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-ollow the steps to navigate through the Gateway and Siebel to check
he status of a case

Use the Case Status tah to check status

Practice navigation to check a case through Gateway




Note to Representative: Foran English call continue with the information below. For a Spanish call, click here,

[ need to ask you a few questions so that | can provide you with the best service possible.

Do you have a case currently pending with USCIS?
{Note to Representative; If the caller needs clarfication, explain that "case pending means that you have filed an application/petition and USCIS
has no{ yet made a decision on your case.”)
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[J You must now verify the customer by asking the following probing
question that is not written in the Gateway, but is required if the
customer answered Yes to the first Gateway Question:

Are you the applicant or petitioner?




waﬁ bt § ‘”")

(:5R prompt - |t appears you have a question about a currently pending case. Is that comect?

Ifyes, continue below
If no, go to “Where fo Start

Are you an employer calling on behalf of an erapi\a'y'ea OR a legal representative with a G-28 on file calling on behalf of a client? {Note to Representative. If
{he caller is an employer calling about the Administrative Site Vist and Verification Program (ASVVP) please select "NO" below )

Note to %Wegenmwé The phrase 'legal representative” refers equally to attomeysfaw-firms, accredited representatives and community-hased
organizations (CBOs).

Hate to ﬁeg’zms&nmtiﬂe' It the customer s a legal representative calling on behalf of a client but does NOT have & G-28 on file, please provide the
customer with the following message: Since you do not have a Form G-28 o file, we are unable to provide you with any case specific information. You may
have your client call for information regarding his or her case. Once you h&vef!edaﬁff:% you may coniact us directly for case specific information on
behalf of your client.
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To assist you, | will need to collect some information from you.

Nate to Representative!
o sk fsm the receipt number of the case from fhe customer.
I the customer has a receipt number, buti indicates that i they do not have it on-hand during the call, inform the customer §
the receipt number available

It the customer indicates that he/she has never received a recelpt number, ask whether it haabii’bﬁ more than 10 days since the application

was filed. 1t has been mare than 10 days, fransfer to TIER 2 if  has been less than 10 days, inform the customer to continue to wait for a
Lk receipt notice, which is nom

0 cail back with

mally generated and mafled o miptfmﬂ@whn?f}day from the date of fiing
; MTE Foms 881 and 1-589 will not appear in Case Status Online. These form types are aayﬁmela ted applications and do not
elyear @t%m number. More information about what to do with asvium-related inguinies.
, E‘» T ms 1751 and 1-829 receive receipt numbers bul are not entered info Case Status Onfing because they are data entered
ina wmm ysiem

s Check Case Status 0 imemxg% > receipt number provided by the customer,
o Note the stafus of the case;

¢ Note what form number is shown in case status online on the case filed and then continue below,

Was your case filed at a Service Center?
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Note to Representative: Ask the cuslomerif a Service Request was created on their befalf regarding this inguiry and if it has been more than 18 days
since the request was submifted.

o [fthere has noth m%wmew previously crealed Go to SRMT and take the appropriate Service Request iype for the customer inguiry.
Ensure the caller s within fhe “acceptab Imie riype” before taking a Service Request

» [fmore than 15 days h aepamemw he Service Request was subm Heia:ihwuehasnathaema istactorily resolved for the
customer, please provide the customer will the appropriate USCIS Senvice Center e-mal isted belg . Yheuaiaa ew e-mail fre Sendce
Center that has jurisdicion over his'er case. The customer's receipt notice wil MGEM Jmm Vermont Service Center, SRC for the Texas
Service Center. LIN for the Nebraska Service Center, and WAC for the California Service Center

o California Service Center. cst-nesc-loliowup@dhs gov

o Vermont Service Center. vsC.ncs 5?0“&?3“&«?3@_{}@” 4oV

o Nebraska Service Center. nesclolowup nsc@dhs gov

sefol
Texas Service Center tsc neschollowup@dns. gov

£
§

Read the following to the customer. When e-maling the service center, you should provide the information about what happened the first time
you called us about this issue. Also, if you remember_ provide the name andlor ID number of the representative you talked to when you called the
first time, the date and time of the call, and if applicable, any service request refemal number. You should also provide your receipt number alien
registration number, fype of application filed and date filed. In the event you do nof receive a response from the service center within 21 days, you
can e-mail the USCIS Headquarters Office of Service Center Operations at: SCOPSSCATAG@dhs.qov. You will receive a response from this e-
mail within 10 days.

o [fless than 15-days have passed since the customer calied about the same issue, ask the customer to wait untl 15-cays have passed before
calling back. The customer has a question about another pending case




Wain Menu

Pending Cases

Have you called about fhis issue before?
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Chap erﬂ

OVERVIEW

Customers shoui{mke every aﬁemp taappeara any appointment wi h USCE Oherwise Mot appearing urreached:uiing ma de!ay £ase processing. |

y
That coutd mean the customer may have to repeat several processing steps. It also affects eligibiity for any immigration benefit based on the pending
application. In fact failure to appear can be a reason to deny an application.

CSR prompt - It appears you have questions about an appointment with USCIS. s that comect?
Ifyes, continue below
Ifno, go to “Where fo Star”

What question do you have regarding an appointment with us?

o | need directions fo a USCIS Office or Application Support Center.

o | have questions about making an appaintment or the types of appoiniments available.

¢ Whatshould I dof | am not able to appear for my appointment? Can | reschedule?

+ | received a notice asking me fo make an appointment - OR - | recetved a notice telling me when and where 1o appear

e | need to request an accommodation for an appointment due to a disabilily or impaiment.

s | received more than one ASC Appoiniment Notice.

o | ama member of a family oroup and have been scheduled at an ASC for ancther dayltime than the rest of my family.

+ | ama UK visa applicant residing in the US and | need additional information about biometrics or the UK visa application process.
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QVERVIEW

Only cerffied Civil Surgeons may complete an Immigration Medical Examination. A list of Civil Surgeons is available on the USCIS Web ste. Upon
completing the medical examination, the Civil Surgeon will complete and submit Form 1633,

CSR prompt - [t appears you have some questions about an immigration medical examination. 15 that correct?

If yes, continue below
{fno, go to “Where to Starf

Only certfied Civit Surgeons may complete an Immigration Medical Exam. The results of the exam are reported by the Civil Surgeon on Form 1633, Afist
of Civil Surgeons is avallable on our Web site, www uscis.qov.

Can [ help you find a Civil Surgeon in your area?

Note to Representative: List of certfied Civil Surgeons by Slale s

me 3

For addiional information about the immigration medical exam and Form 1693, please go to the FAQ section on Form 1633 in Yo

13



| USCIS Civil Surgeons Locator

Sigrin to My Account Senvices Ovendew» Chil Surgeon
SioneUp for Case Updates

CheckProcessing Tmes | CIvil Surgeon

Change of Address Onling
e-Request

Office Locator

Most apnlicants for adjustment of status are required to have a medical examination. The medical examination must be conduc
by & el surgean who has been designated bythe United States Citizenshi and Immigration Senices.

Civil Surgeon Locator
Forinformation abouta specific office, Use the map below or enteryour 2P code n the hox provided.

Al filds rmarked by the fallowing symbol must be completed *

Enteryour ZIF code *

i




i@z‘m there are no Civil Surgeons in 76155, however, the following Civil Surgeons may serve

15006 - Carrollton, TX
¢ Or. Guillermo 1 Fuentes, Family Care edical Center
1208 Nortf Josey Lang, Carrolfton, TX 75008
(9721 242-0728

15007 - Carroliton, TX
o Dr. Farida Valliani
140 North Josey Lane, Suite 206, Carraltan, TA 75007
(2147310031

+ O Mahmood Panjwani
3740 Marth Josey Lane, Suite 206, Carraltton, TA 72007
(2141 731-0031
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Find your civil surgeons by state:

Click onyour state in the map or select it from the dropdown below.

-
.
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,Citizenship

Horme| Espafiol ] it Map

gration Taach
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ign-in o My Account

& ign-up for Case Updates
& Chack Procassing Times
¢ Change of Address Online
& g-Request

Office Locator

o Chack iy Case Sas

-

Senvices Ovaniew s Find A Civil Surdeon » In Texas

The following Civil Surgeon(s) are located in Texas;
75006 - Carrolitan, TX
o D, Guillermmo 1 Fuenites, Family Care Medical Carter
1205 North Josey Lang, Carralitan, T# 74008
(972) 2422126

75007 - Carrollton, TX
o Dr. Fariia Valliani
3140 North Josey Lane, Suite 206, Carrallton, TATA00T
(214731003
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Unit24.1

QVERVIEW

A customer who receives a request for evidence {RFE) must respond to tha request within the time specified on the request

No additional time can be granted to a customer to respond to an RFE. I USCIS does nof receive the customer's response within the time speciied the
case may be considered as abandoned and denied as a result If the customer responds back with all or st same of the requested evidence, a decision
will be made upon the case using that evidence sent n as the basis for the decision.

C3R prompt - It appears you have some questions about a request for evidence that you received. s that comrect?

Ifyes, continue below
ffno, goto ‘Where fo Start

A Request for Evidence (RFE) is made when an application or peffion s lacking required documentation or USCIS needs more information before making a
decision on the application/pefition. The RFE wil indicate what documentation or information is needed for USCIS to fuly evaluate your application or
petition. The nofice will explain where to send the evidence and will give the deadline for your response. [tis important that you respond to the RFE before
the deadline and with all the evidence requested. No addtion alnmemnh%gfand acusmmerwespﬂndamRFE Faiure to fle a timely and
complete response can result n @ denial of the applicabion/petiion. A decision will be made on your application or petition using all the evidence you have
provided. Ifyou did not receive the original RFE, any re-mailed RFE has the same due date as the original

Note to Representative:
The customer has adaitional questions about an RFE.
The customer says that Case Status Online indicates that an RFE was sent but the customer has not received it

19
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OVERVIEW

Active duty mitary members or family members usually have an APO/FPO zip code. They may call with questions about various immigration services,

I
f

SR prompt - - It appears that you are active duty military or a military family member stationed abroad. Is that correct?

s,
i

. confinue below

I no, go fo Where to Start

W%at can | help you with today?

o | need information about appointments.

| have questions about a Request for Evidence (RFE that | received,

| have questions ahout a pending N-4010.

| want information about Forms,

{ need fo find the location of a USCIS office.

| need fo locate 2 Civil Strgenn.

| need fo locate a Panel Physician.

tama U3 citizen - | want information about how to help a family member mmigrate to fhe U S,

Lama LS. citizen - Lwant Information about how to help my flancéle) come tothe U5,

| am a Permanent Resident - | want information about how to help & family member immigrate to the U5

2



Toassist you, | will need to collect some information from you.

Nate to Representative:
v Ask for the receipt number of the case from the customer,
It thie customer has a receipt number, but indicates that it they do nof have it on-hand during the call, inform the customer fo call back with
the receipt number available

o Eth customer indicates that he/she has never received a receipt number, ask whether it has been more than 10 days since the application
was fled. I ithas been more than 10 days, transfer TitF{L 1thas been fess th*mr:%aw ?ﬁ n the customer to continue fo wait for a

% recelpt notice, which is normally generated and malled out to applicants within 10 days from the date of filng.
v NOTE: Forms 1831 and 1588 will not appear in uw%m% Online. "E"heaefmmtygbﬁawé syium-refated app
recetve a receipt number. More information about what to do with asylum-relat
' E\ELJTE’ Foms 1751 and 1828 r
a separate systelg
e Check Case St mﬁiwme :
v Note the status of the case;
»  Note what form number is shown in

ications and do not

Case Status Oniine because they are data entered

case status o
Was your case filed at a Service Center?

v YES

¢ NO

2



Home | Espafial | Site Map

My Case Status

Paratenar acceso 2 este siio en Espaliol presions agul

J Check Wy Case Stafuis

# Sigen to My Account

® Sign-Up for Case Undates
# Chieck Processing Times
# Change Of Address Online

(0)6)
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To assist you, | will need to collect some information from you.

Nate to Representative:
o sk for the receipt number of the case from the customer;
f the customer b has a receipt number, but indicates that it they do not have it on-hand during the call, mform the customer fo call back with
the receipt number available.

o Ifthe customer indicates that hefshe has ne errmewndaferem number, ask whether hbb““ff;%‘mi than 10 days sinca the apphcation
fo con

h was filed. Ifit has been more than 10 days, transfer to TIER Z; if it has been fess than 10 days. inform the customer uhuﬂmm‘fm
| receipt nofice, whichis normally generated and mailed outto ”ial?ff!‘dﬂ?“W’hl"l‘ 0 days from &etﬁ ite of filing.
»  NOTE: Foms 881 ’m{i 589 will not appear in Case Status Online. These form types are asylum-related applications and do not

recetve a receipt number. More information about what to do with asylum-related inquire
s« NOTE: Forms 1751 and 1-829 receive receipt numbers but are not entered info Case Sta
in 2 separate system.
»  Check Case Status Online using the receipt nu
o Note the status of the case: ) A—
o Nole whal form number s shown in case stalus online on the case fied and then confinue below.

eg,
fus

ne because they are data entered

mber provided by the customer,

Was your case filed at a Service Center?

29



Wain Menu

Pending Cases

Have you called about fhis issue before?
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What question do you have about your currently pending case?

0oy, Dut have ot received a receipt nolice:

enter or more fhan 10 davs agpat a Lok

[
o | have a receipt number from & Service Center but case status onlne does nof have any information about my case, or [ want

v | fled a case more than 20 davs ago al 2 Senvice

0 Ko where my cage

i

.

T
[

N35 been fransfermed for proce

o N-40 and have not received a biomefncs appontment nofice within 30 days

A

(21 00, 00, 190, 791

F
ry of my receintnofice

v {fled aFom |48 176

f

after delly
v |fled aFom 1600 or 600

01 A for the adoption of a foreiqn orphan and need o bring an esue o the atenfion o an adoption offcer

f
0

B

for sy based 11

and 25 days

5
some. bt ot others and | am concemed the companion cases may have been

3
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T
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USCIS Customer Vome2  Aleady Fled (Pending Cases)

How can | help you with your pending case?

Main Menu
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-

{understand that you believe your case fs outside of normal processing fimes. | can assist you by vertying what the processing fime i for your case. What
type of form did you fle and where did you il 7

Note to Representative: Check the processing tmes for the form type and appropriate office provided by the customer. Based on the processing ime
listed, does the case appear to be outside nomnal processing fimes?

[/ YES: Ga to SRAT and fake an ONPT Senvice Request. Ensure the callr s within he “acceplable callr
senvice request

140 Your case s stllwithin the normal processing time forthis type of case at his specific offce. Please allow the amount of tme shown in the
processing fmes isted for s form on our website o pass.

¢ efore taking 2

The customer is calling about Form 1763,

i

ffthe customer is calling about Form 1389 or Form 1481; Fom 1080 is fled at Senvie Center butis nol receipled in CLAI
ﬁpmpﬂmw Im offce wi hsu?i dm*iﬂ receipt Fom 481 s fled directy with the Asylum Offce. Forms 1981 and 1583 wil
Case Status Online. The -89 or Fom 1981,

W5 and s forwarded fo the
INOTBEFOUND In

e

ffthe customer s calling about an electronically filed Form 1128 for an O or P nonimmigrant warker, f Form 1126 was fled electronically for an G or
P nonimmigrant worker, the actua prwm;ng ime does not begin untl USCIS has received allof 4 e*mpf‘m 7 documents that accampany the fling of the
form, 1fthe case aupears o be outside the nomal processing fme based on the processing fime matix, Q@@%W&m ake an ONPT Service Request

:,wure hemt s wilhinthe “acceptable callr fype” before taking a sevice W‘t fihe case appears o be wihin nomal processing fimes, please tel

wihin
the customer: Your case s stl within the normal processing time for his fype of case at this specific office. Please ll ih ount of time shown In the
o essmg ;meslhstedf or his farm on our website o pass.

34



ULS, Citizenship
and Immigration
Service

35



need:

« The office where it has heen nrwill e filed (rto which it has been transferred);
+ Thetye of application or pefition; and
o The date on'which itwas fled, ifit has already heen submitied.

Ifiyou do not know this information about & case you have fled you can find it on the Notice of Receint that we mailed to you when you
filedyour application or petfian.

Instructions on Using the Table
First, Using the drop down menus below, find the local ofice or sendce center handling the case that interests you. Then click on the

telafing " Pratessing Dates” hution. This willbring up & chartthat shows the Fom Number, Farm Name and Processing Times for all of
the formns that are pracessed atthat offce. (Note that notall offices process all ypes of applicaﬁons and peitions )

Field Offce Agana GU

- Field Office Processing Dates

Soits Cete (CSC-CALIFORNASERVICE CENTER ¥ | Senice Certe Processing Daes

 NECProgeseing Dates

Nafional Benefts Centa (also known ag MSC)

Para tener aceeso s este sitio en Espafial precions sl

3%
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Chapter 27

Unit2.7.1

OVERVIEW
A customer may call in because he/she believes that the case is taking longer than the processing times posted on the USCIS Web site. Hf the case is
outside of normal processing times, an NCSC representative may be able to assist the customer by taking a service request on the customer's bahalf.

CSR prompt - It appears you believe your case is outside our normal processing time. 15 that correct?
[fyes, continue balow
i no, go to “Where to Start”

Funderstand that vou believe your case is outside of normal processing times. | can assist you by verifying what the processing fime is for your case. What
type of form did you file and where did you file it?

Hote to Representative: Check the processing times for the form type and appropriate office provided by the customer. Basad on the processing fime
listed, does the case appear to be oulside normal provessing fmes?

{YES: Go to SRMT and take an ONPT Servce Request. Ensure the caller is within the "acceptable caller type” before taking a
sarvice request.

fFNG: Your case is still within the normal processing time for thisd
processing fimes listed for this form on our website fo pass.

e of case at this specific office. Please allow the amount of ime shown in the

The customer is calling about Form |-785,

If the customer is calling about Form 1589 or Form 1881 Form 1088 is fled at Service Center butis nof receipted In CLAIMS and is forwarded to the
appropriate asylum office within 30 days after receipt Form 1881 s fled directly with the Asylum Office. Forms 1081 and 1-580 will NOT BE FOUND in
Case Status Onfine. The case is either a Form 1-580 or Form 1-881.

If the customer i calling about an e!ammmtaiyﬁlaﬁ Form [-128 for an O or P nonimmigrant worker: If Form 120 was fled slactronically foran O or

F onimmigrant worker, t @ac‘cz,al processing time does not bagin until USCIS has received all of the supporing docur wm? at accompany the filng of the
‘?w If the case appears o be outside the na};‘mm, ssing time based on the Dmcessma fime matrix. g0 fo SEMT and take an ONPT Service Raguest
Ensure the caller is within the “acceptable caller type” before taking a service request, if the case appears to be within normal processing fimes, please el
the customer: Your case is still within the nommal processing fime for this type of case at this specific office. Please allow the amaount of fime shown in the
processing imes listed for this form on our website 1o pass.

'E
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\What do you need from a caller to check their case status?

\Where can a caller locate a Receipt Number?

After providing information from case status on ling what's
the next step?

39
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ONPT Review | Day 7 Session 2

Lo

Day 7 Session 2 - AGENDA

TIME/HRS ITEM/ACTIVITY FACILITATOR(s)

.25 Open Ended Discussion — Operations Supervisor

This time will be used as a period for CSRs to ask any
questions, or seek clarification regarding calls they
were subject to during their time on the phone.

75 Additional ONPT Review— Operations Supervisor

s What is ONPT

o Different call flow for [-765 ONPT

o Processing Times VS SRMT Processing Times
¢ Forms not in processing times matrix




s Rne

ONPT Review | Day 7 Session 2

ONPT stands for Outside of Normal Processing Time. If an individual files an application with
USCIS and believes their case has been processing too long they will call us to check the status
of their case. We will go through our probing questions to determine if the case is in fact outside
of the normal processing time, and if so we can often contact the office on their behalf by
submitting a Service Request.

| understand that you believe your case is oulside of normal processing times. | can assist you by verifying what the processing time is for your case. What
type of form did you file and where did you file it?

The customer is calling about Form [-765,

fote to Representative: For all other forms check the processing times for the form type and appropriate office provided by the customer. Based on the
processing time listed, does the case appear to be outside normal processing times?

« [fYES: Chaoose the link for the form filed below.
o Form 1-730

Electronioally flled Form 12128 for an O or P nonimmiarant workey

= Form 1889 or Form 1B81: Form [-58% is filed at Service Center but is not receipted in CLAIMS and is fonwarded to the appropriate
asylu office within 30 days after receipt; Form 1821 is fled directly with the Asyium Office. Forms 1-881 and 1538 will NOT BE FOUND
in Case Status Onfine. The case is sither a Form 11589 or Form {881,

All other types of forms,

® TNCE Tell the customer. Your case is still within the normal processing time for this type of case at this specific office. Please allow the amount of
time shown in the processing times listed for this form on our website to pass. Once the time your case has been pending exceeds the processing
time indicated for your type of case for the office processing your case you may want to consider going o our website and filing an electronic inquiry
to notify USCIS your case is outside normal processing time. This option is available 24 hours a day. [f this option does not meet your needs you
may call the NCSC to speak with a representative during business hours.

o Example — Customer filed an I-131, Application for USCIS Travel Document on
01/07/2015, with the Vermont Service Center and believes he should have already
received a decision on his case.

|:| Supervisor — Use the call scenario above to have the CSRs navigate with you
through ONPT to check the processing times for the I-131 at the Vermont Service
Center. Use the processing times to determine if the case is ONPT. Point out the
two different options depending on the results of the processing times, either
completion of a Service Request or a scripted response that explains the case is
still within the normal processing time.

REV 09/15/2015 | ONPT Review



ONPT Review | Day 7 Session Z

s Rne

Although the call flow we just covered directs you to check the processing time of the office
handling the case, there is a different call flow for the I-765, Application for Employment
Authorization. With this form type you should never check the processing times. Instead
follow through your probing questions to determine if the case is:

o Within the Normal Processing Time (Less than 75 days)
o Approaching the Regulatory Timeframe (Between 75 — 90 days)
o Beyond the Regulatory Timeframe (Over 90 days)

Supervisor — Navigate with the CSRs through the [-765 call flow.

| understand that you believe your case is outside of normal processing times. | can assist you by verifying what the processing time is for your case. What
type of form did you file and where did you file t7
The customer is calling about Form 1785,

Naote to Representative: Faor all other forms check the processing times for the form tvpe and appropriate office provided by the customer. Based an the
processing time lsted, does the case appear 1o be outside normal processing times?

«  HYES: Chaose the link for the form filed balow.

Form I-730

Electronically filed Form 1-129 for an O or P nonimmigrant worker

Form 1-88% or Form 881: Form [-588 i filed at Service Center hut is not receipted in CLAIMS and & forwarded o the appropriaie
asylum office within 30 days after receipt, Form 981 is fled directly with the Asylum Office. Forms 1-881 and 1-589 will NOT BE FOUND

in Case Status Online. The gase is either a Form 1-58% or Form 1-881.

All other types of forms,

I NO: Tell the custamer. Your case is still within the normal processing time for this type of case at this specific office. Please allow the amount of
time shawn in the processing times listed for this form on our website to pass. Unce the time your case has been pending exceeds the processing
time indicated for your type of case for the office processing your case you may want to consider going to our website and filing an electronic inquiry
to notify USCIS your case is outside normal processing time. This option is available 24 hours a day. If this option does not meet your needs you
may call the NCSC to speak with a representative during business hours.

Galf Thuide Voduwe § - Bloeady Fied (Pending Suses)

UBOIR Customer Bervin

What is the fotal processing Sme elapssd shoe fing this vaze?

w75 dyes or leun 28 days or less fur aslum apelicants)
v Eeotwson 78 and 80 doys (Between 28 and 30 days for asylum applicants)

* Dyer 80 davs MWors than 30 days for asvlum applicants)

Fendop Cares Mamlew .

REV 09/15/2015
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ONPT Review | Day 7 Session 2

While navigating through ONPT the first direction you're given is to check the processing times
for the form type the customer has filed. Often times the processing times listed will give an
estimate of how many months it could take to adjudicate the application (6 months) instead of
actually showing the date the office is working on.

o Processing Time - Specific Date
If the processing time listed is the date (March 11, 2010) it makes it much simpler for you
to determine if the case is ONPT. Whatever date is listed for the form in the processing
times will also be listed as the processing time in SRMT. For example, the 1-130 filed by
a U.S. Citizen (see above) for their unmarried son or daughter shows a processing time
of March 11, 2010. If the customer filed their application any time prior to the date listed
(March 11, 2010) you will be able to complete a Service Request for ONPT.

o Processing Time — Estimated Months
If the processing time listed on the USCIS website shows an estimated amount of
months (5 Months) it can complicate the task of determining if the case is ONPT due to
the fact that SRMT will provide the specific date listed in its system.

For example, your customer is a Permanent Resident who filed the I-130, Petition for
Alien Relative, with the California Service Center on behalf of their unmarried daughter
under 21, on May18, 2013. They call you on November 20, 2013, because they believe
their case is ONPT due to the fact that it's beyond the 5 month processing time. When
you check the processing time at the California Service Center on the USCIS website
the processing time shown is 5 months. Because their case was filed on May 18, 2013
and has been pending for over 5 months it would appear to be ONPT. Our Gateway
script directs you to navigate to SRMT to complete an ONPT Service Request.

Once you’re in SRMT, you will input the date the customer filed their application (May
18, 2013), select ONPT, and then select the Processing Times button on Page 2 of
SRMT. Once you select Processing Times tab SRMT will automatically generate the
specific date the office is processing.

4

44



ONPT Review | Day 7 Session 2

Date Filed -~

sing Date: (MM/DD/YYYY

.

Date Processing > PIOCES:

Processing Times Location:

DO NOT give this date -Number of Days Eﬁtef'e__d’ing Ercﬁ:ea:{iﬂg ﬁa’taﬁ

s Qoo Step §oeeen

When this happens you are unable to complete the Service Request. You must explain
to the customer that although the estimated timeframe of 5 months has passed, upon
further review you were able to determine that their case is still within the normal
processing time.

The reason you don’t give the number of days exceeding the processing date is because
it could set inappropriate expectations for the customer. If you tell the customer the
number of days exceeding their processing time is 2 days, they can interpret that as
saying they should expect to receive their decision within 2 days. In all actuality it
depends on the number of 1-130 petitions the office received during that period and the
amount of staff available to process those cases.

[
i
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ONPT Review

5

Day 7 Session Z

e

In some instances the customer will call to check the status of their case and determine if it is
outside of the normal processing time. When you go to check the processing time for their case
you will realize that no processing time is available.

D Supervisor — Show example by pulling up processing times of an |-130 Immigrant petition for
alien relative at the NBC. If the customer was a U.S. Citizen who filed for a married child and
their petition was pending with the NBC no processing time is available.

When this happens you are unable to determine if the case is or is not outside of the normal
processing time, because we’re not provided with any dates. In this scenario you must navigate
to Centernet > Job Aids — Content > Matrix — Forms not in Processing Times.

Supervisor — Navigate to Centernet and pull up the Job Aid for CSRs to view the response.

Response to Caller:

“The length of time for the processing of forms received at USCIS varies. Many
factors contribute to the timeframes including the amount of applications or
petitions that are the same type as you have filed and were received prior to yours.
The actual processing of an application or petition may be shorter or longer due to
a wide variety of reasons. You will be contacted once your forms have been
processed.”

REV 09/15/2015 | ONPT Review
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‘USCIS Customer Serwce Reference Gmde \ . .  ;Las\tUpdeted:\12-\1\7-\1\5‘“

Jolume 4 ;:s::eee 4, Den seﬁ ?eeeeef‘ r Recently Became a Permanent Resident

s

Note to Representative: If the customer s calling about a duplicate Permanent Resident Card or duplicate Employment Authorization Document

Note to Representative: For an atforney, an accredited representative, or a community based organization transfering from the legal representative section
ofthe “Where to Start” menu.

Ifthe caller amives here directly from the [VR, ask the caller,

Are you an employer, a legal representative, or a USCIS customer?

o Employer
o Legal Representative who has filed a G-28

o USCIS Customer

Note to Representative: The phrase “legal representative” refers equally to:
o attomeys/aw-firms
¢ accredited representatives
s Community-based organizations (CBO's).

Note to Representative: If the customeris a legal representative calling on behalf of a client but does NOT have a G-26 on file, please provide the customer
the following message: Since you do not have a Form G-28 on file, we are unable to provide you with any case specific information. You may have your
client call for information regarding his or her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your
Client.

. MainMeny
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USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 2 of 188

Do you have questions about the Administrative Site Visit and Veriication Program (ASVVP) or the status of a petition you filed on behalf of a prospective
employee?

o Administrative Site Visit and Verification Program

o Status of a petition you filed on behalf of a prospective employee
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USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident

Page 3 of 186

To assist you, | will need to collect some information from you,

Have you/your client received a receipt notice with your/your client's, receipt number?

v 1S

v NO
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Page 4 of 186

Do you have your/your client's receipt number available now?

=

¢ NO
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USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 5 of 168

Whatis the receipt number?
Note to Representative: Note the receipt number provided by the customer for a future search of Case Status Online,
Have you/your client called about this issue on this specific case before?

v 1ES

» NO
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USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 6 of 168

Note to Representative:
o [fihe customer does not currently have a receipt number available but will be able to retrieve it later, please ask them to call back once they have the
receipt number,
o For ELIS customers: If the customer does not have hisier receipt number and will not be able to retrieve it later.

o Ifithas not yet bean 60 days since the customer paid the fee, please advise the customer that a receipt number will not be available until 60
days after payment.

o Ifithas been 60 days or more, tell the customer to: Please visit https.//egov.uscis.govicris/contactus and fill out the Electronic Immigration
System Online Help Form requesting an update of your status. Please remember to include your full name, A-number, date of birth, and
country of birth when completing the Form. You can find your A-Number on your immigrant data summary, USCIS Immigrant Fee handout,
or immigrant visa stamp.

s Fornon-ELIS customers: if the customer indicates they have lost their receipt number, please transfer the call fo Tier 2, UNLESS Tier 2 live
assistance is unavailable.
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Note to Representative: Did the receipt number provided by the caller start with EAC, SRC, LIN, or WAC?
if the receipt prefix is MSC or NBC please select "NO” below.

v XS

¢ NO

53



USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 8 of 188

Was a service request created on yourfyour client's behalf on the previous call?

v XS

v NO

s




USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident

Page 9 of 168

Have youfyour client received a response 1o that service request?

v 1B

¢ NO
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Has it been 30 days since the service request was responded to?

v XS

v NO
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§

Has it been 30 days since the initial service request was created?

v XS

v NO
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Page 120f 188

Have youfyour client requested the service request be updated and resent to the appropriate office?

v XS

¢ N0
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Page 13 0f 186

Have youfyour client received a response to the updated service request?

v XS

v NO
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Has it been 30 days since the service request was updated and resent to the appropriate office?

o YES Note to Representative: The link will take you to the menu of issues which will lead you to the appropriate service request type where you
can follow the override routing instructions.

¢ NO

et
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USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 15 of 188

Please wait 30 days for an answer to your service request and completion of any promised actions or notices before requesting creation of a subsequent
Service request.

b1
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Page 16 0f 188

Please wait 30 days before requesting a new service request be created.
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Was a service request created on yourfyour client's behalf on the previous call?

v XS

v NO
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Have youfyour client received a response 1o that service request?

v 1B

¢ NO
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Page 19 0f 188

Has it been 30 days since the service request was responded to?

v XS

v NO
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Page 20 of 188

Has it been 30 days since the initial service request was created?

v XS

v NO
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Page 21 of 186

Have youfyour client submitted an email to the appropriate Service Center for follow-up?

v XS

¢ N0
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USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 22 of 188

Note to Representative: Please provide the customer with the appropriate USCIS Service Center e-mail listed below based on their receipt prefix. The
customer can e-mail the Service Center that has jurisdiction over hisiher case. The customer's recaipt notice will indicate EAC for the Vermont Senvice
Center, SRC for the Texas Service Center, LIN for the Nebraska Service Center, and WAC for the California Service Center,

California Service Center. csc-nesc-followup@uscis.dhs.gov Vermont Service Center: vsc.ncscollowup@uscis.chs.gov
Nebraska Service Center: nescfollowup.nsc@uscis.dhs.gov Texas Service Center. tsc.nescfollowup@uscis.dhs.gov

Read the following to the cusiomer. When e-mailing the service center, you should provide the information about what happened the first time you or your
client called us about this issue. Also, if you remember. provide the name and/or 1D number of the representative you or your client talked to when you
called the first time, the date and time of the call, and if applicable, any service request referral number. You should also provide your receipt number, alien
registration number, type of application filed and date filed. You should expect to receive a response from this e-mail within 21 days.

k. hpprovediDenied o Re
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Page 23 of 186

Have youfyour client received a response to the email sent to the Service Center?

v XS

v NO
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Page 24 of 188

Has it been 21 days since the email inquiry was sent to the Service Center?

v XS

v NO
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Page 25 of 186

Have you/your client submitted an email to HQ Service Center Operations?

v XS

v NO

7
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USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 26 of 188

Please wait 21 days for an answer to your email inquiry and completion of any promised actions or notices before requesting creation of a subsequent
Service request.
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USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 27 of 188

You can e-mail the USCIS Headquarters Office of Service Center Operations at.: SCOPSSCATA@uscis.chs.gov. When e-mailing Service Center

Operations, you should provide the same information you, or your client, emailed to the service center. You should expect to receive a response from this e-

mail within 10 days.

Note to Representative: If the caller needs a reminder of what they were to include, read the following: You should provide the information about what
happened the first time you or your client called us about this issue. Also, if you remember, provide the name and/or 1D number of the representative you or
your client talked to when you called the first time, the date and time of the call, and if applicable, any Service request referral number. You should also
provide your receipt number, alien registration number, type of application filed and date filed.
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Page 28 of 188

Have you/your client received a response to the email from HQ Service Center Operations?

v 1B

v NO

fe
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USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 29 of 188

Has it been 10 days since the email inquiry was sent to HQ Service Center Operations?

o YES  Note to Representative: The link will take you to the menu of issues which will lead you to the appropriate service request type where you
can follow the override routing instructions.
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Please wait 10 days for an answer to your service request.

i e

- Approved/Denied or R
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What is the current status of your case?

