on screen whire the Viteran is to receve hisher new VHIC

card?
0 -

Figure 5-54: Select Mailing address screen
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This step provides several mailing options for the card:

Mail to the address received from Enrollment Services
Mail to the address received from MVI

Mail to the requesting facility

Mail to the Preferred Facility

NOTE: If Enrollment has flagged the Veteran’s address as bad, a message stating why, as well
as additional guidance on how to proceed, will be displayed near the top of the screen. At this
point, if the Veteran opts to not update their information with ES, the Associate MUST choose
one of the remaining viable address options for mailing the card in order to proceed with the
card request process.

NOTE: If MVI has flagged the Veteran’s address as bad, a message stating why, as well as
additional guidance on how to proceed, will be displayed near the top of the screen. At this point,
if the Veteran opts not to update their information with MVI or ES, the Associate MUST choose
one of the remaining viable address options for mailing the card in order to proceed with the
card request process. Selecting a radio button will automatically update the address information
based on the selection. The process cannot continue until the appropriate radio button has been
selected.

NOTE: If no preferred facility information has been received from ES or the preferred facility
address is flagged as bad in the VHIC system, a message stating why, as well as additional
guidance on how to proceed, will be displayed near the top of the screen. The Associate MUST
choose one of the remaining viable address options for mailing the card in order to proceed with
the card request process. Selecting a radio button will automatically update the address
information based on the selection. The process cannot continue until the appropriate radio
button has been selected.

Selecting a radio button will automatically update the address information based on the selection.
The process cannot continue until the appropriate radio button has been selected.

If the address for the Requesting Facility is not correct, then the VHIC user would need to
request help with correcting the address by contacting the Enterprise Service Desk at (855) 673-
4357, option 3 (Applications), then option 1. Alternately, send an email message to ESD DEV
OPS (ESD@va.gov) with correction details.

If the information on the screen is a correct match, select the [Next] button in the lower right
hand to move forward.
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5.4.5. Status Section

At the top of the Step 4 screen is the Status section. When going through the card request
process, one of the following Card Request Status options will be displayed: New, Replacement,
or On Hold. If the card was previously placed on hold, the reason it was placed on hold will be
listed here as well. If this is not the first card for the Veteran, the status of Replacement will be
listed along with a drop down list for selecting a Replacement Reason.

Status

Card Request Status Replacement
Replacement Reason NOT SELECTED ﬂ

Figure 5-55: Card Request Status section

If the Card Request Status is Replacement, a selection must be made from the drop down list as
to why the card is being replaced. The available options are: Damaged, Expired, Incorrect
Information, Lost, Poor Quality, or Stolen.

545.1. Replacement Options

If the Card Request Status is Replacement, a Replacement Reason will have to be provided
before the card request process can continue. Based on the primary replacement reason selected,
a secondary reason may need to be provided. The options selected here will appear on the final
Step 5 screen under Replacement Reason.

The following are the available primary replacement reasons:
e Damaged

Deactivated

Expired

Incorrect information

Lost

Poor Quality

Stolen

Card Request Status Replacement
Replacement Reason

Damaged

Expired

i | t Inf ti

Veteran Identity Attribl Lnﬂc;:;rrec nfarmation
First Name |Poor Quality

Staolen
| ast Name e

Figure 5-56: Replacement Reason drop-down list
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If Poor Quality is selected as a primary replacement reason, one of the following must be

selected:
e Photo
e Text
e Other

Card Request Status Replacement

Replacement Reason |Poor Quality

v

Poor Quality

Other
Photo

Weteran Identity AttribiText

Figure 5-57: Poor Quality Replacement Reasons

If Damaged is selected as a primary replacement reason, one of the following must be selected:

e Barcode not working
e Magnetic stripe not working
e Other physical damage

Card Request Status Replacement

Replacement Reason |Damaged

v

Damaged

Barcode not working
Magnetic stripe not working

Veteran |dentity AttribGther physical damage

Figure 5-58: Damaged Replacement Reasons
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If Incorrect Information is selected as a primary replacement reason, one of the following must

be selected:

e Branch of Service
Date of Birth
Member ID
ICN
Member Benefit Plan ID
Name
Photo
Prisoner of War
Purple Heart
Service Connected
Other

Card Reqguest Status Replacement

Replacement Reason |Incorrect Information |

Branch of Service
Date of Birth

Veteran |dentity AttribyICN
First Name |jjamber 1D

Last Name |Name
Other

Date of Birth |Photo

Prisoner of War
Purple Heart
Address Service Connected

Incorrect Information [LelEsi=8=s =)

Member Benefit Plan 1D

| I N S —

Figure 5-59: Incorrect Information Replacement Reasons
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5.4.6. Step 5: Save Card Request

This brings us to Step 5 — Save Card Request. This screen allows the VHIC Admin to verify all

of the information shown on the screen as being correct.

Veteran Health Identification Card (WHIC)

Home Card Request Reports Card Management

Skip to Content

Logged in as:

Step 5 g

Save
Card Request
Veteran Card Details
Service Connected N Card Number
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Prisoner of War M Plan ID T346-243-588
L IRTE BETINTO RO BN | VISN 7
Facility 508
Hame as it will appear on card: Date of Birth 1071001952
WILSON BROWN
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HERNDON, VA 20171 USA
0 Branch Of Service
& Ay
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Lost o

Reason for Hold:
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o

Figure 5-60: Save Card Request review screen
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This screen contains the following information for review:
e Name as it will appear on card
e Address card will be mailed to (this also contains the name as it will appear in the

mailing address)

Replacement reason (if applicable)

Reason for hold (if applicable)

Service connected status

Medal of Honor status

Purple Heart status

Prisoner of War status

Branch of Service selection

Date of Birth

Other fields that either will be populated or will populate upon final submission are:
e Card Number (populates upon final submission)

Member 1D

ICN

Member Benefit Plan 1D

VISN and Facility where request is being processed

5.4.6.1. Branch of Service

If available, the Veteran’s Branch of Service options will be displayed on screen. The Veteran
should be given the opportunity to select which logo they would prefer to appear on their card or
if they would like to decline the logo option altogether (default). The appropriate radio button
should be selected based upon the Veteran’s preference. Only those branches of service that are
listed in the Enrollment System and in which the Veteran has served will be shown. This will
need to be chosen before submitting the card request.

o NOTE: Only one Branch of Service logo can appear on the card; those with more than one
branch will have to select one, or decline to show any logo.

Branch Of Service
a Arrmy
2 Weteran Declines Branch of Service Logo

(2]

Figure 5-61: Branch of Service Selection
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5.4.6.2. Save Card Request: Replacement

Saving and submitting a replacement card request is essentially the same as submitting a new
card request. The only variation will be the replacement reason. The selections made earlier in
Step 4 will be reflected on this screen under the Replacement Reason section.

Veteran Health |dentification Card (VHIC) Skip to Content
Home Card Request Reports  Card Management Logged in as:
stps ()
Save
Card Request
Veteran Card Detalls
Service Connected N Card Number 6BE2
%ﬁ_ == MedalcfHenor N MemberiD 1607956576
Purple Heart M ICN 1012884958V625284
Prisoner of War N Plan ID T346-243-588
VISN T
LR RRTE TR B BRI Facility =08
Mame as it will appear on card: Diate of Birth 10M0r1952
WILSON BROWMN Expiration Date  7/5/2027

Address card will be mailed to:
WILSON BROWN
10007 F STREET

HERNDON, WA 20171 USA

Arrmy
Replacement Reason: Y

Last

Reason for Hold:
Not Applicable

Figure 5-62: Replacement Card Request Submitted

5.5. Placing a Replacement VHIC Request On-Hold Manually:
Veteran Level 2 Proofed

This section will show how the process flow should go when the VHIC associate enters in a
Veteran who is listed in MVI, ES, has a Proofing level of 2 and requesting a new card. During
the process the Associate notices some of the Data is not correct.

5.5.1.  Step 1: Enter Search Terms

The first step in the process is to find the Veteran in the system. This is accomplished by entering
enough search criteria to trigger a match within Master Veteran Index (MV1). The top of the
screen offers guidance regarding the set of traits recommended to ensure a best match is found.
These are guidelines and not necessarily the required set of traits that must be entered.
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However, for optimal search results, copy the Veteran’s ICN from Identity Management Toolkit
and paste it into the ICN field on this screen.

Other search methods include:
e The Member ID from the front of the VVeteran’s VHIC.
e Last Name, First Name, DOB and SSN.

NOTE: If using LN/FN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name,
plus values from at least two of the other three sections (Person, Address, and Identification).

The more traits entered, the more likely a match will be returned. Additional guidance is also
available on-screen by clicking on the blue circle containing a question mark.

Figure 5-63: Help icon

This type of help is available throughout the application and will provide additional detail or
clarification for that particular step or section.
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Once the information has been entered into the required fields, click on [Search] to proceed to
the next step.

Veteran Health |dentification Card (VHIC) Skip to Content
Home Card Request Reports Card Management Logged in as

Step 1 g
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Search Terms.

IMPORTANT Have you ldentity Proofed the Veteran in |dentity Management Toolkit?
(Click here to Open identity Management Toeolkit in another window)

For optimal search results, copy the Veteran's ICH from Identity Management Toolkit and pastes into the ICN field on this
screan. Other search methods include:

The Member ID fram the front of the Veteran's VHIC.

= Last Name, First Name, DOB and 53N,
Note: If using LWFN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name, plus values from at least
wo of the other three sections (Person, Address, identification).

MName Person
Last Name Date of Birth OB darman: ¥OYMMOO)
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City EDIPI / Member ID
Zip Code

® =

Figure 5-64: Enter Search Terms screen
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55.2.  Step 2: Select Veteran

Once the search has completed, the results of that search will be displayed on screen. From the
list provided (up to 10 matches may be returned), select the appropriate Veteran by clicking on
the Veteran’s name which is hyperlinked.

If the correct Veteran is not in the list, click the [Back] button and verify the traits entered are
correct. If the traits are correct, try adding additional information to aid in triggering a match.

Veteran Health ldentification Card (VHIC) Skip to Content

Home Card Request FReports Card Management Logged in as:

Step 2 g\'
Select -
Veteran

Picture Full Hama 55N DoE Gander

KENNETH FERGLU S0ON 00 -HHA254 21863 RALE

Figure 5-65: Select Veteran screen
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5.5.3.  Reuse Existing Image

In the event the Veteran has an existing photo in the system that is less than ten years old, this
will appear in the image capture area upon entry to Step 3. If this image meets the required
guidelines, it may be reused for the current card request process. Simply click [Next] to continue

on to Step 4.

Veteran Health |dentification Card (VHIC)

Home Card Request Reports Card Management

) Skip to Content
Logged in as:

Step 3
Caplure

Veleran Image

<
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No closed eyes
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Mot more than one face in image
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Figure 5-66: Capture Veteran Image screen — Reuse Existing Photo; click Next
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VHIC will then ask the user to confirm that they want to reuse the existing photo and then they
would click [OK] to continue on to the next step.

Veteran Health ldentification Card (VHIC)

Home Card Request Reports Card Management

Logged in as;

Skip to Content

Step 3 Q]

Capture
Vateran Image
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Upload from File

Figure 5-67: Capture Veteran Image screen — Reuse Existing Photo; click OK
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55.4.  Step 4: Select Mailing Address

This screen displays the information retrieved from the Master Veteran Index (MVI) and the
Enrollment System (ES) for the selected Veteran. The purpose of this screen is to determine
where the Veteran’s card should be mailed.

\eteran Health |dentification Card (WHIC) Skip to Content
Home Card Request s Card Management Logged in as
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Address
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Figure 5-68: Select Mailing Address screen
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This step provides several mailing options for the card:

Mail to the address received from Enrollment Services
Mail to the address received from MVI

Mail to the requesting facility

Mail to the Preferred Facility

NOTE: If Enrollment has flagged the Veteran’s address as bad, a message stating why, as well
as additional guidance on how to proceed, will be displayed near the top of the screen. At this
point, if the Veteran opts to not update their information with ES, the Associate MUST choose
one of the remaining viable address options for mailing the card in order to proceed with the
card request process.

NOTE: If MVI has flagged the Veteran’s address as bad, a message stating why, as well as
additional guidance on how to proceed, will be displayed near the top of the screen. At this point,
if the Veteran opts not to update their information with MVI or ES, the Associate MUST choose
one of the remaining viable address options for mailing the card in order to proceed with the
card request process. Selecting a radio button will automatically update the address information
based on the selection. The process cannot continue until the appropriate radio button has been
selected.

NOTE: If no preferred facility information has been received from ES or the preferred facility
address is flagged as bad, a message stating why, as well as additional guidance on how to
proceed, will be displayed near the top of the screen. The Associate MUST choose one of the
remaining viable address options for mailing the card in order to proceed with the card request
process. Selecting a radio button will automatically update the address information based on the
selection. The process cannot continue until the appropriate radio button has been selected.

Selecting a radio button will automatically update the address information based on the selection.
The process cannot continue until the appropriate radio button has been selected.

If the address for the Requesting Facility is not correct, then the VHIC user would need to
request help with correcting the address by contacting the Enterprise Service Desk at (855) 673-
4357, option 3 (Applications), then option 1. Alternately, send an email message to ESD DEV
OPS (ESD@va.gov) with correction details.

If the information on the screen is a correct match, select the [Next] button in the lower right
hand to move forward.
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5.5.5. Status Section

At the top of the Step 4 screen is the Status section. When going through the card request
process, one of the following Card Request Status options will be displayed: New, Replacement,
or On Hold. If the card was previously placed on hold, the reason it was placed on hold will be
listed here as well. If this is not the first card for the Veteran, the status of Replacement will be
listed along with a drop down list for selecting a Replacement Reason.

Status

Card Request Status Replacement
Replacement Reason NOT SELECTED ﬂ

Figure 5-69: Card Request Status section

If the Card Request Status is Replacement, a selection must be made from the drop down list as
to why the card is being replaced. The available options are: Damaged, Expired, Incorrect
Information, Lost, Poor Quality, or Stolen.

55.5.1. Replacement Options

If the Card Request Status should be Replacement, a Replacement Reason will have to be
provided before the card request process can continue. Based on the primary replacement reason
selected, a secondary reason may need to be provided. The options selected here will appear on
the final Step 6 screen under Replacement Reason.

The following are the available primary replacement reasons:
e Damaged

Deactivated

Expired

Incorrect information

Lost

Poor Quality

Stolen

Card Request Status Replacement
Replacement Reason

Damaged

Expired

i | t Inf ti

Veteran Identity Attribl Lnﬂc;:;rrec nfarmation
First Name |Poor Quality

Staolen
| ast Name e

Figure 5-70: Replacement Reason drop-down list
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If Poor Quality is selected as a primary replacement reason, one of the following must be

selected:
e Photo
e Text
e Other

Card Request Status Replacement

Replacement Reason |Poor Quality

v

Poor Quality

Other
Photo

Weteran Identity AttribiText

Figure 5-71: Poor Quality Replacement Reasons

If Damaged is selected as a primary replacement reason, one of the following must be selected:

e Barcode not working
e Magnetic stripe not working
e Other physical damage

Card Request Status Replacement

Replacement Reason |Damaged

v

Damaged

Barcode not working
Magnetic stripe not working

Veteran |dentity AttribGther physical damage

Figure 5-72: Damaged Replacement Reasons
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If Incorrect Information is selected as a primary replacement reason, one of the following must

be selected:

e Branch of Service
Date of Birth
Member ID
ICN
Member Benefit Plan ID
Name
Photo
Prisoner of War
Purple Heart
Service Connected
Other

Card Reqguest Status Replacement

Replacement Reason |Incorrect Information |

Branch of Service
Date of Birth

Veteran |dentity AttribyICN
First Name |jjamber 1D

Last Name |Name
Other

Date of Birth |Photo

Prisoner of War
Purple Heart
Address Service Connected

Incorrect Information [LelEsi=8=s =)

Member Benefit Plan 1D

| I N S —

Figure 5-73: Incorrect Information Replacement Reasons
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5.5.6.  Step 5: Save Card Request
This brings us to Step 5 — Save Card Request. This screen allows the VHIC Admin to verify all

of the information shown on the screen as being correct.

Veteran Health Identification Card (VHIC)
Home Card Request Reports Card Management

Logged in as:

Skip to Content

Step 5
Save
Card Request
Veteran Card Details
) Service Connected N Card Mumber
g.‘ Medalof Honor N Member ID 1607956576
Purple Heart N ICN 1012884958V625284
Prisoner of War M Plan ID T346.243.588
| I " WVISN 7
HInmimEr NN Faclity 508
Mame as it will appear on card: Date of Birth 10M10/1852
WILSON BROWN
Address card will be mailed to: =
WILSGN BROWN Card Status Pending
10007 F STREET Card Request Date
HERNOOMN, VA 20171 USA
o Branch Of Service
= Armery
Replacement Reason: “eleran Dechines Branch of Seraca Logo
Lost )
Reason for Hold:
Bad data W
Details: Mama spelod wrong
Buack Hold

Figure 5-74: Save Card Request review screen
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This screen contains the following information for review:
e Name as it will appear on card
e Address card will be mailed to (this also contains the name as it will appear in the
mailing address)
Replacement reason (if applicable)
Reason for hold (if applicable)
Service connected status
Medal of Honor status
Purple Heart status
Prisoner of War status
Branch of Service selection
e Date of Birth
Other fields that either will be populated or will populate upon final submission are:
e Card Number (populates upon final submission)
Member ID
ICN
Member Benefit Plan ID
VISN and Facility where request is being processed

If a Branch of Service option is available to the Veteran, the VHIC associate will see that on this
screen and will need to ask the Veteran’s preference for which, if any, BoS they would like to
appear on the card.

If, after review, the Veteran states that an item is listed incorrectly (i.e., proper Branch of Service
is not listed, Medal of Honor status is incorrect, etc.) the VHIC user can check the Bad data
checkbox.

When this option is selected, the VHIC user must list the details of the bad data in the provided
Details field. This information will be stored in the system and will appear upon submission as
well as on Step 4 when this particular request is removed from hold.

The option to Submit is no longer available. Instead the VHIC user will click [Hold] to place the
card request on hold.
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55.6.1. Save Card Request: Manually saved On-Hold
Upon submission, the colored field will change from yellow to orange indicating the card request
was placed on hold. A Card Number will be generated as well as the Card Request Date.

The Expiration Date field will now be visible, but will not be populated as the card request is not
complete at this time. The Card Status is listed as Saved on Hold.

Yeteran Health |dentification Card (VHIC) Skip to Contant

Heme Card Request Reporis Card Management Logaged in as:

Step 5 Q]
Save
Card Request
Veataran Card Detalls
. Service Connected N Card Number 6865
_ﬁj ' MedalofHonor N MemberlD 1607956576
Purple Heart N ICN 1012884958V825284
Prisoner of War N Plan ID T346-243-588
WVISH T
0 I Faciliy 508
Mame as it will appear on card: Date of Birth 10M0M1952
WILSON BROWN Expiration Date  7/5/2027
Address card will be mailed to:
WILSON BROWN Card Status Saved On Hold
10007 F STREET Card Request Date  07/07/2017

HERNDON, VA 20171 USA

Army

Replacement Reason:
Lost

Reason for Hold:
Bad data: Name spelled wrong.

Figure 5-75: Replacement Card Request Saved On Hold
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5.6. On Hold Reasons Explained

5.6.1. Veteran Not Proofed

User did NOT complete the proofing process using the Identity Management Toolkit
application PRIOR to creating a VHIC request

If the VHIC user started the VHIC card request BEFORE going into the Identity Management
Toolkit application and completing the proofing process, the VHIC application will display the
Warning message on Step 4 of the card request process indicating that the Veteran has NOT been
Identity Proofed. The VHIC user will see Veteran not proofed as the Reason for Hold on Step 5.
The VHIC application will allow you to save the card request on hold. The card request will be
saved for 30 days.

Veteran Health Identification Card (VHIC) Skip to Contant
Home Card Request Reports Card Management Logged in as:

Step 4

Selbect Mailing

Address

WARNING: Veteran not |dentity Proofed
(Select the address to have card mailed to and chck Next to place the card request on hold)

Figure 5-76: Veteran Not Proofed Warning message on Step 4: Select Mailing Address

Reason for Hold:

Veteran not proofed

Bad data ]

Figure 5-77: Reason for Hold: Veteran Not Proofed
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Once the VHIC user completes the Identity Proofing in the Identity Management Toolkit
application, they can return to the VHIC application to take the card request off hold. The VHIC
user will start a card request as they would normally. The VHIC user will see the On Hold
Reason — Veteran Not Proofed displayed on Step 4 of the card request process.

Veteran Identity Confirmation

Status
Card Request Status On Hold

Veteran not proofed

Figure 5-78: Card Request Status: On Hold - Veteran Not Proofed

Continue with the card request process and submit the card request as outlined in section 4.3
Resuming an On-Hold VHIC Request: Veteran NOT Level 2 Proofed Hold Reason

NOTE: There is a background job that runs every morning at 8:00am Eastern Time that will
check the proofing status of any cards placed on hold. As long as there are no other issues with
the card request, the job will submit the card request to the print vendor.

5.6.2. Enrollment Services Unavailable

If you get to Step 6 and see the message “Enrollment Unavailable” displayed under Reason for
Hold, which means that VHIC is unable to communicate to Enrollment Services at this time,
select the Branch of Service (if available) and click on the [Hold] button. This will save the card
request for 30 days.

Reason for Hold:

Enrallment unavailable

Bad data []

Figure 5-79: Reason for Hold: Enrollment Unavailable

Next, log a ticket by calling the Enterprise Service Desk at 855-673-4357, option #3
(Applications), then option #1 or send an email message to ESD DEV OPS (ESD@va.gov) to
log a trouble ticket.

NOTE: There is a background job that runs every morning at 8:00am Eastern Time that will
check the eligibility status of any cards placed on hold.
o If the Eligibility status is confirmed as “Eligible” and there are no other issues with the
card request, the job will submit the card request to the print vendor.
o If the Eligibility status is confirmed as “Not Eligible, the card request will be
terminated and no card will be issued.
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5.6.3.  Eligibility Pending

If you get to Step 6 and see the message “Eligibility Pending” displayed under Reason for Hold,
which means that Enrollment Services has returned an eligibility status of “Pending” at this time,
select the Branch of Service (if available) and click on the [Hold] button. This will save the card
request for seven (7) days.

Reason for Hold:

Eligibility Pending

Bad data []

Figure 5-80: Reason for Hold: Eligibility Pending

NOTE: The Veteran should go to Enrollment Services to have the record updated as needed.
There is a background job that runs every morning at 8:00am Eastern Time that will check the
eligibility status of any cards placed on hold.
o |f the Eligibility status is confirmed as *““Eligible” and there are no other issues with the
card request, the job will submit the card request to the print vendor.
o If the Eligibility status is confirmed as “Not Eligible’ or is not updated within Seven (7)
days, the card request will be terminated and no card will be issued.

5.6.4. Bad Data — Other

If you get to Step 6: Save Card Request and any information that is displayed on the screen needs
to get changed/updated, click the checkbox next to Bad Data under Reason for Hold. A Details
field with be displayed and you can enter a description on what information needs to be updated.
Then select the Branch of Service (if available) and click on the [Hold] button. This will save the
card request for 30 days.

Reason for Hold:

Bad data W]
Details: Mame Spellzd Wrong

Figure 5-81: Reason for Hold: Bad Data — Name Spelled Wrong

The Veteran should go to Enrollment Services to have the record updated as needed. A card
request placed on hold with Bad Data as the Reason for Hold will NOT be updated and
submitted by the background job.
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The Veteran will need to return to complete the card request after they have had the information
updated. You will need to start a card request as you would normally. On Step 4 of the card
request process, you will see the On Hold Reason — Bad Data: (reason entered when saved)
displayed.

Veteran Identity Confirmation

Status
Card Request Status| Replacement On Hold

| Bad Data: Name spelled wrongAl

Figure 5-82: Card Request Status: Replacement on Hold - Bad Data: Name Spelled Wrong

Continue with the card request process. When you get to Step 6, you will need to uncheck the
checkbox next to Bad Data in order to be able to submit the card request.

Reason for Hold:
Bad data []

Figure 5-83: Reason for Hold: Bad Data Unchecked

5.7.  Resuming an On-Hold Replacement VHIC Request: Veteran
Level 2 Proofed

When the Associate resumes a card request that has been placed On Hold, they will still be taken
through the same steps as though it was a New Card or a Replacement. The Associate won’t be
shown that this is an On-Hold Request until they get to Step 4.

5.7.1.  Step 1: Enter Search Terms

The first step in the process is to find the Veteran in the system. This is accomplished by entering
enough search criteria to trigger a match within Master Veteran Index (MV1). The top of the
screen offers guidance regarding the set of traits recommended to ensure a best match is found.
These are guidelines and not necessarily the required set of traits that must be entered.

However, for optimal search results, copy the Veteran’s ICN from Identity Management Toolkit
and paste it into the ICN field on this screen.
Other search methods include:

e The Member ID from the front of the Veteran’s VHIC.

e Last Name, First Name, DOB and SSN.

Note: If using LN/FN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name, plus
values from at least two of the other three sections (Person, Address, and Identification).
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The more traits entered, the more likely a match will be returned. Additional guidance is also
available on-screen by clicking on the blue circle containing a question mark.

Figure 5-84: Help icon

This type of help is available throughout the application and will provide additional detail or
clarification for that particular step or section.

Once the information has been entered into the required fields, click on [Search] to proceed to
the next step.

‘eteran Health |dentification Card (VHIC) Skip to Content

Home Card Request Reports Card Management Logged in as

Step 1 QI

Enter
Search Terms

IMPORTANT Have you ldentity Proofed the Veteran in Identity Management Toolkit?
(Click here {0 Open identity Management ToolKit in another window)

For optimal search results, copy the Veteran's ICH from Identity Management Toolkit and paste into the ICN field on this
screan. Other ssarch methods include:

The Member ID from the front of the Veteran's VHIC,

» Last Mame, First Hame, DOB and S5H.
Note: If using LNVFN'DOB/SEN combination, at a minimum, supply the Veteran's Last Name, plus values from at least
two of the other three sections (Person, Address, ldentification).