Chapter1 I recently entered with an immigrant visa, adjusted status o a permanent resident, or my application for a new permanent resident card was
approved and | have an issue concerning my permanent resident card

Chapter2 My case was recently approved or | was told that | would be approved (other than permanent residence)

Chapter3 My case was denied, revoked. rejected, or administratively closed and | have questions or concems

Chapterd  I'have questions about my new status as a permanent resident

17



USCIS Customer Service Cail Gu Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 32 of 188

What is the issue concerning your permanent resident card or status?

Unit1 My address changed while waiting for my Permanent Resident Card

Unit2 There is a typographicaliother error on my Permanent Resident Card or Approval Notice

Unit3 | have concems about the delivery of my Permanent Resident Card

Unit4 | have a child that recently entered the United States with an IR-3 immigrant visa, but he/she has not et received hisfher Certificate of

Note to Representative: If the customer is calling to ask why his/her signature does not appear on hisher Pemmanent Resident Card, please inform the
customer as follows: Permanent Resident Cards do not always include the holder's signature. USCIS may waive the Signature requirement for certain
people, such as children under the age of consent or individuals who are physically unable to provide a signature. Additionally, since February 2015, we
have been waiving the signature requirement for people entering the U.S. for the first time as lawdul permanent residents after obtaining an immigrant visa

abroad from a U.S. Embassy or consulate. When we issue a Permanent Resident Card without a signature, the card will say “Signature Waived” on the front

and back of the card where a signature would normally be located.
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USCIS Customer Service Cail Gu Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 33 of 188

Chapler 1 Recently Became a Permanent Resident
Unit1 My Address Changed While Waiting For My Permanent Resident Card
wRERE

Certain customers are legally obligated to inform USCIS when they move. Customers who are not U.S. citizens, who are 14-years of age or older and who
have moved, are required to submit a completed Form AR-11 within ten days of the move. Customers, whether or not U.S. citizens, who have submitted
Form |-864, Affidavit of Support, on behalf of someone who has become a permanent resident and the Affidavit of Support s stillin force, are required to
complete Form 1-865 within thirty days of the move.

Prompt - It appears your address has changed while waiting for your permanent resident card. Is that correct?
If yes, continue below
If no, go to “Where to Star’

If your address has changed it is very important that you notify USCIS. If your card or notice has not yet been issued, | can help you update your address. If
the card or notice has already been issued, | can provide you with some helpful information and may be able to otherwise assist you by informing the
appropriate office of your situation. Before | can help you, | will need some information from you...

Note to Representative:
Go to Case Status Online and check the customer's recaipt number. Note the status of the case and the form number filed that is shown in Case Status
Online.

Exception:;
o Forms 751 and 1-829 receive receipt numbers but are not entered into Case Status Online because they are data
entered in a separate system. For change of address inquiries related to the delivery of a permanent resident card on
these fwo forms, please transfer the call o Tier 2, UNLESS Tier 2 live assistance is unavailable.

Chose the category the status you oblained from Case Status Online falls into:

o No automated information in Case Status Online

o No approval notice or Permanent Resident Card sent yet

o Permanent Resident Card sent more than 30 days ago, was retumed as undeliverable and has been destroyed

o Permanent Resident Card sent more than 30 days ago, was retumed as undeliverable and case status online does NOT show it has been destroyed

 ApprovediDenied or RevokediNew Permanent Resident ~~~ MainMenw
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USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 34 of 188

If Case Status Online doas not show that an approval notice or Permanent Resident Card has been sent yet, go to SRMT and create a Change of Address
service request. Ensure the caller is within the “acceptable caller type” before taking a Service request,

s Ifa Service Request is being created for a legal representative on behalf of hisiher client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

¢  If the service request being created for the legal representative indicates it is a tertiary {third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance
Office using office code CAQ. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office so they can assist you in the resolution of your inquiry.

s [fihe legal representative indicates at this time that they do not have & valid G-28 on file, read the following: Since you do not have a Form
(-28 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

More information about non-receipt of an approval notice

More information about non-receipt of a Permanent Resident Card

80



USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 35 of 188

If Case Status Online shows that an approval notice or Permanent Resident Card was sent more than 30 days ago, was returned as undeliverable and
has been destroyed, give the customer this message: you will be required to apply for a replacement document and, in most cases, submit a fee with that
application for a replacement document,

More information about non-receipt of an approval notice

More information about non-receipt of a Permanent Resident Card

i o ReinedNe e

{Resident ~ Approved/Denied

emmanent Resident - Mai enu
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If Case Status Online shows that an approval notice or Permanent Resident Card was sent more than 30 days ago, was returned as undeliverable and
case status online does NOT yet show it has been destroyed go fo SRMT and take a Non-Delivery service request, indicating in the Comments block
what specific nofice or document is in the file af the office. Ensure the caller is within the “acceptable caller type” before taking a service request, If there is an
issue with the address, draw attention to it in the comments block. Do not take a separate Change of Address service request.
¢ |fa Service Request is being created for & legal representative on behalf of hisher client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
o i the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request fo the Customer Assistance
Office using office code CAQ. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office So they can assist you in the resolution of your inquiry.
o [fihe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
G-28 onfile, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

More information about non-recgipt of an approval notice

More information about non-receipt of a Permanent Resident Card

Denied or RevokedINew Permanent Resident  Main Menu
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Chapter 1 Recently Became a Permanent Resident
Unit2 Typographical Error on @ Document or Approval Notice
OVERVEW

Typographical errors appear when incorrect information was initially provided by a customer or when data was incorrectly entered dunng Case processing.
Typographical errors are often simple - such as the transposition of a few letters - but they can also present greater problems, such as a document being
sent to the wrong person. Other errors such as having an incorrect picture can also occur. In some cases, such as when a typographical eror appears on a
naturalization certificate or permanent resident card, the customer may be required to submit another application to get the error resolved and be issued a
new, corrected document.

Prompt - It appears you are a new permanent resident who has received a notice or a card with errors on it. s that correct?
If yes, continue below
If no, go to “Where to Start’

Where did the error occur?

Section1  Typographical/other error on a Permanent Resident Card

Section2  Typographical error on an approval notice

Section3  Notice or document received by wrong person
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Chapter 1 Recently Became a Permanent Resident
Unit 2 Typographical/Qther Error on a Permanent Resident Card
Section 1 Typographical/Qther Error on @ Document

If youlyour client received a Permanent Resident Card with an error on it, youfyour client will need to file:

+  Anew Form -90, Application to Replace Permanent Resident Card:
o Any supporting documents; and
o The original I-551 Permanent Resident Card.

Youfyour client can download Form 190 from our website at www.uscis.gov. Please carefully follow the instructions to the form.

If the error was caused by USCIS, and if youlyour client can document that the error was the fault of USCIS, you/your client may not have to pay the filing fee
for Form -90. When re-fiing, please also submit a detailed explanation of the error. The final decision concerming a fee waiver lies with the office taking the

application.

If the error on the card was due to incorrect information you/your client provided or information you/your client failed to provide, or if you/your client cannot

establish that the error was the fault of USCIS, youfyour client will be required to pay the filing fee.

In most cases, the corrected card can be created from existing biometric data. If new biometric data is needed, youfyour client will be mailed a notice
scheduling youryour client for an appointment to go to an Application Support Center (ASC) to have yourftheir fingerprint, photo and signature taken.

Do you believe the error was caused by USCIS or that you or your representative caused the error?

o Customer believes error was on the part of USCIS

o Customer believes error was on their part or their representatives part
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Page 38 of 166

Do you believe this error is going to cause a negative impact on your/their ability to work or travel?

v XS

v NO
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Note to Representative: If the customer indicates an issue that appears may have a negative effect to hisfher work or abilty to travel and refum to the U.S,
go to SRMT and take an “expedite” service request. When completing & service request, include the expedite criteria the customer thinks they qualify
under, in the “comments field.” Ensure the caller is within the “acceptable caller type” before taking a service request.
s |fa Service Request is being created for a legal representative on behalf of hisiher client, read the following: | will be taking some information from
you in order to create a service request and submit it to the office working your client’s case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary (third) request or feels they have received a
nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office using office
code CAD. Once you create the service request, read the following: | am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.

s [fthe legal representative indicates at this fime that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client,
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You or your client will be required to file @ new Form |-90 with fee to correct the typographical error caused by you or your client.
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Is the typographical error part of the customer’s address?
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Did you file your application or petition using USCIS ELIS?
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Note to Representative: If the situation does not appear to be an emergency, go to SRMT and take & “typographical error” service request.
s Ifa Service Request is being created for a legal representative on behalf of his/her client, read the following: [ will be taking some information from
you in order to create a service request and submit it to the office working your client’s case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary {third) request or feels they have received a
nonresponsive answer, override the defaulf routing to send this service request to the Customer Assistance Office using office
code CAD. Once you create the service request, read he following: | am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.

s [fihe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Note to Representative: Inform the customer of the following: If you filed your form in ELIS, we can take a change of address for you, but please be
advised that if you log into your ELIS account and change your address yourself it will be immediately reflected in your immigration record. Our telephonic
process can take up to five days to be completed. If they still want to submit the change of address over the phone, Go to SRMT and take a “Change of
Address” service request.
s |fa Service Request is being created for a legal representative on behalf of hisier client, read the following: 1 will be taking some information from
you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary {third) request or feels they have received a
nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office using office
code CAO. Once you create the service request, read the following: | am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.

¢ |fihe legal representative indicates at this fime that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Note to Representative: Go to SRMT and take a ‘Change of Address” service request.

o IfaService Request is being created for a legal representative on behalf of hisher client, read the following: | will be taking some information from
you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary {third) request or feels they have received a
nonresponsive answer, override the defaulf routing to send this service request to the Customer Assistance Office using office
code CAD. Once you create the service request, read he following: | am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.

s [fihe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Chapler 1 Recently Became a Permanent Resident
Unit2 Typographical Error on a Document or Approval Notice
Section 2 Typographical Error on an Approval Notice

Note to Representative: Typographical erors on an approvai nofice only requires action if the error will affect the customer's ability to travel abroad and
refum o the United States or obtainfretain employment. If the customer indicates that the eror may affect his/her ability to travel or work and will have
immediate negative consequences in that regard, go to SRMT and fake an “expedite” service request. Include the expedite criteria the customer believes
he/she qualifies under in the “comments” field. Ensure the caller is within the “acceptable caller type™ before taking a service request.
o I 2 Service Request is being created for a legal representative on behalf of hisiher client, read the following: | will be taking Some information from
you in order to create a service request and submit it to the office working yourcllentscase If that office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o I the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have received
nonresponsive answer, override the defaulf routing to send this service request to the Customer Assistance Office using office
code CAO. Once you create he service request, read the following: | am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.

¢ |fthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

Ifthe situation does not appear to be an emergency, go to SRMT and take a “typographical error” service request. If the emor is part of the customer's
address, go to SRMT and take a “Change of Address” service request instead.
o |fa Service Request is being created for a legal representative on behalf of hisher client, read the following: [ will be taking some information from
you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary (third) request or feels they have received a
nonresponsive answer, override the defaulf routing fo send this service request to the Customer Assistance Office using office
code CAO. Once you create he service request, read the following: | am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.

o |fhe legal representative indicates at this time that they do not have a valid G-26 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Chapler 1 Recently Became a Permanent Resident
Unit2 Typographical Error on a Document or Approval Notice
Section 3 Notice or Document Received by Wrong Person

If you, or your client, have received a document or notice that does not belong or relate to you or your client - or would like to report that a notice or
document was received by the wrong person - | will need to collect some information from you to resolve the situation. We wil forward the information you
provide to the appropriate office or center and you will be contacted with instructions.

Note to Representative: Collect the following information from the customer:

The name on the document or notice

The receipt number and/or A-Number on the document or notice

The type of card or document or, if a notice, the type of case it relates to (if known), and
The name and address of the person who received the document (the caller)

Go to SRMT and take a “typographical error” service request and note in the comments that the “documentinotice was received by a person with no
bearing on the case’,
s IfaService Request is being created for a legal representative on behalf of his/er client, read the following: | will be taking some information from
you in order to create a service request and submit it to the office working your client’s case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

s [f the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have received a
nonresponsive answer, override the defaulf routing to send this service request to the Customer Assistance Office using office
code CAQ. Once you create the service request, read the following: [ am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.

o [fihe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Chapler 1 Recently Became a Permanent Resident
Unit3 Non-DeIivery ofa Permanent Resident Card
OVERVIEW | L

When a customer becomes a permanent resident, a permanent resrdent card is generated and mailed along with a welcome notice. The permanent resrden
card is proof of the customer’s status in the United States. A customer may also apply to renew/replace their permanent resident card or apply to have the
conditions removed on their residence. Both of these may also result in @ permanent resident card being generated and mailed. If a customer does not
receive the card, in some cases it may be appropriate to create a service request in order to resolve the issue. In other cases, the customer may need to file
an application for a replacement card.

Prompt - It appears you are having issues with the delivery of a Permanent Resident Card. Is that correct?
If yes, continue below
If no, go to “Where to Start’

What action generated the request for a permanent resident card for you or your client?

o [ormy client entered the United States with an immigrant visa

o My ormy client's adjustment of status application was approved by a USCIS office

o Myormy client's application to renew or replace my or my client's permanent resident card was approved

o My ormy client's application for removal of conditional residence was approved

o [ormy client was granted permanent residence by an immigration judge
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Were you or your client issued your Immigrant Visa by a U.S. Embassy or Consulate on or after February 1, 2013?

v 168

¢ NO
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Were you issued a visa either as an Afghan/lraqi Special Immigrant who has translated for or assisted the U.S. government or as a child who entered the
U.S. under the Orphan or Hague adoption programs?

v 16
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Has it been 60 days since youryour client was admitied into the U.S.?

v Yo

v No
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Please wait 60 days from the date you or your client was admitted into the U.S. to receive your or your client's permanent resident card. If you, or your client,
have not received your or your client's card after 60 days please call us back.
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Did you, your client, or someone else pay your or your client’s USCIS Immigrant Fee?

v 168
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Please o to our website at www.uscis.goviuscis-elis to pay your immigrant fee or inform your client or someone on their behalfto do 0. Your or your client’s
permanent resident card cannot be produced until the fee is paid. Please wait 60 days from the date you or your client paid your or your client's immigrant
fee to receive your or your client's permanent resident card. If you, or your client, have not received your or your client's card after 60 days please call us
back.

Note to Representative: For FAQs about the USCIS Immigrant Fee, go to Volume 4.3. There is a link fo the FAQS on the first page of the volume under
Chapter 4.3.4, Helping a Relative Become a Permanent Resident. Regardless of who sponsored the immigrant, the Immigrant Fee will be the same.

" NonDelveryofPR Cart ety
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Has it been 60 days since you, your client or someone else paid the feg?

v 168
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Please wait 60 days from the date you, your client, or someone else paid your or your client's immigrant fee to receive your or your client's permanent
resident card. If you, or your client, have not received your or your client’s card after 60 days please call us back,
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Has it been 60 days since youryour client was admitied into the U.S.?

v 168
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Do you have your immigrant visa number?

Note to Representative; the immigrant visa number will be the same number of digits as the alien number,

¢ Yes. Note to Representative: transfer the call to Tier 2, UNLESS Tier 2 live assistance is unavailable.

s No. Please call us back when you have your immigrant visa number.
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Whatis your USCIS Immigrant Feg receipt number?
Note to Representative:

ELIS customer: If the customer does not have his/her receipt number and will not be able to refrieve it later.

Tell the customer: Please visit hitps://egov.uscis.govicrisicontactus and fill out the Electronic Immigration System Online Help Form requesting an update of
your status. Please remember to include your full name, A-number, date of birth, and country of birth when completing the form. You can find your A-Number
on your immigrant data summary, USCIS Immigrant Fee handout, or immigrant visa stamp.

if the customer does not currently have a receipt number available but will be able to retrieve it later, please ask them to call back once they have the receipt
number.

If the customer or representaive has & receipt number on-hand, check Case Status Online using the USCIS immigrant fee receipt number provided by the
customer or representative. If available, provide customer with the USPS tracking number and delivery information from Case Status Online.

Ifthe customer or representative has a raceipt number on-hand but Case Status Online does not have automated information, provide the customer with
the following statement found in this link. For customers who entered the U.S. with an immigrant visa; If it has been 60 days since the customer was
admitted into the U.S. or 60 days since the customer paid the USCIS immigrant fee (whichever is later) fransfer the call to Tier 2, UNLESS Tier 2 live
assistance is unavailable.

Otherwise, note the status of the case that is provided in Case Status Online and select the appropriate category below:

o Permanent Resident Card order has not vet been sent to production.

o Permanent Resident Card order was sent to production more than 60 days ago but it has not yet been mailed.

o Permanent Resident Card was mailed but there is no indication that it was retumed as undeliverable.

o Permanent Resident Card was returned as undeliverable but it has not yet been destroyed.

o Permanent Resident Card was retumed as undeliverable and has been destroyed.

' Non-Delivery of PR Cand ~ Recently Became a Permanent Resident  Approved/Denled or Revoked/New Pemmanent Resident

Main Menu

106



USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 61 of 188

i

If you or your client has recently paid the USCIS immigrant fee, it may take longer than normal to view your case information on the USCIS Case Status
Onling feature. There is no negative impact on the processing of your or your client's case if the case information is not available online. Until the
information is made available online, you will not be able to track your case electronically on Case Status Online.

Please allow 30-45 days for the most current up to date status on your or your client’s case to be made available electronically. If the information is not
available within this time frame please retun the call so that we may investigate the matter further.

107



USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 62 of 188

Note to Representative:

o [fithas not been 60 days since either: (1) the customer was admitted into the U.S. or (2) the customer paid the USCIS immigrant fee (whichever is
later), inform the customer to call back after that time has passed if the card still has not been received.

¢ |fithas been 60 days since the customer was admitted into the U.S. or 60 days since the customer paid the USCIS immigrant fee (whicheveris
later) and the customer still have not received the -551 (green cardipermanent resident card), go to SRMT and take a Non-Delivery of Permanent
Resident Card” service request. Use the immigrant fee recaipt number. Please notate in the comments block “No Evidence Order Sent to
Production”. Ensure the caller is within the “acceptable caller type” before taking a service request.
o IfaService Request is being created for a legal representative on behalf of hisher client, read the following: [ will be taking some
information from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify
in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
*  [fthe service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request o the Customer Assistance
Office using office code CAO. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office so they can assist you in the resolution of your inquiry.
o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
(-28 onfile, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

Note to Representative: If there is an issue with the address, draw attention to it in the comments block. Do not take a separate Change of Address service
request.
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Note to Representative:

o [fithas not been 60 days since either: (1) the customer was admitted into the U.S. or (2) the customer paid the USCIS immigrant fee (whichever is
later), inform the customer to call back after that time has passed if the card still has not been received.

¢ |fithas been 60 days since the customer was admitted into the U.S, or 60 days since the customer paid the USCIS immigrant fee (whichever is
later) and the customer states that they have not received the I-551 (green card/permanent resident card), go to SRMT and take a “Non-Delivery of
Permanent Resident Card’ service request. Use the immigrant fee receipt number. Please notate in the comments block “No Evidence PRC
Mailed”. Ensure the caller is within the “acceptable caller type" before faking a service request
o Ifa Service Request s being created for a legal representative on behalf of his/er client, read the following: [ will be taking some
information from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify
in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
+ [fthe service request being created for the legal representative indicates itis a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance
Office using office code CAO. Once you create the service request, read the following: 1 am routing this service request to the
Customer Assistance Office S0 they can assist you in the resolution of your inquiry.
o Ifthe legal representative indicates at this time that they do not have & valid G-268 on file, read the following: Since you do not have a Form
(-28 onfile, we are unable to provide you with any case specific information. You may have your client callfor information regarding his or
her case. Once you have filed @ G-28, you may contact us directly for case specific information on behalf of your client.

>

Note to Representative: If there is an issue with the address, draw aftention to it in the comments block. Do not take a separate Change of Address service
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Note to Representative:
if Case Status Online indicates that the customer’s permanent resident card was mailed and:
s |f USPS Tracking Information shows delivered, fell the customer the following: You will need to file a Form |80 Under “Reason for Application” if

you are a 10-year permanent resident card holder check “2a,” if you are a conditional resident check “3a.” If you are unsure of your status, please
check your passport. For conditional residents, the letter “C will appear on the admission stamp followed by letters and/or numbers.

o Ifit has been more than 60 days and was never retumed as undeliverable or USPS tracking information shows delivered: You will need to file a
Form 1-90. Under *Reason for Application” if you are a 10-year permanent resident card holder check “2a," if you are a conditional resident check
*3a.” If you are unsure of your status, please check your passport. For conditional residents, the letter “C” will appear on the admission stamp
followed by letters and/or numbers.

s If it has been more than 60 days and the USPS tracking information shows anything other than delivered, go to SRMT to create a “Non-Delivery of
Permanent Resident Card" service request. Ensure the caller is within the “acceptable caller type” before taking a service request.
o Ifa Service Request is being created for a legal representative on behalf of hisher client, read the following: [ will be taking some
information from you i order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify
in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

*  [fthe service request being created indicates it is a secondary or tertiary (third) request, override the default routing to
send this service request to the Customer Assistance Office using office code CAO. Please be sure o capture the
following information in the service request: A# or receipt number, daytime telephone number, and, if possible, an e-mail
address. Once you create the service request, read the following: | am routing this Service request to the Customer Assistance
Qffice so they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-26 on file, read the following: Since you do not have a Form
(-28 onfile, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

s [fithas been less than 60 days, and the USPS tracking shows anyihing other than delivered, provide customer with the USPS tracking number and
delivery information from Case Status Oniine. Inform the customer to submit an e-request online at egov.uscis.govie-request or call back after 60
days if they have sfill not yet received their card. Remind the customer that if they submit an e-request, they should include their full name and A-
number,

Note to Representative: If there is an issue with the address, draw attention o it in the comments block. Do not take & separate Change of Address
service request.
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Note to Representative:

if the permanant resident card was mailed and retumed undeliverable but not yet destroyed, go to SRMT and take a "Non-Delivery of Permanent Resident
Card’ service request. Please notate in the comments block “PRC Returned Undeliverable Not Destroyed”. Use the customer’s receipt number. Ensure
fhe caller is within the “acceptable caller type" before taking a service request.
s |fa Service Request is being created for a legal representative on behalf of hisier client, read the following: [ will be taking some information from
you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created indicates it is a secondary or tertiary {third) request, override the default routing to send this
service request to the Customer Assistance Office using office code CAQ. Please be sure to capture the following information in
the service request: A# or receipt number, daytime telephone number, and, if possible, an e-mail address. Once you create the
service request, read the following: | am routing this service request to the Customer Assistance Office So they can assist you in the
resolution of your inquiry.

o [fihe legal representative indicates at this fime that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

Note to Representative: If there is an issue with the address, draw attention o it in the comments block. Do not take a separate Change of Address
Sevice request.

o Delieryof PR Caid - Recently Became & PermaentResident ApprovedDeried o RevokedNew Pemanent Resident Mainleni
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Note to Representative: If Case Status Online indicates that the customer's pemmanent resident card was mailed more than 60 days ago, and was
refurned as undeliverable and has been destroyed: You will need to file a Form 1-90. Under “Reason for Application® Under “Reason for Application” if you
are a 10-year permanent resident card holder check “2a,” if you are a conditional resident check “3a.” If you are unsure of your status, please check your
passport. For conditional residents, the letter “C” will appear on the admission stamp followed by letters and/or numbers.

facko
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Note to Representative: If the customer's application to renew or replace his/er permanent resident card was approved, please read: if you prefer to
contact us online about the issues you are having with the delivery of the permanent resident card, you can visit us at elis.uscis.dhs.gov and click on the
*Email Us for Help” link on the upper right hand side. You may submit your questions or concerns to us at any time of the day. We can also take information
now 1o assist you during this call. Would you like to continue with this call? If Yes, confinue below:

Check Case Status Onling using the receipt number provided by the customer or representative. If available, provide customer with the USPS tracking
number and delivery information from Case Status Online.

If Case Status Online does not have automated information, provide the customer with the following statement found in this link. Otherwise, note the status
of the case that is provided in Case Status Online and select the appropriate category below:

o Permanent Resident Card order has not yet been sent to production.

Permanent Resident Card order was sent to production more than 60 days ago but it has not yet been mailed.

Permanent Resident Card was mailed but there is no indication that it was retumed as undeliverable.

Permanent Resident Card was returned as undeliverable but it has not yet been destroyed.

Permanent Resident Card was returned as undeliverable and has been destroyed.
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Note to Representative:
if Case Status Online indicates that the customer's permanent resident card order has not yet been sent o production and:

s |thas nof vet been 60 days, inform the customer fo submit a request online at egov.uscis.govie-request or call back after that time has passed if they
have still not yet received their card.

o Ifithas been more than 60 days since the customer's case was approved, but the customer states that they have not received the I-551 (green
card/permanent resident card), go to SRMT and take & “Non-Delivery of Permanent Resident Card” service request. Use customer's receipt
number. Please notate in the commens block “No Evidence Order Sent to Production”. Ensure the caller is within the *acceptable caller type’
before taking a service request. Use customer’s receipt number.,

o IfaService Request s being created for a legal representative on behalf of hisher client, read the following: | will be taking Some
information from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to veriy
in USCIS systems that you have a valid G-28 onfile for this specific client and case type, you may be asked to re-submit a signed G-28.
+  |f the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request fo the Customer Assistance
Office using office code CAQ. Once you create the service request, read the following: 1 am routing this service request to the
Customer Assistance Office So they can assist you in the resolution of your inquiry.
o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
G-28 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

Note to Representative: If there is an issue with the address, draw attention to it in the comments block. Do not take a separate Change of Address senvice
request,
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Note to Representative:

if Case Status Online indicates that the customer's permanent resident card order was sent o production more than 60 days ago but it has not yet been
mailed:

¢ Goto SRMT and take a ‘Non-Delivery of Permanent Resident Card’ service request. Use customer’s receipt number. Please notate in the
comments block “No Evidence PRC Mailed”. Ensure the caller is within the “acceptable caller type” before faking a service request.
o IfaService Requestis being created for a legal representative on behalf of hisher client, read the following: | will be taking Some
information from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify
in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
*  fthe service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance
Office using office code CAQ. Once you create the service request, read the following: 1 am routing this service request to the
Customer Assistance Office S0 they can assist you in the resolution of your inquiry.
o Ifthe legal representative indicates at this time that they do not have a valid G-26 on file, read the following: Since you do not have a Form
(-28 onfile, we are unable to provide you with any case specific information. You may have your client callfor information regarding his or
her case. Once you have filed @ G-28, you may contact us directly for case specific information on behalf of your client.

Note to Representative: If there is an issue with the address, draw attention to it in the comments block. Do not take a separate Change of Address service
request,
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Note to Representative:

Forms |-751 and 1-829 have receipt numbers but are not entered info Case Status Online because they are data entered in a separate system. Fora non-
delivery of a permanent resident card inquiry on either of these two forms, please transfer the call to Tier 2, UNLESS Tier 2 live assistance is unavailable.

NanDeienyofPRCart - Reerl e a e Reste
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Did you or your client receive an appointment notice for biometrics?

v Yo

v No
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Has your mailing address changed since you/ your client was granted permanent residence status by an immigration judge?

v 168

v No
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Have you already completed a Change of Address (CoA)?
o Yes

v No

oprovedDenied or Revoked/New Permnanent Resident
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Has it been longer than 30 days since you submitted the Change of Address (CoA)?
o Yes

v No

Non-Delvery of PR Card  Recently Became a Permanent Resident
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Please allow 30 days from the date you submitted your Change of Address (CoA) to receive notification from USCIS that the address on your case has been
updated.
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Did you or your client attend their/your client's hiometric appointment?

v Yo
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Has it been 60 days since you or your client attended the biometrics appointment?

v Yo

v No
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Did you or your client attend all scheduled USCIS appointments and did you or your client comply with all USCIS instructions?

v Yo

v No
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| can take your change of address request on your pending application, but you still have to complete a form AR-11 to abide by the legal requirement of
notifying DHS of your address change. You can use our electronic change of address tool available on our website at www.Lscis.gov or complete the paper
Form AR-11, and mail it to USCIS according to the instructions on the form.

| will need to get some information about you and your case. | will send the information to the office where your case is located. That office will update your
address on the case and will also send you a confirmation letter. You should expect to receive that confirmation within 30 days.

Note to Representative: Go to SRMT and take a “Change of Address” service request. Ensure the caller is within the “acceptable caller type” before
taking a service request.
¢ |fa Service Request is being created for a legal representative on behalf of hisiher client, read the following: | will be taking some information from
you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
o I the service request being created for the legal representative indicates it is a tertiary {third) request or the legal representative
feels they have received a nonresponsive answer, override the default routing to send this service request to the Customer

Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing this service request to the

Customer Assistance Office so they can assist you in the resolution of your inquiry.
s [fthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

Note to Representative: USCIS can now accept a change of address online for members of the U.S. Miltary and their families overseas if they have an
APO or FPO mailing address. For all other individuals who moved fo & foreign address, please advise the customer to contact the nearest U.S. Embassy or
Consulate.

- MainMeny
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Please wait 60 days from the date you or your client attended their biometric appointment to receive their permanent resident card. If you or your client has
not received your or your client’s card after 60 days of attending the appointment, please call us back.

£ e
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| will need to get some information about you and your case. | will send the information to the office where your case is located.

Note to Representative: Go to SRMT and fake a "Non-Delivery of Other Notice” Service Request. Please notate in the comments block *ASC Notice
has not been delivered.” Ensure thet the caller is within the “acceptable caller type” before faking a service request.
o |fa Service Request is being created for a legal representative on behalf of hisiher client, read the following: 1 will be taking some information from

you in order to create a service request and submit it to the office working your client’s case. [fthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28. |
o Ifthe service request being created for the legal representative indicates it is a tertiary {third) request or feels they have received a
nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office using office
code CAQ. Once you create the service request, read the following: | am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.
o Ifthe legal representative indicates at this time thai they do not have & valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

Pkl
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Note to Representative: fransfer the call to Tier 2, UNLESS Tier 2 live assistance is unavailable.
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If you, or your client, have an appointment scheduled in the future, please be sure you/your client attend their scheduled appointment.

You or your client should bring a copy of the final order you received from the Immigration Judge or the BIA and documents establishing your or your client’'s
identity (passport, driver's license, USCIS issued employment authorization document, etc.) to the scheduled appointment.

Failure to attend all scheduled USCIS appointments and/or comply with USCIS instructions can delay the processing of your case and could even resuft in a
denial of your application or petition,

Note to Representative: If customer did not attend their appointment because they missed their appoiniment due fo an emergency:
If you had an emergency that kept you from attending your appointment, you can check the ‘Request to Reschedule” block on the notice and mail the
appointment notice to:

BPU Alexandria ASC, Suite 100
8850 Richmond Hwy
Alexandria, VA 22309-1586.

129



USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 84 of 188

You or your client must attend all scheduled USCIS appaintments. You or your client must also comply with all USCIS instructions and submit all required
documentation. Failure to attend all scheduled USCIS appointments and/or comply with USCIS instructions can delay the processing of your case and could
even resultin a denial of your application or petition.
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Chapler 1 Recently Became a Permanent Resident

Unit4 Non-Delivery of Certificate of Ctizenship (IR-3 Only) - (ONPT type of service request)

OVERVIEW L .

The Child Ctizenship Act (CCA) prowdes U.S. citizenship to certam foreign- bom ch||dren ofU S. citizens, mcludmg adop ed children. An orphan adopted
abroad by a U.S. citizen s given an IR-3 immigrant visa classification. Under the CCA, a child who enters the U.S. with an IR-3 classification automatically
acquires U.S. citizenship upon entry, as long as all conditions are met. USCIS produces and issues Certificates of Citizenship for children who enter under
the IR-3 classification. Certificates of Citizenship should be delivered within 45-days of the child's arrival.

Note to Representative: Ask the customer the following questions:
o Didthe child enter the United States as an IR-3 on or after January 1, 2004?
o [sthe child still waiting to receive his or her Certificate of Citizenship?
o Didthe child enter the United States more than 43 days ago?

ifthe customer answers “Yes" to ALL of the questions, go to SRMT and fake a Non-Delivery of Naturalization/Citizenship Cerfificate service request. Ensure
ihe caller is within the “acceptable caller type" before taking a service request.
o [fa Service Request is being created for a legal representative on behalf of his/her client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o If the service request heing created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request o the Customer Assistance Office
using office code CAO. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office so they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

ifthe answer s “No” to ANY of the questions, the case does not meet the definition of this type of service request. The customer will need to wait until ALL
the above requirements are met to inguire about the status of the certificate of cifizenship based on the IR-3. Tell the customer: Please call back when the
adopted child has been in the United States for more than 45-days and if the Certificate of Citizenship has still not been received. If the child entered prior to
January 1, 2004, you - the parent - will need to file a Form N-600 on behalf of the child to obtain a Certificate of Citizenship.

_ Recently Became a Permanent Resident ~~ ApprovediDenied or Revoked/New Permanent Resident ~ MainMenu
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Chapler 2 Approved Cases

What is the issue with your or your client’s approved case?

Unit1

Unt2  Myor My Client's Approval Notice or Document has a Typographical Error
Unitd My or My Client's Case was Approved. but We Have Not Received an Approval Notice or Docyment =~~~
Unit4 [ Would Like to Check the Current Priority Dates on My or Wy Clients Aporoved Pefiton

Units
Unité

U7

Unit8

Uity

Unit10

Unit 11

Unit12
Unitds

it

My or My Clients Address Changed After My or Ny Clients Case was Approved

| Have a Question About My or My Client's Approved 129

How do | upgrade My or My Client's Approved 1-130 Pefition When the Petitioner Naturalizes and other NVC Questions

| Have a Question About How the Child Status Protection Act Might Impact My or My Clients Preference Cateqory

| Have a Question About My or My Clients Approved Orphan Petton

| Have & Question About My or My Client's Approved Peftion by Entrepreneur fo Remove Conditions on Permanent Resident Status

| Have a Question About My or My Client's Approved N-400.

1 Have a Question Aboutthe Returm of My o My Clients Approved Peffion by the Deparment of State. =~~~

Note to Representative: If the customer has an approved immigrant petition and wants information about inadmissibility and waivers, go to Volume 6.
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Chapter 2 Approved Cases
Unit 1 My or My Client's Address Changed After My or My Client's Case was Approved
OVERVEW

Certain customers are legally obligated to inform USCIS when they move. Customers who are not U.S. citizens, who are 14-years of age or older and who
have moved, are required to submit a completed Form AR-11 within ten days of the move. Customers, whether or not U.S. citizens, who have submitted
Form |-864, Affidavit of Support, on behalf of someone who has become a permanent resident and the Affidavit of Support s stillin force, are required to
complete Form 1-865 within thirty days of the move.

Prompt - It appears your application or petition was approved but you want to change your address with us. 1S that correct?
If yes, continue below
If no, go to “Where to Star’

Note to Representative: If the customer is calling to report a change of address and has filed one of the following forms, transfer the call to Tier 2, UNLESS
Tier 2 live assistance is unavailable.

VAWA related Form 1-751:

VAWA related Form 1-360 and related Forms |-485, 765, or 31

T Nonimmigrant Forms -914/1-914A and related Forms 1-485, - 765 orl131: OR

U Nonimmigrant Forms 1-918/1-916A and related Forms 485, I-765, 131, or 1-928,

If you are not a U.S. citizen, you are required to inform USCIS of your new address within ten days of moving. This is the case even if you have been
approved for permanent residence. If your case has been approved and you have moved while waiting for delivery of your approval notice, welcome notice,
or permanent resident card, | will need to check some information for you.

Note to Representative: Go to Case Status Online and check the customer's receipt number, Note the information and then proceed below:

Chose the category the status you obtained from Case Status Online falls into:

+ No automated information in Case Status Online

o Nonotice or document sent yet

+ Notice or document sent more than 30 days ago, was returned as undeliverable and has heen destroyed

+ Notice or document sent more than 30 days ago, was returned as undeliverable and case status onling does NOT show it has been destroyed

- ApoovedDeried o RevokedNew PemmancrtResident Nain et
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Note to Representative; If Case Status Online does not show that the notice/document has been sent yet, go to SRMT and create a Change of Address
service request. Ensure the caller is within the “acceptable caller type” before taking a Service request,
o |fa Service Request is being created for a legal representative on behalf of hisiher client, read the following: [ will be taking some information from
you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary {third) request or feels they have received a
nonresponsive answer, override the defaulf routing to send this service request to the Customer Assistance Office using office
code CAD. Once you create the service request, read the following: | am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.

s |fthe legal representative indicates at this fime that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

More information about non-receipt of an approval notice
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Note to Representative; If Case Status Onling shows that & notice/document was sent more than 30 days ago, was returned as undeliverable and has
heen destroyed, give the customer this message: you will be required to apply for a replacement document and, in most cases, submit a fee with that
application for a replacement document,

More information about non-receipt of an approval notice

 hpproved Cases  ApprovediDenied or Revoked/New Permanent Resident  Main Menu
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Note to Representative; If Case Status Onling shows that & notice/document was sent more than 30 days ago, was returned as undeliverable and
case status online does NOT yet show it has been destroyed go fo SRMT and take a Non-Delivery service request, indicating in the Comments block
what specific nofice or document is in the file at the office. Ensure the caller is within the “acceptable caller type before taking a service request, If there is an
issue with the address, draw attention to it in the comments block. Do not take a separate Change of Address service request.
s |fa Service Request is being created for a legal representative on behalf of his/her client, read the following: | will be taking some information from
you in order to create a service request and submit it to the office working your client’s case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o {fthe service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request o the Customer Assistance Office
using office code CAD. Onca you create the service request, read the following: | am routing this service request to the Customer
Assistance Office S0 they can assist you in the resolution of your inquiry.

s |fihe legal representative indicates at this fime that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once

you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

More information about non-recgipt of an approval notice
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Chapler 2 Approved Cases

Unit2 My or My Client's Approval Notice or Document has a Typographical Error

OVERVEEW . N

Typographical errors appear when incorrect information was iniially provided by a customer or when data was incorrectly entered during case processing.

Typographical errors are often simple - such as the transposition of a few letters - but they can also present greater problems, such as a document being
sent to the wrong person. In some cases, such as when a typographical error appears on a naturalization certificate or permanent resident card, the
customer may be required to submit another application to get the error resolved and be issued a new, corrected document,

Prompt - It appears your application or petition was approved but you have received a notice or document with errors on it Is that correct?
If yes, continue below
If no, go to “Where to Star”

Section1  Typographical error on adocument

Secion? ~ Typooraphicalemoronan approvalnofee =

Secon3  Notios or document received bywrong personm.~~~
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Chapter 2 Approved Cases
Unit2 My or My Client's Approval Notice or Document has a Typographical Error
Section 1 Typographical Error on a Document

What type of document did you or your client receive?

o |-765 (Employment Authorization Document)

o Refugee Travel Document, Re-Entry Permit or Advance Parole Document

o Combined Employment Authorization Document and Advanced Parole Document

o Naturalization Centificate or Certificate of Citizenship

o Form |94
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If you/your client received an Employment Authorization Card (EAD) with an error on it, you or your client will need to fle:

o Anew Form [-765:
o Any supporting documents; and
o The EAD that has the error(s).

Youfyour client can download Form I-765 from our website at www.uscis.gov. Please carefully follow the instructions to the form.
If the error was caused by USCIS, and if youlyour client can document that the error was the fault of USCIS, youyour client may not have to pay the filing fee
for Form 1-765. When re-filing, please also submit a detailed explanation of the card eror. The final decision concerning a fee waiver lies with the office

taking the application.

If the error on the card was due to incorrect information youlyour client provided or information youryour client failed to provide, or if you/your client cannot
establish that the error was the fault of USCIS, youfyour client will be required to pay the filing fee.

In most cases, your corrected card can be created from existing biometric data. If new biometric data is needed, you or your client will be mailed a notice
scheduling you for an appointment to go to an Application Support Center (ASC) to have yourftheir fingerprint, photo and signature taken.

Do you believe the error was caused by USCIS or that you or your representative caused the error?

o Customer believes eror was on the part of USCIS

o Customer believes error was on their part or their representatives part

TiowaicalEror AoowwedCases  AuoovedDenied or ReickedNen Pemareri Resident  Weinllens
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You or your client will need to file:

o Anew Form[-131:
o Any supporting documents; and
o The original document that has the error(s).

Youlyour client can download Form 131 from our website at www.uscis.gov. Please carefully follow the instructions to the fom.
If the error was caused by USCIS, and if you or your client can document that the error was the fault of USCIS, you or your client may not have to pay the
fiing fee for Form -131. When re-filing, please also submit a detailed explanation of the eror. The final decision conceming a fee waiver lies with the office

taking the application.

If the error on the card was due to incorrect information you/your client provided or information you/your client failed to provide, or if you/your client cannot
establish that the error was the fault of USCIS, you/your client will be required to pay the filing fee.

In most cases, your corrected card can be created from existing biometric data. If new biometric data is needed, you or your client will be mailed a notice
scheduling you for an appointment to go to an Application Support Center (ASC) to have yourftheir fingerprint, photo and signature taken.

Do you believe the error was caused by USCIS or that you or your representative caused the error?

o Customer believes error was on the part of USCIS

o Customer believes error was on their part or their representatives part

" AopovediDeried or RevokediNe Permanen Resient~ MainMenu
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Typographical Error on Combined Employment Authorization Document and Advanced Parole Document .
You or your client will need to file:

o Anew Form |-765 and Form [-131 concurrently;
o Any supporting documents; and
o The original Combo Card that has the error(s).

Youfyour client can download Form I-765 and Form [-131 from our website at www.uscis.gov. Please carefully follow the instructions to the forms.
If the error was caused by USCIS, and if you or your client can document that the error was the fault of USCIS, you or your client may not have to pay the
filing fee for Form I-765 and Form [-131. When re-filing, please also submit a detailed explanation of the card error. The final decision concerning a fee

waiver lies with the office taking the application.

If the error on the card was due to incorrect information you/your client provided or information youryour client failed to provide, or if you/your client cannot
establish that the error was the fault of USCIS, youryour client will be required to pay the filing fees for the forms.

In most cases, your corrected card can be created from existing biometric data. If new biometric data is needed, you or your client will be mailed a notice
scheduling you for an appointment to go to an Application Support Center (ASC) to have yourftheir fingerprint, photo and signature taken.

Do you believe the error was caused by USCIS or that you or your representative caused the error?

o Customer believes eror was on the part of USCIS

o Customer believes error was on their part or their representatives part

Typooraphical Eror ~ ApprovedCases  Approved/Denied or RevokedNew Permnanent Resident ~ MainMeny
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Typographical Error on Naturalization Certificate or Certificate of Citizenship .. .
You or your client will need to file:

¢ Anew Form N-565:
o Any supporting documents; and
o The original certificate that has the error(s).

Youfyour client can download Form I-N-565 from our website at www.uscis.gov. Please carefully follow the instructions to the form.
If the error was caused by USCIS, and if you or your client can document that the error was the fault of USCIS, you or your client may not have to pay the
filing fee for Form N-365. When re-fiing, please also submit a detailed explanation of the error. The final decision concerning a fee waiver lies with the office

taking the application.

If the error on the card was due to incorrect information youlyour client provided or information youryour client failed to provide, or if you/your client cannot
establish that the error was the fault of USCIS, youfyour client will be required to pay the filing fee.

In most cases, your corrected card can be created from existing biometric data. If new biometric data is needed, you or your client will be mailed a notice
scheduling you for an appointment to go to an Application Support Center (ASC) to have your or yourfheir fingerprint, photo and signature taken.

Do you believe the error was caused by USCIS or that you or your representative caused the error?

o Customer believes eror was on the part of USCIS

o Customer believes error was on their part or their representatives part

 AoprovedDenied of RevokedNew Permanent Resident Wi Men

ographical Error
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i b

TypographicalEoronaFormb4
Was your -94 issued by CBP or USCIS?

o Issued by CBP (paper or electronic)
o Issued by USCIS as a result of a grant of an extension of stay or a change of status

pographical Emor ~ Approved Cases
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Do you believe the error was caused by USCIS or that you or your representative caused the error?

¢ Customer believes error was on the part of USCIS

¢ Customer believes error was on their part or their representatives part
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If your 1-94 was issued when you entered the U.S. - If you believe you should have received an |94 when you entered the U.S., orif there are errors on
the 1-94 that was issued by U.S. Customs and Border Protection (CBP) when you entered the U.S., you will need to contact CBP, the Deferred Inspection
Office closest to your location.
+ Customers can directly check the CBP website at www.chp.qov or callthem at 1-§77-CBP-5511 (1-877-227-6511) Monday through Friday
between 8:30 AM and 5:00 PM, Eastem Time. You may bring the incorrect Form 1-94 and documentation (passport and visa) to any CBP Port of
Entry or Deferred Inspection Office. You may also call to make an appointment.

{Resident ~ MamMenu
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You or your client will be required to file @ new application with fee to correct the typographical error caused by you or your client.

Note to Representative; If the customer asks what form they need to file to replace their incorract document, tell them from the list below based on the type
of document they need comacted:

Employment Authorization Document Form 1-765

Re-Entry Permit / Refugee Travel Document / Advance Parole Form [-131

Combined Employment Authorization Document and Advance Parole  Form [-765 and Form |-131
Naturalization Certificate / Certificate of Citizenship Form N-565

I-94 issued as part of a grant for extension of stay or change of status ~ Form [-102
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Do you believe this error is going to cause a negative impact on your/their ability to work or travel?

v XS

¢ N0
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Note to Representative: If the customer indicates an issue that appears may have a negative effect to hisfher work or abilty to travel and refum to the U.S,
go to SRMT and take an “expedite” service request. When completing & service request, include the expedite criteria the customer thinks they qualify
under, in the “comments field.” Ensure the caller is within the “acceptable caller type” before taking a service request.
v |f 3 Service Request is being created for a legal representafive on behalf of hisher client, read the following: [ will be taking some information from
you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a terfiary (third) request or feels they have received a
nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office using office
code CAQ. Once you create the service request, read the following: | am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.

v {fthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Is the typographical error part of the customer’s address?

v XS
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Note to Representative: If the situation does not appear to be an emergency, go to SRMT and take & “typographical error” service request.

o IfaService Request is being created for a legal representative on behalf of his/her client, read the following: | will be taking some information from
you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary {third) request or feels they have received a
nonresponsive answer, override the defaulf routing to send this service request to the Customer Assistance Office using office
code CAD. Once you create the service request, read he following: | am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.

o [fthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

Typographical Emor
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Note to Representative: Go to SRMT and take a ‘Change of Address” service request.

o [fa Service Request is being created for a legal representative on behalf of hisher client, read the following: 1 will be taking some information from
you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary {third) request or feels they have received a
nonresponsive answer, override the defaulf routing to send this service request to the Customer Assistance Office using office
code CAD. Once you create the service request, read he following: | am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.

o [fthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

Typographical Emor
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Chapter 2 Approved Cases

Unit3 My or My Client's Case was Approved, but We Have Not Received an Approval Notice or Document

OVERVIEW | L | e
Many times, the delivery of an approval notice or document may fail due to the customer having moved between the time of the approval and the time of the
attempted delivery. In some instances, the customer’s name does not appear on the mail box or post office box listed on the application and, as a result in
many locations, the U.S. Postal Service will not deliver official govemment mail unless the customer’s name is specifically located on the mail box or P.0.
Box. As a result, the notice or document may be retumned to the Service Center as undeliverable. Other times, documents, or notices are simply lost in the
attempt to deliver them. Documents in this situation are treated as lost documents and the customer, in most cases, will have to file a new application to
request a replacement document.

Prompt - It appears your case was approved but you have not received the notice or document we have sentto you. Is that correct?
If yes, continue below
If no, go to “Where to Start’

Are you calling about an approval notice that you have not received or a document/card that you have not received?

 poedCass  AppowdDenedorReikedNen PemaentResdent Weinllens
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Chapter 2 Approved Cases
Unit 3 My or My Client's Case was Approved, but We Have Not Received an Approval Notice or Document
Section 1 Non-Delivery of an Approval Notice

Prompt - It appears your case was approved but you have not received the approval notice we should have sent to you. Is that correct?
If yes, continue below
If no, go to “Where to Start

Note to Representative: Check Case Status Online using the receipt number provided by the customer or representative. If the customer or representative
has & receipt number on-hand but Case Status Online does not have automated information, provide the customer with the following statement found in this

link.

According to case status online has it been more than thirty days since the approval notice was mailed?

v 1ES
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Note to Representative: If Case Status Onling indicates that an approval notice was mailed o the customer more than 30 days ago and the customer did
not receive i, determine if the customer has moved since the last time he/she received a notice from us,
o [fihe customer has NOT moved, tell the customer: You will need to complete a Form 1-824 to apply for a duplicate approval notice.
o |fthe customer has moved:
o And the non-delivery of the approval notice is for a DACA Form I-821D or DACA related -769 and the client has & IOE receipt
o Forall other Forms go fo SRMT and akea“Non Delivery of Approval Notice” service request. Ensure the caller is within the “acceptable
caller type” before taking a service request, If there 1s an issue with the address, draw attention fo 1t in the comments block. Do not take a
separate Change of Address service request,
¢ Ifa Service Request is being created for a legal representative on behalf of hisier client, read the following: | will be taking Some
information from you in order to create a service request and submit it to the office working your client’s case. If that office is unable to
verify in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-subm a signed
G-28.
o If the service request being created for the legal representative indicates it is a tertiary {third) request or feels they
have received a nonresponsive answer, override the default routing to send this service request to the Customer
Assistance Cffice using office code CAQ. Once you create the service request, read the following: | am routing this service
request to the Customer Assistance Office 5o they can assist you in the resolution of your inquiry.
¢ Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a
Form G-28 on file, we are unable to provide you with any case specific information. You may have your client call for information
regarding his or her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

If the customer states that he/she lost the approval notice or the notice has been damaged or stolen, tell the customer: You will need to complete a Form |-
824 to apply for a duplicate approval notice.
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Note to Representative: If Case Status Online shows that an approval notice was mailed to the customer less than 30 days ago, determine if the customer
has moved since the last ime he/she received a notice from us.
o [fihe customer has NOT moved, tell the customer: you or your client will need to wait and call back after 30 days have passed if you or your client
does not receive your or your client's notice.
o Ifthe customer has moved:

o And the non-delivery of the approval notice is for a DACA Form |-821D or DACA related I-765 and the client has a IOE receipt.

0 Fo;*al!erarFormsg 0 10 SRMT and take a “‘Non-Delivery of Approval Notice” service request. Ensure the caller is within the “acceptable
caller type” before taking a service request, If there is an issue with the address, draw attention to it in the comments block. Do not take a
separate Change of Address service request.

o Ifa Service Request is being created for a legal representative on behalf of hisiher client, read the following: | will be taking some
information from you in order to create a Service request and submit it to the office working your client’s case. If that office is unable to
verify in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed
G-28.

o Ifthe service request being created for the legal representative indicates it is a fertiary (third) request or feels they
have received a nonresponsive answer, override the default routing to send this service request to the Customer
Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing this service
request to the Customer Assistance Office so they can assist you in the resolution of your inquiry.

o |fthe legal representative indicates at this fime that they do not have a valid G-28 on file, read the following: Since you do not have a
Form G-28 on file, we are unable to provide you with any case specific information. You may have your client call for information
regarding his or her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

If the customer states that he/she lost the approval notice or the notice has been damaged or stolen, tell the customer: You or your client will need to
complete a Form |-824 to apply for a duplicate approval notice.

155



USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 110 of 188

If you filed a DACA Form |-821D or DACA related Form |-765 and you created an ELIS account, you can log into your ELIS account to access the notice you
are calling about.

If you did not create an ELIS account, please visit hitps://egov.uscis.govicrisicontactus and fill out the Electronic Immigration System Oniine Help Form
requesting delivery of the notice you are calling about. Please remember to include your full name, A-number, date of birth, and country of birth when
completing the Form. You can find your A-Number on your immigrant data summary, USCIS Immigrant Fee handout, or immigrant visa stamp.

=

lon-Delivery of Approval Notics or Document  Approved Cases _ ApprovedDenied or RevokediNew Permanent Resident  MainMenu
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Chapler 2 Approved Cases
Unit3 My or My Client's Case was Approved, but We Have Not Received an Approval Notice or Document
Section 2 Non-Delivery of a Document

Prompt - It appears your case was approved but you have not received the document we should have sent to you. s that correct?
If yes, continue below
If no, go to “Where to Start

Note to Representative: Check Case Status Online using the receipt number provided by the customer or representative. If the customer or representative
has a receipt number on-hand but Case Status Online does not have automated information, provide the customer with the following statement found in this

link. Otherwise, note the status of the case that is provided in Case Status Online.

If the customer is calling about an Employment Authorization Card, please allow for 60 days instead of the 30 days mentioned below and in the following
SRMT Instructions,

If Case Status Online indicates:

o The case was approved but a document has NOT et been sent to production.

A document was sent to production more than 30 days ago but it has not vet been mailed.

A document was mailed but there is no indication that it was returned as undeliverable.

o Adocument was retumed as undeliverable but it has not yet been destroyed.

A document was returned as undeliverable and has been destroyed.

{ ManMenu
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Chapter 2 Approved Cases
Unit3 My or My Client's Case was Approved, but We Have Not Received an Approval Notice or Document
Section 2 Non-Delivery of a Document

Note to Representative: Go to SRMT and take a “Non-Delivery of Document” service request. If the Non-Delivery of Document service request is based
on the approval of & Form 1131 it will be necessary o determine if the applicant was filing for Reentry Permit, Refugee Travel Document, or Advance Parole
Document o take the corract type of service request. Ensure the caller is within the “acceptable caller type” before taking a service request. If thera is an
Issue with the address, draw attention to it in the comments block. Do not take a separate Change of Address service request.
o Ifa Service Request is being created for a legal representative on behalf of hisfher client, read the following: | will be taking Some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
¢ [f the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAQ. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office 5o they can assist you in the resolution of your inquiry.
o Ifthe legal representative indicates at this time that they do not have & valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Chapler 2 Approved Cases
Unit3 My or My Client's Case was Approved, but We Have Not Received an Approval Notice or Document
Section 2 Non-Delivery of a Document

Note to Representative: What approved type of document has you or your client not received?

o  Employment Authorization Card

o Re-Entry Travel Document

o Refugee Travel Document

o Combo Card (advance parole and employment card)

o -84 Arrival Departure Document

o Naturalization Certificate

o Certificate of Citizenship
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Note to Representative: Check Case Status Online using the receipt number provided by the customer or representative.
Note the status of the case and the form number filed that is shown in Case Status Online,

if Case Status Online indicates that the customer's document (employment card, re-entry travel document, refugee travel document and /or combo cards:
advance parole and employment card) was mailed, you should also look up the USPS tracking number assigned to the receipt number upon mailing of the

document,

Ask the customer or representative this question: Were you or your client previously provided the USPS tracking number for this document?

¢ Yes, ifthe customer or representative states they have already looked up the tracking number information on the USPS web site and have issues
with the response provided, fransfer fo Tier 2, UNLESS Tier 2 live assistance is unavailable.
¢ No, provide the USPS fracking number and delivery information from Case Status Online.

If Case Status Online indicates that the customer’s document (employment cand, re-entry travel document, Refugee travel document and /or combo cards:
advance parole and employment card) was mailed more than 30 days ago and the USPS tracking information shows anything other than delivered:
s For DACA related EADS with an IO receipt
s Forall other documents go to SRMT to create a Non-Delivery of Document service request. Ensure the caller is within the “acceptable caller type”
before faking a service request.
o IfaService Request is being created for a legal representative on benalf of hisher client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
¢ If the service request being created for the lagal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAQ. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office 50 they can assist you in the resolution of your inquiry.
o Ifthe legal representative indicates at this time that they do not have & valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

If Case Status Online indicates that the customer's document, was produced and mailed less than 30 days ago, and the USPS tracking shows anything
other than delivered, provide the USPS tracking number and delivery information from Case Status Online.

Note to Representative: Fornon-delivery of permanent resident card we mailed please go o Chaptert Unit 3
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Note to Representative: Go to SRMT and take a “Non-Delivery of Document” service request. Ensure the caller is within the “acceptable caller type'
before taking a service request,

o Please override the default routing as follows:

v [fthe applicant previously filed a VAWA application: send this service request to the Vermont Service Center using office
code VSC. Once you create the service request, read the following: | am routing this service request to the Vermont Service
Center so they can assist you in the resolution of your inquiry.

v {fthe applicant did not file Form 1-765 concurrently with Form 1-821D (Request for DACA): send this service request to the
Texas Service Center using office code TSC. Once you create the service request, read the following: | am routing this
service request o the Texas Service Center so they can assist you in the resolution of your inquiry.

v I Form |-765 was filed concurrently with an initial request for DACA: send this service request to the California Service
Center using office code CSC. Once you create the service request, read the following: | am routing this service request to
the California Service Center so they can assist you in the resolution of your inquiry.

v [ Form 765 was filed concurrently with a renewal request for DACA: send this service request o the Nebraska Service
Center using office code NSC. Once you create the service request, read the following: | am routing this service request to
the Nebraska Service Center so they can assist you in the resolution of your inquiry.

o Ifa Service Request is being created for a legal representative on behalf of his/her client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe legal representative indicates at this time that they do not have & valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client,

i
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Note to Representative: Follow the below instructions for customer's inquiring about these document-types:
o |84, Arrival Departure Document: Tell the customer. You or your client will need to file Form I-102, with filing fee, to obtain a duplicate. However,
if you entered the U.S. after the automation of Form |94 (April 30, 2013), you can access your |94 from the CBP webpage: www.cbp.qov/194,
o Naturalization Certificate/Certificate of Citizenship: Tell the customer. You or your client will need to file Form N-369, with the filing fee, to receive
aduplicate certificate.

Note to Representative: For non-defivery of permanent resident card we mailed please go to Chapter? Unit 3
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Chapler 2 Approved Cases

Unit3 You Have not Received an Approval Notice and/or Document but Our System Indicates Your Case was Approved

Section 2 Non-Delivery of a Document

Note to Representative: Go to SRMT and take a “Non-Delivery of Document” service request. Ensure the caller is within the “acceptable caller type’
before taking a service request. Ifthere is an issue with the address, draw attention fo it in the comments block. Do not take a separate Change of Address
Service request.
¢ [faService Request is being created for a legal representative on behalf of hisfher client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o [f the service request being created for the legal representative indicates it is a tertiary {third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAD. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office so they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Note to Representative: If Case Status Online indicates that the customer’s document was mailed more than 60 days ago, and was retumed as
undeliverable and has been destroyed: You will need to file a Form I-763 for another Employment Authorization Document.

‘Non-Delivery of Approval Nofice or Document
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Chapter 2 Approved Cases

Unit 5 | have questions about an approved 1-129

Section 1 1-129 Approved more than one week ago but Consulate or POE has not been notified
OVERVIEW |

Once an 12915 épproved the consulate where the beneﬂcnary WI|| apply for the Visa or in the case of Canad|an cmzens the POE where he/she W||| apply
for entry into the U.S., is usually notified within one week. If the consulate or POE has not been notified, we will take a service request to the Service Center
that approved the case.

Prompt - It appears your 129 petition was approved more than one week ago but the Consulate or Port of Entry has not been notified of the approval. Is
that correct?

If yes, continue below

If no, go to “Where to Start’

Was the 1129 approved more than 7-days ago?

Note to Representative: If the answer o the above question is YES, and the customer or representative claims that the consulate or POE has NOT been
notified, go to SRMT and take an “I-129 Change Info” service request for the Service Center that approved the case. Ensure the caller is within the
“acceptable caller type” before taking a service request,

o If a Service Request is being created for a legal representative on behalf of hisher client, read the following: | will be
taking some information from you in order to create a service request and submit it to the office working your client’s
case. If that office is unable to verify in USCIS systems that you have a valid G-28 on file for this specific client and case
type, you may be asked to re-submit a signed G-28.

« If the service request baing created for the legal representative indicates it is a tertiary (third) request or
feels they have received a nonresponsive answer, override the default routing to send this service
request to the Customer Assistance Office using office code CAQ. Once you create the service request,
read the following: | am routing this service request to the Customer Assistance Office so they can assist you in
the resolution of your inqury.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you
do not have a Form G-28 on file, we are unable to provide you with any case specffic information. You may have your
client call for information regarding his or her case. Once you have filed a G-28, youmay contact us directly for case

specific information on behaff of your client,
ifthe answer to the above question is NO, then tell the customer to wait at least seven days after the approval of the 1129,
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Chapler 2 Approved Cases

Unit 5 | have questions about an approved 1-129

Section 2 Notify New Consulate after approval of I-129

If an -129 petitioner wants us to notify a different consulate than the one listed on the approved I-129, he/she must file an |-824 in order to do so.

If you or your client have an approved -129 or |-129F but need to notify a new U.S. consulate through the U.S. Department of State’s National Visa Center
(NVC) or Kentucky Consular Center (KCC) concering the approval of a nonimmigrant visa petition or to notify a new port of entry conceming a waiver
application, you or your client may file Form -824 during the validity period of the approved petition. Please carefully read and follow the instructions on the
form prior to completing and submitting t. You can download the form from our Web site at www.uscis.qov.
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Chapter 2 Approved Cases
Unit 6 | Have a Question About the Expiration of the Validity of My or My Client's Approved |-129F

A Form [-129F petition is valid for four months from the date of approval by USCIS. A U.S. Department of State Consular Officer may extend the validity
period of the petition if:

o the petition expires before visa processing is completed; and
o the consular officer finds that the petitioner and the K-1 beneficiary are legally free to marry and intend to marry each other within 90 days of the
beneficiary's entry into the U.S.

The normal processing of an approved Form [-129F petition is as follows:

o USCIS sends an approved petition to the National Visa Center (NVC);
o The NVC sends the approved petition to the U.S. Embassy or Consulate that serves the country where the K-1 beneficiary resides;
o The U.S. Embassy or Consulate contacts the beneficiary to provide instructions on applying for a K-1 visa.

AU.S. citizen should have hisier fiancé(e) contact the U.S. Embassy or Consulate to request an extension of an expired K-1 petition. Ifthe U.S. citizen or
his/her fiancé(e) feels there were circumstances that contributed to the validity of the pefition expiring before visa processing is complete, that information
should be provided to the U.S. Embassy or Consulate. For further information about K-1 visas, please visit the Department of State’s Webpage:
Nonimmigrant Visa for a Fiance(e) (K-1)

 AppovedDeried o RevokedNew PemaentResiert ~ Haillen
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Chapter 2 Approved Cases
Unit 7 Upgrade of an Approved -130 Petition when a petitioner Naturalizes and other NVC questions

OVERVIEW

Sometimes permanent residents become naturallzed citizens shortly after filing an |- 130 fora fam||y member. The naturalization of the pe |t|oner
automatically changes the visa category under which the beneficiary of the 1130 is eligiole. In many cases, this change may allow a spouse or child
beneficiary to immediately file for permanent resident status or an immigrant visa, when they would have previously had to wait much longer.

Prompt - It appears you would like to inform us that you are now a U.S. Citizen and want to upgrade your I-130 pettion or that you would like to have an
original document you submitted with your case retumed to you. IS that correct?

If yes, continue below

If no, go to “Where to Star”

130 Petition Upgrades (NVC Information)

o What is the National Visa Center’s (NVC) address?
o How can | contact the NVC (such as nofifying the NVC of an 1-130 upgrade)?

o | received the NVC notice indicating that the packet to apply for an immigrant visa is being prepared. What do | do?

o What if. as time passes, things change in terms of whether my spouse will adjust status in the U.S. or apply for an immigrant visa overseas?
oI5 the NVC open to the public?

o Canlrequest that the NVC review a case in which an immigrant visa was denied or revoked?
o My case was sent Back to USCIS by the Department of State. What should | do?
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| received the NVC notice indicating that the packet to apply for an immigrant visa is being prepared. What do | do?

The filing procedures and packet contents sent by the National Visa Center will vary depending on the kind of immigrant visa being issued and on the
embassy or consulate that will handle final processing. The best thing you can do is to carefully follow the instructions that you have been provided within
the packet and to complete any required forms.

What if, as time passes, things change in terms of whether my spouse will adjust status in the U.S. or apply for an immigrant visa overseas?

If the petition is with USCIS, you can file an Application for Action on an Approved Application or Pefition (Form |-824) to have the pettion transferred to the
National Visa Center. This is important so that the National Visa Center can process the case and notify your spouse when hefshe can apply for an
immigrant visa. If the petition is with the National Visa Center and your spouse is in the U.S. when the priority date becomes available, you do not need to
separately request that the approved petition be transferred Back to:; USCIS if the person chooses to apply for adjustment of status. USCIS will request it
back from the National Visa Center once the adjustment of status application is received.

Whatis the National Visa Center's (NVC) address? ... ..

The address is:
National Visa Center
Attn; WC
31 Rochester Avenue, Suite 200
Portsmouth, NH 03801-2919

You can visit the Departiment of State's website to find additional contact information and instructions for sending an inquiry to the NVC.

Isthe NVC openfothe publicz. ... ... ... .
No, the NVC is not open to the public.
How can | contact the NVC (such as notifying the NVC of an [-130 upqradej?

There is no need to contact the NVC, unless there is a change or correction to a notice of action, a change of address or a change in personal
situation, which may affect the beneficiary’s entitlement to an immigrant visa.

Send all changes of address, requests to upgrade a petition and any other correspondence to the address listed above for the National Visa Center.

In your letter always include identifying information about the petition, including the name of the person and date of birth of the petitioner and the person the
petition is for, any USCIS account or receipt numbers, and the NVC case number. If you are writing a letter to upgrade a petition also include a copy of your
naturalization certificate.

Bk fooedCases | AgpowedDeedorRevokedNew PeanentResident WeiMens
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Can | request that the NVC review a case in which an immigrant visa was denied or revoked?

The NVC handles prefiminary processing for immigrant visas. The NVC cannot review any decision by an embassy or consulate either granting or denying a
visa.

My case was sent Back to USCIS hy the Department of State. What Shouldfdo?

The Department of State has requested that USCIS review your case. Once that review is complete, you will not receive a new approval notice. However,
you will receive notification of the status of your case and the status will be updated in our case status online tool. Please allow at a minimum of 180 days
from the date case status online indicates USCIS received your case back from the State Department to inquire further.

Note to Representative: If it has already been more than 180 days and there is no indication in Case Status Online that an additional action has taken
place since the case was received by USCIS from the State Department, go to SRMT and take an ONPT type of service request and note in the comments
section: "Case received from State Dept. more than 180 days ago. Customer requests update”. Ensure the caller is within the “acceptable caller type” before
faking a service request.

o If a Service Request is being created for a legal representative on behalf of hisher client, read the following: | will be
taking some information from you in order to create a service request and submit it to the office working your client's
case. If that office is unable to verify in USCIS systems that you have a valid G-28 on file for this specific client and case
type, you may be asked to re-submit a signed G-28.

« Ifthe service request being created for the legal representative indicates it is a tertiary (third) request or
feels they have received a nonresponsive answer, override the default roufing to send this service
request to the Customer Assistance Office using office code CAQ. Once you create the service request,
read the following: | am routing this service request to the Customer Assistance Office so they can assist you in
the resolution of your inquiry.

o [fthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you
do not have a Form G-28 on file, we are unable to provide you with any case specfic information. You may have your
client call for information regarding his or her case. Once you have filed a G-28, you may contact us directly for case
specfic information on behalf of your client
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Chapter 2 Approved Cases

Unit 8 | Have a Question About How the Child Status Protection Act Might Impact My or My Client's Preference Category

Child Status Protection Act FAQs in Relation to Petition Upgrades

Unmarried sons and daughters of U.S. citizens
o What advantage(s) does the Child Status Protection Act (CSPA) provide to eligible unmarried sons and daughters of U.S. citizens?

o What are the requirements to qualify for the Child Status Protection Act?

Unmarried sons and daughters of permanent residents who later become U.S. citizens
o What is the benefit of the Child Status Protection Act for unmarried sons and daughters of permanent residents who later become U.S. citizens?

o Can a beneficiary in K4 Status utilize the CSPA?
o Isachild ina K2 status covered by CSPA?

o | applied for permanent residence, but my case was denied because | was considered aged out. Does CSPA allow me fo file a motion?

o Must the date the visa becomes available be based on a separate petition filed on behalf of the child?

o How does USCIS determine the age of the unmarried son or daughter of a permanent resident for the purposes of the Child Status Protection Act?

o \What is the time limit on the filing period for an immigrant visa for the unmarried son or daughter of a permanent resident before losing this benefit?