Name Person

Last Name Date of Birth DO format. Y YMMOD

First Name Gender N

Middle Name Home Phone
Address Ildentification
Streat Address 55N Pormmul semremway)
City EDIPI / Member ID
State ICN |12661460v1474 x|
Zip Code

0 =

Figure 5-85: Enter Search Terms screen
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5.7.2.  Step 2: Select Veteran

Once the search has completed, the results of that search will be displayed on screen. From the
list provided (up to 10 matches may be returned), select the appropriate Veteran by clicking on
the Veteran’s name which is hyperlinked.

If the correct Veteran is not in the list, click the [Back] button and verify the traits entered are
correct. If the traits are correct, try adding additional information to aid in triggering a match.

Weteran Health ldentification Card (VHIC) Skip to Content
Home Card Request Reporis Card Management Legged in as:

Step 2 §\'
Select -
Veteran

Picture Full Hame 55N DoB Gander

KENNETH FERGUSON JO00-XX-1254 2171963 BALE

Figure 5-86: Select Veteran screen
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5.7.3.  Reuse Existing Image

In the event the Veteran has an existing photo in the system that is less than ten years old, this
will appear in the image capture area upon entry to Step 3. If this image meets the required
guidelines, it may be reused for the current card request process. Simply click [Next] to continue

on to Step 4.

Veteran Health |dentification Card (VHIC)

Home Card Request Reports Card Management

Skip to Contant
Logged in as:

Step 3
Caplure

Veteran Image

Face must be straight forward

No closed eyes

Mo dark glasses (cannot see eyes)
Tinted glasses OK (can sea ayes)
Mot more than one face in image
Mo apen meuth

Face cannot touch edge of pholo (hair can, but not face)

Photo taken on ; O7/03/2017

0  [=]

Figure 5-87: Capture Veteran Image screen — Reuse Existing Photo; click Next
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VHIC will then ask the user to confirm that they want to reuse the existing photo and then they
would click [OK] to continue on to the next step.

" Skip to Content

Home Card Request Reports Card Management Logged in as.

Step 3 Q_q

Capture
Vateran Image

Metage from webpage =
Face must be straight forward
= Mo closed eyes
Mo dark glasses (cannot see eyes) 9 Ane yOu SR YOU WaRT t0 neuse the phata
- Tinted glasses OK (can see eyes)
Mot more than one face in image

= Mo open mouth =
Face cannot touch edge of photo (h ] e

If you are happy with the existing picture. clicking next will
mowe on to the next step in the process

Upload from File Take New Piciure

Back Mext

Figure 5-88: Capture Veteran Image screen — Reuse Existing Photo; click OK

5.7.4.  Step 4: Select Mailing Address

This screen displays the information retrieved from the Master Veteran Index (MV1) and the
Enrollment System (ES) for the selected Veteran. The purpose of this screen is to determine
where the Veteran’s card should be mailed.
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At the top of the Step 4 screen is the Status section. Since this card request for the Veteran was
placed on hold, the status of Replacement On-Hold will be listed along with the On Hold reason.
There is also a drop down list for selecting a Replacement Reason.

‘Veteran Health Identification Card (VHIC) Skip to Content
Home Card Request Reporis Card Management Legged in as;
Step 1 Step 2 Step 3 Step 4 Step 5
Select Mailng
Address

Bad prefermed facility address. for Facility 1D 984 - no address available
Veteran ldentity Confirmation

Status
Card Reguest Status Replacement On Hold

Bad Data: Name spelled wrong.

Replacement Reasaon |Lost |

Veteran Identity Attributes
First Name [NILSON |
Last Name [BROWN |

Date of Birth [{OAOA952 ]

Requesting Facility Address

Facility Mame [RTLANTA VAMGC |
Facility Address [1670 CLAIRMIONT RD, |
[DECATUR, GA 30033 |

Address

Mail card to: ®) agdrass recenved from Envolmant Sanices
Address recetved from My
Réquesting Tacilty
Profamod faciley

Resipient [NILSON BROWN |
Street 1 [10007 F STREET |
Street 2 | |
Street 3 | |

City [HERNDON |
State FA |
|

]

|

|

Zip Code ROTTT
Province |
Postal Code |

Country JUSA

Is the address displayed on screen whaere the Veleran is 1o receive his/her new VHIC

card?
° =

Figure 5-89: Select Mailing Address screen
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This step provides several mailing options for the card:

Mail to the address received from Enrollment Services
Mail to the address received from MVI

Mail to the requesting facility

Mail to the Preferred Facility

NOTE: If Enrollment has flagged the Veteran’s address as bad, a message stating why, as well
as additional guidance on how to proceed, will be displayed near the top of the screen. At this
point, if the Veteran opts to not update their information with ES, the Associate MUST choose
one of the remaining viable address options for mailing the card in order to proceed with the
card request process.

NOTE: If MVI has flagged the Veteran’s address as bad, a message stating why, as well as
additional guidance on how to proceed, will be displayed near the top of the screen. At this point,
if the Veteran opts not to update their information with MVI or ES, the Associate MUST choose
one of the remaining viable address options for mailing the card in order to proceed with the
card request process. Selecting a radio button will automatically update the address information
based on the selection. The process cannot continue until the appropriate radio button has been
selected.

NOTE: If no preferred facility information has been received from ES or the preferred facility
address is flagged as bad, a message stating why, as well as additional guidance on how to
proceed, will be displayed near the top of the screen. The Associate MUST choose one of the
remaining viable address options for mailing the card in order to proceed with the card request
process. Selecting a radio button will automatically update the address information based on the
selection. The process cannot continue until the appropriate radio button has been selected.

Selecting a radio button will automatically update the address information based on the selection.
The process cannot continue until the appropriate radio button has been selected.

If the address for the Requesting Facility is not correct, then VHIC user would need to request
help with correcting the address by calling the Enterprise Service Desk at 855-673-4357, option
3 (Applications), then option 1. Alternately, send an email message to ESD DEV OPS
(ESD@va.gov) with correction details.

If the information on the screen is a correct match, select the [Next] button in the lower right
hand to move forward.
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5.7.5. Status Section

At the top of the Step 4 screen is the Status section. Since this card request for the Veteran was
placed on hold, the status of Replacement On Hold will be listed along with the On Hold reason.
There is also a drop down list for selecting a Replacement Reason.

Status
Card Request Status Replacement On Hold

Bad Data: Name spelled wrong.

Replacement Reason |Lost v/

Figure 5-90: Card Request Status section

Since the Card Request Status is Replacement On Hold, a selection must be made from the drop
down list as to why the card is being replaced. The available options are: Damaged, Expired,
Incorrect Information, Lost, Poor Quality, or Stolen.

5.7.5.1. Replacement Options

If the Card Request Status should be Replacement, a Replacement Reason will have to be
provided before the card request process can continue. Based on the primary replacement reason
selected, a secondary reason may need to be provided. The options selected here will appear on
the final Step 6 screen under Replacement Reason.

The following are the available primary replacement reasons:
Damaged

Deactivated

Expired

Incorrect information

Lost

Poor Quality

Stolen

Card Request Status Replacement
Replacement Reason

Damaged

Expired

i | t Inf ti

Veteran Identity Attrib, bt o
First Name |Poor Quality

Stolen
| ast Name e

Figure 5-91: Replacement Reason drop-down list
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If Poor Quality is selected as a primary replacement reason, one of the following must be

selected:
e Photo
e Text
e Other

Card Request Status Replacement

Replacement Reason |Poor Quality

v

Poor Quality

Other
Photo

Weteran Identity AttribiText

Figure 5-92: Poor Quality Replacement Reasons

If Damaged is selected as a primary replacement reason, one of the following must be selected:

e Barcode not working
e Magnetic stripe not working
e Other physical damage

Card Request Status Replacement

Replacement Reason |Damaged

v

Damaged

Barcode not working
Magnetic stripe not working

Veteran |dentity AttribGther physical damage

Figure 5-93: Damaged Replacement Reasons
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If Incorrect Information is selected as a primary replacement reason, one of the following must

be selected:

e Branch of Service
Date of Birth
Member ID
ICN
Member Benefit Plan ID
Name
Photo
Prisoner of War
Purple Heart
Service Connected
Other

Card Reqguest Status Replacement

Replacement Reason |Incorrect Information |

Branch of Service
Date of Birth

Veteran |dentity AttribyICN
First Name |jjamber 1D

Last Name |Name
Other

Date of Birth |Photo

Prisoner of War
Purple Heart
Address Service Connected

Incorrect Information [LelEsi=8=s =)

Member Benefit Plan 1D

| I N S —

Figure 5-94: Incorrect Information Replacement Reasons
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5.7.6.  Step 5: Save Card Request

This brings us to Step 5 — Save Card Request. This screen allows the VHIC Admin to verify all
of the information shown on the screen as being correct.

If a Branch of Service option is available to the Veteran, the VHIC associate will see that on this
screen and will need to ask the Veteran’s preference for which, if any, BoS they would like to
appear on the card.

If, after review, the Veteran states that all items are listed correctly now, the VHIC user can
uncheck the Bad data checkbox.

When the Bad data checkbox is unchecked, the [Hold] button will change to the [Submit]
button.

Veteran Health Identification Card (VHIC) Skip to Content
Home Card Request Reports Card Management Logoed in as:
Step 5 g
Save
Card Request
Veteran Card Details
o Service Connected Y Card Mumber 8867
g Medal of Honor ¥ MemberD 1808267793
Purple Heart ¥ ICN 1012663658V370100
Prisoner of War ¥ Plan ID T346-243-588
VIS T
O TR T TR T Facility 508
Name as it will appear on card: Date of Birth TFnesy
WOLFESCHLE X
HAUSENBERGERDORFF
Address card will be mailed to:
WOLPESCHLE X Card Status Saved On Hold
HAUSENBERGERDORFF Card Request Date 07/12/2017
1801 4TH PLAIN BLVD BUILDING 17
4TH FLOCR, SUITE 402
GLASGOW, LANARKSHIRE H2 3RN Branch Of Service
GER Coast Guard
o 2 glaran Declings Branch of Senace Logo
L7
Replacement Reason:
Lost Reason for Hold:
Bad data ¥
Diastails: Mama Spelled Wrong
Back Hold

Figure 5-95: Save Card Request review screen; Uncheck Bad Data checkbox
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The VHIC user can now click [Submit] to complete the card request.

Veteran Health Identification Card (WVHIC) Skip to Content
Home Card Request Reports  Card Management Logged in as
Step 2 Step 3 Step 4 Step 5 <:|
Save
Card Request
Veteran Card Details
R Service Connected Y Card Number BBET
L SN Medal of Honer Y Memker ID 1606267793
Purple Heart Y ICN 1012663658V370100
Priscner of War ¥ Plan ID T346-243-588
VISN 7
I TBTE L TRTRE R BTRTE N Facility s08
Name as it will appear on card: Date of Birth TITi9s7
WOLFESCHLE X
HAUSENBERGERDORFF
Address card will be mailed to:
WOLFESCHLE X Card Status Saved On Hold
HAUSENBERGERDORFF Card Request Date  07/12/2017
16801 4TH PLAIN BLWVD BUILDING 17
4TH FLOOR, SUITE 402
GLASGOW, LANARKSHIRE H2 3RN Branch Of Servige
GER Coast Guard
o =veteran Declings Branch of Sarice Logo

Replacement Reason:
Lost Reason for Hold:
Bad data

Figure 5-96: Save Card Request review screen; click Submit
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This screen shows that the Card Request was submitted successfully.

If a Branch of Service was selected on the previous screen. The designated choice will appear
here, as well as the Expiration Date and the Replacement Reason.

Veteran Health [dentific d (VH

Skip to Contant

d (VHIC)
Home Card Request Reports Card Management

Logged inas
Step 1 Step 2 Step 3 Step 4 Step 5 g
t t Save
Card Request
Veteran Card Details
R Service Connected Y Card Number [=1:1:0
%’m- == Vetera Medal of Honor Y  MemberD 1606267793
» mage Purple Heart Y ICN 1012863658V3T0100
Prisoner of War Y Plan 1D T346-243-538
I JIEE BTARTRE RO TR A VISN 7
: Facility 508
MName as it will appear on card: Date of Birth TITasT
WOLFESCHLE X Expiration Date  7/12/2027

HAUSENBERGERDORFF

Address card will be mailed to:

WOLFESCHLE X
HAUSENBERGERDORFF

1601 4TH PLAIN BLVD BUILDING 17
4TH FLOOR, SUITE 402

GLASGOW, LANARKSHIRE H2 3RN
GER

Replacement Reason:
Lost

Veteran Declines Branch of Service Logo

Reason for Hold:
Not Applicable

Figure 5-97: Replacement Card Request Submitted
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5.8. Requesting a VHIC for a Veteran within ten (10) days of a
previous VHIC request

VHIC Users will not be able to request a new VHIC for a Veteran if there has been a previous
request made within the past ten (10) days. They will be shown a message on Step 2 of the VHIC
card request process stating:

“This Veteran has a recent VHIC request in process. Please remind the Veteran the VHIC should
be received with 10 days after the request was submitted.”