Other Child Status Protection Act-related questions
o Are derivatives of employment-based and diversity immiarants' eligible for benefits under the Child Status Protection Act?

o How were unmarried sons or daughters of United States citizens, permanent residents of the United States, asylees, and refugees previously treated
once they tumed 217

Bakto hpoowdCases  ApprovediDenied or Revoked/New Permanent Resident
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What advantage(s) does the Child Status Protection Act (CSPA) provide to eligible unmarried sons and daughters of US. citizens?
The Child Status Protection Act protects the immediate relative status of unmarried sons and daughters of U.S. citizens when they reach age 21. The CSPA
protects the beneficiary whether he/she reaches the age of 21:

o before or after the enactment date of the Child Status Protection Act, or

o when the petition was filed, or

o if beneficiary filed Form I-485 to Adjust Status, but USCIS did not make a final decision on the application prior to August 6, 2002,

What are the requirements to queaiiy for the Child Status Protection Act?
In order to qualify under the CSPA, the U.S. citizen petitioner must;
o BeaU.S. ctizen prior to the child’s 21sbirthday, and
o Have filed an immigrant petition on behalf of the son or daughter before the son or daughter tumed 21,

In addition, the son or daughter must;
o Have been under 21 at the time the immigrant visa petition was filed,
o Have met the definition of a child at the time the immigrant visa petition was filed, and
o Remain unmarried throughout the immigrant visa process.

What s the benefit of the Child Status Protection Act for unmarried sons and daughters of permanent residents who later become U.S. citizens? -
When a permanent resident becomes a U.S. ciizen after an unmarried son and/ or daughter tums 21 years of age, the son andlor daughters visa category
automatically converts from second preference to first preference. If the son and/or daughter elect to remain in the second preference category because the
first preference category would take longer to become available, he /she needs to submit a written request to the appropriate USCIS Service Center if he or
she will be adjusting status in the U.S. If he/she will be applying for an immigrant visa abroad, then the written request needs to be submitted to the National
Viisa Center.

Can a beneficiary in K4 Status utilize the CSPA? ~

A beneficiary in K4 status may utilize the CSPA upon seeking adruslment of status as an |mmedrate relatrve on the basis of an approved Form 30. The US
oltizen petitioner who filed the nonimmigrant visa petition on behalf of the K3 parent must file a Form |-130 on behalf of the Ké beneficiary and it requires the
existence of a parent-child relationship between the U.S. Citizen and the K4 beneficiary.

Is achild in a K2 status covered by CSPA? ; L

There is limited CSPA coverage for K2 benefrcrarres A chrld in K2 status does not have an rmmrgrant vrsa pe ron frled on hrs or her behalf

USCIS may accept a Form 1130 filed by the USC petitioner based on a parent-child relationship where the USC petitioner has married the K1 and K2 is not
yet 18 years old.

. AoprovedDenied or Revoked/New Permanent Resident
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| applied for permanent residence, but my case was denied because | was considered aged out. Does CSPA allow me to file amotion?
CSPA covers preference beneficiaries who did not have an application for permanent residence pending on August 6, 2002 and who filed an application for
permanent residence and were denied solely because he / she aged out. A beneficiary that has an approved immigrant visa petition prior to August 6, 2002
and who filed an application for adjustment of status after August 6, 2002 may file a motion to reapen or reconsider without the fling fee if:

o The beneficiary would have been considered under the age of 21 under applicable CSPA rules;

o The beneficiary applied for permanent residence within one year of visa availability; and

o The heneficiary received a denial notice solely because he or she aged out.

Must the date the visa becomes available be hased on a separate petition filed on behalf of the child? - o .
No, the date an |mm|grant visa becomes availabl to a child may be based upon a separate peftion o the date an |mm|grant Visa became avarlable to a
parent on whose petition the child is included.

How does USCIS determine the : age of the unmarrred son or daughter of a permanent resrdent for the purposes of the Chrld Status Protectron
Act? \
Theageo heson ordaughterrsdetermrnedwhen hedateo |mm|grantvrsaavarlabrlrtyrsreduced bytheamoun ftrmethevrsapeu |on( 30)was
pending with USCIS. This is especially important for those sons or daughters who are older than 21.

Here is an example:
John's parent is a permanent resident. His parent filed an 130 immigrant visa petition on John's behalf when John was 14 years and 10 months old.
The immigrant visa petition was pending at the USCIS office for 14 months. The visa petition was approved and has been awaiting visa availability at the
State Department for the last 6 years. John tumed 22 today. The visa is available today.

Under the new law John's age at the time of visa availability (22) is reduced by the period of time the visa petition was pending with USCIS (14 months).
Therefore 22 years minus 14 months equals 20 years and 10 months old. John is still considered a child of a permanent resident for the purposes of visa
issuance and preference category. However, John must file for the immigrant visa within one year, or he will be placed in the visa category of an unmarried
son or daughter of a permanent resident.

What is the time limit on the frhng period for an rmmrgrant visa for the unmarried son or daughter of 2 permanent resident before Iosrng this
benefit? |

The unmarrred son or daughtero 3 permanent resrdent must fle forthe |mmrgran visa wrthrn one year of yisa avarlabrlr Y, or he/she wrll be placed nth
preference category of an unmarried son or daughter of a permanent resident.

Are derivatives of employment-based and diversity immigrants’ eligible for benefits under the Child Status Protection Act?

Note to Representative: Transfer call o Tier 2, UNLESS Tier 2 live assistance is unavailable.

Baki,  fAppovedCases  Appioved/Denied or Revoked/New Pomnanent Resident
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How were unmarried sons or daughters of United States cmzens permanent res'ldents of the Umted States, asylees, and refugees prevmusly
treated once they tumed 242 . ‘ -

Historically, immigration law has made a significant distinction between an unmaied child who is under age 21 and an unmanried child who tums 21 years
old for purposes of visa issuance and other eligibility determinations. Under immigration law, a child who is unmarried and under age 21 is in a category that
makes him or her eligible for a higher consideration for visa availability. Previously, a child who reached age 21 was no longer in the category of a child. The
visa eligibilty category changed to that of an unmarried son or daughter and the availability of an immigrant visa was reduced. This reduction in availability
caused the son or daughter to wait a longer period of time to be eligible to receive a visa simply because he or she turned 21 years old. The Child Status
Protection Act was enacted to prevent this from happening and to continue to keep families united.
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Chapter 2 Approved Cases
Unit9 | Have a Question About My or My Client's Approved Orphan Petition

The National Benefits Center processes and adjudicates Orphan and Hague Adoption Petitions. 1f you have an approved Form 1-600/1-800 or Form -600A/-
800A and you have an emergency, please send an e-mail to;

NBC.adoptions@uscis.dhs.gov (for non-Hague Orphan adoptions, Forms I-600 and |-600A)
NBC.Hague@uscis.dhs.gov (for Hague Convention adoptions, Forms 1-800 and |-800A)
The adoption officer will respond to your inquiry within 2 business days.

When sending an e-mailto this address, please provide the:

petitioner's name;

petitioner's date of birth;

petitioner's country of birth:

receipt number of the Form 600 or 600A (if any):;

alien registration number (A-number) associated with the case (if any); and
name of the child to be adopted (if known).
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Chapter 2 Approved Cases
Unit 10 | Have a Question About My or My Client's Approved Petition by Entrepreneur

to Remove Conditions on Permanent Resident Status

Approval notices for 1-829 petitions used to be issued with a gold fol attached that was then embossed with a raised seal. This process has been
discontinued. Al 1-829 approval notices are now issued without the foil or the raised seal. Both formats are valid based on when they were issued.

d Cases  Approved/Denied or RevokediNew Permanent Resident  Main M
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Chapter 2 Rpproved Cases
Unit 11 | Have a Question About My or My Client's Approved N-400

o | wentto my interview and the officer told me my application would be approved. When will | become a U.S. citizen?

o What should | do if | cannot go to my scheduled oath ceremony?

o Dol needto update my Social Securty Account after | naturalize?
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| went to my interview and the officer told me my application would be approved. When will | become acitizen?

You will become a citizen as soon as you take the Oath of Allegiance to the United States and receive your naturalization certificate. USCIS will notify you of
the ceremony date with a "Notice of Naturalization Oath Ceremony" (Form N-443).

Atthe end of your interview the Officer may have stated he/she was recommending your N-400 application for approval. Please keep in mind that the officer
cannot quarantee approval of your application due to other additional steps and reviews that must be completed. USCIS has 120 days to complete the
processing of your application after the interview. If it has been more than 90 days since you had your interview, we can take some information from you and
notify the appropriate office for a status about the decision on your application.

Note to Representative: Every applicant who is interviewed by a USCIS officer receives Form N-652. The Form explains that the decision wil take up 120
days. If a decision is rendered the same day of the interview, most offices schedule their applicants for the same day oath ceremony. However, if at the end
of an interview an applicant is not scheduled for the oath ceremony, helshe needs to check the status of hisfher case and Oath ceremony schedule with their
respective local office, because the waiting period for the Oath ceremony may vary from one office to another,

If it has been less than 90 days since the date of the interview, inform the customer that he/she must wait at least 90 days from the date of the interview
before making any further inquiries.

If the customer indicates he/she went to the interview and was told by the interviewing officer that he/she was approved or recommended for approval and it
has been MORE THAN 90 days since the interview, check the current processing time for the form type here. If the case appears to be outside normal
processing time go to SRMT and take an ONPT service request. Note in the comments block:

[Post-interview naturalization seeking status of case. Applicant was inferviewed on . The record reflects that it is more than 90 days
since applicant was inferviewed. Can you please check the stafus of this case and inform the applicant? Thank you.)

Ensure the caller is within the “acceptable caller type” before taking a service request.

o [fa Service Request is being created for a legal representative on behalf of his/her client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o If the service request heing created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request o the Customer Assistance Office
using office code CAO. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office o they can assist you in the resolution of your inquiry.

¢ Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

 Approved/Denied or Revoked/New
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If you or your client cannot go to the oath ceremony, or if your client moved to a new address, after being scheduled for a ceremony, you or your client
should retum the "Notice of Naturalization Oath Ceremony" (Form N-445) that USCIS sent to you or your client. You or your client should send the N-445
Back to:: your local office. Include a letter saying why you or your client cannot go to the ceremony, including any change of address, if applicable. Make a
copy of the notice and your or your client's letter before you or your client sends them to USCIS. Your local office will reschedule you and send you or your
client a new "Notice of Naturalization Oath Ceremony" (Form N-445) to tell you or your client when and where you or your client’s ceremony wil be.

Dol Need to Update My Social Security Account When | Naturalipez. =~.....

Yes. We strongly recommend that you visit a Social Security Administration Field Office (SSAFO) with your original naturalization certificate Soon after you
naturalize.

- Approved/Denied or Revoked/New Permanent Resident
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Chapter 2 Rpproved Cases
Unit 12 | Have a Question About the Retum of My or My Client's Approved Petition by the Department of State

The Department of State has requested that USCIS review your case. Once that review is complete, you will not receive a new approval notice. However,
you will receive notification of the status of your case and the status will be updated in our case status onling tool. Please allow at a minimum of 180 days
from the date case status online indicates USCIS received your case back from the State Department to inquire further,

Note to Representative: If it has already been more than 180 days and there is no indication in Case Stafus Online that an additional action has taken
place since the case was received by USCIS from the State Department, go to SRMT and take an ONPT fype of service request and note in the comments
section: "Case received from State Dept. more than 180 days ago. Customer requests update”. Ensure the caller is within the “acceptable caller type” before
taking a service request.
¢ |2 Service Request is being created for a legal representative on behalf of hisier client, read the following: [ will be taking some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o If the service request being created for the legal representative indicates it is a tertiary {third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAQ. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office o they can assist you in the resolution of your inquiry.

¢ Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Chapler 2 Approved Cases
Unit 13 | Have a Question About the Retum of My or My Client's Original Documents

To request the retum of original document(s) after a decision is made on your case you should file a Form G-884. Please follow the instructions to the form.

Form G-884 is available on our Web site at www.uscis.gov.
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Unit 14 | Would Like to Submit a Request to Withdraw My or My Client's Approved Petition

Note to Representative: Please clarify what form the customer wants to withdraw.

A request to withdraw a petition can be submitted by the petitioner at any time until a decision is issued by USCIS, orin the case of an approved petition,
until the beneficiary is admitted into the U.S., or granted adjustment or change of status, based on the petition. Once submitted and accepted, a withdrawal
request may not be retracted; however, the petitioner may re-file another petition if he or she chooses to do so.

Withdrawal requests should include:

A statement indicating that the petitioner wishes to withdraw the petition;
The petition receipt number,

The name, address and phone number of the petitioner;

The name of the alien beneficiary;

The alien registration number of the alien beneficiary, if known;

The petitioner's signature or the Form G-28 representative.

FILING FAMILY-BASED PETITION WITHDRAWALS

To request a withdrawal of a family-ased petition, the petitioner must file a written notice of withdrawal with any adjudicating officer of the USCIS who is
authorized to grant or deny pettions.

FILING EMPLOYMENT-BASED PETITION WITHDRAWALS

Ifthe Submissionis.. =~ Fora... Th.en the Submission should be
Mailed to...
AFom 1140 Form I-140 Petition that is pending or was approved at the Texas Service Center USCIS Texas Service Center
Withdrawal Request PO Box 851743
WaIREQU Form |-140 Petition that was approved at the Vermont Service Center Mesquite, TX 75185
| J— Form |-140 Petition that is pending or was approved at the Nebraska Service Center  USCIS Nebraska Service Center
i o P.0. Box 82521
| Withdrawal Request  Fom 1-140 Petton that was approved at the Calfornia Senvice Center Lincoln. NE 685012521
?éc%ﬁ* o ~ App 'r‘o‘Vedf\Cééeé}f]f‘}?}}i;s:%‘;}}'; b ‘mi‘/efdiDﬁemediﬁcSrRé\idked/NeﬂW'P‘é’frmafneh‘tR”e‘sidént'«_',f’ ?}Mai‘nMe“‘nsa:f’%Lff{f;j{‘;;f;i?;,*;;.;**55.‘;{i\j;f
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Denied, Revoked, Rejected, o Closed Cases

Prompt - It appears your application or petition was denied, revoked, rejected, or administratively closed but you have some addtional questions. Is that
correct?

If yes, continue below

If no, go to “Where to Start’

When an unfavorable decision is made, you will receive a denial or other notice explaining why the decision in your case was unfavorable and explaining
whether or not you can file an appeal. You may, with certain exceptions, file motions to reopen or reconsider decisions made in your case.

What information or benefit are you seeking?

o | believe USCIS made an administrative error in denying or issuing an adverse decision on my case, how do | know if | qualify for expedited case
review?

o FAQs conceming Rejections and Dishonored Payments

o FAQs conceming Denials and Administrative Errors

o FAQs conceming Appeals and Motions

o FAQs concerning the Tsameho Settlement Agreement (I-730 Petition denied or administratively closed because the Beneficiary failed to appear for
the scheduled interview at the U.S. Embassy or Consulate abroad)

o My Form I-130, or other petition or application, was previously denied solely because of DOMA. What should | do?

 Approved/Denied or Revoked/New Permanent Resident
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Does your or your client’s denial notice indicate you or your client failed to respond to a Request for Evidence (RFE), Notice of Intent to Deny (NOID), or
Notice of Intent to Revoke (NOIR)?

v Yo

v No

~ Approved/Denied/New Permanent Residen
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Did you or your representative receive a Request for Evidence (RFE), Notice of Intent to Deny (NOID), or Notice of Intent to Revoke (NOIR)?
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Did you or your representative send a timely response to our inquiry?

v 16

v No
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Note to Representative: Please use the answers to the two questions below to complete the “comments field” in the service raquest.

When did you submit your response?
Do you have documentation that you or your representative submitted a response?

It appears the facts of your case meet the criteria for expedited review of administrative error. | will create an expedited Service request and send it to the
relevant office to review. USCIS will make every effort to respond within five (5) calendar days of the date the request was created.

This expedited case review process supplements the current appeals and motions process. It will not toll the timeframes for appeals or motions, rectify
errors made by customers or their legal representatives, create an independent right of action, or address errors not included in the specifically-defined
categories. Please refer to your denial notice for any information regarding your right to file an appeal or motion. Please make sure to follow all instructions
and file your appeal or motion with the correct fee prior to the filing deadlines.

e to Representative: Go to SRMT and take an “Administrative Eror Expedite” Service Request. Ensure that the caller is within the “acceptable caller
m” before taking a service request. When completing the service request you will need 10 include *response submitted on mm/dd/yy” and if they have
documentation they sent a response include “customer states has __ as evidence”, in the “‘comments field”
o Ifa Service Request is being created for a legal representative on behalf of his/her client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS

systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary {third) request or feels they have received a
nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office using office
code CAD. Once you create the servioe request, read he following: | am routing this service request to the Customer Assistance Office so
they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.

Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client,

. ApprovediDeniediNew Permanent Resident
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Have you moved since you filed this application/petition?
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Did you submit a Change of Address (COA)?

v 16

v No
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Note to Representative: Please use the answers to the two questions below to complete the “comments field” in the service raquest.

When and how did you submit the Change of Address?
Do you have documentation that you submitted the request?

It appears the facts of your case meet the criteria for expedited review of administrative error. | will create an expedited Service request and send it to the
relevant office to review. USCIS will make every effort to respond within five (5) calendar days of the date the request was created.

This expedited case review process supplements the current appeals and motions process It will not toll the timeframes for appeals or motions, rectify
errors made by customers or their legal representatives, create an independent right of action, or address errors not included in the specifically-defined
categories. Please refer to your denial notice for any information regarding your right to file an appeal or motion. Please make sure to follow all instructions
and file your appeal or motion with the correct fee prior to the filing deadlines.

ote to Representative: Go to SRMT and take an *Administrative Error Expedite” Service Request. Ensure that the caller is within the *acceptable caller
m” before taking a service request. When completing the service request you will need to include *COA submitted on mm/dd/yy” and if they have
documentation they changed their address include “customer states has _ as evidence”, in the “comments field",
o Ifa Service Request is being created for a legal representative on behalf of his/her client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

s If the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAQ. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office S0 they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

-~ MainMenu
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Have you or your representative received previous notices on this case?
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It appears the facts of your case meet the criteria for expedited review of administrative error. | will create an expedited service request and send it to the
relevant office to review. USCIS will make every effort to respond within five (5) calendar days of the date the request was created.

This expedited case review process supplements the current appeals and motions process. It will not toll the timeframes for appeals or motions, rectify
errors made by customers or their legal representatives, create an independent right of action, or address erors not included in the specifically-defined
categories. Please refer to your denial notice for any information regarding your right to file an appeal or motion. Please make sure to follow all instructions
and file your appeal or motion with the correct fee prior to the filing deadlines.

Note to Representative: Go to SRMT and fake an “Administrative Error Expedite” Service Request. Ensure that the caller is within the “acceptable caller
type” before taking a service request. When completing the service request you will need o include “possible improper or previous address”, in the
‘comments field",
o Ifa Service Request Is being created for a legal representative on benalf of his/her client, read the following: | will be taking Some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o [f the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAQ. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office S0 they can assist you in the resolution of your inquiry.

o |fthe legal representative indicates at this time that they do not have & valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client,
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It appears the facts of your case meet the criteria for expedited review of administrative error. | will create an expedited service request and send it to the
relevant office to review. USCIS will make every effort to respond within five (5) calendar days of the date the request was created.

This expedited case review process supplements the current appeals and motions process. It will not toll the timeframes for appeals or motions, rectify
errors made by customers or their legal representatives, create an independent right of action, or address erors not included in the specifically-defined
categories. Please refer to your denial notice for any information regarding your right to file an appeal or motion. Please make sure to follow all instructions
and file your appeal or motion with the correct fee prior to the filing deadlines.

Note to Representative: Go to SRMT and fake an “Administrative Error Expedite” Service Request. Ensure that the caller is within the “acceptable caller
type” before taking a service request. When completing the service request you will need 1o include “possible incorrect initial address on form or data entry
error’, in the “comments field”
o Ifa Service Request Is being created for a legal representative on benalf of his/her client, read the following: | will be taking Some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o [f the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAQ. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office S0 they can assist you in the resolution of your inquiry.

o |fthe legal representative indicates at this time that they do not have & valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client,

194



¥ 5

USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 149 of 188

Does your or your client’s denial notice indicate you failed to appear for a hiometric appointment?

v 16

v No

195



USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 150 of 188

Did you or your client receive an appointment notice for biometrics?

v 16

v No

196



¥ 5

USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 151 of 188

Did you or your client attend your or your client’s biometric appointment?
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Note to Representative: Please use the answers o the two questions below to complete the “comments field” in the service request.

When did you have you or your client's biometrics taken?
Do you or your client have evidence you or your client had your or your client’s biometrics taken?

It appears the facts of your case meet the criteria for expedited review of administrative error. | will create an expedited Service request and send it to the
relevant office to review. USCIS will make every effort to respond within five (5) calendar days of the date the request was created.

This expedited case review process supplements the current appeals and motions process. It will not toll the timeframes for appeals or motions, rectify
errors made by customers or their legal representatives, create an independent right of action, or address errors not included in the specifically-defined
categories. Please refer to your denial notice for any information regarding your right to file an appeal or motion. Please make sure to follow all instructions
and file your appeal or motion with the correct fee prior to the filing deadlines.

e to Representative: Go to SRMT and take an “Administrative Eror Expedite” Service Request. Ensure that the caller is within the “acceptable caller
m” before taking a service request. When completing the service request you will need to include “oiometrics taken on mm/dd/yy” and if they have
documentation they had biometrics taken include "customer states has s evidence’, in the “comments field”
o Ifa Service Request is being created for a legal representative on behalf of his/her client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

s If the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAQ. Once you create he service request, read the following: | am routing this service request to the Customer
Assistance Office S0 they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

-~ MainMenu
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Did you make a request to reschedule your or your client's biometrics appoitment prior to you or your client originally scheduled appointment date?

v 16

o No
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Have you or your client received a new appointment notice for biometrics?
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Note to Representative: Please use the answers o the question below to complete the "comments field” in the service request.
What is the scheduled date and time of your or your client's new biometrics appointment?

It appears the facts of your case meet the criteria for expedited review of administrative error. | will create an expedited service request and send itto the
relevant office to review. USCIS will make every effort to respond within five (5) calendar days of the date the request was created.

This expedited case review process supplements the current appeals and motions process. It will not toll the timeframes for appeals or motions, rectify
errors made by customers or their legal representatives, create an independent right of action, or address errors not included in the specifically-defined
categories. Please refer to your denial notice for any information regarding your right to file an appeal or motion. Please make sure to follow all instructions
and file your appeal or motion with the correct fee prior to the filing deadlines.

Note to Representative: Go to SRMT and take an “Administrative Error Expedite” Service Request. Ensure that the caller is within the “acceptable caller
type" before taking a service request. When completing the service request you will need o include “oiometrics rescheduled for mm/ddiyy”, in the
‘comments field",
o Ifa Servica Request is being created for a legal representative on behalf of his/her client, read the following: [ will be taking Some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
¢ If the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAQ. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office S0 they can assist you in the resolution of your inquiry.
¢ Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Note to Representative: Please use the answers o the question below to complete the "comments field” in the service request.
When did you or your client submit your request to reschedule your or your client's biometrics appointment?

It appears the facts of your or your client's case meet the criteria for expedited review of administrative error. | wil create an expedited service request and
send it to the relevant office to review. USCIS will make every effort to respond within five (5) calendar days of the date the request was created.

This expedited case review process supplements the current appeals and motions process. It will not toll the timeframes for appeals or motions, rectify
errors made by customers or their legal representatives, create an independent right of action, or address errors not included in the specifically-defined
categories. Please refer to your denial notice for any information regarding your right to file an appeal or motion. Please make sure to follow all instructions
and file your appeal or motion with the correct fee prior to the filing deadlines.

Note to Representative: Go to SRMT and take an “Administrative Error Expedite” Service Request. Ensure that the caller is within the “acceptable caller
type" before taking a service request. When completing the service request you will need to include *reschedule of biometrics requested on mmidd/iyy’, in
the “comments field",
o IfaServica Request is being created for a legal representative on behalf of his/her client, read the following: [ will be taking Some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
¢ If the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAQ. Once you create he service request, read the following: | am routing this service request to the Customer
Assistance Office S0 they can assist you in the resolution of your inquiry.
¢ Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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The expedited review for administrative error is currently available only for a few specifically-cefined types of errors. You or your client are not eligile for
expedited review, however, you or your client may still request for USCIS to send a service request. Please read your denial letter for any information
regarding your right to file an appeal or motion. Please make sure you or your client follow all instructions and file your appeal or motion with the correct fee
prior o the filing deadlines.

Note to Representative: If the customer does not mest the expedited review criteria for administrative error but still indicates they believe USCIS made an
arror in the determination of their eligibility go fo SRMT and fake a Denial Information service request. Ensure the caller is within the “acceptable caller type”
before taking & service request. If there is an issue with the address, draw attention o it in the comments block. Do not take a separate Change of Address
service request.
o [fa Service Request is being created for a legal representative on behalf of his/her client, read the following: | will be taking some information
from you in order o create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
¢ [fthe service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAQ. Once you create he service request, read the following: | am routing this service request to the Customer
Assistance Office S0 they can assist you in the resolution of your inquiry.
o [fthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

Denied, Revoked. Reiected, or Administratively Closed ~~~ Appioved
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FAQs concerning Rejections and Dishonored Payments

o My case was rejected due to an improper filing. What can | do?

o My case was rejected due to an improper filing fee. What can | do?

o [fmy bank did not clear my payment for the filing fee, what will happen to my application?

o  What will happen to my application if | send my payment after the 14-day limit?

o Am ! allowed to pursue my application/petition process after it is rejected because | did not send payment within the 14-day limit?

o Am/liable to pay the fees if my application is already processed?
o USCIS rejected or sent back my application for Haitian TPS (Forms -821 and -765). What can | do?

el
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My case was rejected due foan improper fling. Whatcanldo?
If you file an application or petition and it is rejected, it is not considered as being properly filed. A case can be rejected for many reasons including but not
limited to: Incorrect fee, No fee, No signature, or Failure to file before a specific program expires. If a case is rejected, you will receive a notice explaining
why it was rejected and, if you are allowed to re-submit it, what you may need to do or include with any resubmission. If you receive a rejection notice, please
follow the instructions on that notice very carefully.

My case was rejected due to an improper filing fee, Whatcanldo?

If your case was rejected due to an improper filin fee, you can resubmit the application with the correct fee, which can be found at wwaw.uscis.gov/forms.
The check or money order that was returned with your rejected filing has not been cashed by USCIS. Ifthe original payment was for less than the required
fee, you can include an additional check or money order with the original payment in order for the total amount of the payments to add up to the correct
amount,

Note to Representative: If the customer asks about the “U.S. Department of Homeland Security Cifizenship and Immigration Services” stamp on the check/
money order that was returned to him/er with the rejected application, please let the customer know: The checks and money ordered that are received by
USCIS are stamped for security purposes. Checks or money orders that are refumned with a rejected filing have not been cashed by USCIS.

If my bank did not clear my payment for the filing fee, what will happen to my application? =~

If your payment is not cleared by your bank, you will receive a notice to submit proper payment for the application/petition within 14 days.

What will happen to my application if | send my payment after the 14-day limit?

If payment is received after the 14-day limit, your application/petition may be rejected and your payment will be retumed.

Am | allowed to pursue my application/peition process after it is rejected because | did not send payment within the 14-day mit?

If your application is rejected because you did not send payment within the 14-day limit, you may file a new application/petition and the associated fee must
be submitted.

Am | liable to pay the fees if my application is already processed?
Yes, if the application/petition is approved/denied/revoked a liability for payment will stll exist and collections of monies for the retumed item will continue.
USCIS rejected or sent back my application for Haitian TPS (Forms 1821 and |765). Whatcanldo?

If USCIS rejected, as opposed to denied, your Haitian TPS application, we will take some information from you and request that Lockbox Support review
your concerns to clarify the reason why your application was rejected and what actions you may need to take to get your application properly filed.

Note to Representative: If the customer indicates that the lockbox rejected or sent back their Haitian TPS application, go to SRMT and take a Rejection
Reason Clarification service request for the appropriate Lockbox. Ensure the caller is within the “acceptable caller type” before taking & service request. If

there is an issue with the address, draw attention to it in the comments block. Do not take a separate Change of Address service request.
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FAQs concerning Denials

Note to Representative; If the customer has not received their denial nofice, do not transfer the call to Tier 2 for the customer fo ask why it was denied. Tier
2 Officers do not have access to the customer's denial notice. Therefore, there is no additional information that Tier 2 can provide to the customer.,

o Can|do anything about unfavorable decisions?

o Are fiing fees refundable?

o What is the difference between a case that is denied and a case that is administratively closed?

o |was informed that my case was denied, but | have not received the denial notice. What can | do?

FAQs concerning the expedited case review process do to Administrative Errors

o Am | allowed to have an Attorney or Representative?

o Do!haveto pay afiling fee for the service request?

o What are the specifically-defined administrative error cateqories?

o Willthe expedited case review program reaarding administrative erors on behalf of USCIS change or affect the current process on filing a motion,
appeal., or the procedure for errors made by the applicant or petitioner?

o How long will t take for the local office or service center to review my case and make a determination if there was an administrative service eror?

o How long will it take to route the service request to the local office or service center that denied my immigration benefit?

o What should | do if USCIS determines that there was no administrative eror?

 Denied, Revoked, Rejected. or Administratively Closed

o

 hoprovediDenied/New Permangnt Resident ~~ MainMenu
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Canldoanyting about ufevoreble decisons?

Yes. You can appeal many of these decisions either to the Board of Immigration Appeals (BIA) or o the Administrative Appeals Office (AAQ). Whether the
appeal is to the BIA or to the AAO depends on the type of case. You will be informed when you receive the unfavorable decision. Please follow any
instructions on the decision notice.

Arefiling fees refundable?

The filin fee is payment for processing of the application or petition. When you or your client pay a filing fee on an application, you are seeking a decision
from USCIS regarding your eligibilty for a benefit. In general, USCIS does not refund a fee regardless of the decision on the application unless there is a
finding of USCIS error. Instances of USCIS error are as follows:

o Unnecessary Filing - USCIS (or the Department of State in the case of an application or petition filed overseas) erroneously requested an unnecessary
application or petition and collected a fee;

o Payment in Excess of Amount Due - USCIS (or the Department of State in the case of an application or petition filed overseas) erroneously accepted
and processed an application or petition with a fee in excess of the amount dug;

o Failure to Meet Premium Processing Times - USCIS will refund the fee provided with Form |-907 whenever USCIS did not approve, deny, issue a
Notice of Intent to Deny, send a Request for Evidence, or open a fraud investigation relating to an application or petition within 15 calendar days of
receiving the application or petition accompanied by Form [-907 with the required fees;

o Appeals or Motions to Reopen/Reconsider - If an appeal or motion to reopen/reconsider is filed and the prior decision is overtumed based on a clear
finding of USCIS error, USCIS will initiate  fee refund for the appeal or motion, but not for the underlying application or petition;

o Other - There may be other instances where a refund is appropriate based on USCIS error.

Note to Representative: If the customer believes they are entitled to a refund, Go to SRMT and take a Refund Request type of service request based upon
the customer's reason as noted above. Ensure the caller is within the *acceptable caller type before taking a service request.
¢ Ifa Service Request is being created for a legal representative on behalf of hisfher client, read the following: | will be taking Some information
from you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o If the service request being created for the legal representative indicates it is a tertiary {third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAQ. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office S0 they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case speific information on behalf of your client.

 Denied, Revoked, Rejected, or Administrafively Close

O podDenedNew PemanntResierl Wanleni
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What s the difference between a case that is denied and a case that is administratively closed?

A case that has been denied will require either an appeal or a motion to reopen or reconsider to be filed with the appropriate filing fee. Guidance, on which
option is available to you (an appeal or a motion) along with instructions on how to file, will be included i the denial notice. You usually have 30 days to file
an appeal or motion. Please read the instructions in the denial notice carefully.

A case that has been administratively closed can be reapened for up to one year after it has been closed. If your case was administratively closed, you
should make a written request to the office where the case was handled requesting that the case be reopened.

Please allow 15 days to receive your or your client's decision in the mail. If it has been longer than 15 days since the date a decision was made on your or
your client's case, we will take some information from you and request that the office which made the decision send you or your client a copy of the decision.
This will not extend any time you or your client may have been given to appeal or file a motion to re-open or reconsider your case.

Note to Representative: If the customer indicates 1t has been longer than 15 days since the decision was made, go to SRMT and take a Non-Delivery of
Denial Notice service request. Ensure the caller is within the “acceptable caller type” before taking & service request. Ifthere is an issue with the address,
draw attention to it in the comments block. Do not take a separate Change of Address service request,
o Ifa Service Request is being created for a legal representative on benalf of hisfer client, read the following: | will be taking Some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
¢ If the service request being created for the legal representative indicates it is a tertiary {third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request to the Customer Assistance Office
using office code CAO. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office S0 they can assist you in the resolution of your inquiry.
o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

Am [ allowed to have an Attomey or Representative?

You may, if you wish, be represented, at no expense to the government, by an attorney or other duly authorized representative. Your attomey or
representative must fill out a specific form in order o represent you. The form depends upon the stage you are at in the process. Your attomey will know the
proper form(s) to complete in order to represent you.

Dolhaveto payafilingfee forthe service request?

There is no filing fee for the service request regardless of the review action taken in your case by the expedited case review program regarding
administrative errors.

Fackle:  Denied. Revoked, Rejected. or Administratively Closed ~  ApprovedDenied/New PermanentResident ~~~ MainMemy
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What are the specifically-defined administrative error categories?
The specifically-defined administrative error categories for the purpose of the expedited case review program are:

¢ USCIS issued an adverse decision hased solely on a customer's failure to respond to a Request for Evidence (RFE), Notice of Intent to Deny
(NOID), or Notice of Intent to Revoke (NOIR), and there is documentary evidence that the customer responded to the RFE, NOID, or NOIR, and
USCIS received the response in a timely fashion.

o USCIS issued an adverse decision solely due to a customer’s failure to respond to an RFE, NOID, or NOIR, and USCIS determines there is
evidence in USCIS systems that the RFE, NOID, or NOIR was not sent to the petitioner/applicant or, if there is a Form G-28 on file, to the attomey or
representative of record.

o USCIS sent an RFE, NOID, NOIR, or biometric appointment notice to a previous or improper address and USCIS determines there is evidence in
USCIS systems that the customer properly submitted a change of address prior to the issuance of the RFE, NOID, NOIR, or biometric appointment
notice.

o USCIS issued an adverse decision solely based on a customer’s alleged failure to appear at a biometrics appointment, and there is documentary
evidence that the customer attended the appointment or made a valid, timely request that it be rescheduled.

Will the expedited case review program regarding administrative errors on behalf of USCIS change or affect the current process on filing a
motion, appeal , or the procedure for errors made by the applicant or petitioner? ‘ - . \

No, this customer service process is not intended to: circumvent the motion and/or appeal process, toll the appeal/mation timeframes, rectify errors made by
customers or their legal representatives or address errors not included in the specifically defined categories for administrative errors,

How long will it take for the local office or service center to review my case and make a determination if there was an administrative error?

The local office or service center will make every possible effort to review the case within five (5) calendar days of the creation of the Service request and a
response will be sent shortly thereatter,

How long will it take to route the service request to the local office or service center that denied my immigration beneft?
The expedited service request is immediately submitted electronically to the appropriate service center or local office.
What should | do if USCIS determines that there was no administrative error?

If USCIS determined there was no administrative error, please follow the instructions on the original Notice of Decision provided by USCIS.

 Denied Revoked Relected or AdministralivelyClosed ~ ApprovedDeniediNew Permanent Resident ~ ManMenw
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FAQs concerning Appeals and Motions

o Am | allowed to have an Attorney or Representative?

o How can | tell if my first decision may be appealed?

o How do | submit an appeal?

o How long will t take o process my appeal?

o Howdo|file a motion?

o What else do | need to know about motions?

o What happens when | file a motion?

o Can | ask for an oral argument?

o Dol need fo submit a brief?

o Dolhaveto pay afiling fee?

o Whatif | need more information?

o |nformation about immigration benefits in EQIR removal proceedings
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Am | Allowed to Have an Attorney or Representative? ... . .

You may, if you wish, be represented, at no expense to the government, by an attomey or other duly authorized representative. Your attorney or
representative must fill out a specific form in order to represent you. The form depends upon the stage you are at in the process. Your attomey will know the
proper form(s) to complete in order to represent you.

\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

At the time of an unfavorable decision about your application, petition, or court proceeding, you will be informed in writing whether or not the decision may be
appealed.

You should review the Notice of Denial that accompanied the adverse decision to determine whether you may appeal the denial of your petition or
application. The decision will inform you of what steps you can take as well as the proper appellate jurisdiction and form information.

How long will g taks o process oy 008l . .
To Check the Administrative Appeals Office (AAQ) processing time, please visit www.uscis.gov. From the home page, please select the *About Us” fink at

the top of the page, then select the “Directorates and Program Offices” link on the left-hand side, then select the “Administrative Appeals Office (AAQ)" link
on the left-hand side, then select the Appeals Processing Times link on the right-hand side.

Motions to Re-open or to Re-consider are filed using Form 1-290B. There is a 30-day deadline in which to file a motion. Please read the instructions to the
Form carefully and file with the appropriate filing fee. You must submit it to the office that has the record upon which the unfavorable decision was based.
Your denial notice will also give you instructions on how and when to file.

What Else Do | Need to Know About Motiops2. ...

Any motion to reopen that you file must state new facts to be proved and be supported by affidavits or other evidence.

Any motion to reconsider that you fle must state the reasons for reconsideration and be supported by any relating precedent decisions to establish that the
decision was based on an incorrect application of law or Service policy.

If you are an alien, a motion to reopen or reconsider a decision in a removal proceeding may not be made after you have departed from the United States.

- Aporoved/DeniediNew Pemmanent Resident
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weHapes e tble s ... .

You will receive a decision on any properly filed motion you submit. The filing of @ motion, however, with certain exceptions, does not serve to stay the
execution of any decision made in your case or to extend a previously set departure date.

CanIAskaI'anOl'aMI'gumem? l“ l\ l\ l‘\l‘\l‘il‘f\‘f ... if“fl?ll G o

You may, with certain exceptions, request oral argument in a proceeding before the Administrative Appeals Office, but your request may be denied or
rejected. The government does not furnish interpreters for your oral argument. If you need an interpreter, you must bring the interpreter with you.

DolNeedtoSubmita Brief?

No. You do not need to submit a brief in support of your appeal or motion, but you may submit one. Or you may submit a simple statement instead.

In most cases, you must pay a filing fee for any appeal or a motion. This filing fee will not be refunded regardless of the action taken in your case unless
there was a clear Service eror.

What if| Need More Informations @.==
If advice is needed, you may be able to obtain immigration-related free pro-bono legal services. The Department of Justice maintains a listing of these pro
bono providers across the country on their web site at; http://www.justice.govieoir/probono/states.ntm . You can also find information concerning appeals
and motions on our Web site.

- Aporoved/Denied/New Permanent Resident

212



USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 167 of 188

Note to Representative:

Customers can submit an expedite request if the situation causing the need for the expedite fits one or more of the criteria listed below. The burden is on the
customer to show that one or more of the expedite criteria have been met, A customer may request expedited processing if they can show that their situation
falls into any of the following:

L]

Severe financial loss to company or individual.

Extreme emergent situation.

Humanitarian situation.

Nonprofit status of requesting organization in furtherance of the cultural and social interests of the United States.

Depariment of Defense or National Interest Situation (Note: Request must come from official U.S. government entity and state that delay will be
detrimental to our government),

USCIS error
Significant and compeliing reason such as a medical condition
Military deployment

Age-out cases not covered under the Child Status Protection Act, and applications affected by sunset provisions such as diversity visas

Loss of social security benefits or oiher subsistence

213



USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 166 of 188

FAQs pertaining to the TSAMCHO SETTLEMENT AGREEMENT

o How do know if | am eligible to have my -730 pefition reopened?

o |am calling about the TSAMCHO SETTLEMENT AGREEMENT. My Form I-730 petition was denied because my relative did not attend histher
interview at the U.S Embassy/Consulate. How can | request to reopen my case?

o What can | expect after USCIS reopens my case?

o Currently. [ don't know if my relative/beneficiary will be able to attend hisfher interview within the next six months. Will USCIS deny my case if my
relative cannot attend the interview?

o Whatif my relative found out that he/she does not know if they will be able to attend the interview after | submitted a request for an interview date?

o Does USCIS charge a fee to reopen my case?

o Am|eligible to have my Form I-730 petition reopened under the TSAMCHO Settlement Agreement if it was denied for some reason other than the
failure of my relative/beneficiary to appear for an interview at the U.S. Embassy/Consulate?

o Canlrequest that the interview of my relative be waived?

esident

 MenMenw
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How do Lknow if | am efigible to have my 730 petition reopened?

If your Form I-730 petition was denied, you are eligible to have your Form [-730 petition reopened and approved if;
o You oryour client filed a Form |-730, Refugee/Asylee Relative Pefition; and
o USCIS approved the Form |-730 petition; and
o The Beneficiary did not appear at a U.S. Embassy/Consulate for a required interview; and

o USCIS then reopened and denied the Form I-730 petition solely because the Beneficiary did not appear at the U.S. Embassy/Consulate for the
interview.

1 am calling ahout TSAMCHO SETTLEMENT AGREEMENT My Form I 730 was demed because my relatwe did not attend hls/her interview at the‘

US Embassy/Consulate. How can  requestto reopen my case?

If your or your client's relative can attend the interview at the U. S Embassy/Consulate within six months, USCIS will reopen your case. In order to submit a
request to reopen your case, | need to obtain some information,

Note to Representative: If the caller states that the beneficiary can attend an interview within the next six months, please go to SRMT and take an “Other”
service request type. Putthe following information in the *Notes” section of the SRMT request: “TSAMCHO CASE” on the first line of the notes section of the
SRMT. Then proceed with obtaining al of the information from the caller and placing that information in the Notes section below the “TSAMCHO CASE’
notation.

o Beneficiary Name:

o Beneficiary A number.

o Beneficiary current address:

o Beneficiary phone number/emall address

o Ifa Service Request is being created for a legal representative on behalf of his/her client, read the following: | will be taking Some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

¢ If the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request o the Customer Assistance Office
using office code CAQ. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office S0 they can assist you in the resolution of your inquiry.

o Ifihe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client,

What can | expect after USCIS reopens my case?

After USCIS reopens your case, you or your client wil receive a Notice of Action indicating that your or your client's Form I-730 petition has been reaffimed
and has been sent to the U.S. Department of State’s National Visa Center for interview scheduling.

ApprovedDenied/New Permanent Resident

Dot Revoked. Refece. or Adiisatiey Closed.
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Currently, | don’t know if my relatwe/beneflmary will be able to attend hls/her mterwew wnthm the next six months, WIII USCIS deny my case |f my
relative cannot attend the interview? . . . .

USCIS will not deny your or your client’s case. USCIS will hold your or your client's Form 1-730 petition administratively closed until you or your client notify
us that your or your client's relative/beneficiary can attend the interview. You or your client may contact USCIS three months prior or as soon as you or your
client know that your or your client’s relative/beneficiary can attend the interview.

Note to Representative: If the customer states that the beneficiary can attend an interview within the next six months, please go to SRMT and take an
“Other” service request type. Put the following information in the *Notes” section of the SRMT request: “TSAMCHO CASE” on the first fine of the notes
section of the SRMT. Then proceed with obtaining all of the information from the caller and placing that information in the Notes section below the
“TSAMCHO" notation.

eneficiary Name
eneficiary I
eneficiary current address:

eneficiary phone number/email address

o O < O

o Ifa Service Request is being created for a legal representative on behalf of his/er client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o If the service request being created for the legal representative indicates it is a tertiary (third) request or feels they have
received a nonresponsive answer, override the default routing to send this service request o the Customer Assistance Office
using office code CAQ. Once you create the service request, read the following: | am routing this service request to the Customer
Assistance Office S0 they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact s directly for case specific information on behalf of your client.

What |f my relative found out that he/she does not know if they WI|| be able to attend the mtervuew after I submltted a request tor an mterwew

If after a request is made to USCIS, you or your client found out that your or your client’s relative/beneficiary does not know whether he/she can attend the
interview at a U.S. Embassy/Consulate within six months, USCIS will hold the Form I-730 petition until your or your client’s relative/beneficiary is able to
attend an interview.

Fackle:  Denied. Revoked, Rejected. or Administratively Closed ~  ApprovedDenied/New Permanent Resident ~~~ MainMemy
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Am | eligible to have my Form |-730 petition reopened under the TSAMCHO Settlement Agreement if it was demed for some reason other than the
failure of my relative/beneficiary to appear for an interview at the U.S. Embassy/Consulate? .

If your or your client's Form I-730 is denied for some reason other than failure to appear for an interview, you or your client are not eligible to request that
your Form |-730 petition be reopened under the TSAMCHO Settlement Agreement. However, you or your client may be eligible to file Form -2908, Notice of
Appeal or Motion. For further information on how to file an Appeal or @ Motion please visit www.uscis.gov

Can|request that the interview of my relative be waived?

No. Interviews cannot be waived. In order to further process the Form [-730 petition, including verifying the relationship between the Petitioner and the

Beneficiary so that the Beneficiary may receive refugeefasylee status, the Beneficiary must be interviewed at a U.S. Embassy/Consulate or USCIS overseas
office.
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My Form [-130, or other petition or application, was previously denied solely because of DOMA. What should[do?

USCIS will reopen those petitions or applications that were denied solely because of DOMA section 3. If such a case is known to us or brought to our
attention, USCIS will reconsider its prior decision, as well as reopen associated applications to the extent they were also denied as a result of the denial of
the Form 1130 (such as concurrently filed Forms I-485).

Once your-130 petition is reopened, it will be considered anew—without regard to DOMA section 3—based upon the information previously submitted and
any new information provided. USCIS will also concurrently reopen associated applications as may be necessary to the extent they also were denied as a
resutt of the denial of the I-130 petition (such as concurrently filed Form |-485 applications).

Additionally, if your work authorization was denied or revoked based upon the denial of the Form -485, the denial or revocation will be concurrently
reconsidered, and a new Employment Authorization Document issued, to the extent necessary. If a decision cannot be rendered immediately on a reopened
adjustment of status application, USCIS will either (1) immediately process any pending or denied application for employment authorization or (2) reopen and
approve any previously revoked application for employment authorization. If USCIS has already obtained the applicant’s biometric information at an
Application Support Center (ASC), a new Employment Authorization Document (EAD) will be produced and delivered without any further action by the
applicant. In cases where USCIS has not yet obtained the required biometric information, the applicant will be scheduled for an ASC appointment,

No fee will be required to request USCIS to consider reopening your petition or application pursuant to this procedure. In the altemative to this procedure,
you may file a new petition or application to the extent provided by law and according to the form instructions including payment of applicable fees as
directed.

aoklo Denied, Revoked, Refected. or Administrafively Closed -~~~ Approved/DeniediNew Permanent Resident ~~ ManMenu
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What questions do you have about your or your client’s new permanent resident status?

Unitt  Whatdo! show when applying for a Social Securty Number, Drivers License, or Job?

Unt2  [have other questions about Permanent Resident Status and what it means for me
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Chapter 4 Questions About my New Status as a Permanent Resident
Unit 1 Information about What to Show When Applymg ora Social Security Number, Driver's License, or Job
OVERVIEW | |

Individuals who have received their Permanent ReS|dent Card may use the card as ewdence of their status and can use the card to apply foro her identity
documents, such as a social security card and driver’s license. Permanent residents are allowed to work in the United States. Individuals who desire to
work may show their permanent resident card or other identity documents as evidence of work eligibilty.

Prompt - It appears you are a new permanent resident who would like information concerning what evidence to show when applying for a social security
number, driver's license or job. IS that correct?

If yes, continue below

If no, go to “Where to Star”

Note to Representative: Please select one ofthe following, based on the customer’s inquiry.
What to show when applying for a Social Security C2d.

After you receive permanent resident status, you or your client may use your -531, Permanent Resident Card, as evidence of your status. When you, or
your client, apply for a social security card, you will be required to show documentation of your or your client’s status in the United States to the Social
Security Administration. You or your client may show your or your client’s Permanent Resident Card for this purpose. For more information about what
documentation you or your client will need to show the Social Security Administration, please visit their Web site at www.ssa.gov.

What to show when applying for a Driver's License,. =~.......

The documentation that you or your client will be required to submit when applying for a driver’s license differs from state to state. However, in order to
prove your or your client’s legal status in the United States, you or your client may present your Permanent Resident Card. For more information about what
documentation you will need to submit, please visit your or your client’s state government's Web site.

What to show when applying for a Job.

When being hired for a job in the U.S., you or your client will be required to show evidence that you are legally eligible to work in the U.S. In most
circumstances, you or your client will need to complete Form 9. You or your client may show any documents that are listed on Lists A or B and C of Form |-
9. Your or your client's Permanent Resident Card may be used for this purpose.
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Chapter 4 Questions About my New Status as a Permanent Resident
Unit 2 Questions about Permanent Resrdent Status and What it Means to You
OVERVIEW ‘

A permanent resident can live and work inthe U, S Permanent resrdents have many rights and privileges, but do not have all the rights tha U S clizens
have. For example, a permanent resident cannot vote in federal elections. Every permanent resident has a record number, often called an A-number, which
appears on the permanent resident card. Adult permanent residents must carry their card. Most cards are valid for ten years and must be renewed every
ten years. However, some cards are valid for 2 years. If a permanent resident has a 2-year card, hisfher status has conditions. These customers will need
o apply to remove the conditions before the 2-year card expires.

Prompt - It appears you are a new permanent resident and want additional information about your status and what benefits and services may be available
to you. Is that correct?

If yes, continue below

If no, go to “Where to Start’

As a permanent resident, you can live and work in the United States. You have many rights and privileges, but you do not have all the rights and privileges
that a U.S. citizen has. For example, you are not allowed to vote in federal elections. As a permanent resident, you have been assigned a record number,
also called an “A-number” which is on your card. If you ever have questions for USCIS about your status, you will need to refer to this number. You should
always carry your card on your person. The card you have is either valid for two-years or ten-years. If you have a two-year card, that means you have
conditions on your status and you will need to apply to remove those conditions before your card expires. If you have a ten-year card, you will need to renew
your card every ten years,

Note to Representative: If the customer needs more information, please go to Volume 4.3 for information about the benefits and services available for
permanent residents.
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| received a duplicate Permanent Resident Card or duplicate Employment Authorization Document

Note to Representative: USCIS is seeking the retum of EADS and PRCs where more than one card was issued. Customers who received more than one
card will receive a letter from USCIS with step-by-step instructions on how to return the duplicate card. The letter will provida the serial number of the card to
refurn,  picture showing whare to find the serial number on the card, and a deadline by which to retum the card. The letter will also include a stamped
envelope.

Did you receive a letter from USCIS asking you to retum a duplicate card (work permit/EAD or permanent resident card/PRC)?
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Please wait. You should receive a letter from USCIS about the receipt of duplicate cards. {You can end the call)
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How many cards do you currently have in your possession?

v Two
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Do you know which one to retum to USCIS?

o Yes (You can end the call
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Please follow the instructions in the letter you received. You must locate the serial number on the card - information on how to do this is in the letter. You
should send back the card that is the duplicate and keep the card that is valid. (You can end the call
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Did you already return one card to USCIS?

o Yes (You can end the call

27



¥ 5

USCIS Customer Service Cail Guide Volume 1 - Approved, Denied, or Recently Became a Permanent Resident Page 182 of 188

If you only received one card or lost the second card, complete the attestation that was included in the letter you received and mail it to USCIS.
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Did you receive any cards in the mail?

v 168

o No
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If hoth cards were lost or stolen, contact the police to submit a report and you will need to file a new Form I-90 or Form I-765 with a copy of the police report
0 request a replacement,

Ml
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Note to Representative: Take a Non-delivery service request of a Permanent Resident Card or Employment Authorization Document;

Permanent Resident Cards

Employment Authorization Documents
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CSR Transfer Statement:

Due to a high volume of calls, we would be happy to take some information from you and refer your inquiry to a USCIS officer to research and respond,

Note to Representative:
» G0 to SRMT and take a service request.
o The Service Request Type will be based on the Transfer Reason

o Inthe commenis block, state the specific information that the customer is seeking and a brief reason why he or she needed the cal
escalated.

o Ensure the caller is within the “acceptable caller type” before taking the service request.

o Complete the service request and use the routing override capability to select WHD as the office for the service request to route to Tier 2.
o Provide the customer with the referral ID number
o Advise the customer that a USCIS officer will research their inquiry and contact them within 3 to 5 business days.

. ApprovedDenied or RevokediNew Permanent Residen
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In order to ensure customer privacy and security as well as data integrity, we may only take information regarding cases from the following individuals:
o The applicant/petitioner (The person who Signed the application or petition in question)
o Atranslator (Only if the applicant/petitioner is present)

o Anattomey who claims to have a G-28 on file for the petitioner/applicant OR a paralegal from that attomey’s office/firm (ask if the attoney has a G-
28 on file).

o A Community-Based Organization (CBO) who is representing the applicant/petitioner and who has a G-28 on file (ask if the CBO has a G-28 on file).
o A parent of an applicant/petitioner who is under age 18.
o Alegal guardian of an applicant or petitioner.

o An adult caregiver of the applicant or petitioner (Such as a nurse caring for an elderly or disabled person - if the applicant or petitioner is physically
able to speak on the phone, hisher presence should at least be confirmed. If physically unable to speak on the phone, continue as if the caregiver
were the applicant/petitioner)

Confirm that the caller meets at least one of the above listed requirements before faking a Service Request. If the caller is nof within one of the acceptable
d above, we will not be able to take a Service request from the caller,

g
£

caller types list
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The fact that you have a receipt notice which informs you of your “case receipt number” assures you that your case has been accepted and is active. Ifthe
case has been recently filed it may take longer than normal to view your case information on the USCIS Case Status Online feature. There is no negative
impact on the processing of your case if the case information is not available online. Until the information is made available online you will not be able to
track your case electronically on Case Status Online.

Please allow 30-43 days for the most current up to date status on your case to be made available electronically. If the information is not available within this
time frame please retum the call so that we may investigate the matter further,

et 0 Wt
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Volume 2 Already Filed {Pending Cases)

CSR prompt - [t appears you have a question about a currently pending case. Is that correct?

If yes, continue below
If no, go to “Where to Start’

Note to Representative: For an attomey, an accredited representative, or a community based organization transferring from the legal representative section
of the "Where to Start’ menu.

If the caller arrives here directly from the IVR, ask the caller,

Are you an employer, a legal representative, or a USCIS customer?

o Employer
o Legal Representative who has filed a G-28

o USCIS Customer

Note to Representative: The phrase “legal representative’ refers equally fo:
o attomeys/law-firms
o accredited representatives
s Community-based organizations (CBO').

Note to Representative: If the customer is a legal representative calling on behalf of a client but does NOT have a G-28 on file, please provide the customer
the following message: Since you do not have a Form G-28 on file, we are unable to provide you with any case specific information. You may have your
client call for information regarding his or her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your
Client.
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Do you have questions about the Administrative Site Visit and Verification Program (ASVVP) or the status of a petition you filed on behalf of a prospective
employee?

o Administrative Site Visit and Verification Program

o Status of a petition you filed on behalf of a prospective employee
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USCIS Customer Service Call Guide Volume 2 - Already Filed (Pending Cases) Page 3 of 195

To assist you, | will need to collect some information from you,

Have you received a receipt notice with your receipt number?

v 1S
v NO
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Volume 2 - Already Filed {Pending Cases)

Page 4 of 195

Do you have your receipt number available now?
o YES
» NO
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What is the receipt number?

Note to Representative;
Check Case Status Online using the receipt number provided by the customer. Note the receipt number, status of the case, and the form number filed that is
shown in Case Status Online.

Exceptions:
o Information about adoption Forms 1-600/1-600A and -800/-800A

o Forms 1-881 and I-589 will not appear in Case Status Online. These form types are asylum-related applications and do
not receive a receipt number. More information about what to do with pending 1-589 and 1-881 applications.

o Forms -751 and I-829 receive receipt numbers but are not entered into Case Status Online because they are data entered in a separate
system. Check the processing times for the form type and appropriate office provided by the customer. Based on the processing time listed,
does the case appear to be outside normal processing times?

o [fYES: Please fransfer the call fo Tier 2, UNLESS Tier 2 live assistance is unavailable.
o [TNO: Tellthe Customer: Your case is still within the normal processing time for this type of case at this specific office. Please allow
the amount of time shown in the processing times listed for this form on our website to pass.

Chose the category the status you obtained from Case Status Online falls info:

o No automated information in Case Status Online

o Approved, document produced and mailed (Permanent Resident Card, Employment Authorization Card, or Combo Card) Note to Representative:
Provide the USPS tracking number and delivery information from CSOL. Go to Volume 1 if the customer has additional questions. Unit 1.1.4

o Approved Note to Representative: Go fo Volume 1 if the customer has addtional questions. Unit1 2.3

o Review Completed and you will be notified of the decision by mail Note to Representative: Read the customer the following: Once you have
received your decision in the mail and read the entire document, you may call back if you have questions.

o Pending Note to Representative: Only transfer the call to Tier 2, UNLESS Tier 2 live assistance is unavailable, if the customer has filed one of

the following forms and his/her question pertains to one or more of the forms listed below.
o VAWA related Form -360 and related Forms 1485, 1-765, 1601, or 131;
¢ T Nonimmigrant Forms -914/-914A and related Forms -485, 1763, 1192, or 131, OR
o U Nonimmigrant Forms 1-918/1-918A and related Forms 485, 1765, 131, 1-192, or -929.
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It appears that you do not have your receipt number available or that you have lost your receipt number. IS that correct?
If “YES" continue with the instruction below

IF*NO’

Note to Representative: If customer indicates they have lost their receipt number, please transfer the call fo Tier 2, UNLESS Tier 2 live assistance is
unavailable. 1f the customer just does not have iheir receipt number available, tell them the following: Please call back with the receipt number available.
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Have you or your client called about this issue on this specific case before?
o YES
» NO

 mmimess
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Note to Representative: Did the receipt number provided by the caller start with EAC, SRC, LIN, or WAC?
If the receipt prefix is MSC or NBC please select “NO” below.

v 1ES

v NO
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Was a service request created on your or your client’s behalf on the previous call?
o YES
» NO

MainMeny
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Have you or your client received a response to that service request?
o YES
» NO

 mmimess
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Has it been 30 days since the service request was responded to?

YES
NO
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USCIS Customer Service Call Guide Volume 2 - Already Filed (Pending Cases) Page 12 of 195

Has it been 30 days since the initial service request was created?
o YES
» NO

PendingCases
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Have you or your client requested the service request be updated and resent to the appropriate office?
o YES
» NO

. Emlss
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Have you or your client received a response to the updated service request?
o YES
» NO

 mmimess
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Has it been 30 days since the service request was updated and resent to the appropriate office?

¢ YES Note to Representative: The link willtake you o the menu of issues which will lead you to the appropriate service request type where you
can follow the override routing instructions.
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Please wait 30 days for an answer to your service request and completion of any promised actions or notices before requesting creation of a subsequent
Service request.
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Please wait 30 days before requesting a new service request be created.
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Was a service request created on your or your client’s behalf on the previous call?
o YES
» NO
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Have you or your client received a response to that service request?
o YES
» NO

 mmimess
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Has it been 30 days since the service request was responded to?
o YES
» NO

 mmimess
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Has it been 30 days since the initial service request was created?

YES
NO
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USCIS Customer Service Call Guide Volume 2 - Already Filed (Pending Cases) Page 22 of 195

Have you or your client submitted an email to the appropriate Service Center for follow-up?
o YES
» NO
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(%

g

Note to Representative; Please provide the customer with the appropriate USCIS Service Center e-mail listed below based on their receipt prefix. The
customer can e-mail the Service Center that has jurisdiction over hisiher case. The customer's receipt notice will indicate EAC for the Vermont Service
Center, SRC for the Texas Service Center, LIN for the Nebraska Service Center, and WAC for the California Service Center.

California Service Center: csc-nsc-followup@uscis.dhs.gov Vermont Service Center: vsc.ncsclollowup@uscis.dhs.gov
Nebraska Service Center. NSCFollowup NCSC@uscis.dhs gov Texas Service Center. tsc.ncscfollowup@uscis.dhs.gov

Read the following fo the customer. When e-mailing the service center, you should provide the information about what happened the first time you or your
client called us about this issue. Also, if you remember, provide the name and/or ID number of the representative you or your client talked to when you
called the first time, the date and time of the call, and if applicable, any service request referral number. You should also provide your receipt number, alien
registration number, type of application filed and date filed. You should expect to receive a response from this e-mail within 21 days.
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Have you or your client received a response to the email sent to the Service Center?
o YES
» NO

© petmoses
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Has it been 21 days since the email inquiry was sent to the Service Center?
o YES
» NO
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Have you or your client submitted an email to HQ Service Center Operations?
o YES
« NO

 mmimess
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Please wait 21 days for an answer to your email inquiry and completion of any promised actions or notices before requesting creation of a subsequent
Service request.

Pending Cases ~ MainMeny
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You can e-mail the USCIS Headquarters Office of Service Center Operations at. SCOPSSCATA@uscis.dhs.gov. When e-mailing Service Center
Operations, you should provide the same information you or your client emailed to the service center. You should expect to receive a response from this e-
mail within 10 days.

Note to Representative: If the caller needs a reminder of what they were to include, read the following: You should provide the information about what
happened the first time you or your client called us about this issue. Also, if you remember, provide the name and/or ID number of the representative you or
your client talked to when you called the first time, the date and time of the call, and if applicable, any service request referral number. You should also
provide your receipt number, alien registration number, type of application filed and date filed.

. e
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Have you or your client received a response to the email from HQ Service Center Operations?
o YES
» NO

MainMeny
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Has it been 10 days since the email inquiry was sent to HQ Service Center Operations?

¢ YES Note to Representative: The link willtake you o the menu of issues which will lead you to the appropriate service request type where you
can follow the override routing instructions.

264



Bt
e
G

oy
o
Byt
E o

USCIS Customer Service Call Guide Volume 2 - Already Filed {Pending Cases)

i

E=]
LSy

£33

Please wait 10 days for an answer to your service request,
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USCIS Customer Service Call Guide Volume 2 - Already Filed (Pending Cases) Page 32 of 195

How can | help you with your pending case?

e . o

22- |have aguestion aboutan appointment,

23- |havequestions aboutan immigration medicalexem.

24~ [have questions about a Requestfor Evidence RFE).

25-  There s atypoqraphical error in @ nofice | received - OR - | need fo change information on my case.

26- | wantlo check the status of my case - OR - have other generalquestions about my pending cse.

27+ Mycase has been pending a long time and is ether bevond normal processing imes o approaching the requiaory time frame.

28- Approval of Peftions and Applications after the death of a“Qualifying Relative”

29 Mylnquiryis conceming someone inthe US Mitayor amiarydependent,

210~ have questons bout the Adiristee S Vit and VerioatonPrograms.
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USCIS Customer Service Call Guide Volume 2 - Already Filed (Pending Cases) Page 33 of 195

Chapter 2.1 | Need to Change My Add @%z’m% gﬁapﬁwéﬁg
CSR prompt - It appears you need to change your address on a case you

If yes, continue below
If no, go to “Where to Start’

Are you the applicant/petitioner on a case pending with USCIS, an attomey/legal representative and your office location has changed, oris your case
pending with the BIA or Immigration Judge?

o | amthe applicant/petitioner and | have a case pending with USCIS.

o | aman attoney/leqal representative and my office location has changed.

o |filed an appeal with the Board of Immigration Appeals -OR- | am in Immigration Proceedings.

-~ Main Main Meny
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Chapter 2.1 You Need to Change your address on a Pending Case

Unit 2.1.1 You are the Petmoner orApphcant and YourAddress Has Changed

OEeRVEW ... ... ... . _ ___ _ _
Certain customers are legally obligated to inform USCIS when they move. Customers who are not U.S. citizens, who are 14- years of age o older and who
have moved, are required to submit a completed Form AR-11 within ten days of the move. Customers, whether or not U.S. citizens, who have submitted
Form |-864, Affidavit of Support, on behalf of someone who has become a permanent resident and the Affidavit of Support is still in force, are required to

complete Form 1-865 within thirty days of the move.

CSR prompt - It appears you need to change your address on a case you have pending with us. IS that correct?

If yes, continue below
If no, go to “Where o Start’

Have you already moved? Or do you want to change your mailing address?

o | have already moved.

o | have not moved yet but am planning on moving soon.

o |wantto change my mailing address.

MainNenu
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Have you already completed a Change of Address (CoA) online?

v YES
v NO

ses Manllens
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Have you moved again since completing your Change of Address (CoA) online?
o YES
» NO

 Change of Address

ses Manllens

270



USCIS Customer Service Call Guide Volume 2 - Already Filed (Pending Cases) Page 37 of 195

Has it been longer than 30 days since you completed your Change of Address (CoA) onling?

o YES
» NO
Backio  MeMew
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Please allow 30 days from the date you completed your Change of Address (CoA) online to receive notification from USCIS that the address on your
pending case has been updated.

 ChangeofAddress ~ Pending Cages
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o

| will need to get some information about you and your pending case. | will send the information to the office where your case is located. That office will
update your address on the pending case and will also send you a confirmation letter. You should expect to receive that confirmation within 30 days.

Note to Representative; Go to SRMT and take a Change of Address service request, Ensure the caller is within the *acceptable caller type” before taking @
SeIvice request.
s Ifa Service Request is being created for a legal representative on behalf of hisier client, read the following: [ will be taking some information from
you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary (third) request, override the default routing
to send this service request to the Customer Assistance Office using office code CAQ. Once you create the service request, read the
following: | am routing this service request to the Customer Assistance Office o they can assist you in the resolution of your inquiry.

s |fthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Are you a United States Citizen?
v YES
v NO
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If you are a US citizen and have a pending case with us, you need to keep us informed of any change of address in order to receive any notices or decisions
from us. You can personally update your address electronically on our website for most applications and petitions at www.uscis.gov, or we can take your
change of address at this time.

Note to Representative: If the customer wishes to do the change of address now, Go to SRMT and take a Change of Address service request. Ensure the
caller is within the "acceptable caller type” before taking a change of address.
s I a Service Request is being created for & legal representative on behalf of hisiher client, read the following: [ will be taking some information from
you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o If the service request being created for the legal representative indicates it is a tertiary (third) request, override the default routing
to send this service request to the Customer Assistance Office using office code CAD. Once you create the service request, read the
following: 1 am routing this service request to the Customer Assistance Office o they can assist you in the resolution of your inquiry.

s Ifthe legal representative indicates at this fime that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

Note to Representative; USCIS can now accept a change of address onfine for members of the U.S. Miltary and their families overseas if they have an
APO or FPO mailing address. For all other individuals who moved to a foreign address, please contact the nearest U.S. Embassy or Consulate.
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The law requires nearly all non-U.S. citizens to report a change of address within 10 days of moving by completing a Form AR-11. f you choose to use this
online electronic change of address notification, please do not mail in a Form AR-11. On'the other hand, if you choose not to use the online tool, and instead
you choose to mail in a paper Form AR-11, please complete Form AR-11, and mail it to USCIS according to the instructions on the form. The formis
available on our Web site at www.uscis.goviar-11.

Note to Representative: If the customer s calling o report a change of address and has filed one of the following forms, transfer the call to Tier 2, UNLESS
Tier 2 live assistance is unavailable.

o VAWA related Form -360 and related Forms 1-485, 1-765, 1601, or 131
o T Nonimmigrant Forms -914/-914A and related Forms I-485, 1-765, 1192, or 1-131; OR
s U Nonimmigrant Forms 1-918/1-818A and related Forms 1485, I-765, 131, 11192, or 1-929.

Did you file your application or petition using USCIS ELIS?
o 1ES
» NO
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Note to Representative; If the customer s caling to report a change of address and has filed an application using ELIS, inform the customer of the
following: If you filed your application in ELIS we can take a change of address for you, but please be advised that if you log into your ELIS account and
change your address yourself it will be immediately reflected in your immigration record. Our telephonic process can take up to five days to be completed. If
they still want to submit the change of address over the phone, Go to SRMT and take a “Change of Address’ service request,
s I a Service Request is being created for a legal representative on behalf of hisiher client, read the following: [ will be taking Some information from
you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
o Ifthe service request being created for the legal representative indicates it is a tertiary {third) request or the legal representative
feels they have received a nonresponsive answer, override the default routing to send this service request to the Customer
Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office 50 they can assist you in the resolution of your inquiry.
s Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

We can take your change of address request on your pending application or petition, but you still have to complete a form AR-11 for purposes of abiding by
the legal requirement of notifying DHS of your address change. You can use our electronic change of address tool available on our Weh site at
www.Uscis.gov or complete the paper Form AR-11, and mail it to USCIS according to the instructions on the form.