Veteran Health Identification Card (WVHIC) Skip to Content

Home Card Request Reports Logged in as:

Step 2 ﬁ

Select
Veteran

[This Veteran has a recent VHIC request in process. Please remind the Veteran the VHIC should be received within 10 days after the reques’
was submitted

Picture Full Mame 55N 008 Gandar
WILLIAM YATES 2006 30C-005 BEM860 MALE
o Back

Figure 5-98: Replacement Card has been requested within the past 10 days

If for some reason a new VHIC request must be made to include any changes within 10 days of
the previous card request, ONLY the VHIC Administrator will be able to submit a new card
request. In this instance, the VHIC user will need to submit a request to the VHA HEC VHIC
Program Team mail group via an encrypted message.

Information to include in the request are listed below:
e Veteran’s First and Last Name
e Date of Birth
e SSN
e Site Point of Contact

e Reason for needing a new card requested within 10 days of the previous request.
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6. Card Deactivations

Card deactivations can ONLY be completed by the VHIC Administrator. The VHIC user will
need to submit a request to the VHA HEC VHIC Program Team mail group via an encrypted
message.

Information to include in the request are listed below:
e Veteran’s First and Last Name
e Date of Birth
e SSN
e Card ID Number
e Site Point of Contact
e One of the following deactivation reasons:
Cancelled/Declined (enrollment)
Damaged
Deceased
Identity Theft
Lost
Stolen
Other — With detailed explanation

O O 0O 0O O o o

NOTE: For Damaged, Lost and Stolen cards, please specify whether a new replacement card
should be sent to the Veteran after their current card has been deactivated.

VHIC Administrators can find detailed information on how to deactivate all of the VHICs for a
given Veteran in the Veteran Health Identification Card (VHIC 4.8) User Guide - Volume 3
— Admins document.

7. Reports

A comprehensive walkthrough of all of the different reports that are available to VHIC users and
the types of metrics that can be obtained, as well as an explanation of the user role permissions
for accessing the reports are included in the Veteran Health Identification Card (VHIC 4.8)
User Guide - Volume 2 - Reports document.

8. Troubleshooting

For a through set of troubleshooting guidelines, please refer to the Veteran Health
Identification Card (VHIC 4.8) User Guide - Volume 4 - Troubleshooting document.
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Appendix A: VHIC Roles

VHIC Role
Function/Report Selected Status Technical Read
. P Navigation from Drop Administrator | Administrator | Supervisor | Associate | Auditor | -Only
Title .
Down Menu Tier 3 User

(Card Requests icon on
Home Screen/ Card

Request Cards Requests link in top N/A X X X X
Navigation Bar)
(Card Management icon

Deactivate Cards | o Home Screen/ Card N/A X X

Management link in top
Navigation Bar)

Basic (no national option)
Veteran Detail
Report

Default view for Reports | N/A X X X X X X

National

VHIC Card Request
Totals

VISN
VHIC Card Request
Totals

Facility

Click National Checkbox N/A X X X

Click VISN radio button N/A X X X X
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VHIC Card Request

Click Facility ration

Totals button N/A X X ‘ X ‘ X ‘ X ‘ X
Card Status - MVI (Card menu tab - Status
Status Report sub-menu _tab - MVI
Status radio button)
National
\l\/l;|’1ico,r\1/;la\I/IRSets::: Click National Checkbox Active X X X
Not Correlated X X X
Rejected X X X
Unlinked X X X
VISN
\s/:Irmea\r/\: ;za;;‘:t Click VISN radio button | Active X X X
Not Correlated X X X
Rejected X X X
Unlinked X X X
Facility
VHIC MVI Status Click Facility ration .
Summary Report button ! Active X X X X X
Not Correlated X X X X X
Rejected X X X X X
Unlinked X X X X X
Facility Detail
VHIC MVI Stat Click on the Facilit
Detail Repi:c * Nucmt?er s Active X X X X X
Not Correlated X X X X X
Rejected X X X X X
Unlinked X X X X X
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National

VHIC Card Status
National Report

Click National Checkbox

Replaced

Deactivated

Expired

On Hold

Pending

Requested

Defunct

Pending
Destruction

Destroyed

X| X | X|X|X[X|[X|X]| X

X| X | X[X|X|[X|X|X| X

X| X | X[X|X|[X|X|X| X

VISN

VHIC Card Status
Summary Report

Click VISN radio button

Replaced

Deactivated

Expired

On Hold

Pending

Requested

Defunct

Pending
Destruction

Destroyed

X| X | X|X|X|X|[X|X| X

X| X | X|X|X|X|X|X| X

X| X | X|X|X|X|[X|X| X

Facility

VHIC Card Status
Summary Report

Click Facility ration
button

Replaced

>

>

>

Deactivated

Expired

Veteran Health Identification Card 4.8
User Guide — Volume 1 Card Request

133

January 2018




On Hold

Pending

Requested

Defunct

Pending
Destruction

Destroyed

X | X [ X[|X|[X|X

X | X [ X|X|X]|X

X | X [ X|X|X|[X

X| X [ X|X|X|[X

X | X [ X|X|X]|X

Facility Detail

VHIC Card Status
Detail Report

Click on the Facility
Number

Replaced

Deactivated

Expired

On Hold

Pending

Requested

Defunct

Pending
Destruction

National

Destroyed

X| X | X[|X|X[X|[X|X]| X

X| X | X[ X|X|[X|X|X| X

X| X [ X|X|X|X|X|[X]| X

X| X [ X|X|X|X|X|[X]| X

X| X | X[X|X|[X|X|X| X

VHIC Print Status
National Report

Click National Checkbox

Cancelled

Error

Mailed

Not Started

Pending

Received

Rejected

X[ X|X|X|X|X| X

XX |X|X|X|X]| X

XX |X|X|X|X]| X
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Sent

VISN

VHIC Print Status
Detail Report

Click VISN radio button

Cancelled

Error

Mailed

Not Started

Pending

Received

Rejected

Sent

XX |X|X|X|X|X]| X

XX |X|X|X|X|X]| X

XX |X|X|X|X|X]| X

Facility

VHIC Print Status
Detail Report

Click Facility ration
button

Cancelled

Error

Mailed

Not Started

Pending

Received

Rejected

Sent

X | X | X | X[ X|X[X| X

X | X | X | X[ X|X[X| X

XX | X|X[X|X|X]| X

XX |X|X[X|X|X]| X

X | X | X | X[ X|X[X| X

Facility Detail

VHIC Print Status
Detail Report

Click on the Facility
Number

Cancelled

Error

Mailed

Not Started

Pending

Received

Rejected

X | X | X |X|X|X| X

X | X | X |X|X|X| X

X[ X | X|X[X|X| X

X | X | X|X[X|X| X

X | X | X |X|X|X| X
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National

Sent

VHIC Card Request

Progress National Click National Checkbox N/A
Summary Report
VISN
VHIC Card Request
Progress VISN Click VISN radio button N/A
Summary Report
Facility
VHIC Card Rejguest Click Facility ration
Progress Facility N/A
button
Summary Report
Facility Detail
VHIC Card quuest Click on the Facility
Progress Facility Number N/A
Detail Report
Cards (Cards Requested radio
Requested button)
National
VHIC Summary
Report for Number | Click National Checkbox N/A
of Cards Requested
VISN
VHIC Summary
Report for Number | Click VISN radio button N/A
of Cards Requested
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Facility

VHIC Detailed

Click Facility ration

Report for Number N/A X
of Cards Requested button

Facility Detail
VHIC Facility Detail . -
Report for Number Ellljcrl:]sgrthe Facility N/A X
of Cards Requested
Cards Mailed (Cards Mailed radio

button)

National
VHIC Summary
Report for Number | Click National Checkbox N/A X
of Cards Requested

VISN
VHIC Summary
Report for Number | Click VISN radio button N/A X
of Cards Requested

Facility
VHIC Detailed

. i .

Report for Number EIL:(t:‘Ic(oiaCI 'ty ration N/A X
of Cards Mailed

Facility Detail
VHIC Facility Detail . -
Report for Number Ellljcnlzsgrthe Facility N/A X
of Cards Mailed
Card History (Card menu tab - History

sub-menu tab)
Card ID
. Enter Veteran's Card ID in

VHIC Card History the Card ID field N/A X

Person ID
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. Enter Veteran's Person ID
VHIC Card History in the Person ID field N/A X X X X X X
National
VHIC Card
Expiration Click National Checkbox N/A X X X
Summary Report
VISN
VHIC Card
Expiration Click VISN radio button N/A X X X
Summary Report
Facility
VHIC Card . - .
Expiration Site Click Facility ration N/A X X X X X
button
Report
Facility Detail
VHIC Card . -
Expiration Detail | C\CK On the Facility N/A X X X X X
Number
Report

National

VHIC Card
Replacement
Summary Report

Click National Checkbox

N/A X X X

VISN

VHIC Card
Replacement
Summary Report

Click VISN radio button

N/A X X X

Facility
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VHIC Card

Click Facility ration

Replacement N/A X
. button
Facility Report
Facility Sub-Reason Summary
VHIC Card
E:g:iie:;z?;ason Click # of Cards Replaced | N/A X
Report
Facility Sub-Reason Detail
VHIC Card
Replécement Click # of Cards Replaced | N/A X
Facility Subreason
Detail
(Card menu tab - On-
Raes Hold sub-menu tab)
National
VHIC On Hold Card
Status National Click National Checkbox Not Proofed X
Summary Report
Eligibility
. X
Pending
Enrollment
Services X
Unavailable
Bad Data X
All X
VISN
VHIC On Hold Card
Status VISN Click VISN radio button Not Proofed X
Summary Report
Eligibility
. X
Pending
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Enroliment

Pending
Destruction

(Pending Destruction
radio button)

Services X
Unavailable
Bad Data X
All X
Facility
VHIC On Hold Card . - .
Status Facility Click Facility ration Not Proofed X
button
Summary Report
Eligibility
. X
Pending
Enrollment
Services X
Unavailable
Bad Data X
All X
Facility Detail
VHIC On Hold Card
Status Facility Click on Facility # Not Proofed X
Detail Report
Eligibility
. X
Pending
Enrollment
Services X
Unavailable
Bad Data X
All X

Basic (no national
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option)

VHIC Card
Destruqtion Report | Select Status and Date All X
— Pending Range
Destruction
Legacy
Mass
Reissuance
VHIC
Destroyed (Destroyed radio button)
Basic (no national
option)
VHIC Card
Destruction Report EEIeCt Status and Date All X
— Destroyed ange
Legacy
Mass
Reissuance
VHIC
National
VHIC Batch File
Processing Status Click National Checkbox N/A X
National Report
VISN
VHIC Batch File
Processing Status Click VISN radio button N/A X
Summary Report
Facility
VHIC Batch File . - .
Processing Status Click Facility ration N/A X
button
Summary Report
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Facility Detail

VHIC Batch File

Processing Status Click on the Facility Code | N/A X
Detail Report
. (Print Services menu tab
Print Error
- Error sub-menu tab)
Pending Not (Pending Not Sent radio
Sent button)
National
VHIC Batch File
Processing Error Click National Checkbox N/A X
Status Summary
Report — National
VISN
VHIC Batch File
ing E
Processing Error | -\ VISN radio button | N/A X
Status Summary
Report - VISN
Facility
VHIC Batch File
Processing Error Click Facility ration
N/A X
Status Summary button
Report - Facility
Facility Detail
VHIC Batch File
Procsessmg Error Click on the Facility N/A X
Detail Report - Number
Pending Not Sent
Sent Not SEBRLE: .
Acknowledged Acknowledged radio
& button)
National
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VHIC Batch File
Processing Error
Status Summary
Report — National

Click National Checkbox

N/A

VISN

VHIC Batch File
Processing Error
Status Summary
Report - VISN

Click VISN radio button

N/A

Facility

VHIC Batch File

Processing Error
Status Summary
Report - Facility

Click Facility ration
button

N/A

Facility Detail

VHIC Batch File
Processing Error
Detail Report - Not
Acknowledged

Click on the Facility
Number

N/A

Acknowledged Not
Confirmed

(Acknowledged Not
Confirmed radio button)

National

VHIC Batch File
Processing Error
Status Summary
Report — National

Click National Checkbox

N/A

VISN

VHIC Batch File
Processing Error
Status Summary
Report - VISN

Click VISN radio button

N/A

Facility
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VHIC Batch File
Processing Error Click Facility ration
Status Summary button

Report - Facility

N/A X X X X

Facility Detail

VHIC Batch File
Processing Error
Detail Report -
Acknowledged Not
Confirmed

Click on the Facility

N/A X X X X
Number /

National
VHIC Cards Printed
Without Member Click National Checkbox N/A X X X
ID Report

VISN
VHIC Cards Printed
Without Member Click VISN radio button N/A X X X
ID Report

Facility
VHIC Cards Printed Click Facility ration
Without Member button
ID Report

Basic (no national option)