Note to Representative: USCIS can now accept a change of address online for members of the U.S. Miltary and their families overseas if they have an
APO or FPO mailing address. For all other individuals who moved to a foreign address, please contact the nearest U.S. Embassy or Consulate.
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Note to Representative; All ofher forms Go to SRMT and fake a Change of Address. Ensure the caller is within the "acceptable caller type” before taking a
change of address.
s Ifa Service Request is being created for a legal representative on behalf of hisher client, read the following: [ will be taking Some information from
you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
o If the service request being created for the legal representative indicates it is a tertiary (third) request or the legal representative
feels they have received a nonresponsive answer, override the default routing to send this service request to the Customer
Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office so they can assist you in the resolution of your inquiry.
s |fhe legal representative indicates at this time that they do not have a valid G-26 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

We can take your change of address request on your pending application or petition, but you still have to complete a form AR-11 for purposes of abiding by
the legal requirement of notifying DHS of your address change. You can use our electronic change of address tool available on our Web ste at
www.uscis.gov or complete the paper Form AR-11, and mail it to USCIS according to the instructions on the fomm.

Note to Representative; USCIS can now accept a change of address onfine for members of the U.S. Military and their families overseas if they have an
APC or FPO mailing address. For all other individuals who moved to a foreign address, please contact the nearest U.S. Embassy or Consulate.
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We cannot update your address until you have actually completed your move. Please call us back once you have completed your move so we can help you
change your address for immigration purposes.
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If you have a pending case with USCIS, and you want to change your mailing address, you need to write a letter to the USCIS office where the case is
pending.
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Chapter 2.1 You Need to Change your address on a Pending Case
Unit21.2 You are an attorneyorlegalrepresen |ve and yourofﬂceaddress haschanged

E—————

If an attorney needs to change the address of the law fim or office on a G-28 connected to a pending case, he/she must mail in anew G- 28 wnh the e
address and an original signature to the office where the case is pending. He/she must submit @ new G-28 for each separate case he/she is representing.

If you are an attorney or representative and you need to change the address of your law firm or office on a G-28 connected to a pending case, you'll need to
mail in a new G-28 with the new address and an original signature to the USCIS office where the case is pending. You will need to submit a new G-28 for
each separate case you are representing.
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Chapter 2.1 You Need to Change your add

Iress on a Pending Case

Unit21.2 You Filed an Appeal with the Board of Immigration Appeals or You Have Been Placed in Immigration Proceedings

OVERVIEW ‘ | L L | e
If a customer files an appeal with the BIA or is in immigration proceedings, the case may no longer be within USCIS jurisdiction. The BIA and Immigration
Courts are under the jurisdiction of the Department of Justice and are separate from the Department of Homeland Security and USCIS. A customer in this
situation may be required to report a change of address to both USCIS and the Department of Justice. If a customer whois in one of these situations calls
USCIS to report a change of address, we should take the change of address, but we can also provide the customer with information on who, where and
when to report a change of address to within the Department of Justice.

If you move and have been placed in Immigration Court proceedings or you have an appeal pending with the Board of Immigration Appeals (BIA), you must
notify the Court or BIA within 3 days of your move by completing Form EOIR 33/IC (for cases pending before Immigration Judges) or Form EQIR 33/BIA (for
cases pending with the BIA). You CANNOT notify the BIA/Court of a change of address on the USCIS Web site. The Forms EOIR 33/BIA or IC are available
on the Department of Justice Web site at http:/www. justice.govieir/

In addition to updating your address with the BIA or Immigration Court, you will also file a Form AR-11 separately with USCIS. You can complete the Form
AR-11 electronically, on our Web site at www.uscis.gov.
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Chapter 2 | have a Question about an Appointment

OVERVIEW ¢ s ¢ s L
Customers should make every attempt to appear at any appointment with USCIS. Otherwise, not appearing or rescheduling may delay case processing.
That could mean the customer may have to repeat several processing steps. It also affects eligibility for any immigration benefit based on the pending
application. In fact, failure to appear can be a reason to deny an application.

CSR prompt - It appears you have questions about an appointment with USCIS or about rescheduling an appointment with USCIS. Is that correct?
If yes, continue helow
If no, go to “Where o Start”

FAQ Topics about Appointments

Unit 1 Directions to a USCIS Office or Application Support Center

Unit2 Rescheduling a Local USCIS Office appointment

Unit 3 Rescheduling an ASC appointment and other general information about ASC appointment
Unit 4 Making an InfoPass Appointment

Unit5 Requesting an Accommodation for an Appointment due to a Disabilty or an Impairment
Unit6 General Information about Appointment Notices

Unit 7 Translator questions
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For directions to a USCIS office or an Application Support Center, please visit our website at www.uscis.goviabout-us/find-uscis-office.
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You should make every reasonable effort to appear at your appointment. Missing an appointment with USCIS can delay the processing of your case and
could even resutt in a denial of your application or petition. What information can [ provide to you about appointment rescheduling?

What information are you looking for regarding the rescheduling of an appointment?

Rescheduling an Appointment at a USCIS Local Office
Rescheduling Asylum or Overseas Appointments
General Rescheduling FAQS

Office Closure due to inclement weather

A

s ManMeny

ointment Questions
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Rescheduling an Appointment at a USCIS Local Office

Can my local office appointment be rescheduled?
If I helieve | have a compelling reason, how do | request postponement or rescheduling of a local office interview?
Can I reschedule my Deferred Action for Childhood Arrivals interview?

| need to cancel or reschedule my InfoPass appointment. What should | do?
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Conmylocaloffce appointmentberescheduled?

USCIS will only reschedule a local office appointment if you have a compelling reason why you cannot make the appointment. Compelling reasons for not
being able to make an appointment depend on individual circumstances, but some examples would be:

Your hospitalization or the hospitalization of an immediate family member;

Death of an immediate family member;

Any illness that prevents you from attending your appointment or serious illness of a family member for whom you are responsible;
Scheduled jury duty;

School graduation ceremonies for you or for an immediate family member;

Atemporary absence from the United States during the period can sometimes be a compeling reason depending on the circumstances;
Military Deployment (including military dependents).

The scheduled interview is essential to making a determination on your eligibility for the immigration benefit for which you are applying. Itis very important
that you make a reasonable effort to appear as scheduled.

If I believe | have a compelling reason, how do | request postponement or rescheduling of a local office interview?

If you feel you absolutely cannot make a scheduled local office appointment, follow any instructions on the appointment notice to request postponement and
rescheduling.

If your notice does not provide any instructions or if you are confused about how to reschedule, | can take some information from you and send an
explanation of your circumstances to the office that has jurisdiction over your case.

Note fo Representative: If the customer indicates that the appointment notice does not addrass rescheduling or if the customer is confused about how to
reschedule, Go to SRMT and take an “Inferview Reschedule” service request and submit it to the local office where the interview is scheduled. In the
comments section, note the customer's reason for wanting to reschedule. Ensure the caller is within the *acceptable caller type” before taking the request.
» Ifa Service Request is being created for a legal representative on behalf of hisiher client, read the following: [ will be taking some information from
you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
o Ifthe service request being created for the legal representative indicates it is a tertiary (third) request or the legal representative
feels they have received a nonresponsive answer, override the default routing to send this service request to the Customer
Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office so they can assist you in the resolution of your inquiry.
s Ifthe legal representative indicates at this fime that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

If the customer wants to reschedule due to iliness and it is NOT within 3 days of the scheduled interview, inform the customer to call back within 3 days of
the scheduled interview date if stilll

287



USCIS Customer Service Call Guide Volume 2 - Already Filed (Pending Cases)

™
E=]
LSy
£33

Canlreschedule my Deferred Action for Childhood Arrvals interview? ...

You should make every reasonable effort to appear at your interview. Missing an interview appointment with USCIS can delay the processing of your case
and could even result in a denial of your request.

If you are unable to attend your interview at the scheduled date and time, we will take your request to reschedule and submit it to the appropriate office.
Would you like me to submit a request to reschedule the interview?

Note to Representative: if the customeris unable to attend the interview at the scheduled date and time, Go to SRMT and take a DACA Interview service
request. In the comments section, write the requestor's name, reason the requestor is unable to attend he interview, Form 1-821D receipt number, Time,
Date, and Place of Inferview. Ifthe receipt number begins with WAC route the service request to the Califomia Service Center (CSC). [fthe receipt number
begin with LIN, route the service request to the Texas Service Center (TSC). Ensure the caller is within the "acceptable caller type” before taking a service
request.
o IfaService Request s being created for a legal representative on behalf of hisher client, read the following: [ will be taking Some information from
you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
o I the service request being created for the legal representative indicates it is a tertiary (third) request or the legal representative
feels they have received a nonresponsive answer, override the default routing o send this service request to the Customer
Assistance Office using offica code CAO. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office so they can assist you in the resolution of your inquiry.
¢ |fthe legal representative indicates at this fime that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

I need to cancel or reschedule my InfoPass appointment. What should1do?
InfoPass allows you to cancel or reschedule appointments by using the 5-digit pin number at the bottom of your printed out appointment confimnation notice.

Please cancel your appointment if you cannot make it at the appointed time. There is no penatty for rescheduling or canceling an appointment.

* Apoiiment Quesions  Maieny
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Rescheduling Asylum or Overseas Appointments

If I believe I have a compelling reason, how do | request postponement or rescheduling of an asylum office interview?
If I helieve | have a compelling reason, how do | request postponement or rescheduling of an overseas office interview?
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If I elieve | have a compelling reason, how do | request postponement or rescheduling of an asylum office interview?

If you are scheduled to appear for an interview at an asylum office, please contact the asylum office having jurisdiction for your case, as indicated on your
interview notice.

Note to Representative: If the customer does not have the notice available or does not know how to contact the asylum office, please provide the
appropriate phone number to the customer based on where the customer’s inferview was scheduled:

»  Arlington Asylum Office: 703-235-4100
s Chicago Asylum Office: 312-849-5200
o Houston Asylum Office: 281-931-2100
o L0s Angeles Asylum Office: 714-808-8000
o Miami Asylum Office: 305-960-8600
o Newark Asylum Office; 201-508-6100
¢ New York Asylum Offce: 118-723-5954
¢ 3an Francisco Asylum Office: 415-293-1234

If | believe | have a compelling reason, how do | request postponement or rescheduling of an overseas office interview?

To reschedule an appointment you will need to contact the office in which your appointment is scheduled. For contact information, please visit the overseas
office locator page on www.uSis.qov.
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General Rescheduling FAQs

Will my request automatically be granted?

What happens if | do not receive an answer to my request before the appointment?
What happens if my request is granted?

What happens if my request is denied?

What happens if | just do not show up for my appointment?

Can | request rescheduling after my appointment has already passed?

| am running late for my appointment. What should | do?

opinmentQuesios
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Willmy request automaticalybegeanted?. ... ... ...

No. Requesting to reschedule does not automatically excuse you from your appointment and it does not automatically mean that you will be rescheduled.
Your request will only be granted if you have a compelling reason why you cannot make your appointment. You will be notified of the decision.

USCIS cannot guarantee that an answer will be provided before the scheduled appointment. There is always some risk in not appearing for an appointment
even if you have requested postponement. We recommend that you appear for your appointment unless you have a compeling reason why you cannot
make the appointment.

You will be notified. You should receive a new appointment notice.

For cases where there are a large number of customers waiting for an interview, your request for postponement and rescheduling, if granted, could delay
your receiving the immigration beneft,

What happens if my requestis denied?

If your request is denied before the date of the scheduled appointment, you will be notified and told to appear as scheduled.

If your request is denied after the date of the scheduled appointment, it is possible your application could be denied because you did not appear and you did
not have a compelling reason for postponement.
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What happens if | just do not show up for my appointmentz. .

In general, if you do not appear for an appointment and USCIS has not agreed to the request to reschedule, USCIS may deny your application.

Can | request rescheduling after my appointment has already passed? . .
Yes, until your application is denied. You must show that you had a compeling reason for missing the appointment and that this reason prevented you from
requesting rescheduling before the appointment time.

If you are running late for your interview appointment you are considered a no show and the local USCIS office reserves the right to decline interviewing you
the same day. If you know in acvance that you are going to be late for your interview, it is your responsibility to communicate with the local office that has
jurisdiction over your case by making an appointment through InfoPass or by writing a letter to request accommodation. If you are ot able to make your
appointment with the local office that has jurisdiction over your case, please follow the instructions on your appointment notice.

 Appointment Questions
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Office Closure due to inclement weather

| was scheduled for an interview or oath ceremony but the USCIS office is closed due to inclement weather. What should | do?
| scheduled an InfoPass appointment, but the USCIS office is closed due to inclement weather. What should | do?
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1 was scheduled for an interview or oath ceremony but the USCIS office is closed due fo inclement weather. What should Ido?

If you missed your interview or oath ceremony because a USCIS office was closed due to inclement weather, USCIS will contact you by phone or by mail to
reschedule your appointment.

Note to representative: If a caller states that he/she received a call from a local USCIS office about his/her rescheduled interview appoiniment and hefshe
wanis to confirm the appointment, please inform the caller that he/she should follow the instructions relayed to him/her by the local USCIS office. The
customer may also visit our website and make an Info Pass appointment with the local office fo confirm the rescheduled appointment,

I scheduled an InfoPass appointment, but the USCIS office is closed due toinclement weather, What should1do?

You need to re-schedule a new InfoPass appointment on your own on our Website at https://infopass.uscis.gov.

- Appointment Ques|
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What information are you looking for?

Questions about Rescheduling Application Support Center (ASC) appoiniments
General questions about Application Support Center (ASC) appointments

Agpltent Quesior
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Questions about Rescheduling Application Support Center (ASC) appointments

| missed my ASC appointment or | know in advance that | will need to reschedule my ASC appointment
| am running late for my ASC appointment. What should | do?
Can Iwalk into the ASC and hand deliver my request to be rescheduled, or do | have to mail the request letter?

Willthe BPU send out a confirmation receipt letter to an applicant that requested to be rescheduled? If so, how long does an applicant have to wait before
receiving the confirmation letter?

While waiting to be rescheduled by BPU, can | walk in at the local ASC and request to be fingerprinted if an emergency situation arises, such as travelling
overseas?
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| missed my ASC appointment or | know in advance that | will need to reschedule my ASC appointment

If you received a notice telling you to go to an ASC location to have your biometrics taken, but you had an emergency that kept you from attending your
appointment or you know in advance that you will not be able to attend your appointment, you can check the ‘Request to Reschedule” block on the notice
and mail the appointment notice to:

BPU Alexandria ASC, Suite 100
8850 Richmond Hwy
Alexandria, VA 22300-1386.

Note to Representative: Information for U.S. Armed Forces members and military dependents filing Form N-400

Iam running late for my ASC appointment. What should [do?

All Application Support Centers (ASC) are only open Monday through Friday. If you are either late for a scheduled appointment or appearing at an ASC
other than during your scheduled time, you may be accommodated unless the Application Support Center's Immigration Services Officer (1SO) determines
that you cannot be processed due to the unavailability of biometrics technicians, in which case the ISO will have you retur for processing at a later time.
Can | walk into the ASC and hand deliver my request to be rescheduled, or do | have to mail the request letter?

The BPU handles all mailed ASC rescheduling requests nationwide.

All Application Support Centers (ASC) are only open Monday through Friday. If you are either late for a scheduled appointment or appearing at an ASC
other than during your scheduled time, you may be accommodated unless the Application Support Center's Immigration Services Officer (ISO) determines

that you cannot be processed due to the unavailability of biometrics technicians, in which case the ISO will have you return for processing at a later time.

Will the BPU send out a confirmation recerpt Ietterto an applrcant that requested to be rescheduled” If so how Iong does an apphcant have to
wait before receiving the confirmation letter? - . o

No, there is no change in the current rescheduling process, other than the mail in location. BPU will not send a confirmation receipt letter. Once a decision
is made on your request, you will be notified.

While waiting to be rescheduled by BPU can Iwatk in at the Iocal ASC and request to be fmgerpnnted If an emergency srtuatron arrses such as
travellmgoverseas? L . ..

Yes, while watting to be rescheduled, you may walk into the local ASC and request to be fingerprinted if you have an emergency ituation. However, you
must present evidence of your emergency and an airfine ticket showing that you are travelling overseas due to the emergency.
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General questions about Application Support Center (ASC) appointments

| lost my ASC appointment notice.

Does a person have to go to the ASC that is closest to his/her home zip code for biometrics appointment?

| received more than one appointment notice to appear for an ASC appointment,

| am a member of a family group and have been scheduled at an ASC for another day/time than the rest of my family.

| received more than one appointment notice to appear for an ASC appointment and | have not attended the first appointment yet.

| received more than one appointment notice to appear for an ASC appointment and | attended the first scheduled appointment.

| am an UK visa applicant residing in the US and need information about the UK visa application process or biometric services.

| am a Canadian visa applicant residing in the US and need information about the Canadian visa application process or biometric services.
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| stuiy ASC aponreneie:....................... . = @
You may walk into an Application Support Center. However, Application Support Centers are only open Monday through Friday. If you are appearing at an
ASC other than during your scheduled time, you may be accommodated unless the Application Support Center's Immigration Services Officer (ISO)
determines that you cannot be processed due to the unavailability of biometrics technicians, in which case the ISO will have you retum for processing at a
later time.

OR
| can transfer you $o you can inquire as to when your appointment was scheduled. Please, make sure you have your receipt notice or the receipt number
available to assist in looking up your scheduled appointment. If your appointment is scheduled within the next 5 days, the representative may ask you for a

fax number. If you have access to a fax, please have the number available.

Note to Representative; If the customer chooses to be transferred, please Transfer to TIER 2, UNLESS Tier 2 live assistance is unavailable.

Does a person have to go to the ASC that is closest to hisiher home zip code for biometrics appointment? ...
Yes, applicants are to appear at the ASC that they are scheduled to appear at on the appointment notice. Biometrics appointments are scheduled to the ASC
nearest to the zip code provided on a person’s application. If an applicant is unable to appear at this location on their scheduled date, but can travel to
another ASC for their appointment, then they may do so. If you go to another ASC, you may be accommodated unless the Application Support Center's
Immigration Services Officer (ISO) determines that you cannot be processed due to the unavailability of biometrics technicians, in which case the ISO wil
have you retum for processing at a later time.

Please bring all appointment notices you have received to the first scheduled appointment. This is true whether the notices are both for the same day and
time, different days and times, the same application type, or different application type. In most cases, the ASC can process the applicant for all required
biometrics at a single appointment and/or clear up any issues if the additional notices were issued in errar,
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|.am a member of a family group and have been scheduled at an ASC for another day/time than the rest of my family. .

In most cases, an ASC can process the member along with the remainder of the family group. This may not be the case if the ASC is expenencmg 3 h|gh
volume of customers. You can choose to go along with the rest of the family to the ASC for the group’s appointment, but with the understanding that you
may or may not be processed depending on the customer volume at that time.

Note to representative: All Application Support Centers (ASC) are only open Monday through Friday and there are no specific walk-in days.

If & customer is either late for a scheduled appointment or appearing at an ASC other than during hisher scheduled time will be accommodated unless the
Application Support Centers Immigration Services Officer determines that the customer cannot be processed due to the unavailabilty of biometrics
technicians. The ASC-1SO will have the customer retum for processing at a later ime.

I received more than one appointment notice to appear for an ASC appointment and | have not attended the first appointmentyet,

Please bring all appointment notices you have received to the first scheduled appointment. This is true whether the notices are for the same day and
time, different days and times, the same application type, or different application type. In most cases, the ASC can process the applicant for all required
biometrics at a single appointment and/or clear up any issues if the additional notices were issued in eror.

Ireceived more than one appointment notice to appear for an ASC appointment and | attended the first scheduled appointment,

Note fo Representative: Ask the customer if the notices are for the same form type.
s [fthey are the same form type, ask if they received a biometrics processing confirmation stamp on their first appointment notice when they
attended their scheduled appointment,
o Iftheyhave the stamp, ask the customer for the date on the stamp.
= [fthe date is within the last 4 weeks tell them to ignore the second nofice.
« [fihe date is more than 4 weeks ago, Transfer to TIER 2, UNLESS Tier 2 live assistance is unavailable.
o Iftheydo not have the stamp, Transferto TIER 2, UNLESS Tier 2 live assistance is unavailable.

¢ Iftheyare notthe same form type, Transfer o TIER 2, UNLESS Tier 2 live assistance is unavailable.

* olimen Questons
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| am an UK visa applicant residing in the US and need information about the UK visa application process or biometric services.
The USCIS Application Support Center (ASC) provides biometric-capture services to UK visa applicants who reside in the United States. As such, the ASCs

have NO AUTHORITY to review or answer questions about the UK visa processes.

For information about the UK visa application process or biometrics-capture services for UK visa applicants please visit www.gov.uk/visas-immigration.
From this website, you can navigate to the website with information about where biometrics-capture services are located in the U.S. at
www.visglobal.co.uk/USA/applicationcentre.himl.

| am a Canadian visa applicant rsiding in the US and need information aboit the Canadian visa application process o biometric semvices.

The USCIS Application Support Center (ASC) provides biometric-capture services to Canadian visa applicants who reside in the United States. As such, the
ASCs have NO AUTHORITY to review or answer questions about the Ganadian visa processes.

For information about the Canadian visa application process or biometrics-capture services for Canadian visa applicants, please visit
www.cic.e.calenglishivisitlindex.asp. From this website, you can navigate to the website with information about where biometrics-capture services are
located in the U.S. at http://cic.mapcms.veriday.com/clienticic.

meniQuestions ~ PendngCases MamMew
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FAQs ahout Making or Scheduling an Appointment

Can | schedule an appointment for myself?

| am scheduling an InfoPass appointment to speak with an immigration Officer at the USCIS local office. Do | need to make a separate appointment for a
family member who also has questions and will be accompanying me to the appointment?

| lost my InfoPass appointment notice. What should | do?
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Can | schedule an appointment for myself?

You can make an appointment yourself by using InfoPass on our Web Site. You can make the following types of appointments:
o Ifthe application you have is required to be filed at a field office and that office allows or requires that specific type of application to be filed in-
person;
o I your temporary evidence of status is expiring and you have not received your official document;
o If you were directed to make an appointment based on an order from an Immigration Judge;
o Ifyou submitted a service request to the National Customer Service Center more than twice, but have not received an answer;
o Ifyou need general immigration information, forms, or other immigration Services.
| am scheduling an InfoPass appointment to speak with an immigration Officer at the USCIS local office. Do need o make a separate .
;appomtmentforafamlly member who also has questlonsandwul he accompanymg metotheappomtmenﬁ .-

If your family member has questions regarding their case (s), it is recommended that a separate appointment be scheduled. However, if you and your family
member () have questions regarding the same case or related cases, you could use the same scheduled appointment time to make your inquiries. In
addtion, when you schedule your InfoPass appointment, you will need to indicate the number of the individuals who will be attending the appointment.

Ilost my InfoPass appointment notice. Whatshould[do?

You can review and reprint a copy of your InfoPass confirmation appointment notice. To do so, go to hifp://infopass.uscis.qov and click on the link to make
an appointment. Follow the same steps and enter the same information you did when you made your original appointment. When you click the Continue
button, a copy of the confirmation letter will be displayed. However, the 5-digit pin number will not be included on this copy. The S-digit pin is required only if
you need to cancel your appointment for any reason. You should bring the InfoPass appointment notice confirmation, a Government-issued ID and all
immigration forms, receipt notices, approval or denial letters, translations and original documents that relate to your inquiry with you to your appointment.

. Appointment Questions
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Unit5 Requesting an Accommodation for an Appointment due to a Disability or an Impairment
CSR prompt - It appears you have questions about requesting an accommodation for an appointment. Is that correct?

If yes, continue below
If no, go to “Where to Start

Which of the following categories would your impairment or the impairment of the person you are assisting fall under?

Hearing Impairment
Physical Impairment
Visual Impairment

Speech Impairment

Special Accommodations for Homebound Customers
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Do you or your client wish to request an accommodation for an appointment based on having a hearing impairment?

f YES: Go to SRMT and take an Accommodation-Hearing Impairment service request. In the comments black, state the specific accommadation
the customeris seeking and a brief reason why he or she is requesting it. Ensure the caller is within the *acceptable caller type” bafore taking a
SEIVice request.
o Ifa Service Requestis being created for a legal representative on behalf of hisher client, read the following: [ will be taking some
information from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify
in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

«  f the service request being created for the legal representative indicates it is a tertiary {third) request or the legal
representative feels they have received a nonresponsive answer, override the default routing fo send this service request
to the Customer Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing
this service request to the Customer Assistance Office so they can assist you in the resolution of your inquiry.

o Ifthe legal represeniative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
(-2 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client,

o |FNO: Select “Pending Cases” below to refum to the beginning of Yolume 2 and proceed with the call

Note to Representative: If the customer request involves an interview or ASC appointments please select the application/petition his or her appointment
has been scheduled for as the form type. Ifthe customer request doas not involve an interview or ASC appointment, but he or she wants fo discuss general
questions at an InfoPass appointment please select ADA100 as the form type which will distinguish this from the other types of appoiniments,

AoitmertQuesiors  PeadigCeses Mandew
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Would you like to request an accommodation for an appointment or do you have concems regarding the accessibility/readability of your FOIA response?

s |f requesting an accommodation for an appointment: Go fo SRMT and take an Accommodation-Physical impairment service request. Inthe
comments block, state the specific accommodation the customer is seeking and  brief reason why he or she is requesting it. Ensure the caller is
within the *acceptable caller type" before taking a service request,

o Ifa Service Requestis being created for a legal representative on behalf of hisher client, read the following: [ will be taking some
information from you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify
in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

«  f the service request being created for the legal representative indicates it is a tertiary (third) request or the legal
representative feels they have received a nonresponsive answer, override the default routing fo send this service request
to the Customer Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing
this service request to the Customer Assistance Office so they can assist you in the resolution of your inquiry.

o Ifthe legal represeniative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
(-2 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

s |fthe callis concerning the accessibility/readability of the customer’s FOIA response: You may submit a request for assistance to
USCIS FOIA@uscis dhs.qov. Please provide your name, a phone number where you can be reached, your FOIA request control number, the type
of assistance required, and a description of the assistance needed (including the document type and number of pages with which you need
assistance). Your request will be reviewed and a representative will contact you within 3 business days to address your needs. If the assistance
provided by the representative is not sufficient, an electronic document that is partially or fully compatible with electronic readers will be provided to
you within 10 business days.

s |fNO: Select ‘Pending Cases” below to refurn to the beginning of Volume 2 and procsed with the call

Note to Representative: If the customer request involves an interview or ASC appointment, please select the application/petition his or her appointment has
been scheduled for as the form type. Ifthe customer request does not involve an interview or ASC appointment, but he or she wants to discuss general
questions at an InfoPass appointment please select ADA100 as the form type which will distinguish this from the other types of appointments.
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Would you like to request an accommodation for an appointment or do you have concems regarding the accessibility/readability of your FOIA response?

s |f requesting an accommodation for an appointment: Go fo SRMT and take an Accommodation-Visual Impaimment service request. Inthe
comments block, state the specific accommodation the customer is seeking and & brief reason why he or she is requesting it. Ensure the caller is
within the *acceptable caller type" before taking a service request,

o Ifa Service Requestis being created for a legal representative on behalf of hisher client, read the following: [ will be taking some
information from you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify
in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

« |f the service request heing created for the legal representative indicates it is a tertiary {third) request or the legal
representative feels they have received a nonresponsive answer, override the default routing fo send this service request
to the Customer Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing
this service request to the Customer Assistance Office so they can assist you in the resolution of your inquiry.

o Ifthe legal represeniative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
G-268 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

s [fthe callis concerning the accessibility/readability of the customer’s FOIA response: You may submit a request for assistance to
USCIS FOIA@uscis dhs.qov. Please provide your name, a phone number where you can be reached, your FOIA request control number, the type
of assistance required, and a description of the assistance needed (including the document type and number of pages with which you need
assistance). Your request will be reviewed and a representative will contact you within 3 business days to address your needs. If the assistance
provided by the representative is not sufficient, an electronic document that is partially or fully compatible with electronic readers will be provided to
you within 10 business days.

s |fNO: Select ‘Pending Cases” below to refurn to the beginning of Volume 2 and procsed with the call

Note to Representative: If the customer request involves an interview or ASC appointment, please select the application/petition his or her appointment has
been scheduled for as the form type. Ifthe customer request does not involve an interview or ASC appointment, but he or she wants to discuss general
questions at an InfoPass appointment please select ADA100 as the form type which will distinguish this from the other types of appointments.
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Speéchimpalbe,t. ... ...~ = 0
Do you or your client wish to request an accommodation for an appointment based on having speech impairment?

s IfYES: Go to SRMT and take an Accommodation-Speech Impaimment service request. In the comments black, state the specific accommodation
the customeris seeking and a brief reason why he or she is requesting it. Ensure the caller is within the “acceptable caller type” bafore taking a
SIvice request.

o Ifa Service Requestis being created for a legal representative on behalf of hisher client, read the following: [ will be taking some
information from you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify
in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

« |f the service request being created for the legal representative indicates it is a tertiary (third) request or the legal
representative feels they have received a nonresponsive answer, override the default routing fo send this service request
to the Customer Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing
this service request to the Customer Assistance Office so they can assist you in the resolution of your inquiry.

o Ifthe legal represeniative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
(-2 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client,

s |fNO: Select “Pending Cases” below to refum to the beginning of Yolume 2 and proceed with the call

Note to Representative: If the customer request involves an interview or ASC appointment, please select the application/petition his or her appoiniment has
been scheduled for as the form type. If the customer request does not involve an inerview or ASC appointment, but he or she wants to discuss general
questions at an InfoPass appointment please select ADA100 as the form type which will distinguish this from the other types of appoiniments,

o Mmdew
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L«

Special Accommodations for Homebound Customers ... ...

For ASC biometric appointments:

If you received an ASC appointment notice we may be able to assist by taking prints, photo and signature in your home. To request in-home service, you
must submit a written request to schedule an in-home appointment for fingerprints/biometrics to be taken. You can mail the request to the local Field Office
that has jurisdiction over your case and present the request for in-home processing. Your request must include a copy of the appointment notification and
medical documentation verifying the need for an in-home appointment. After the request has been received and reviewed, you will receive further
instructions.

For local Field Office interviews:

If you received a local Field Office interview notice we may be able to assist by conducting the interview in your home. To request in-home service, you must
submit a written request to schedule an in-home interview. You can mail the request to the local Field Office that has jurisdiction over your case and present
the request for an in-home interview. Your request must include a copy of the interview notification and medical documentation verifying the need for an in-
home interview. After the request has been received and reviewed, you will receive further instructions.

 Appoinment Questions

 Manlleng
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Unit 6 General Information about Appointment Notices

USCIS will schedule appointments for you to go to an Application Support Center (ASC) to be fingerprinted and photographed. USCIS also schedules
interview appointments for you. USCIS will mail you a notice informing you of where and when to appear. Please follow the instructions on the notice
carefully, particularly if you are required to bring any documentation. If you are scheduled for an ASC appointment or an interview at a local office, i is very
important that you appear as scheduled.

If you received a notice from USCIS, which shows a specific time, date, and place to appear, this means you have been scheduled for the appointment and
should go to the office on that date, at that time, with the notice in hand. That notice IS your appointment notice.

Note to Representative: The customeris seeking information about rescheduling an appointment.

Note to Representative: If the caller received an interview notice and has questions about & document mentioned in the notice, please read the following:
If your notice is an interview notice, the notice may tell you to bring certain documents with you to the interview. If you have questions about a specific
document mentioned in the notice, we recommend that you consult with an immigration attomey or a representative from an accredited community-based
organization (accredited by the Board of Immigration Appeals). You may also be able to obtain immigration related free pro-bono legal services. The U.S.
Department of Justice maintains  listing of these pro-bono providers across the country on their web site at: www.justice.govieoir/probono/states.htm.  If
you have enough time before the interview, you may also wish to make an InfoPass appointment via our website at www.uscis.gov to speak with an
Immigration Information Officer.

Note fo Representative: If the customer has more questions about an interview nofice, please transfer callfo TIER 2, UNLESS Tier 2 live assistance is
unavailable.
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Do | need a translator to accompany me to my appointment or interview?
Can my child or other relative be my translator?

Appointment Question
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Dolneed atranslator to accompany me tomy appointment or interview?

USCIS does not provide translators. Therefore, if you feel that you need a translator, we recommend that you take a translator with you to your interview or
appointment. If you are hearing impaired, USCIS may be able to provide sign language translators. Please make this request to the local office as soon as
possible prior o your scheduled interview.

Note to Representative:
o [fthe interview is for asylum, the Asylum Division may provide language interpreters at the interview if the applicant requests a ranslator in advance.
o Ifthe interview is for naturalization and the applicant qualifies for an exception to the English requirement, he/she may bring a translator to the
interview or USCIS may select one for the applicant.

Canmychidoroferetvebemynsio

Unless it is an emergency situation, children and other immediate relatives should not be used as translators. Every attempt should be made to use a
translator who is a disinterested third party. Please note that local offices have the discretion to accept or reject any person as a translator.
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USCIS Customer Service Call Guide

Chapter 2.3 You Have Questions About an Immigration Medical Exam
Unit 2.3.1 You Have Questions about an Immigration Medical Examination
OVERVIEW

Only certified Givil Surgeons may complete an Immigration Medical Examination. A list of Civil Surgeons is available on the USCIS Web site. Upon‘
completing the medical examination, the Civil Surgeon will complete and submit Form 1-693.

CSR prompt - It appears you have some questions about an immigration medical examination. s that correct?

If yes, continue below
If no, go to “Where to Start

Only certified Civil Surgeons may complete an Immigration Medical Exam. The results of the exam are reported by the Civil Surgeon on Form 1-693. A list
of Civil Surgeons is available on our Web Site, www.uScis.gov.

Can | help you find a Civil Surgeon in your area?

Note to Representative: List of certified Civil Surgeons by State

For additional information about the immigration medical exam and Form -693, please go to the FAQ section on Form 1693 in Volume 3,
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Unit 2.4.1 You Have Questions about a Request for Evidence
OVERVIEW

A customer who receives a request for evidence (RFE) must respond to that request within the time specified on the request.

No additional time can be granted to a customer to respond to an RFE. If USCIS does not receive the customer’s response within the time specified the
case may be considered as ahandoned and denied as a result. Ifthe customer responds back with all or just some of the requested evidence, a decision
will be made upon the case using that evidence sent in as the basis for the decision.

CSR prompt - It appears you have some questions ahout a request for evidence that you received. IS that correct?

If yes, continue below
If no, go to “Where o Start’

Note to Representative: Only transfer the call to Tier 2, UNLESS Tier 2 live assistance is unavailable, if the customer has filed one of the following forms
and hisher question pertains to one or more of the forms listed below.
o VAWA related Form -360 and related Forms I-485, 1-765, 1601, or 131;
o T Nonimmigrant Forms -914/1-914A and related Forms |-485, 1-765, 11192, 0
s U Nonimmigrant Forms 1-918/-918A and related Forms 1-485, 1765, 31, I

ri-131;0R
192, or 1929,

A Request for Evidence (RFE) is made when an application or petition is lacking required documentation or USCIS needs more information before making a
decision on the application/petition. The RFE will indicate what documentation or information is needed for USCIS to fully evaluate your application or
petition. The notice will explain where to send the evidence and will give the deadline for your response. It is important that you respond to the RFE before
the deadline and with all the evidence requested. No additional time can be granted to a customer to respond to an RFE.  Failure to file a timely and
complete response can result in a denial of the application/petition. A decision will be made on your application or petition using all the evidence you have
provided. If you did not receive the original RFE, any re-mailed RFE has the same due date as the original.

Note to Representative: If the customer received an RFE for an updated Form 1-693, Report of Medical Examination and Vaccination Record, but indicates
heishe already submitted this form with their Form 1-485, Application to Register Permanent Residence or Adjust Status, and wants to know if he/she has o
submit another Form 1693, tell the customer: Fom 1693 is normally valid for a period of one year. Under certain circumstances, USCIS has previously
extended the validity of the form beyond one year. However, this policy is expected to end on May 31, 2014, Therefore, a Form [-693 that was submitted to
USCIS over a year ago will no longer be valid after May 31, 2014. USCIS is requesting applicants provide a new, updated Form 1693 if the current Form |-
693 associated with their cases is expired or expected to expire on or after June 1, 2014,

Note to Representative;

If the customer has not received their RFE notice, do not fransfer the call to Tier 2 for the customer o ask what is being requested. Tier 2 Officers do not
have access 0 the customer's RFE. Therefore, there i no additional information that Tier 2 can provide to the customer.

The customer received an RFE requesting DNA testing and has questions.

The customer has additional questions about an RFE.

The customer says that Case Status Onling indicates that an RFE was sent, but the customer has not received it or the customer has lost it
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Have you submitted a response to the Request for Evidence?
o YES

 QuestionsaboutanRFE orMedical Fxam ~ PendingCases ~ MainMenu
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If you have questions about a specific document request in the RFE, we recommend that you consult with an immigration attorney or a representative from
an accredited community-ased organization (accredited by the Board of Immigration Appeals). You may also be able to obtain immigration related free
pro-bono legal services. The U.S. Department of Justice maintains a listing of these pro-bono providers across the country on their weh site at;

www justice.govieair/probonolstates.ntm. - If you have enough time before the RFE deadiing, you may also wish to make an InfoPass appointment via our
website at www.uscis.gov to speak with an Immigration Information Officer.

Please keep in mind that even if you contact an attomey, accredited representative, or make an INFOPASS appointment, you must stil respond to the RFE
and submit the requested documents and/or information before the deadline.

Note to Representative: If the customer has more questions, please transfer call to TIER 2, UNLESS Tier 2 live assistance is unavailable.
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Occasionally USCIS will request DNA testing as a means of establishing a claimed parental relationship.

For information and instructions about DNA testing, please visit the U.S. Depariment of State website.

For the list of laboratories accredited by the American Association of Blood Banks (AABB), please visit the AABB webpage at
www.aabh.org/sa/facilties/Pages/RTestAccrFac.aspx.

The AABB wehsite only lists the headquarters or primary locations for each laboratory. However, many of the laboratories listed have muttiple-state and/or
multiple-site locations despite being isted under only one state. Therefore, you should contact the laboratory closest to your residence to identify all
locations and contact information for that particular laboratory.

Note to Representative: If the customer has additional questions, please read the following:

We recommend that you consult with an immigration attorney or a representative from an accredited community-based organization (accredited by the Board
of Immigration Appeals). You may also be able to obtain immigration related free pro-bono legal services. The U.S. Department of Justice maintains a
listing of these pro-bono providers across the country on their web site at; www.justice.govieoir/probono/states.htm. - If you have enough time before the
RFE deadline, you may also wish to make an InfoPass appointment via our website at www.uscis.gov to speak with an Immigration Information Officer,

Please keep in mind that even if you contact an attomey, accredited representative, or make an INFOPASS appointment, you must still respond to the RFE
and submit the requested documents and/or information before the deadline.

Note to Representative: If the customer has more questions, please transfer call fo TIER 2, UNLESS Tier 2 live assistance is unavailable.
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Did you respond to the Request for Evidence more than 60 days ago?

v YES
v NO
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o o

Since you responded to the Request for Evidence more than 60 days ago and you have not received any further information, and your case is outside
normal processing times, we will do a service request on your case.

Note to Representative: If the case is outside normal processing times, Go to SRMT and take an ONPT Service Request. Ensure the caller is within the
‘acceptable caller type” before taking a service request,
s I a Service Request is being created for & legal representative on behalf of hisiher client, read the following: [ will be taking Some information from
you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
o Ifthe service request being created for the legal representative indicates it is a tertiary (third) request or the legal representative
feels they have received a nonresponsive answer, override the default routing to send this service request to the Customer
Assistance Office using office code CAO. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office so they can assist you in the resolution of your inquiry.
s Ifthe legal representative indicates at this fime that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Please wait at least 60 days after responding to a Request for Evidence to receive further information from USCIS about your case.
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Chapter 2.5 Our Notice Had a E’§g§%§f§a§hs£ﬁ§ Error onit or You Need to i%&ﬁgé Information on Your Case
OVERVIEW

Occasmnally customers WI|| find typograpmcal 8I7ors on nohces or documents that USCIS sends In some mrcumstances customers may be able
request a new notice or document. Similarly, the circumstances of a customer's case may change and information about the case may need to be updated.

CSR prompt - It appears you have questions about a typographical error or you need to change information on your case. 1S that correct?

If yes, continue below
If no, go to “Where o Start”

What question do you have about your case?

o | found a typographical error on my notice: | received a notice that was addressed to someone else: or | need to change information on my case.

o |filed an I-129 petition and | need to change the list of people included -OR- | need o change the consulates or Ports of Entry where the beneficiary
will apply for a visa or entry.

o |filed an 1-130, Relative Petition. when | was a permanent resident but have since become a U.S. citizen.

o [wantto change my personal information what do | need to do?
Note to Representative; Only read the bullet that is applicable to the customer’s situation.

Changing information after you become a permanent resident or a naturalized citizen:

o Ifyou are a permanent resident and want to change your personal information on your permanent resident card you must file Form 1-90
with supporting document(s) and you must include the appropriate fee.

o Ifyou are a naturalized citizen and want to change your personal information on your naturalization certificate you must file Form N-565
with supporting document(s) and you must include the appropriate fee.

Changing information on a petition or application while your case is pending or has just been submitted:

o Ifyour case s pending an interview and you want to change your personal information, please wait until you appear for the interview and
inform the USCIS adjudication officer regarding any change that you would like to make. Itis your responsibility to bring the supporting
document(s) to the interview in order for the change to be made.

o Ifyour case is pending with a Service center or a local office and you want to change your personal information, you may write a letter
attaching supporting document(s) and mail it to the service center or local office that has jurisdiction over your case.

o Ifyou made a mistake on your application, and want to correct the information on your application, you may write a letter to the service
center or local office that has jurisdiction over your case.

 PendingCases ~ MainMenu.
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Chapter 2.5 Our Notice Had a Typographical Error on it or You Need fo Change Information on Your Case

Unit 2.5.1 You found a typographical error in the information about you or your case in our notice, you received a notice that is not
yours, or you need to change information on your case

OVERVIEW =
Atypographical error service request will be taken if the customer states that the receipt notice or other Service Center-generated notice has typographical
BITors.

CSR prompt - It appears you found a typographical error in a notice we sent to you. IS that correct?

If yes, continue below
If no, go to “Where to Start”

If you received a notice from us that appears to have a typographical error on it, please look at the notice you received carefully. What office sent you the
notice?

Note to representative: Select the appropriate option below:

o Ifthe customer's notice is from a LOCAL OFFICE, tell the customer that ha/she must write to the local office or make an InfoPass appointment to go
In and discuss the error.

¢ The customer's notice is from an Asylum Office.

¢ The customer's notice is from a Service Center or the National Benefits Center.

¢ The customer received a notice that does not belong to him/her.

If the Typographical Error is pertaining to the customer's address; please ask the following question before you proceed.
Have you moved from your previous physical address, such as changed apartment, building, suite or house floor level?

s Yes, - handie the call as a Change of Address

o No, - follow the instruction to create a Typographical Emor service request type. (continue on the next page)

If there is an error on an approval notice, please refer to Volume 1 for approved cases.

ngCases ~ ManMen
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Note to Representative; Using the receipt number provided by the customer, go to SRMT and check fo see if & previous service request has been done on
this case.

If a typographical error service request has not been done previously, take a typographical eror type of service request. Ensure the caller is within
he “acceptable caller type” before taking a service request.
o IfaService Request s being created for & legal representative on behalf of hisiher client, read the following: | will be taking Some
information from you in orcer to create a Service request and submit it to the office working your client’s case. If that office is unable to vernify
in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary (third) request or the legal
representative feels they have received a nonresponsive answer, override the default routing to send this service request
to the Customer Assistance Office using office code CAO. Once you create the service request, read he following: | am routing
this service request to the Customer Assistance Office so they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates af this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
(-26 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

s |fatypographic error service request was done less than 30 days ago, you cannot take a typographical error service request unti at least 30 days
have passed since the primary service request was faken.

+ |fatypographical amor service request was taken more than 30 days ago, look at Case Status Online to See if a response or any other action was
taken since the date the primary service request was taken. If the customer has a receipt number on-hand but Case Status Online does not have
automated information, provide the customer with the following statement found in this link.

o If Case Status Online does not indicate a response or any other action has been taken since the primary typo emor service request was
taken, take a secondary service request. Ensure the caller is within the *acceptable caller type” before taking a service request.

o IfCase Status Online indicates a response was done or that an action was taken since the primary typo emor service request, then another
fypo error servics request cannot be taken unless the typo emor being reported is different than the one previously reported and unless 60
days has passed since the original primary was closed. If the customer falls info this category, fransfer to Tier 2, UNLESS Tier 2 live

assistance is unavailable.

ormation on 129
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Unit 2.5.1b You received a notice that doesn't belong to you

Since you received a document or notice that does not belong to you, | will need to collect some information from you.

Note to Representative: Go to SRMT and take a Typographical Error Service Request and note in the comments that the “documentinotice was received
by a person with no bearing on the case”. The caller may not be within the “acceptable caller type” since they are not the person who was intended to get
the letter,
s |fa Service Request is being created for a legal representative on behalf of his/her client, read the following: 1 will be taking some information from
you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
o Ifthe service request being created for the legal representative indicates it is a tertiary (third) request or the legal representative
feels they have received a nonresponsive answer, override the default routing to send this service request o the Customer
Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office So they can assist you in the resolution of your inquiry.
o [fihe legal representative indicates at this fime that they do not have & valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Chapter 2.5 Qur Notice Had a Typographical Error on it or You Need to Change Infermation on Your Case
Unit2.5.2 Youfiled an |-129 petition and you need to change the list of people included or the consulates or Ports of Entry where

the beneficiary (ies) will apply for a visa or entry

OVERVIEW
Some |-129 petitions can mcludemultuple beneﬂmanes Occasmnally,apetmonerorrepresentatwe needs to replace ordeleteabene |0|ary This change
can only occur on |-129s filed for H-2A, H-28, P-1, P-2, or P-3 status that are pending a decision at the Service Center.

Sometimes circumstances can change after the -129 has been filed. This can mean that the beneficiary might be applying for the visa at a different
consulate or entering at a port of entry different from the one originally shown on the Form -129. When this is the case, the Service Center needs to know
the new consulate or port of entry that should be notified of the approval.

CSR prompt - It appears you filed an |-129 petition and you need to change the list of beneficiaries or change the consulate or port of entry where the [-129
will be sent. Is that correct?

If yes, continue below
If no, go to “Where o Start’

Note to Representative: Go to SRMT and take an “I-129 change info” service request. Take the customer's name and telephone number (petitioner and, if
any, the attomey/accredited representative) so that the Service Center can call the customer back to follow up and get specifics about the requested
changes. Ensure the caller is within the “acceptable caller type” before taking & service request.
s If a Service Request is being created for a legal representative on behalf of hisiher client, read the following: [ will be taking some information from
you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
o Ifthe service request being created for the legal representative indicates it is a tertiary (third) request or the legal representative
feals they have received a nonresponsive answer, override the default routing to send this service request o the Customer
Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office So they can assist you in the resolution of your inquiry.
¢ [fthe legal representative indicates at this fime that they do not have & valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

P-2, or P-3 cannot be

o The beneficiary's information on Forms 1129 filed for any other category of nonimmigrant worker other than H-24, H-28, P-1,
an 1129 filed for any category

changed. Therefore, do nof take this type of service request for a petitioner who requests a change of beneficiary for
other than H-2A, H-28, P-1,P-2, or P-3,

P-
I

o Ifthe case has already been approved, the customer must file Form 1-824 in order to make the requested change of consulate or port of entry, If
already approved, provide the customer with instructions on how to file Form |-824.

 Typo Enmors or Need to Change Information on 129
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Unit25.3 You filed an [-130, Relative Petition, when you were a permanent resident but have since become a U.S. citizen

OVERVIEW L
Sometimes a permanent resident will become a naturalized U.S. citizen after filing an |-130 petition for a family member. The naturalization of the petitioner
automatically changes the visa category under which the beneficiary of the 1130 would be eligible. In many cases, it may allow a spouse or child to
immediately file for permanent resident status or an immigrant visa.

CSR prompt - It appears you filed an I-130 petition while a permanent resident but have since naturalized as a U.S. citizen. Is that correct?

If yes, continue below
If no, go to “Where to Start”

Note fo Representative;

s Check Case Status Onling using the receipt number provided by the customer. If the customer has a receipt number on-hand but Case Status
Online does not have automated information, provide the customer with the following statement found in this link.

e fthe 1-130 s still pending at the USCIS Service Center, go to SRMT and take an 1130 upgrade service request for the Service Center where the
case s located. Ensure the caller is within the “acceptable caller type” before taking a service request.
o IfaService Requestis being created for a legal representative on behaif of hisher client, read the following: | will be taking some
information from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify
in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

v |f the service request being created for the legal representative indicates it is a tertiary (third) request or the legal
representative feels they have received a nonresponsive answer, override the default routing to send this service request
to the Customer Assistance Office using office code CAO. Once you create the service request, read the following: | am routing
this service request to the Customer Assistance Office s they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
(-28 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client,
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What question do you have about your currently pending case?

Note to Representative: Only iransfer the callto Tier 2, UNLESS Tier 2 live assistance is unavailable, if the customer has filed one of the following forms
and hisher question pertains to one or more of the forms listed below.

o VAWA related Form -360 and related Forms 1485, 1-765, 1601, or 131:

o T Nonimmigrant Forms -914/1-914A and related Forms I-485, 1-765, 1192, or 1131, OR

s U Nonimmigrant Forms 1-918/1-918A and related Forms 1-485, I-765, 131, 11192, or 929,

o |filed a case more than 30 days aqo at a Service Center or more than 10 days ago at a Lockbox, but have not received a receipt notice.

(E-filed cases are provided a confirmation receipt notice after submitting payment. It is recommended you print this notice 50 you can take it with you if
you are scheduled for a hiometrics appointment and can include a copy as a coversheet if asked to Submit any necessary supporting documentation.)

o | have areceipt number from a Service Center but case status online does not have any information about my case, or | want to know where my case
has been transferred for processing.

o |filed a Form [-485, I-765, 1821, -131, 1-600, 1-600A, 1-90, 1751, 1-589, or N-400 and have not received a biometrics appointment notice within 30
days after delivery of my receipt notice.

o |filed a Form 1-600/--600A or Form 1-800/-800A for the adoption of a foreign orphan and need to bring an issue to the attention of an adoption officer.

o | have not received a nofice that case status online says was mailed to me more than 30 days ago (15 days if RFE).

o | believe my case is outside normal processing time (or pending over 75 days for |-765 and 25 days for asylum based 1-765)

o |filed several cases together and received a notice or decision about some, but not others and | am concemed the companion cases may have been
separated.

o | want to request the retum of original supporting documents that | submitted as part of my application package.

o | helieve | have an emergency that may allow my case to be expedited.

o | want information about Premium Processing Cases (1-907).

o | want information about how to withdraw an application or petition.

o | want o request that USCIS ask the FBI to expedite my name check.

o | have questions ahout the Kaplan Settlement and Expedited Processing for Supplemental Security Income (SSI) Recipients.

o General FAQs about other issues while my case is pending.

328



Chapter 26 You Want to Check the Status of Your Case or You Have Other Questions or Concerns about Your
Pending Case
Unit 26.2 You have a receipt number from a Service Center but our automated system or case status online does not have any

information about your case, or you want to know where your case has been transferred for processing.

OVERVEW -
The ‘o automated info’ category is for those cases that would normally appear in Case Status Onling, but due to an unknown reason do not If th|s
happens to a customer, the representative will collect the relevant information so that the problem can be reported to the Help Desk.

CSR prompt - It appears you may have a receipt number from one of our Service Centers but our automated system is not recognizing the number. s that
correct?

If yes, continue below
If no, go to “Where to Start’

Note to Representative:

+  Ensure that the customer has & receipt number generated by a Service Center with the appropriate 13 alphanumeric digits.

o Check Case Status Online for the customer using the receipt number provided.

¢ Did the receipt number work?
o IfYES: Inform customer that the system appears to be working and provide customer with the information presented by Case Status Onling.
o Ifthe customer has a receipt number on-hand but Case Status Online does not have automated information, provide the customer with the

following statement found in this link.

o IfNO: Transferthe call to TIER 2, UNLESS Tier 2 live assistance is unavailable.

Also, if the customer wants to know why their case has been transferred or where their case has been ransferred for processing ask the customer: Is your
pending case a Form [-730?

¢ [fYES: For Information on -730 transfer notices

s |fNO: Tellthe customer: Your case was transferred in order for USCIS to increase the efficiency with which we manage cases. If USCIS requests
additional information on your case or issues a decision on your case the notice you receive will indicate which USCIS office processed your case.
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Chapter 2.6 You Want to Check the Status of Your Case or You Have Other Questions or Concerns about Your
Pending Case
Unit26.3 You filed a Form [-485, 1-765, -821, 1-131, 1600, -6004, 1-90, -751, 1-589, or N-400 and have not received a biometrics

appointment notice within 30 days after delivery of your receipt notice.

OVERVEW .
When a customer files one of the forms listed above and the case has been pending outside processing time, it may be necessary fora NCSC
representative to take a service request in SRMT.

CSR prompt - It appears that you have not yet received a biometrics appointment. Is that correct?

If yes, continue below
If no, go to “Where to Start”

Note to Representative: Select the following link if the ASC appointment notice is related to @ DACA Form 1-821D or a DACA related Form I-765 and the
client has an IOE receipt.

If you haven't yet received an ASC appointment notice, | will need to collect some information from you. Before [ do that, | need to confirm how long it has
been since you received the receipt notice for your case. Has it been more than 30-days since you received your receipt notice?

o [FYES: Ifthe customer filed an 485, 1-765, 1-821, 1-131, 1-90, or 751, go to SRMT and take & *non-delivery of other notice” service request. In the
comments block, state: “ASC Notice has not been delivered - more than 30 days after defivery of your receipt notice.” If the customer filed an N-
400, 1-600, 1-600A or 1-589, take a “non-delivery of other notice” Service request. Inthe comments block, state: “ONPT. ASC Notice has not been
delivered - more than 30 days after delivery of your receipt notice.” Ensure the caller is within the “acceptable caller type” before taking a service
request.

o IfaService Requestis being created for a legal representative on behalf of hisher client, read the following: | will be taking some
information from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify
in USCIS systems that you have a valid G-28 onfile for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary (third) request or the legal
representative feels they have received a nonresponsive answer, override the default routing to send this service request
to the Customer Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing
this service request to the Customer Assistance Office so they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have & valid G-28 on file, read the following: Since you do not have a Form
(-28 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

¢ [TNO: Inform the customer to allow at least 30 days from the date he or she received the receipt notice.

 Case Status and Other Questions abouta Pending Case ~~ Pending Case
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Chapter 2.6 You Want to Check the Status of Your Case or You Have Other Questions or Concemns about Your
Pending Case

Unit 2.6.4 You have not received a notice that case status online says we mailed to you more than 30 days ago (15 days if RFE)

OVERVIEW

While a case is pendmg USCIS may create noties and mail hem 0 apphcants and/or petmoners Unfortunately, someﬂmes those nofices are not recewed
by the applicant or pefitioner or are lost.

CSR prompt - It appears that you have a pending case and we mailed you a notice, but you have not received the notice. Is that comect?

If yes, continue below
If no, go to “Where to Start

Note to Representative: Select the following link if the RFE is related to a DACA Form -821D or a DACA related Form |-765 and ihe client has an IOE
receipt.

Doas Case Status Online indicate that the notice was mailed 0 the customer more than 30 days ago (15 days if RFE)? If the customer has a receipt
number on-hand but Case Status Online does not have automated information, provide the customer with the following statement found in this link.

s If Yes: Go to SRMT and take & non-delivery of RFE notice/non-delivery of other notice service request. Be sure o note what was not delivered in the
comments block. if the customer lost the RFE notice, please note “lost RFE notice.”  Ensure the caller is within the “acceptable caller type” before
taking a service request. Be sure to remind the customer that the due date for the RFE response will be the same date as the original RFE.

o IfaService Request is being created for a legal representative on behalf of histher client, read the following: | will be taking some
information from you in order to create a Service request and submit it to the office working your client’s case. If that office is unable to venify
in USCIS systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

« [f the service request being created for the legal representative indicates it is a tertiary (third) request or the legal
representative feels they have received a nonresponsive answer, override the default routing to send this service request
to the Customer Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing
this service request to the Customer Assistance Office o they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
G-28 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client,

o If No: Tell the customer to wait and call back after 30 days (15 days if RFE) have passed from the date shown in case status online, if they stil do
not receive the notice or document.

Case Status and Other Questions about a Pending Case.
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If you filed a DACA Form 1-821D or DACA related Form [-765 and you created an ELIS account, you can log into your ELIS account to access the notice or
document you are calling about.

If you did not create an ELIS account, please visit https.//egov.uscis.govicris/contactus and fill out the Electronic Immigration System Online Help Form

requesting delivery of the notice or document you are calling about. Please remember to include your full name, A-number, date of birth, and country of birth
when completing the Form. You can find your A-Number on your immigrant data summary, USCIS Immigrant Fee handout, or immigrant visa stamp.
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the regulatory time frame
Unit2.7.1 You believe your case is outside our normal processing time as indicated by our processing times posted online

OVERVIEW i L L L N
A customer may call in because he/she believes that the case is taking longer than the processing times posted on the USCIS Web site. If the case is
outside of normal processing times, an NCSC representative may be able to assist the customer by taking a service request on the customer’s behalf,

CSR prompt - It appears you believe your case is outside our normal processing time. IS that correct?

If yes, continue below
If no, go to “Where to Start

| understand that you believe your case is outside of normal processing times. | can assist you by verifying what the processing time is for your case. What

type of form did you file and where did you file it?

The customer is calling about Form 1-821D or Form |-763.,

Note to Representative: For all other forms check the processing times for the form type and appropriate office provided by the customer. Based on the
processing fime listed, does the case appear to be outside normal processing times?

o [fYES: Choose the link for the form filed below.

o Form 730

o Form 1588 or Form 1-881; Form -580 is filed at Service Center but is not receipted in CLAIMS and is forwarded to the appropriate
asylum office within 30 days after receipt; Form -881 is filed directly with the Asylum Office. Forms 1-881 and 1-589 will NOT BE FOUND
in Case Status Online. The case is either @ Form -989 or Form [-881.

o All other types of fomms.

s |fNO: Tell the customer: Your case is still within the normal processing time for this type of case at this specific office. Please allow the amount of
time shown in the processing times listed for this form on our website to pass. Once the time your case has been pending exceeds the processing
time indicated for your type of case for the office processing your case you may want to consider going o our website and filing an electronic inquiry
to notify USCIS your case is outside normal processing time. This option is available 24 hours a day. Ifthis option does not meet your needs you
may call the NCSC to speak with a representative during business hours.
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Note to Representative; Only fransfer the call to Tier 2, UNLESS Tier 2 live assistance is unavailable, if the customer has filed one of the following forms
and hisher question pertains to one or more of the forms listed below.

o VAWA related Form |-360 and related Forms 1-485, I-765, 1601, or |-131;

o T Nonimmigrant Forms 1-914/1-914A and related Forms -485, 765, 192, or 131; OR

o U Nonimmigrant Forms 1-918/1-918A and related Forms 1-485, 1765, 131, 11192, or 1-926,

13
§
1

For all other forms Go to SRMT and take an ONPT Service Request. Ensure the caller is within the “acceptable caller type before taking a service request.
o IfaService Request is being created for a legal representative on behalf of hisher client, read the following: | will be taking Some information
from you in order to create a service request and submit it to the office working your client's case. If that office is unable to venfy in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

«  [fthe service request being created for the legal representative indicates it is a fertiary {third) request or the legal
representative feels they have received a nonresponsive answer, override the default routing o send this service request to
the Customer Assistance Office using office code CAD. Once you create the service request, read the following: | am routing this
service request to the Customer Assistance Office so they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Chapter 2.6 You Want to Check the Status of Your Case or You Have Other Questions or Concerns about Your
Unit26.6 You filed several cases together and received a notice or decision about some, but not others and are concerned the

companion cases may have heen separated

OVERVEW =
Decisions made on certain types of applications and/or petitions are ‘dependent’ upon the decisions made on other app||cat|ons that were f||ed before o
concurrently. In most of these cases, the ‘dependent” or “companion” cannot be approved before the “principal” or “main” application or petition. A customer
may call and state they have received a decision on a “dependent or companion application” and have not yet received a decision on the principal or main
application.

CSR prompt - It appears you filed several cases together and have received a decision on one, or some, but not all of them. Is that correct?

If yes, continue below
If no, go to “Where to Start

If you have received a decision on a “dependent or companion application” and have not yet received a decision on the principal application, | may be able to
take a service request on your case. Please tell me which forms you filed together and whether you have received a decision on those forms.
Note to Representative: Using the chart below, determine whether a file separation service request is applicable. If the customer’s situation falls into one of
the scenarios below, go to SRMT and take a File Separation service request, with specific comments describing the customer's issue. Ensure the caller is
within the “acceptable caller type" before taking a service request,
o |fa Service Request is being created for a legal representative on behalf of his/er client, read the following: | will be taking some information from
you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
o Ifthe service request being created for the legal representative indicates it is a tertiary (third) request or the legal representative
feels they have received a nonresponsive answer, override the default routing to send this service request o the Customer
Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office 50 they can assist you in the resolution of your inquiry.
o [fihe legal representative indicates at this time that they do not have a valid G-26 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

Table to determine if a File Separation Service Request is Appropriate is on following page.

 Case Status and Other Quesfions about aPending Case ~~ PendingCases ~ ManMew
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A File Separation Service Request is Appropriate IF;

A customer or family has filed these
applications/petitions together...

And the customer has received a decision
on this application/petition...

But has not yet received a decision on this
principal or companion application/petition

|-140, 1-485, I-765

|-485

140

Principal I-483 with one Dependent Family member's
|-485 filed with it

A Dependent Family member's |-485

Principal’s |-485

Principal I-485 with more than one Dependent Family
member's |-485 filed with it

Principal’s |-485 and at least one
dependent's -485

Other Dependent's -485

Principal [-129 with Dependent Family members |- | Dependent Family members |-539 Principal |-129

539

Principal 129 (O-1, 0-2, P-1, P-2, P-3) with support | The support personnel’s [-129 Principal |-129
personnel 129

Spouse -730 with Dependent |-730(s) A Dependent's I-730 The Spouse’s |-730

W

o St O uesiosaboulaPedigCase~ Pndigoss Mooy

b
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Want to Check the Status of Your Case or You Hay

{ou
Pending Case

Unit 26.7 You want o request the return of original supporting documents that you sent us as part of your application package

OVERVIEW

Regulations allow customers to submit copies of documents as supporting evidence on most applications and petitions. If an officer determmes that itis
necessary to see an original document, he/she will make a request to the petitioner or applicant to submit the original document in question. If a document is
requested and it is a valid document, USCIS is required to retum the document to the applicant or petitioner once a decision is made on the case. Many
customers submit originals on their own accord. USCIS is not required to return original documents that are submitted voluntarily by a customer (without an
officer having requested them). USCIS usually will not retum voluntarily submitted original documents automatically. In the case of voluntarily submitted
documents, customers must request that an original document be retumed to them.

CSR prompt - It appears you would like to request that we return some original documents you submitted with your application or petition that is now
pending with us. Is that correct?

If yes, continue below
If no, go to “Where to Start’

| can help you request the return of your original documents that you submitted with your application or petition. I'l need to collect some information from you
first. Has a decision already been issued on your case?

s |f YES: You may request a return of original documents, but must do so by completing a Form G-884 and following the instructions to that form. You
can download the form from our Web site at www.uscis.qov/g-884.

o IfNO: Go to SRMT and take a *request forongmaidocumen type of service request. Note in comments what documents the customer is
requesting be refuned. Ensure the caller is within the *acceptable caller type” before iaking a Service request,

o IfaService Requestis being created for a legal representative on behalf of histher client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client’s case. Ifthat office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o If the service request being created for the legal representative indicates it is a tertiary (third) request or the legal
representative feels they have received a nonresponsive answer, override the default routing to send this service request
to the Customer Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing
this service request to the Customer Assistance Office so they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
(-2 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

. Case Status and Other Questions aboutaPending Case.~~~ Pending Cases  ManMenu
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Chapter 2.6 You Want to Check the Status of Your Case or You Have Other Guestions or Concemns about Your
Unit 26.8 You believe you have an extreme emergency or circumstance that may allow your case to be expedited
OVERVIEW :

Customers may have emergencies or unforeseen circumstances beyond their control, which may affect an application or petition that has already been filed,
oris about to be filed. A request for special processing while a case is pending is also known as a request for an expedite. This means that the customer
believes he/she has a legitimate need to have the application processed ahead of all the other pending applications because of a compeling, urgent
situation that requires immediate and special attention.

CSR prompt - It appears that you would like to request that your case be expedited due to an emergency or unforeseen circumstance, is that correct? Is
that correct?

If yes, continue below
If no, go to “Where to Start

Note fo Representative: USCIS does not accept expedite requests for “Consideration of Defered Action for Childhood Arrivals” cases.

If you are having an emergency or dealing with another urgent circumstance, it may be possible that your case could be expedited. You can make this
request. If you do request that your case be processed expeditiously, the burden of proving that you meet the criteria rests on you. The decision to expedite
a case is discretionary and made on a case-by-case basis. In order to have your case expedited, you will need to demonstrate that your situation falls into
one of the following:

Severe financial loss to company or individual.

Exireme emergent situation.

Humanitarian situation.

Nonprofit status of requesting organization in furtherance of the cultural and social interests of the United States.

Department of Defense or National Interest Situation (Note: This type of request must come from official U.S. government enity and state that delay
will be detrimental o the U.S. govemment).

USCIS error.

Significant and compelling reason such as a medical condition

Military deployment

Age-out cases not covered under the Child Status Protection Act. and applications affected by sunset provisions such as diversity visas
Loss of social security benefits or other subsistence

Which of these does your situation fall under?

Note to Representative: Select the appropriate link above,
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Note to Representative;
if the customer already filed an application with USCIS and needs it expedited:

Go to SRMT and take an “Expedite” Service Request. When completing a service request, in the “comments field” include: (1) the expedite criteria
the customer thinks hefshe qualifies under and (2) the specific reason why the customer needs the case expedited, providing as much defail as
possible. Dont forget o ensure the caller is within the “acceptable caller type before taking a service request. Tell the customer: When an expedite
service request is created USCIS will make every effort to respond within five () days of the date the request was created. However, if you do not
receive a response within 5 days, it means your request is taking a lttle longer to process and it is not necessary to call us again regarding the
request. The Service Center, Field Office or National Benefits Center will contact you as soon as possible. The expedite request may be granted
solely at the discretion of the Office Director and on & case-by-case basis. Submission of an expedite request, with supporting documentation, does
not automatically guarantee approval.

o IfaService Requestis being created for a legal representative on behalf of hisfer client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary (third) request or the legal
representative feels they have received a nonresponsive answer, override the default routing to send this service request
to the Customer Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing
this service request to the Customer Assistance Office so they can assist you in the resolution of your inqury.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
(-26 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

If the customer has not yet filed an application with USCIS, but wants expedited processing when itis filed:

Please go to Volume 3, to the “General Information about Fling” section, and provide the customer with the expedite instructions.
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Chapter 2.6 Y

ou ¥l
Pending Case

Unit 26.1 You filed a case more than 30 days ago at a Service Genter or more than 10 days ago at a Lockbox, but you have not
received a receipt notice,

OVERVEW .
hen a customer files an application or petition, they should receive a receipt notice within 30 days after fiing at a Service Center or 10 days aﬂerﬂlmg ata
Lockbox. If a customer does not receive a receipt notice within this stated time, he/she should call customer service to see if customer service can confirm
receipt of the application/petition.

CSR prompt - It appears you may have filed an application or petition at a Service Center more than 30 days ago or at a Lockbox more than 10 days ago,
but you still have not received the receipt notice. Is that correct?