N/A X X X X X

VHIC Auditing Default view for Auditing
Report menu tab

N/A X X X X

Card Requests by
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User

National

VHIC Card
Requests by User
National Summary
Report

Click National Checkbox

N/A

VISN

VHIC Card
Requests by User
VISN Summary
Report

Click VISN radio button

N/A

Facility

VHIC Card
Requests by User
Facility Summary
Report

Click Facility ration button

N/A

User Detail

VHIC Card
Requests by User
Detail Report

Click on the User ID

N/A
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	Figure 4-3: Step 5 - Save Card Request with Identity Management Toolkit hyperlink 4.1.3. Logging out of Identity Management Toolkit To Log Off: 1. Click Log off in the menu bar. You can log off from most of the pages except the logon screen. Logoff is also available from the Navigation Bars. 
	Figure 4-4: Log Off link located in the menu bar 
	Figure 4-5: Log Off link located in the Navigation pane 
	2. IdM TK has a built-in idle feature. After 60 minutes of inactivity, the idle warning message is displayed as seen in Figure 4-6: Identity Management Toolkit Idle message. Enter your password and click Submit. After you log back on, you are returned to the screen you were previously working on. 
	Figure 4-6: Identity Management Toolkit Idle message 4.2. Proofing Process and Steps This section will give the VHIC user the step-by-step details of the proofing process in the Identity Management Toolkit. 4.2.1. Looking up the Veteran When you first log into the Identity Management Toolkit application, you will be able to search for the Veteran by either entering the Veteran’s ICN or their Identity traits in the Quick Search section. You can also click on the [Search] link on the left side of the screen t
	Figure 4-7: Identity Management Toolkit Search Screen 
	4.2.1.1. Quick Search 4.2.1.1.1. Quick Search with Identity Traits Enter the Identity Traits for the Veteran that you want to start an Identity Proofing for. Once you have entered the traits and click the [Search MVI] button. 
	Figure 4-8: Identity Management Toolkit Quick Search with Traits 
	MVI will display the search results under the Identity Traits fields. Click on the ICN of the Veteran that matches the one you want to work on. This will take you the Primary View screen for the selected Veteran as shown in the section entitled Primary View. 
	Figure 4-9: Identity Management Toolkit Quick Search - MVI Search Results 4.2.1.1.2. Quick Search with ICN Enter the Veteran’s ICN in the ICN field then click the [GO] button. This will take you the Primary View screen for the selected Veteran as shown in the section entitled Primary View. 
	Figure 4-10: Identity Management Toolkit Quick Search with ICN 
	4.2.1.2. Person Search When you are on the Home screen of the Identity Management Toolkit and you want to be able to enter more identity traits to search for the Veteran, click on the Search link on the left side of the screen. 
	Figure 4-11: Identity Management Toolkit Search Screen; Click Search This will take you to the Search For Person screen. On this screen you can either enter only the Veteran’s ICN and click the [Search] button, or enter as many of the Veteran’s Identity Traits that you need in order to find the Veteran record that you are looking for and click the [Search] button. 
	If you are using a criteria-based search, the Last name plus two other fields (not including Middle Name) are required. 
	Figure 4-12: Identity Management Toolkit Search For Person screen 
	Once you have entered the search criteria for the Veteran you are looking for, click the [Search] button. This will take you the Primary View screen for the selected Veteran as shown below in section the section entitled Primary View. 
	Figure 4-13: Identity Management Toolkit Search For Person screen; Click Search 
	4.2.2. Primary View Once you have looked up the Veteran that you are searching for, you will be taken to the Primary View Data screen. Verify that the traits displayed in the Primary View Data section is correct and take note of the Level of Assurance. 
	Figure 4-14: Identity Management Toolkit Primary View Screen 
	4.2.3. If Level of Assurance is Level 1 – Complete Proofing If the traits in the Primary View are correct and the Level of Assurance is displayed as Level 1, 
	click on the 
	 or on the Tasks/Requests tab at the top of the screen to complete the 
	proofing process. 
	Figure 4-15: Tasks/Requests tab highlighted Once you are on the Tasks/Requests screen, click on the [New Proofing Task] button. 
	Figure 4-16: Tasks/Requests screen; click New Proofing Task You will see a pop up reminder to confirm receipt of valid Identification. 
	Figure 4-17: Identification Confirmation Message 
	This takes you to the Task Details screen. Now click on the Person Verification tab. 
	Figure 4-18: Task Details screen; Click Person Verification When you get to the Person Verification screen, you will see the Veteran’s information from the Primary View screen populated and the fields on the left side of the form will be marked green. 
	NOTE: If any changes need to be made to the Veteran’s Identity Information other than Address, those changes will need to be updated before the proofing process can be completed.   If you change the address on this screen, the new address that you enter will only be used for this single proofing event. It will NOT be updated in any other VA system and will not be available to select as a mailing address in the VHIC application. 
	Figure 4-19: Identity Management Toolkit Person Verification screen 
	Next you will need to enter the information for the type of documents that were submitted for proof of identity. Select the document from one of the lists on the right side of the form and click on the white arrow to move the selected document type to the box on the right. 
	Figure 4-20: Verification Document Section; Select document type If you select one of the documents from the top list, you will be asked to enter the details of that document in the fields that will appear under the document list box. 
	Figure 4-21: Verification Document Section; Enter document details 
	Enter the required information about the document selected and click the [Save Document Data] button. 
	Figure 4-22: Verification Document Section; Click Save Document Data 
	Once you have entered all of the information for the documents that were provided and verified the Veteran’s identity, click on the [Submit Verification] button to complete the proofing task. 
	Figure 4-23: Identity Management Toolkit Person Verification screen; Click Submit Verification 
	After you click the submit button, you will see a spinning wheel appear in the middle of the screen to let you know that the proofing verification is being processed. 
	Figure 4-24: Proofing verification in progress  Once the proofing task has been completed, you will receive a pop up message.  
	Figure 4-25: Task Complete Pop Up Message 
	After clicking the OK button, you will be returned to the Primary View screen where you will see a message at the top of the screen saying “Task complete and resolved.” 
	Figure 4-26: Person Verification Updated Message  You should also see that the Level of Assurance is now shown as Level 2. 
	Figure 4-27: Identity Management Toolkit Primary View screen - Proofing Complete If for some reason the Level of Assurance is still showing as Level 1, then scroll to the bottom of the Primary View screen and click on the [Refresh View] button. The Level of Assurance should then be updated to Level 2. 
	Figure 4-28: Refresh View button 
	Once the proofing task has been completed and the Level of Assurance has been updated to Level 2, highlight the Veteran’s ICN at the top of the screen and copy it, either by clicking [Ctrl + C] or right clicking on the highlighted number and selecting copy from the menu that displays. 
	Figure 4-29: The Veteran's ICN is highlighted 
	Now you will log into the VHIC application and start the card request. On Step 1: Enter Search Terms of the Card Request process; you will paste the Veteran’s ICN that you copied, from the Primary View screen in the Identity Management Toolkit application, into the ICN field in the lower right side of the screen. 
	Figure 4-30: Step 1: Enter Search Terms - ICN has been entered 
	4.2.4. If Level of Assurance is Level 2 – Continue to Issue VHIC If the Level of Assurance is displayed as Level 2 on the Primary View screen, copy the Veteran’s ICN from the top of the Identity Management Toolkit screen so you can use that to search for the Veteran on Step 1: Enter Search Terms of the Card Request process in the VHIC application. 
	Figure 4-31: The Veteran's ICN is highlighted 
	Figure 4-32: Step 1: Enter Search Terms - ICN has been entered 
	5. Creating a VHIC Card – The Card Request Process Table 3: Who can process a card request? At a Glance…  Who can process a card request?  Administrator, Supervisor, Associate, Tech Admin (Tier 3)  This section will walk the VHIC user through the process of creating a card for a Veteran. During the card request process, issues may arise that will require the card to be put on hold. These cases will be covered in section 5.6 On-Hold Reasons Explained.   The card issuance process follows numbered steps shown 
	Figure 5-1: Card Request Navigation Bar 
	NOTE The appearance of the step block will change to indicate the step you are currently working by appearing to be the brightest.  See the illustration below. 
	Figure 5-2: Navigation Bar Step appearance by state  These steps are fully explained below. We will now walk through each of the steps required to complete a VHIC card request for New VHICs and Replacement VHICs. We will also go over the steps for placing a card request on hold as well as taking a card request off hold. 
	5.1. New VHIC: Veteran Level 2 Proofed through Identity Management Toolkit 5.1.1. Step 1: Enter Search Terms The first step in the process is to find the Veteran in the system. This is accomplished by entering enough search criteria to trigger a match within Master Veteran Index (MVI). The top of the screen offers guidance regarding the set of traits recommended to ensure a best match is found. These are guidelines and not necessarily the required set of traits that must be entered.   However, for optimal s
	NOTE: If using LN/FN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name, plus values from at least two of the other three sections (Person, Address, and Identification).  
	The more traits entered, the more likely a match will be returned. 
	Figure 5-3: Enter Search Terms screen 
	Additional guidance is also available on-screen by clicking on the blue circle containing a question mark. 
	Figure 5-4: Help icon This type of help is available throughout the application and will provide additional detail or clarification for that particular step or section. 
	Once the information has been entered into the required fields, click on [Search] to proceed to the next step. 
	Figure 5-5: Enter Search Terms screen 5.1.2. Step 2: Select Veteran Once the search has completed, the results of that search will be displayed on screen. From the list provided (up to 10 matches may be returned), select the appropriate Veteran by clicking on the Veteran’s name which is hyperlinked.  If the correct Veteran is not in the list, click the [Back] button and verify the traits entered are correct. If the traits are correct, try adding additional information to aid in triggering a match. 
	Figure 5-6: Select Veteran screen 
	5.1.3. Step 3: Capture Veteran Image Once a selection has been made, the next step in the process is to capture the Veteran image. VHIC provides several ways to handle this operation: Take New Picture, Upload from file, or Reuse Existing Image. 
	Figure 5-7: Capture Veteran Image screen 
	5.1.3.1. Take New Picture Upon arriving to the Capture Veteran Image page, if there is no useable image for the Veteran already on file, a “No Photo” image will appear in the image capture area. Click [Take New Picture] to capture the Veteran’s image. The camera should become active and the Veteran should be visible in the image capture window. (If the Veteran and background is not visible, refer to section 8.4.3. Adobe Flash Permissions of the VHIC User Guide - Volume 4 - Troubleshooting to ensure your cam
	Figure 5-8: Capture Veteran Image screen – Take New Picture 
	Using the provided silhouette, ensure that that the Veteran is lined up properly. Prior to clicking [Capture Image] ensure the additional image capture guidelines provided on screen are met:  Face must be straight forward  No closed eyes  No dark glasses (cannot see eyes)  Tinted glasses OK (can see eyes)  Not more than one face in image  No open mouth  Face cannot touch edge of photo (hair can, but not face) 
	Figure 5-9: Capture Veteran Image screen – Capture Image 
	Once the image is captured, take a moment to review that the image meets all desired guidelines before proceeding. If the image is acceptable, click [Next] to continue on to the next step. 
	Figure 5-10: Capture Veteran Image screen – Accept new photo; click Next 
	NOTE: If the image does not meet the guidelines or the Veteran would prefer a new photo be taken or uploaded, this can be done at this point as well by clicking the [Back] button to take a new picture or upload a photo. 
	5.1.3.2. Upload from File In some cases, it may be necessary to upload an image for a Veteran (i.e., they are unable to be present during the card request process due to health issues, etc.) In these cases, VHIC offers the option to upload a photo by selecting the [Upload from File] option. 
	Figure 5-11: Capture Veteran Image screen – Upload from File 
	Once this option is selected, a [Browse…] button will appear next to a text field. Clicking this button will open up another window to allow for the desired image to be located and selected. The accepted file formats are JPG, GIF, PNG, and BMP. For best results use a 400x400 pixel JPG image. It should also be noted that any adjustments that need to be made to the image to meet the specified guidelines, such as crop and resize, this should be done before the image is uploaded. 
	Figure 5-12: Capture Veteran Image screen – Upload photo; click Browse 
	Once the file has been selected, an [Upload] button will become available. Clicking this will import the image and it will now be visible in the image capture area. 
	Figure 5-13: Capture Veteran Image screen – Upload photo; click Upload 
	The user can move the slider below the image window to zoom the image in or out to match the silhouette, the image can also be dragged to line the Veteran’s face inside the silhouette as well.  Once again, be sure to review the image to ensure it meets the specified guidelines before clicking the [Next] button to continue. 
	Figure 5-14: Capture Veteran Image screen – Edit photo; click Next 
	5.1.3.3. Reuse Existing Image In the event the Veteran has an existing photo in the system that is less than ten years old, this will appear in the image capture area upon entry to Step 3. If this image meets the required guidelines, it may be reused for the current card request process. Simply click [Next] to continue on to Step 4. 
	Figure 5-15: Capture Veteran Image screen – Reuse Existing Photo; click Next 
	The VHIC application will ask the user to confirm that they want to reuse the existing photo for this Veteran. Click the [OK] button to continue to Step 4: Verify Identity Attributes. 
	Figure 5-16: Capture Veteran Image screen – Reuse Existing Photo; click OK 
	NOTE: If the image does not meet the guidelines or the Veteran would prefer a new photo be taken or uploaded, this can be done at this point as well by selecting either [Upload from File] or [Take New Picture]. 
	5.1.4. Step 4: Select Mailing Address This screen displays the information retrieved from the Master Veteran Index (MVI) and the Enrollment System (ES) for the selected Veteran. The purpose of this screen is to verify the displayed information, and to determine where the Veteran’s card should be mailed. 
	Figure 5-17: Select Mailing Address screen 
	This step provides several mailing options for the card:  Mail to the address received from Enrollment Services  Mail to the address received from MVI  Mail to the requesting facility  Mail to the preferred facility 
	NOTE: If Enrollment has flagged the Veteran’s address as bad, a message stating why, as well as additional guidance on how to proceed, will be displayed near the top of the screen. At this point, if the Veteran opts to not update their information with ES, the Associate MUST choose one of the remaining viable address options for mailing the card in order to proceed with the card request process.  
	NOTE: If MVI has flagged the Veteran’s address as bad, a message stating why, as well as additional guidance on how to proceed, will be displayed near the top of the screen. At this point, if the Veteran opts not to update their information with MVI or ES, the Associate MUST choose one of the remaining viable address options for mailing the card in order to proceed with the card request process. Selecting a radio button will automatically update the address information based on the selection. The process ca
	NOTE: If no preferred facility information has been received from ES or the preferred facility address is flagged as bad, a message stating why, as well as additional guidance on how to proceed, will be displayed near the top of the screen. The Associate MUST choose one of the remaining viable address options for mailing the card in order to proceed with the card request process. Selecting a radio button will automatically update the address information based on the selection. The process cannot continue un
	Selecting a radio button will automatically update the address information based on the selection. The process cannot continue until the appropriate radio button has been selected.  If the address for the Requesting Facility is not correct, then the VHIC user would need to request help with correcting the address by contacting the Enterprise Service Desk at (855) 673-4357, option 3 (Applications), then option 1. Alternately, send an email message to ESD DEV OPS (ESD@va.gov) with correction details.  If the 
	5.1.6. Step 5: Save Card Request Step 5 – Save Card Request – gives the VHIC user and the Veteran one more opportunity to review all of the information on the screen for accuracy. 
	Figure 5-18: Save Card Request review screen This screen contains the following information for review:  Name as it will appear on card  Address card will be mailed to (this also contains the name as it will appear in the mailing address)  Replacement reason (if applicable)  Reason for hold (if applicable)  Service connected status  Medal of Honor status  Purple Heart status  Prisoner of War status  Branch of Service selection  Date of Birth 
	Other fields that either will be populated or will populate upon final submission are:  Card Number (populates upon final submission)  Member ID  ICN  Member Benefit Plan ID  VISN and Facility where request is being processed 5.1.6.1. Branch of Service If available, the Veteran’s Branch of Service options will be displayed on screen. The Veteran should be given the opportunity to select which logo they would prefer to appear on their card or if they would like to decline the logo option altogether (def
	NOTE: Only one Branch of Service logo can appear on the card; those with more than one branch will have to select one, or decline to show any logo. 
	Figure 5-19: Branch of Service Selection 
	5.1.6.2. Save Card Request: New If the card is a new request, meaning the Veteran has never had a VHIC prior to this request; the Replacement Reason section will state the following: Not a replacement card.  Upon submission, a Card Number will be generated as well as an Expiration Date and Card Request Date. The colored field will change from yellow to green and the corresponding Card Status will change from Pending to Submitted. 
	Figure 5-20: New Card Request Submitted 
	5.2. New VHIC: Veteran has NOT been Level 2 Proofed through Identity Management Toolkit 5.2.1. Step 1: Enter Search Terms The first step in the process is to find the Veteran in the system. This is accomplished by entering enough search criteria to trigger a match within Master Veteran Index (MVI). The top of the screen offers guidance regarding the set of traits recommended to ensure a best match is found. These are guidelines and not necessarily the required set of traits that must be entered.   However, 
	NOTE: If using LN/FN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name, plus values from at least two of the other three sections (Person, Address, and Identification). 
	The more traits entered, the more likely a match will be returned. Additional guidance is also available on-screen by clicking on the blue circle containing a question mark. 
	 Figure 5-21: Help icon This type of help is available throughout the application and will provide additional detail or clarification for that particular step or section. 
	Once the information has been entered into the required fields, click on [Search] to proceed to the next step. 
	Figure 5-22: Enter Search Terms screen 
	5.2.2. Step 2: Select Veteran Once the search has completed, the results of that search will be displayed on screen. From the list provided (up to 10 matches may be returned), select the appropriate Veteran by clicking on the Veteran’s name which is hyperlinked.  If the correct Veteran is not in the list, click the [Back] button and verify the traits entered are correct. If the traits are correct, try adding additional information to aid in triggering a match. 
	Figure 5-23: Select Veteran screen 
	5.2.3. Step 3: Capture Veteran Image Once a selection has been made, the next step in the process is to capture the Veteran image. VHIC provides several ways to handle this operation: Take New Picture, Upload from file, or Reuse Existing Image. 
	Figure 5-24: Step 3 - Capture Veteran Image screen 
	5.2.3.1. Take New Picture Upon arriving to the Capture Veteran Image page, if there is no useable image for the Veteran already on file, a “No Photo” image will appear in the image capture area. Click [Take New Picture] to capture the Veteran’s image. The camera should become active and the Veteran should be visible in the image capture window. (If the Veteran and background is not visible, refer to Section 8.4.3. Adobe Flash Permissions of the VHIC User Guide - Volume 4 - Troubleshooting to ensure your cam
	Figure 5-25: Capture Veteran Image screen – Take New Picture 
	Using the provided silhouette, ensure that that the Veteran is lined up properly. Prior to clicking [Capture Image] ensure the additional image capture guidelines provided on screen are met:  Face must be straight forward  No closed eyes  No dark glasses (cannot see eyes)  Tinted glasses OK (can see eyes)  Not more than one face in image  No open mouth  Face cannot touch edge of photo (hair can, but not face) 
	Figure 5-26: Capture Veteran Image screen – Capture Image 
	Once the image is captured, take a moment to review that the image meets all desired guidelines before proceeding. If the image is acceptable, click [Next] to continue on to the next step. 
	Figure 5-27: Capture Veteran Image screen – Accept new photo; click Next 
	NOTE: If the image does not meet the guidelines or the Veteran would prefer a new photo be taken or uploaded, this can be done at this point as well by clicking the [Back] button to take a new picture or upload a photo. 
	5.2.4. Step 4: Select Mailing Address This screen displays the information retrieved from the Master Veteran Index (MVI) and the Enrollment System (ES) for the selected Veteran. The purpose of this screen is to verify the displayed information, and to determine where the Veteran’s card should be mailed.  If the Veteran was not LOA 2 Proofed through the Identity Management Toolkit before the starting the card request process, the VHIC user will see the message:  “WARNING: Veteran not Identity Proofed” (Selec
	The VHIC user will need to select the address to have the card mailed to, click the [Next] button, and save the card request on hold. 
	Figure 5-28: Select Mailing Address screen 
	This step provides several mailing options for the card:  Mail to the address received from Enrollment Services  Mail to the address received from MVI  Mail to the requesting facility  Mail to the preferred facility 
	NOTE: If Enrollment has flagged the Veteran’s address as bad, a message stating why, as well as additional guidance on how to proceed, will be displayed near the top of the screen. At this point, if the Veteran opts to not update their information with ES, the Associate MUST choose one of the remaining viable address options for mailing the card in order to proceed with the card request process.  NOTE: If MVI has flagged the Veteran’s address as bad, a message stating why, as well as additional guidance on 
	Selecting a radio button will automatically update the address information based on the selection. The process cannot continue until the appropriate radio button has been selected.  If the address for the Requesting Facility is not correct, then the VHIC user would need to request help with correcting the address by calling the Enterprise Service Desk at 855-673-4357, option 3, option 3. Alternately, send an email message to ESD DEV OPS (ESD@va.gov) with correction details.  If the information on the screen
	5.2.6. Step 5: Save Card Request Step 5 – Save Card Request – gives the VHIC user and the Veteran one more opportunity to review all of the information on the screen for accuracy. 
	Figure 5-29: Save Card Request review screen 
	This screen contains the following information for review:  Name as it will appear on card  Address card will be mailed to (this also contains the name as it will appear in the mailing address)  Replacement reason (if applicable)  Reason for hold (if applicable)  Service connected status  Medal of Honor status  Purple Heart status  Prisoner of War status  Branch of Service selection  Date of Birth 
	Other fields that either will be populated or will populate upon final submission are:  Card Number (populates upon final submission)  Member ID  ICN  Member Benefit Plan ID  VISN and Facility where request is being processed 5.2.6.1. Branch of Service If available, the Veteran’s Branch of Service options will be displayed on screen. The Veteran should be given the opportunity to select which logo they would prefer to appear on their card or if they would like to decline the logo option altogether (def
	NOTE: Only one Branch of Service logo can appear on the card; those with more than one branch will have to select one, or decline to show any logo. 
	Figure 5-30: Branch of Service Selection 
	5.2.6.2. Save Card Request: New If the card is a new request, meaning the Veteran has never had a VHIC prior to this request; the Replacement Reason section will state the following: Not a replacement card.   Since this Veteran has NOT had their Identity Proofing completed in the Identity Management Toolkit prior to starting the card request process, the Reason for Hold section will state the following: Veteran Not Proofed. The VHIC user will only be presented with the [Back] and [Hold] buttons.  Upon submi
	The words Identity Management Toolkit are a hyperlink that the VHIC user can click on to be able to open the Identity Management Toolkit application in another browser window. 
	Figure 5-31: Card Request Saved on Hold – Veteran Not Proofed 
	5.3. Resuming an On-Hold VHIC Request: Veteran NOT Level 2 Proofed Hold Reason When the Associate resumes a card request that has been placed On Hold, they will still be taken through the same steps as though it was a New Card or a Replacement. The Associate won’t be shown that this is an On-Hold Request until they get to Step 4. 5.3.1. Step 1: Enter Search Terms The first step in the process is to find the Veteran in the system. This is accomplished by entering enough search criteria to trigger a match wit
	NOTE: If using LN/FN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name, plus values from at least two of the other three sections (Person, Address, and Identification). 
	The more traits entered, the more likely a match will be returned. Additional guidance is also available on-screen by clicking on the blue circle containing a question mark. 
	Figure 5-32: Help icon This type of help is available throughout the application and will provide additional detail or clarification for that particular step or section. 
	Since the VHIC user would have just completed the Identity Proofing process in the Identity Management Toolkit application, the VHIC user can paste the Veteran’s ICN in this screen that was copied from Identity Management Toolkit, then click on [Search] to proceed to the next step. 
	Figure 5-33: Enter Search Terms screen 
	5.3.2. Step 2: Select Veteran Once the search has completed, the results of that search will be displayed on screen. From the list provided (up to 10 matches may be returned), select the appropriate Veteran by clicking on the Veteran’s name which is hyperlinked.  If the correct Veteran is not in the list, click the [Back] button and verify the traits entered are correct. If the traits are correct, try adding additional information to aid in triggering a match. 
	Figure 5-34: Select Veteran screen 
	5.3.3. Reuse Existing Image In the event the Veteran has an existing photo in the system that is less than ten years old, this will appear in the image capture area upon entry to Step 3. If this image meets the required guidelines, it may be reused for the current card request process. Simply click [Next] to continue on to Step 4. 
	Figure 5-35: Capture Veteran Image screen – Reuse Existing Photo; click Next 
	VHIC will then ask the user to confirm that they want to reuse the existing photo and then they would click [OK] to continue on to the next step. 
	Figure 5-36: Capture Veteran Image screen – Reuse Existing Photo; click OK 
	5.3.4. Step 4: Select Mailing Address This screen displays the information retrieved from the Master Veteran Index (MVI) and the Enrollment System (ES) for the selected Veteran. The purpose of this screen is to determine where the Veteran’s card should be mailed.  At the top of the Step 4 screen is the Status section. Since this card request for the Veteran was placed on hold due to Veteran Not Proofed, the status of On-Hold will be listed along with the On Hold reason of Veteran Not Proofed. 
	Figure 5-37: Select Mailing Address screen 
	This step provides several mailing options for the card:  Mail to the address received from Enrollment Services  Mail to the address received from MVI  Mail to the requesting facility  Mail to the Preferred Facility 
	NOTE: If Enrollment has flagged the Veteran’s address as bad, a message stating why, as well as additional guidance on how to proceed, will be displayed near the top of the screen. At this point, if the Veteran opts not to update their information with ES, the Associate MUST choose one of the remaining viable address options for mailing the card in order to proceed with the card request process. NOTE: If MVI has flagged the Veteran’s address as bad, a message stating why, as well as additional guidance on h
	Selecting a radio button will automatically update the address information based on the selection. The process cannot continue until the appropriate radio button has been selected.  If the address for the Requesting Facility is not correct, then the VHIC user would need to request help with correcting the address by contacting the Enterprise Service Desk at (855) 673-4357, option 3 (Applications), then option 1. Alternately, send an email message to ESD DEV OPS (ESD@va.gov) with correction details.  If the 
	This screen contains the following information for review:  Name as it will appear on card  Address card will be mailed to (this also contains the name as it will appear in the mailing address)  Replacement reason (if applicable)  Reason for hold (if applicable)  Service connected status  Medal of Honor status  Purple Heart status  Prisoner of War status  Branch of Service selection  Date of Birth  Other fields that either will be populated or will populate upon final submission are:  Card Number
	NOTE: Only one Branch of Service logo can appear on the card; those with more than one branch will have to select one, or decline to show any logo. 
	Figure 5-38: Branch of Service Selection 
	If a Branch of Service option is available to the Veteran, the VHIC associate will see that on this screen and will need to ask the Veteran’s preference for which, if any, BoS they would like to appear on the card.  The VHIC user can now click [Submit] to complete the card request. 
	Figure 5-39: Save Card Request review screen; click Submit 
	This screen shows that the Card Request was submitted successfully.  If a Branch of Service was selected on the previous screen. The designated choice will appear here, as well as the Expiration Date and the Replacement Reason. 
	Figure 5-40: Card Request Submitted 
	5.4. Replacement VHIC: Veteran Level 2 Proofed through Identity Management Toolkit 5.4.1. Step 1: Enter Search Terms The first step in the process is to find the Veteran in the system. This is accomplished by entering enough search criteria to trigger a match within Master Veteran Index (MVI). The top of the screen offers guidance regarding the set of traits recommended to ensure a best match is found. These are guidelines and not necessarily the required set of traits that must be entered.   However, for o
	NOTE: If using LN/FN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name, plus values from at least two of the other three sections (Person, Address, and Identification).  
	The more traits entered, the more likely a match will be returned. Additional guidance is also available on-screen by clicking on the blue circle containing a question mark. 
	Figure 5-41: Help icon This type of help is available throughout the application and will provide additional detail or clarification for that particular step or section. 
	Once the information has been entered into the required fields, click on [Search] to proceed to the next step. 
	Figure 5-42: Enter Search Terms screen 
	5.4.2. Step 2: Select Veteran Once the search has completed, the results of that search will be displayed on screen. From the list provided (up to 10 matches may be returned), select the appropriate Veteran by clicking on the Veteran’s name which is hyperlinked. If the correct Veteran is not in the list, click the [Back] button and verify the traits entered are correct. If the traits are correct, try adding additional information to aid in triggering a match. 
	Figure 5-43: Select Veteran screen 
	5.4.3. Step 3: Capture Veteran Image Once a selection has been made, the next step in the process is to capture the Veteran image. VHIC provides several ways to handle this operation: Take New Picture, Upload from file, or Reuse Existing Image. 
	Figure 5-44: Step 3 - Capture Veteran Image screen 
	5.4.3.1. Take New Picture Upon arriving to the Capture Veteran Image page, if there is no useable image for the Veteran already on file, a “No Photo” image will appear in the image capture area. Click [Take New Picture] to capture the Veteran’s image. The camera should become active and the Veteran should be visible in the image capture window. (If the Veteran and background is not visible, refer to section 8.4.3. Adobe Flash Permissions of the VHIC User Guide - Volume 4 - Troubleshooting to ensure your cam
	Figure 5-45: Capture Veteran Image screen – Take New Picture 
	Using the provided silhouette, ensure that that the Veteran is lined up properly. Prior to clicking [Capture Image] ensure the additional image capture guidelines provided on screen are met:  Face must be straight forward  No closed eyes  No dark glasses (cannot see eyes)  Tinted glasses OK (can see eyes)  Not more than one face in image  No open mouth  Face cannot touch edge of photo (hair can, but not face) 
	Figure 5-46: Capture Veteran Image screen – Capture Image 
	Once the image is captured, take a moment to review that the image meets all desired guidelines before proceeding. If the image is acceptable, click [Next] to continue on to the next step. 
	Figure 5-47: Capture Veteran Image screen – Accept new photo; click Next 
	NOTE: If the image does not meet the guidelines or the Veteran would prefer a new photo be taken or uploaded, this can be done at this point as well by clicking the [Back] button to take a new picture or upload a photo. 
	5.4.3.2. Upload from File In some cases, it may be necessary to upload an image for a Veteran (i.e., they are unable to be present during the card request process due to health issues, etc.) In these cases, VHIC offers the option to upload a photo by selecting the [Upload from File] option. 
	Figure 5-48: Capture Veteran Image screen – Upload from File 
	Once this option is selected, a [Browse…] button will appear next to a text field. Clicking this button will open up another window to allow for the desired image to be located and selected. The accepted file formats are JPG, GIF, PNG, and BMP. For best results use a 400x400 pixel JPG image. It should also be noted that any adjustments that need to be made to the image to meet the specified guidelines, such as crop and resize, this should be done before the image is uploaded. 
	Figure 5-49: Capture Veteran Image screen – Upload photo; click Browse 
	Once the file has been selected, an [Upload] button will become available. Clicking this will import the image and it will now be visible in the image capture area. 
	Figure 5-50: Capture Veteran Image screen – Upload photo; click Upload 
	The user can move the slider below the image window to zoom the image in or out to match the silhouette, the image can also be dragged to line the Veteran’s face inside the silhouette as well.  Once again, be sure to review the image to ensure it meets the specified guidelines before clicking the [Next] button to continue. 
	Figure 5-51: Capture Veteran Image screen – Edit photo; click Next 
	5.4.3.3. Reuse Existing Image In the event the Veteran has an existing photo in the system that is less than ten years old, this will appear in the image capture area upon entry to Step 3. If this image meets the required guidelines, it may be reused for the current card request process. Simply click [Next] to continue on to Step 4. 
	Figure 5-52: Capture Veteran Image screen – Reuse Existing Photo; click Next 
	The VHIC application will ask the user to confirm that they want to reuse the existing photo for this Veteran. Click the [OK] button to continue to Step 4: Verify Identity Attributes. 
	Figure 5-53: Capture Veteran Image screen – Reuse Existing Photo; click OK 
	NOTE: If the image does not meet the guidelines or the Veteran would prefer a new photo be taken or uploaded, this can be done at this point as well by selecting either [Upload from File] or [Take New Picture]. 
	5.4.4. Step 4: Verify Identity Attributes This screen displays the information retrieved from the Master Veteran Index (MVI) and the Enrollment System (ES) for the selected Veteran. The purpose of this screen is to determine where the Veteran’s card should be mailed. 
	Figure 5-54: Select Mailing address screen 
	This step provides several mailing options for the card:  Mail to the address received from Enrollment Services  Mail to the address received from MVI  Mail to the requesting facility  Mail to the Preferred Facility  NOTE: If Enrollment has flagged the Veteran’s address as bad, a message stating why, as well as additional guidance on how to proceed, will be displayed near the top of the screen. At this point, if the Veteran opts to not update their information with ES, the Associate MUST choose one of t
	5.4.5. Status Section At the top of the Step 4 screen is the Status section. When going through the card request process, one of the following Card Request Status options will be displayed: New, Replacement, or On Hold. If the card was previously placed on hold, the reason it was placed on hold will be listed here as well. If this is not the first card for the Veteran, the status of Replacement will be listed along with a drop down list for selecting a Replacement Reason. 
	Figure 5-55: Card Request Status section If the Card Request Status is Replacement, a selection must be made from the drop down list as to why the card is being replaced. The available options are: Damaged, Expired, Incorrect Information, Lost, Poor Quality, or Stolen. 5.4.5.1. Replacement Options If the Card Request Status is Replacement, a Replacement Reason will have to be provided before the card request process can continue. Based on the primary replacement reason selected, a secondary reason may need 
	Figure 5-56: Replacement Reason drop-down list 
	If Poor Quality is selected as a primary replacement reason, one of the following must be selected:  Photo  Text  Other  
	Figure 5-57: Poor Quality Replacement Reasons If Damaged is selected as a primary replacement reason, one of the following must be selected:  Barcode not working  Magnetic stripe not working  Other physical damage 
	Figure 5-58: Damaged Replacement Reasons 
	If Incorrect Information is selected as a primary replacement reason, one of the following must be selected:  Branch of Service  Date of Birth  Member ID  ICN  Member Benefit Plan ID  Name  Photo  Prisoner of War  Purple Heart  Service Connected  Other 
	Figure 5-59: Incorrect Information Replacement Reasons 
	5.4.6. Step 5: Save Card Request This brings us to Step 5 – Save Card Request. This screen allows the VHIC Admin to verify all of the information shown on the screen as being correct. 
	Figure 5-60: Save Card Request review screen 
	This screen contains the following information for review:  Name as it will appear on card  Address card will be mailed to (this also contains the name as it will appear in the mailing address)  Replacement reason (if applicable)  Reason for hold (if applicable)  Service connected status  Medal of Honor status  Purple Heart status  Prisoner of War status  Branch of Service selection  Date of Birth  Other fields that either will be populated or will populate upon final submission are:  Card Number
	NOTE: Only one Branch of Service logo can appear on the card; those with more than one branch will have to select one, or decline to show any logo. 
	Figure 5-61: Branch of Service Selection 
	5.4.6.2. Save Card Request: Replacement Saving and submitting a replacement card request is essentially the same as submitting a new card request. The only variation will be the replacement reason. The selections made earlier in Step 4 will be reflected on this screen under the Replacement Reason section. 
	Figure 5-62: Replacement Card Request Submitted 5.5. Placing a Replacement VHIC Request On-Hold Manually: Veteran Level 2 Proofed This section will show how the process flow should go when the VHIC associate enters in a Veteran who is listed in MVI, ES, has a Proofing level of 2 and requesting a new card. During the process the Associate notices some of the Data is not correct. 5.5.1. Step 1: Enter Search Terms The first step in the process is to find the Veteran in the system. This is accomplished by enter
	However, for optimal search results, copy the Veteran’s ICN from Identity Management Toolkit and paste it into the ICN field on this screen.  Other search methods include:   The Member ID from the front of the Veteran’s VHIC.  Last Name, First Name, DOB and SSN.  
	NOTE: If using LN/FN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name, plus values from at least two of the other three sections (Person, Address, and Identification).  
	The more traits entered, the more likely a match will be returned. Additional guidance is also available on-screen by clicking on the blue circle containing a question mark. 
	Figure 5-63: Help icon This type of help is available throughout the application and will provide additional detail or clarification for that particular step or section. 
	Once the information has been entered into the required fields, click on [Search] to proceed to the next step. 
	Figure 5-64: Enter Search Terms screen 
	5.5.2. Step 2: Select Veteran Once the search has completed, the results of that search will be displayed on screen. From the list provided (up to 10 matches may be returned), select the appropriate Veteran by clicking on the Veteran’s name which is hyperlinked.  If the correct Veteran is not in the list, click the [Back] button and verify the traits entered are correct. If the traits are correct, try adding additional information to aid in triggering a match. 
	Figure 5-65: Select Veteran screen 
	5.5.3. Reuse Existing Image In the event the Veteran has an existing photo in the system that is less than ten years old, this will appear in the image capture area upon entry to Step 3. If this image meets the required guidelines, it may be reused for the current card request process. Simply click [Next] to continue on to Step 4. 
	Figure 5-66: Capture Veteran Image screen – Reuse Existing Photo; click Next 
	VHIC will then ask the user to confirm that they want to reuse the existing photo and then they would click [OK] to continue on to the next step. 
	Figure 5-67: Capture Veteran Image screen – Reuse Existing Photo; click OK 
	5.5.4. Step 4: Select Mailing Address This screen displays the information retrieved from the Master Veteran Index (MVI) and the Enrollment System (ES) for the selected Veteran. The purpose of this screen is to determine where the Veteran’s card should be mailed. 
	Figure 5-68: Select Mailing Address screen 
	This step provides several mailing options for the card:  Mail to the address received from Enrollment Services  Mail to the address received from MVI  Mail to the requesting facility  Mail to the Preferred Facility 
	NOTE: If Enrollment has flagged the Veteran’s address as bad, a message stating why, as well as additional guidance on how to proceed, will be displayed near the top of the screen. At this point, if the Veteran opts to not update their information with ES, the Associate MUST choose one of the remaining viable address options for mailing the card in order to proceed with the card request process.  NOTE: If MVI has flagged the Veteran’s address as bad, a message stating why, as well as additional guidance on 
	Selecting a radio button will automatically update the address information based on the selection. The process cannot continue until the appropriate radio button has been selected.  If the address for the Requesting Facility is not correct, then the VHIC user would need to request help with correcting the address by contacting the Enterprise Service Desk at (855) 673-4357, option 3 (Applications), then option 1.  Alternately, send an email message to ESD DEV OPS (ESD@va.gov) with correction details.  If the
	5.5.5. Status Section At the top of the Step 4 screen is the Status section. When going through the card request process, one of the following Card Request Status options will be displayed: New, Replacement, or On Hold. If the card was previously placed on hold, the reason it was placed on hold will be listed here as well. If this is not the first card for the Veteran, the status of Replacement will be listed along with a drop down list for selecting a Replacement Reason. 
	Figure 5-69: Card Request Status section If the Card Request Status is Replacement, a selection must be made from the drop down list as to why the card is being replaced. The available options are: Damaged, Expired, Incorrect Information, Lost, Poor Quality, or Stolen. 5.5.5.1. Replacement Options If the Card Request Status should be Replacement, a Replacement Reason will have to be provided before the card request process can continue. Based on the primary replacement reason selected, a secondary reason ma
	Figure 5-70: Replacement Reason drop-down list 
	If Poor Quality is selected as a primary replacement reason, one of the following must be selected:  Photo  Text  Other 
	Figure 5-71: Poor Quality Replacement Reasons If Damaged is selected as a primary replacement reason, one of the following must be selected:  Barcode not working  Magnetic stripe not working  Other physical damage 
	Figure 5-72: Damaged Replacement Reasons 
	If Incorrect Information is selected as a primary replacement reason, one of the following must be selected:  Branch of Service  Date of Birth  Member ID  ICN  Member Benefit Plan ID  Name  Photo  Prisoner of War  Purple Heart  Service Connected  Other 
	Figure 5-73: Incorrect Information Replacement Reasons 
	5.5.6. Step 5: Save Card Request This brings us to Step 5 – Save Card Request. This screen allows the VHIC Admin to verify all of the information shown on the screen as being correct. 
	Figure 5-74: Save Card Request review screen 
	This screen contains the following information for review:  Name as it will appear on card  Address card will be mailed to (this also contains the name as it will appear in the mailing address)  Replacement reason (if applicable)  Reason for hold (if applicable)  Service connected status  Medal of Honor status  Purple Heart status  Prisoner of War status  Branch of Service selection  Date of Birth Other fields that either will be populated or will populate upon final submission are:  Card Number 
	5.5.6.1. Save Card Request: Manually saved On-Hold Upon submission, the colored field will change from yellow to orange indicating the card request was placed on hold. A Card Number will be generated as well as the Card Request Date.  The Expiration Date field will now be visible, but will not be populated as the card request is not complete at this time. The Card Status is listed as Saved on Hold. 
	Figure 5-75: Replacement Card Request Saved On Hold 
	5.6. On Hold Reasons Explained 5.6.1. Veteran Not Proofed User did NOT complete the proofing process using the Identity Management Toolkit application PRIOR to creating a VHIC request If the VHIC user started the VHIC card request BEFORE going into the Identity Management Toolkit application and completing the proofing process, the VHIC application will display the Warning message on Step 4 of the card request process indicating that the Veteran has NOT been Identity Proofed. The VHIC user will see Veteran 
	Figure 5-76: Veteran Not Proofed Warning message on Step 4: Select Mailing Address 
	Figure 5-77: Reason for Hold: Veteran Not Proofed 
	Once the VHIC user completes the Identity Proofing in the Identity Management Toolkit application, they can return to the VHIC application to take the card request off hold. The VHIC user will start a card request as they would normally. The VHIC user will see the On Hold Reason – Veteran Not Proofed displayed on Step 4 of the card request process. 
	Figure 5-78: Card Request Status: On Hold - Veteran Not Proofed Continue with the card request process and submit the card request as outlined in section 4.3 Resuming an On-Hold VHIC Request: Veteran NOT Level 2 Proofed Hold Reason  
	NOTE: There is a background job that runs every morning at 8:00am Eastern Time that will check the proofing status of any cards placed on hold. As long as there are no other issues with the card request, the job will submit the card request to the print vendor. 
	5.6.2. Enrollment Services Unavailable If you get to Step 6 and see the message “Enrollment Unavailable” displayed under Reason for Hold, which means that VHIC is unable to communicate to Enrollment Services at this time, select the Branch of Service (if available) and click on the [Hold] button. This will save the card request for 30 days. 
	Figure 5-79: Reason for Hold: Enrollment Unavailable Next, log a ticket by calling the Enterprise Service Desk at 855-673-4357, option #3 (Applications), then option #1 or send an email message to ESD DEV OPS (ESD@va.gov) to log a trouble ticket. 
	NOTE: There is a background job that runs every morning at 8:00am Eastern Time that will check the eligibility status of any cards placed on hold.  If the Eligibility status is confirmed as “Eligible” and there are no other issues with the card request, the job will submit the card request to the print vendor.   If the Eligibility status is confirmed as “Not Eligible”, the card request will be terminated and no card will be issued. 
	5.6.3. Eligibility Pending If you get to Step 6 and see the message “Eligibility Pending” displayed under Reason for Hold, which means that Enrollment Services has returned an eligibility status of “Pending” at this time, select the Branch of Service (if available) and click on the [Hold] button. This will save the card request for seven (7) days. 
	Figure 5-80: Reason for Hold: Eligibility Pending 
	NOTE: The Veteran should go to Enrollment Services to have the record updated as needed. There is a background job that runs every morning at 8:00am Eastern Time that will check the eligibility status of any cards placed on hold.   If the Eligibility status is confirmed as “Eligible” and there are no other issues with the card request, the job will submit the card request to the print vendor.  If the Eligibility status is confirmed as “Not Eligible” or is not updated within Seven (7) days, the card reques
	5.6.4. Bad Data – Other If you get to Step 6: Save Card Request and any information that is displayed on the screen needs to get changed/updated, click the checkbox next to Bad Data under Reason for Hold. A Details field with be displayed and you can enter a description on what information needs to be updated. Then select the Branch of Service (if available) and click on the [Hold] button. This will save the card request for 30 days. 
	Figure 5-81: Reason for Hold: Bad Data – Name Spelled Wrong The Veteran should go to Enrollment Services to have the record updated as needed. A card request placed on hold with Bad Data as the Reason for Hold will NOT be updated and submitted by the background job. 
	The Veteran will need to return to complete the card request after they have had the information updated. You will need to start a card request as you would normally. On Step 4 of the card request process, you will see the On Hold Reason – Bad Data: (reason entered when saved) displayed. 
	Figure 5-82: Card Request Status: Replacement on Hold - Bad Data: Name Spelled Wrong Continue with the card request process. When you get to Step 6, you will need to uncheck the checkbox next to Bad Data in order to be able to submit the card request. 
	Figure 5-83: Reason for Hold: Bad Data Unchecked 5.7. Resuming an On-Hold Replacement VHIC Request: Veteran Level 2 Proofed When the Associate resumes a card request that has been placed On Hold, they will still be taken through the same steps as though it was a New Card or a Replacement. The Associate won’t be shown that this is an On-Hold Request until they get to Step 4. 5.7.1. Step 1: Enter Search Terms The first step in the process is to find the Veteran in the system. This is accomplished by entering 
	Note: If using LN/FN/DOB/SSN combination, at a minimum, supply the Veteran's Last Name, plus values from at least two of the other three sections (Person, Address, and Identification).  
	The more traits entered, the more likely a match will be returned. Additional guidance is also available on-screen by clicking on the blue circle containing a question mark. 
	Figure 5-84: Help icon This type of help is available throughout the application and will provide additional detail or clarification for that particular step or section.  Once the information has been entered into the required fields, click on [Search] to proceed to the next step. 
	Figure 5-85: Enter Search Terms screen 
	5.7.2. Step 2: Select Veteran Once the search has completed, the results of that search will be displayed on screen. From the list provided (up to 10 matches may be returned), select the appropriate Veteran by clicking on the Veteran’s name which is hyperlinked.  If the correct Veteran is not in the list, click the [Back] button and verify the traits entered are correct. If the traits are correct, try adding additional information to aid in triggering a match. 
	Figure 5-86: Select Veteran screen 
	5.7.3. Reuse Existing Image In the event the Veteran has an existing photo in the system that is less than ten years old, this will appear in the image capture area upon entry to Step 3. If this image meets the required guidelines, it may be reused for the current card request process. Simply click [Next] to continue on to Step 4. 
	Figure 5-87: Capture Veteran Image screen – Reuse Existing Photo; click Next 
	VHIC will then ask the user to confirm that they want to reuse the existing photo and then they would click [OK] to continue on to the next step. 
	Figure 5-88: Capture Veteran Image screen – Reuse Existing Photo; click OK 5.7.4. Step 4: Select Mailing Address This screen displays the information retrieved from the Master Veteran Index (MVI) and the Enrollment System (ES) for the selected Veteran. The purpose of this screen is to determine where the Veteran’s card should be mailed. 
	At the top of the Step 4 screen is the Status section. Since this card request for the Veteran was placed on hold, the status of Replacement On-Hold will be listed along with the On Hold reason. There is also a drop down list for selecting a Replacement Reason. 
	Figure 5-89: Select Mailing Address screen 
	This step provides several mailing options for the card:  Mail to the address received from Enrollment Services  Mail to the address received from MVI  Mail to the requesting facility  Mail to the Preferred Facility 
	NOTE: If Enrollment has flagged the Veteran’s address as bad, a message stating why, as well as additional guidance on how to proceed, will be displayed near the top of the screen. At this point, if the Veteran opts to not update their information with ES, the Associate MUST choose one of the remaining viable address options for mailing the card in order to proceed with the card request process.  NOTE: If MVI has flagged the Veteran’s address as bad, a message stating why, as well as additional guidance on 
	Selecting a radio button will automatically update the address information based on the selection. The process cannot continue until the appropriate radio button has been selected.  If the address for the Requesting Facility is not correct, then VHIC user would need to request help with correcting the address by calling the Enterprise Service Desk at 855-673-4357, option 3 (Applications), then option 1. Alternately, send an email message to ESD DEV OPS (ESD@va.gov) with correction details.  If the informati
	5.7.5. Status Section At the top of the Step 4 screen is the Status section. Since this card request for the Veteran was placed on hold, the status of Replacement On Hold will be listed along with the On Hold reason. There is also a drop down list for selecting a Replacement Reason. 
	Figure 5-90: Card Request Status section Since the Card Request Status is Replacement On Hold, a selection must be made from the drop down list as to why the card is being replaced. The available options are: Damaged, Expired, Incorrect Information, Lost, Poor Quality, or Stolen. 5.7.5.1. Replacement Options If the Card Request Status should be Replacement, a Replacement Reason will have to be provided before the card request process can continue. Based on the primary replacement reason selected, a secondar
	Figure 5-91: Replacement Reason drop-down list 
	If Poor Quality is selected as a primary replacement reason, one of the following must be selected:  Photo  Text  Other  
	Figure 5-92: Poor Quality Replacement Reasons If Damaged is selected as a primary replacement reason, one of the following must be selected:  Barcode not working  Magnetic stripe not working  Other physical damage 
	Figure 5-93: Damaged Replacement Reasons 
	If Incorrect Information is selected as a primary replacement reason, one of the following must be selected:  Branch of Service  Date of Birth  Member ID  ICN  Member Benefit Plan ID  Name  Photo  Prisoner of War  Purple Heart  Service Connected  Other 
	Figure 5-94: Incorrect Information Replacement Reasons 
	5.7.6. Step 5: Save Card Request This brings us to Step 5 – Save Card Request. This screen allows the VHIC Admin to verify all of the information shown on the screen as being correct.  If a Branch of Service option is available to the Veteran, the VHIC associate will see that on this screen and will need to ask the Veteran’s preference for which, if any, BoS they would like to appear on the card.  If, after review, the Veteran states that all items are listed correctly now, the VHIC user can uncheck the Bad
	Figure 5-95: Save Card Request review screen; Uncheck Bad Data checkbox 
	The VHIC user can now click [Submit] to complete the card request. 
	Figure 5-96: Save Card Request review screen; click Submit 
	This screen shows that the Card Request was submitted successfully.  If a Branch of Service was selected on the previous screen. The designated choice will appear here, as well as the Expiration Date and the Replacement Reason. 
	Figure 5-97: Replacement Card Request Submitted 
	5.8. Requesting a VHIC for a Veteran within ten (10) days of a previous VHIC request VHIC Users will not be able to request a new VHIC for a Veteran if there has been a previous request made within the past ten (10) days. They will be shown a message on Step 2 of the VHIC card request process stating:   “This Veteran has a recent VHIC request in process. Please remind the Veteran the VHIC should be received with 10 days after the request was submitted.” 
	Figure 5-98: Replacement Card has been requested within the past 10 days If for some reason a new VHIC request must be made to include any changes within 10 days of the previous card request, ONLY the VHIC Administrator will be able to submit a new card request. In this instance, the VHIC user will need to submit a request to the VHA HEC VHIC Program Team mail group via an encrypted message. Information to include in the request are listed below:  Veteran’s First and Last Name  Date of Birth  SSN  Site 
	6. Card Deactivations Card deactivations can ONLY be completed by the VHIC Administrator. The VHIC user will need to submit a request to the VHA HEC VHIC Program Team mail group via an encrypted message. Information to include in the request are listed below:  Veteran’s First and Last Name  Date of Birth  SSN  Card ID Number  Site Point of Contact  One of the following deactivation reasons: o Cancelled/Declined (enrollment) o Damaged o Deceased o Identity Theft o Lost o Stolen o Other – With detailed 
	NOTE: For Damaged, Lost and Stolen cards, please specify whether a new replacement card should be sent to the Veteran after their current card has been deactivated. 
	VHIC Administrators can find detailed information on how to deactivate all of the VHICs for a given Veteran in the Veteran Health Identification Card (VHIC 4.8) User Guide - Volume 3 – Admins document. 7. Reports A comprehensive walkthrough of all of the different reports that are available to VHIC users and the types of metrics that can be obtained, as well as an explanation of the user role permissions for accessing the reports are included in the Veteran Health Identification Card (VHIC 4.8) User Guide -
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