If yes, continue below
If no, go to “Where to Start

Note to Representative:

s |fthe customer indicates that he/she does have a receipt notice or receipt number, but simply “left it af home” or that “they don't have it with them”,
efc., tell the customer: Get the notice and call back once they have the receipt number.

e Ifacustomer claims they received a receipt number but lost i, tell the customer: The receipt number is available on the back of their canceled check
from the bank or a copy of the paid money order. If the customer indicates they do not have any of these, transfer to Tier 2, UNLESS Tier 2 live
assistance is unavailable,

+  The customer states that he/she filed 4 case with a Service Center and he/she does not have a receipt number at all.

¢ The customer states that heshe filed a case with a Lockbox and he/she does not have a receipt number at all.
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[15]

QUESTIONS FOR DETERWINING WHETHER ANON-DELIVERY OF RECEIPT NOTICE SERVICEREQUESTIS APPROPRITE.
1. Have you or your client ever received a receipt notice or receipt number on this case?
If NO: Continue to number 2 below,
If YES: Ask the customer: “Do you stil have that notice or receipt number?”
s IFNO: Tellthe customer: Presently, we cannot issue duplicate receipt notices.
e IfYES: This is NOT A Non-Delivery of Receipt Notice service request, even if the customer only has a receipt number and not a notice. Tel
the customer: You may check the status of your case at any time by using case status online or the automated phone system if you have a

receipt number, whether or not you actually have the notice. If the customer has a receipt number on-hand but Case Status Online does not
have automated information, provide he customer with the following statement found in this link.

2. Did you or your client file for Premium Processing Expedited Service (Form -907)?
NO: Continue o number 3 below.
YES.

3. When did you or your client file this case?

IfLESS THAN 30-days ago: Please continue to wait for a receipt notice from USCIS, which is normally generated and mailed out to applicants within
30 days of receipt of the application/petttion.

I MORE THAN 30-days ago: Ask the customer; Have you received a canceled check from the bank or do you have a copy of the paid money order?

e N

v YES
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QUESTIONS FOR DETERMINING WHETHER A NON-DELIVERY OF RECEIPT NOTICE SERVICE REQUEST IS APPROPRIATE:
1. Have you or your client ever received a receipt notice or receipt number on this case?
If NO: Continue to number 2 below,
If YES: Ask the customer: Do you still have your notice or receipt number?
o I NO: Tellthe customer: Presently, we cannot issue duplicate receipt notices.
o [FYES: This is NOT A Non-Delivery of Receipt Notice service request, even if the customer only has a receipt number and not a notice. Tel
the customer. You may check the status of your case at any time by using case status online or the automated phone system if you have a

receipt number, whether or not you actually have the notice. If the customer has a receipt number on-hand but Case Status Online does not
have automated information, provide the customer with the following statement found in this link.

2. When did you or your client file this case?

If LESS THAN 10-days ago: Please continue to wait for a receipt notice from USCIS, which is normally generated and mailed out to applicants within
10 days of receipt of the application/petition.

If MORE THAN 10-days ago: Ask the customer: Have you received a canceled check from the bank or do you have a copy of the paid money
order?
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Note to Representative; Advise the customer to look on the front and back of the canceled chack or copy of the paid monay order for the receipt number.,
s Ifareceipt number IS found, then you cannot complete a Non-Delivery of Receipt Notice service request.

o Check case status oniine using the receipt number just found. If the customer has a receipt number on-hand but Case Status Online does not have
automated information, provide the customer with the following statement found in this link.

*  Ifcase status online does not indicate a notice has been sent e, tell the customer that they should expact an ASC notice soon, and
ifthey do not receive it within 30 days after delivery of the receipt notice, fo call back and report a Non-Delivery of Other Notice.

v |f case status online indicates a notice was sent less than 30 days ago, tell the customer to expect an ASC notice soon and, if not
received by the 30th day, to call back and report a Non-Delivery of Other Notice.

= Case Status Online indicates a notice was sent more than 30 days ago and customer confirms that the notice was not received.

o |fareceipt number is NOT found: Transfer the call to TIER 2, UNLESS Tier 2 live assistance is unavailable.
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Note to Representative;

s Customeris calling about not receiving a receipt notice after filing an 129 petition, please read the Note below to the customer.
o Due to the high number of recently filed I-129 petitions with USCIS, customers may experience a longer than usual period of time to receive
a receipt notice from USCIS. Usually customers can expect to receive their receipt notice within 30 days of delivery confirmation. However,
due to an unexpectedly high volume of [-129 petitions, it may be an additional two to four weeks before customers receive a receipt notice.
o Customers who do not receive notification of receipt of an -129 pefition within 60 days of their delivery confirmation date may contact the
appropriate Service Center via their email address. This is a temporary situation and we apologize for any inconvenience this may cause.
CSR: Please ask the customer where he/she filed the Fom 1129 and provide the appropriate Service Center email address fisted below to
the customer.
v California Service Genter; csc-nesc-followup@uscis.dhs.gov
v Vermont Service Center: vsc.nesclollowup@uscis.dhs.gov
v Nebraska Service Center: NSCFollowup. NCSC@uscis.dhs gov
v Texas Service Center: tsc.ncscollowup@uscis.dhs.gov
s Al other forms/petitions/appication: Transfer callto Tier 2 UNLESS Tier 2 live assistance is unavailable.
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Chapter 26 You Want to Check the Status of Your Case or You Have Other Questions or Concerns about Your
Unit 26.10 You Want Information about How to Withdraw an Application or Petition
OVERVIEW

Sometimes customers reconsider requesting a benefit after they have already filed an application or pefition. In these cases, the customer may be able to
request that the application or petition be withdrawn but, because this is a procedural matter, no fee refund will be considered or made. A fee is paid to
process a case. A withdrawal is considered a procedural matter.

CSR prompt - It appears you have questions about how to withdraw an application or petition. Is that correct?

If yes, continue below
If no, go to “Where to Start”

You can withdraw an application or pefition at any time until a decision is issued by USCIS. However, a withdrawal may not be retracted and all fees paid wil
not be refunded.

If you want to request a withdrawal, you will need to submit the request in writing to the office currently processing the case. You will need to provide a brief
reason for the withdrawal, the receipt number, and the alien registration number assigned to the case, if applicable. You should also include any other
information you believe will be necessary. Once USCIS reviews the documentation, a notification letter will be mailed to you indicating the case has been
withdrawn from processing.
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Chapter 2.6 You Want to Check the Status of Your Case or You Have Other Questions or Concemns about Your
Pending Case
Unit 2.6.13 Other Issues While Your Case is Pending (In general and by Form Filed)

Please select the form that is pending from the forms listed below for some FAQs about what happens while your case is pending.

NOTE: FAQs related to forms in shaded areas are under development.

Note to Representative: For information about Representation by Attorneys or Others, please go to Volume 3.

If the customer is calling about fracking the status of a refund request: If a caller indicates that his or her refund request case is pending with a Field
Office or a Service Center for more than 60 days, please go to SRMT and take a "Refund Request - Other” type of service request. In the comments block,
state: “Status of a Refund Request.” If a caller indicates that his or her refund request case is pending with a Field Office or a Service Center for less than
60 days, please inform the customer to allow at least 60 days from the date of filing for the refund to receive a notice regarding his or her request.
o Ifa Service Request is being created for a lagal representative on behalf of hisiher client, read the following: | will be taking some information from
you in order to create a service request and submit it to the office working your client's case. Ifthat office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
o If the service request being created for the legal representative indicates it is a tertiary (third) request or the legal representative
feels they have received a nonresponsive answer, override the default routing to send this service request to the Customer
Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office so they can assist you in the resolution of your inquiry.
o [fthe legal representative indicates af this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Chapter 2.6 You Want to Check the Status of Your Case or You Have Other Questions or Concerns about Your
Pending Case

Unit 2.6.9 Premium Processing Cases (-907)

OVERVIEW

Premium Processing Service quarantees 13 calendar-days processing of certain employment-based petitions and applications. The 15 calendar day
processing period begins when the service receives the Form |-907, with fee, at the designated address contained in the instructions to the form. The
service will refund the fee for Premium Processing Service, but continue to process the case unless within the 15 calendar days of receiving the properly
filed 1-907, USCIS, issues an approval notice or, where appropriate, issues a notice of intent to deny, a request for evidence, or opens an investigation for
suspected fraud or misrepresentation on the related petition or application. If an intent to deny or request for evidence is issued within 15 calendar days of
receipt or if the case is referred for investigation of suspected fraud or misrepresentation, the processing time has been met. Once a response is received to
the notice of intent to deny or request for evidence, USCIS will quarantee 15 calendar days processing from the date the response was received.

CSR prompt - It appears you have questions about Premium Processing Cases. Is that correct?

If yes, continue below
If no, go to “Where to Start’

The Premium Processing Service offered by USCIS guarantees that certain employment-based petitions and applications will be processed within 15
calendar days. If you want to check the status of a pending Form I-907 or concurrently filed Form [-129 and Form 1-907, you can call 1-866-315-5718. You
can also forward an e-mail inquiry to the USCIS Service Center where the 1-907 was filed.

These e-mail addresses are only for issues related to an |-907 Premium Processing Cases:

o Vermont Service Center
VSC-Premium Processing@uscis.dhs.gov

o Texas Service Center
TSC-Premium.Processing@uscis.dhs.gov

»  California Service Center
CSC-Premium Processing@uscis.dhs.gov

o Nebraska Service Center
NSC-Premium Processing@uscis.dhs.gov

e enu
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Chapter 2.6 You Want to Check the Status of Your Case or You Have Other Questions or Concerns about Your
Pending Case

Unit 26.12 Kaplan Settlement - Exped| ted Processing for Supplemental Security Income (SSI) Re0|p|ents

OVERVIEW

The Kaplan Settlement is a class action settlement, compnsmg of all non US cmzens who are receiving or have recewed Supplemen a Secun y Income
(SS1) and are or will be subject to termination or suspension of SSI, prior to a final decision on their current or future Application to Register Permanent
Residence or Adjust Status (Form I-483) or Application for Naturalization (Form N-400) and Oath ceremony to become a US citizen. SSIis a US
Government Program, operated by Social Security Administration (SSA). SSI provides monthly financial assistance to low-income individuals who are
elderly, disabled or blind. To qualify for SSI, individuals are generally required to be a US citizen or National. Certain categories of qualified aliens, namely
Refugees, Asylees, Cuban/Haitian Entrant, Amerasian Immigrants, and certain Aliens whose removalideportation have been withheld, however, may be
eligible for SSI for a limited time. SSI benefits for qualified aliens will be suspended if they do not obtain US citizenship within the time-fimitation of 7 years
from when they obtained one of the statuses listed above. As a result of the Kaplan settlement, USCIS has taken the initiative to institute procedures for the
Expedited Processing of class members' applications.

CSR prompt - It appears you are a current or former Supplemental Secunty Income (SSI) recipient subject to time-limited SSI eligibility. 1s that correct?

If yes, continue below
I no, go to “Where o Start’

If you are a current or former Supplemental Security Income (SSI) recipient subject to time-limited SSI eligibility, | will need to give you some very important
information.

You may request the USCIS to expedite the processing of your Application to Register Permanent Residence or Adjust Status (Form |-483) or Application for
Naturalization (Form N-400):

o by appearing in person at the local USCIS Field Office;

o bywritten request included with the filing of the application;

o bymailtothe office where the application was filed:

o Or, I can help you over the phone today.

You may request Expedited Processing of your application at any time. However, the expedite will not take effect until your application has been pending for
six months. Requests made prior to the passage of six month shall be considered by USCIS once the six month mark is reached without you requesting
Expedited Processing. For verification purposes, the Service Center or Field Office may require you to provide them with a copy of the Social Securty
Administration (SSA) corespondence addressed to you regarding your SSI benefits. As part of the Kaplan settlement USCIS is also taking steps to identify
some of the class members who already have had their SSI benefits terminated or will have their SSI benefits terminated within the next year. USCIS wil
automatically inttiate the Expedited Processing of these applications even if the applicant has not requested an expedite.

Note to Representative: The customer's SSI benefit has been terminated or is subject to termination and he/she has a case pending with USCIS,
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Note to Representative; Go to SRMT and take an “SS| Expadite” Service Request. Insert this statement in the Comments field: “Kaplan Settlement (S5
Recipient), expedite request of adjustment of status (-485) or naturalization application (N-400)." Ensure the caller is within the “acceptable caller type’
before taking a service request.
s Ifa Service Request is being created for & legal representative on behalf of hisier client, read the following: | will be taking some information from
you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS systems that
you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.
o fthe service request being created for the legal representative indicates it is a tertiary (third) request or the legal representative
feels they have received a nonresponsive answer, override the default routing to send this service request to the Customer
Assistance Office using office code CAQ. Once you create the service request, read the following: | am routing this service request to the
Customer Assistance Office so they can assist you in the resolution of your inquiry.
o Ifthe legal representative indicates af this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28 on
file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case. Once
you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

349



Chapter 2.6 You Want to Check the Status of Your Case or You Have Other Guestions or Concemns about Your
Pending Case
Unit 26.11 Request that USCIS ask the FBI to exped|te name check.

OVERVIEW B :

The FBI name check is an mvaluable part of the secunty screening process, ensunng that our immigration sys emis not used as a vehicle to harm our
nation or ts citizens. USCIS also requests an FBI name check to screen out people who seek immigration benefits improperly or fraudulently and ensure
that only eligible applicants receive benefits.

CSR prompt - It appears you are interested in requested an expedited FBI name check. Is that correct?

If yes, continue below
If no, go to “Where o Start’

USCIS may only request an expedited FBI name check if the case meets one of the following approved criteria:

1. Military deployment;

2. Age-out cases not covered under the Child Status Protection Act, and applications affected by sunset provisions such as diversity visas;
3. Significant and compelling reasons, such as critical medical conditions; and

4. Loss of social security benefits or other subsistence.

Note to Representative: If the customer feels they meet one of the above criteria:

Go to SRMT and take an “Expedite” Service Request. When completing a service request include the expedite criteria the customer thinks they
qualify under, in the “comments field. Don't forget to ensure the caller is within the “acceptable caller type” before taking a service request, Tell the
customer: When an expedite service request is created USCIS will make every effort to respond within five (5) days of the date the request was
created. However, if you do not receive a response within  days, it means your request is taking a litle longer to process and it is not necessary to
call us again regarding the request. The Service Center, Field Office or National Benefits Center will contact you as soon as possible. The expedite
request may be granted solely at the discretion of the Office Director and on a case-by-case basis. Submission of an expedite request, with
supporting documentation, does not automatically quarantee approval,

o Ifa Service Requestis being created for a legal representative on behalf of hisher client, read the following: [ will be taking some information
from you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe service request being created for the legal representative indicates it is a tertiary (third) request or the legal
representative feels they have received a nonresponsive answer, override the default routing fo send this service request
to the Customer Assistance Office using office code CAO. Once you create the service request, read he following: | am routing
this service request to the Customer Assistance Office so they can assist you in the resolution of your inquiry.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
(-28 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Chapter 2.6 You Want to Check the Status of Your Case or You Have Other Questions or Concems about Your
Unit 26.13 Other Issues While Your Case is Pending (By Form Filed)

Section 2.6.13-N400 Other Issues While Your N-400 is Pending

FAQS RELATED TO A PENDING N-400

May | travel outside the United States while my N-400 is pending?

Yes, you may travel outside the United States while your N-400 is pending but keep in mind that you'll need to be here to get your biometrics taken and for
the interview and hearing.

Please note that no person shall be naturalized, unless such applicant has resided continuously within the United States from the date of the application up
o the time of admission to citizenship. If you are traveling outside the United States while your N-400 is pending, please consider the following:

o Anabsence of 6 months to 1 year normally breaks continuous residence. However, you may be able to prove that it did not interrupt the continuty
of your residence, if you include the required information with your N-400, Application for Naturalization. Examples of factors that can demonstrate
continuous residence, even though you have had an absence of up to 1 year may include:

o Your employment in the United States was not terminated while you were abroad or that you did not work while abroad; or
o Yourimmediate family remained in the United States; or
o You kept full access of your house or apartment in the United States the entire time you were out of the country.

o Any absence from the United States for more than one year breaks continuous residence. However, under certain conditions and circumstances,

you may be eligible to preserve the continuity of your residence for naturalization purposes by filing a Form N-470.

Should | expect to receive anything when | o to the Application Support Center to get fingerprinted after | file?

You should expect to receive a copy of “Quick Civics Lessons” to help you learn more about U.S. history and government as you prepare to become a U.S.
citizen. This educational resource is comprised of short lessons based on each of the sample civics and history questions from the naturalization test. By
presenting this content in short paragraphs interspersed with photos and accompanying audio CDs, the Quick Civics Lessons, we hope to make it easier for
you to understand this important information. An audio version and a Spanish translation also exist online at our wehsite at www.uscis.gov.

Why was my case transferred fo the National Benefits Center?. .~ ... . . . .

Your case was transferred in order for USCIS to increase the efficiency with which we manage cases.

 Case Slis and Ot s aboutaPendng Case~ PendigCases” Mallens
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Chapter 2.6 You Want to Check the Status of Your Case or You Have Other Questions or Concerns about Your
I

Unit 26.13 Other Issues While Your Case is Pending (By Form Filed)

Section 2.6.13 Other Issues While Your |-600/1-600A or |-800/1-800A is Pending

Has it been more than 10 days since you filed your Form -600/1-600A or Form |-800/1-800A?

If YES: Continue below.
I NO: Please allow 10 days to pass from the date you filed your Form [-600/1-600A or -800/1-800A before calling about the status of these forms.

The processing and adjudication of adoption petitions is one of the top priorities for USCIS. The National Benefits Center has a team dedicated to
processing adoption petitions. If you have already filed a Form 1-600/1-600A or Form 1-800/1-800A and you need to speak with an adoption officer, please call
us at 877-424-8374 or please send an e-mail to:

NBC.adoptions@uscis.dhs.gov (non-Hague Orphan adoptions, Forms 1-600 and -6004)

NBC.Hague@uscis.dhs.gov (Hague Convention adoptions, Forms 1-800 and -800A)

The adoption officer will respond to your inquiry within 2 business days.

When sending an e-mail to this address, please provide the:
(]
(]
()
(]
(]
(]

For addtional information, please visit www.uscis.gov/adoption.

petitioner's name;

petitioner's date of birth;

petitioner’s country of birth:

receipt number of the Form |-600/1-600A or -800/1-800A (if any);

alien registration number (A-number) associated with the case (if any); and
name of the child to be adopted (if known).
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Pending Case
Unit 26.13 Other Issues While Your Case is Pending (By Form Filed)
Section 2.6.13 Other Issues While Your -129F is Pending

| Have Received a Request for Evidence Concerning the International Marriage Brokers Regulation Act of 2005 (IMBRA). Why? What Should | Do?

In an effort to prevent domestic violence and other abuses, Congress has extended such protections by regulating more closely the intemational marriage
broker market, and by requiring the disclosure of violent criminal history, such as domestic abuse, rape, or murder, of which a fiancé (€) may be unaware.
USCIS, in order to comply with provisions of the Intemational Marriage Brokers Regulation Act of 2005 (IMBRA), will ask the petitioner to provide data

pertaining to a petitioner's criminal history (if any), details on the waiver process for those affected by the new limitations for filing of the I-129Fs, and other
evidence.
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In order to ensure customer privacy and security as well as data integrity, we may only take information regarding cases from the following individuals:

o The applicant/petitioner (The person who signed the application or petition in question)

+ Authorized Officer or Employee of Petitioning Company or Organization

o Atranslator (Only if the applicantipetitioner is present)

o An attomey who claims to have a G-28 on file for the pefitioner/applicant OR a paralegal from that attomey's office/fim (ask if the attorney has a G-
28 on file).

o A Community-Based Organization (CBO) who is representing the applicant/petitioner and who has a G-28 on file (ask if the CBO has a G-28 on filg).

+ A parent of an applicant/petitioner who is under age 18.

o Alegal guardian of an applicant or petitioner.

o An adult caregiver of the applicant or pettioner (Such as a nurse caring for an elderly or disabled person - if the applicant or petitioner is physically
able o speak on the phone, hisiher presence should at least be confirmed. If physically unable to speak on the phone , continue as if the caregiver
were the applicant/petitioner)

Confirm that the caller meets at least one of the above listed requirements before taking a Service Request. Ifthe caller is not within one of the acceptable
caller types listed above, we will not be able to take a service request from the caller,
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Unit 2.8.1 Approval of Petitions and Applications after the death of a “Qualifying Relative”
OVERVIEW

In the past, generally, only certain widows and widowers of U.S. citizens could continue to seek immigration benefits after the death of their pefitioning
spouse. INA Sections 204()) and 213A(f)(9), as amended by Public Law 111-83, permit surviving relatives to continue to seek immigration benefits after the
death of a qualifying relative. Surviving relatives covered by the change in the law include, derivative T and U nonimmigrants, Form |-730 refugee/asylee
beneficiaries, derivative beneficiaries in employment-based visa petition, and any family-based heneficiaries.

Note to Representative; If the caller has further questions, not covered below, please transfer the call to Tier 2, UNLESS Tier 2 live assistance is
unavailable.

When does the new law apply?

WWho qualifies under the new law?

Whois considered a *Qualifying Relative™?

My case was denied before October 28, 2009. What can [ do?
Would | need to file a new Affidavit of Support?
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L«

The new law, which permits certain surviving relatives to continue to seek immigration benefits after the death of a qualifying relative, applies to any
immigrant visa pettion, refugee/asylee relative petition, as well as any adjustment of status application and related applications adjudicated on or after
October 28, 2009, even if the petition or application was filed before that date

Who quelites uoder e et . ... ..
You qualify under the new law if you:

1) Residedinthe U.S. at the time of the qualifying relative's death;
2) Continue to reside in the U.S. on the date of the decision on the pending petition or application; and
3) You are one of the following:

the principal or derivative beneficiary of a pending or approved preference family-based visa petition;
any derivative beneficiary of a pending or approved employment-based visa petition:

the beneficiary of a pending or approved Form -730, Refugee/Asylee Relative Petition;

an the beneficiary of a pending or approved immediate relative visa petition:

alien admitted as a derivative “T" or “U” nonimmigrant; or

a derivative asylee (spouse or child of the principal asylee).

. ManMew
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Wio is consideced a ‘OGOIGVORQRSBRO®E™ ... ... ... . .. .

USCIS defines a “qualifying relative” to be an individual who, immediately before death, was:

o The petitioner in a family-ased immigrant visa petition (a US Citizen or a Lawful Permanent Resident);

o The principal beneficiary in a family-ased visa petition (the parent, spouse, sibling or child of a U.S. citizen, or the spouse or unmarried child of a
permanent resident);

The principal beneficiary in an employment-based visa petition;

The petitioner in a refugee/asylee relative petition;

The principal alien admitted as a “T" or “U” nonimmigrant; or

The principal asylee who was granted asylum.

USCIS will allow you to file a Form 12908, Motion to Reopen, for any petition, adjustment application, or waiver application that was denied before October
28, 2009, but would have been approvable under the new law. You would need to submit new evidence in support of the motion to reopen, including proof of
the qualifying relative’s death and proof that you were residing in the U.S. when the relative died and that you continued to reside inthe U.S. Unless you
qualify for a fee waiver, you must submit the required fee for the Form |-2908 motion. Please refer to Form [-912 instructions and USCIS website for
quidance on fee waivers.

Would Ijheed‘gto\filea‘new‘AffﬁdévitLof’Supporr?i e e s
Yes, if you are required to have a Form 1-864, Affidavit of Support, and the visa petition is approved under the new law, then a substitute sponsor will need to
submit a Form |-864. 1f you are required to have a Form |-864, a substitute sponsor is needed even ifthe deceased petitioner had filed a Form [-864. Please
keep in mind that only certain individuals, who are related to the alien in a certain way and meet certain requirements, are qualified to be a substitute
SpONSOr.

Definition of Principal Beneficiary: A principal beneficiary is the person on whose behalf a visa petition is filed.

Definition of Derivative Beneficiary: A derivative beneficiary is the spouse or child of the principal beneficiary.
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OVERVIEW
Active duty m|||tary Mmembers or fam||y members may caII wnh questmns about various |mm|grat|0n seivices.

CSR prompt - It appears that you are active duty military or a military family member stationed abroad. Is that comect?

If yes, continue below
If no, go to “Where to Start

What can | help you with today?

o | need information about appointments.

o | have questions about a Request for Evidence (RFE) that | received.

o | have questions about a pending N-400.

o | want information about Forms.
o | need o find the location of a USCIS office.

o I needtolocate a Civil Surgeon.

o Ineedto locate a Panel Physician.

o lamal.S. citizen - | want information about how to help a family member immigrate to the U.S.

o lamaU.S. citizen - | want information about how to help my fiancé(e) come to the U.S.

o | ama Permanent Resident - | want information about how to help a family member immigrate to the U.S.

 MaoMew
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Every military installation should have a designated point-of-contact to handle your Form N-400 application and certify your Request for Certification of
Military or Naval Service (N-426). The designated point-of-contact will also assist you while your application for naturalization is pending with us. For
questions related to your Naturalization case please, contact your point-of-contact through your chain of command. If you do not know the identity of your
point of contact you should inguire through your chain of command to find out who this person is, so they can help you with your application and any
questions you may have about your case.

If you have specific questions relating to your N-400 application, please call our Military Helpline at 1-877-CIS-4MIL (1-877-247-4645) and listen to the menu
of services available to assist U.S. Armed Forces members and their families. If you are a miltary member deployed overseas, access your Defense
Switched Network (DSN) Domestic Base Operator for assistance. N-400 live assistance is available between 8 a.m. and 4:30 p.m. CST.

Note to Representative: If the customer is requesting additional information about fingerprints/biometrics for military dependents, please continue
below.

Recent legislation has expanded the scope of naturalization available to military dependents, including permitting certain spouses and children of armed
force members or deceased members to naturalize overseas.

These applicants are to be given the same expeditious treatment at the ASC that military employees are currently given. Some of these applicants may be
stateside when they file their N-400s and then depart very soon to join the military spouse who is stationed overseas. They may or may not have an
appointment notice when arriving at the ASC to be fingerprinted. If the ASC can verify the applicant’s identity as a military dependent, either by military
identification or by photo identification AND Form DD-1172, the ASC should process the military dependent according to the standard electronic-filing
operating procedures, regardless of whether or not an appointment has been scheduled.

There does not need to be an N-400 on file in order to process a military dependent’s biometrics. This represents a change from previously-issued guidance.
ASC staff may enter an applicant's biometrics into the system as N-400 regardless of whether or not the applicant has yet filed an N-400.

Note to Representative: The customer has not filed an N-400 yet.

e
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You Want to Check the Status of Your Case or You Have Other Questions or Concerns about Your
Pending Case

Unit26.3 You believe your case is outside our normal processing time as indicated in our case status online tool

Asylum Cases outside the processingtime .~
Forissues conceming cases pending at an asylum office (Forms 1-589 or 1-881), you will need to write to the asylum office.
When writing, please include the following information in your letter.

+ Youroryour client’s name as it appears on any documentation issued by USCIS
o Your or your client’s current street address

o Your or your client’s current mailing address if different than street address

o Your or your client’s USCIS account number (A-number)

o Youroryour client’s date of birth

o Your or your client’s country of origin

o Your or your client’s telephone number

Do you have the mailing address of the asylum office where your case is pending?

Note to Representative: If the customer does not have the mailing address of the asylum office where their case is pending, please use the Asylum Office
Locator to provide them with the mailing address.
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Have you received a transfer notice from the service center processing your case?
o Yes

v No

. Case Status and Other Questions abouta Pending Case
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Is the beneficiary residing in China?

v 16
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Beginning April 1, 2014, petitions for beneficiaries residing in China that have not been decided by the service centers will be transferred to the USCIS field
offices in Bejing or Guangzhou for final adjudication and travel document processing. You will receive a transfer notice from the Service Center when the
petition is transferred that lists the USCIS Field Office your petition is being transferred to and provide the contact information for case inquiries for that office.
This transfer notice will stop the processing time for the service center processing your case. Due to custom delays, please allow two months for the petition
to arrive to the appropriate USCIS field Office in China. You and the beneficiary will be notified when the field office has received your petition and scheduled
an interview.

Have you received a Notice of Receipt and Interview Scheduling from the Beijing or Guangzhou field office?
()

No

363



B
E o

USCIS Customer Service Call Guide Volume 2 - Already Filed (Pending Cases) Page 130 of

Has it been six months since the transfer notice was issued?
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USCIS Customer Service Call Guide Volume 2 - Already Filed (Pending Cases) Page 13

Has it been two months since the transfer notice was issued?
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Note to Representative; If it has been six months since the transfer notice was sent, ask the customer, According to the transfer notice, which field office
was the case transfemed to?

Please provide the petitioner with the following contact information based on the customer's answer or the field office listed below for the beneficiary’s
province of residence.

For beneficiaries residing in the following Chinese

o Office & Contact Information
provinces:

Anhui, Chongaing, Fujian, Gansu, Guangdong,
Guangxi, Guizhou, Hainan, Henan, Hubei, Hunan, | USCIS Field Office in Guangzhou - China

Jiangsu, Jiangxi, Ningxia, Qinghai, Shandong, | Contact Information:

Shaanxi, Sichuan, Xinjiang, Tibet (Xizang), http://quangzhou. usembassy-ching.org.criuscis--location-and-contact-information. html
Xiamen, Yunnan and Zhejiang

USCIS Field Office in Bejing - China
Contact Information:
hitp://beliing.usembassy-china.org.cn/uscis-location-and-contact-information. himl

Beijing, Hebei, Heilongjiang, Inner Mongolia, Jilin,
Liaoning, Shanghai, Shanxi, and Tianjin
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Please allow up to six months for the adjudication of the petition and travel eligibility processing to be completed.
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For beneficiaries residing in other intemational locations, the Service Center will mail you a decision and, if the petition is approved, forward your relative’s
petition to a USCIS Field Office closest to your relative’s place of residence orto a U.S. Embassy or consulate if @ USCIS does not have an office in that
country for travel eligibility processing. The USCIS Field Office, U.S. Embassy, or consulate, will notify your relative regarding the interview and other
requirements that must be completed for travel document issuance.

Note to Representative; If it has been six months since the pefition was approved, please provide the pefitioner with the following contact information based
on the field office listed on the transer notice or the field office listed below for the beneficiary's province of residence.

USCIS International Field Office

Type Intemational Offices in the Search function on www.uscis.gov to obtain contact
information for the 25 USCIS offices overseas.

U.S. Embassy or consulate

U.S. Embassy or consulate: Contact information is available at www travel.state.gov,
under How to Contact Us.

Attorneys of record can direct inquiries by email to legalnet@state.gov.
Petitioners may call Viisa Services, Public Inquiries Division at (202) 663-1225.
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Was your or your client’s I-765 filed as part of a request for Consideration of Deferred Action for Childhood Arrivals?

v 16

v No
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Have you or your client received a decision from USCIS granting your request for Consideration of Deferred Action for Childhood Amivals?

Note to Representative: if the customer filed a renewal request for DACA, answer the question based upon whether the -821D renewal application was
approved.

v 188

v No
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USCIS usually adjudicates applications for employment authorization (Form I-765) within 90 days. However, for employment authorization applications filed
as part of a request for Consideration of Deferred Action for Childhood Amivals, this 90-day period does not begin until USCIS has determined whether to
defer action in your case.
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How long ago did you or your client receive the decision granting your request for Consideration of Deferred Action for Childhood Arrivals?

Note to Representative: Based upon the customer's response, please select the appropriate link below:

o 90days orless
o More than 90 days
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Your case is still within the normal processing time for this type of case at this specific office.

Processing times are only estimates based upon what is being worked at a given moment in time. Due to a wide variety of reasons, priorities may change
which could require certain applications to be worked faster while others are not, or legal reasons that may require specific types of cases to be held.
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Did the DACA applicant previously file a VAWA, T or U case?

Yes

Mo
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Was Form [-765 filed concurrently with Form |-821D?

Yes

0
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Is the -8210 filed with the I-765 an initial application for DACA or a renewal application for DACA?

Initial application

Renewal application
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Note to Representative; Go to SRMT and take a “Beyond Regulatory Time Frame” (BRTF) service request, Ensure the caller is within the “acceptable
caller type” before taking a service request.

s Please override the default routing as follows: If the applicant previously filed a VAWA, T or U application, send this service request to the
Vermont Service Center using office code VSC. Once you create the service request, read the following: Since USCIS has not made a decision
on your -765 within 90 days from the date a decision was made on your request for Consideration of Deferred Action for Childhood Amivals, | will
take some information from you and submit a “Beyond Regulatory Time Frame” service request that | will route to the Vermont Service Center so
they can assist you in the resolution of your inquiry.

o Ifa Service Request s being created for a legal representative on behalf of his/er client, read the following: | will be taking Some information

from you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a Signed G-28.

o Ifthe legal representative indicates at this time that they do not have & valid G-26 on file, read the following: Since you do not have a Form
(-2 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Note to Representative; Go to SRMT and take a “Beyond Regulatory Time Frame” (BRTF) service request, Ensure the caller is within the “acceptable
caller type” before taking a service request.

s Please override the default routing as follows: If the applicant did not file Form -765 concurrently with Form 621D (Request for DACA), send
this service request to the Texas Service Center using office code TSC. Once you create the service request, read the following: Since USCIS
has not made a decision on your -6 within 90 days from the date a decision was made on your request for Consideration of Deferred Action for
Childhood Arrivals, | will take some information from you and submit a ‘Beyond Regulatory Time Frame” service request that | will route to the Texas
Service Center o they can assist you in the resolution of your inquiry.

o IfaService Request s being created for a legal representative on behalf of hisier client, read the following: | will be taking some information

from you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe legal representative indicates at this time that they do nof have a valid G-28 on file, read the following: Since you do not have a Form
(-28 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Note to Representative; Go to SRMT and take a “Beyond Regulatory Time Frame” (BRTF) service. Ensure the caller is within the *acceptable caller type’
before taking a service request.

s Please override the default routing as follows: If Form 1765 was filed concurrently with a renewal request for DACA, send this service request
fo the Nebraska Service Center using office code NSC. Once you create the service request, read the following: Since USCIS has not made a
decision on your I-765 within 90 days from the date a decision was made on your request for Consideration of Deferred Action for Childhood
Arrivals, | will take some information from you and submit a “Beyond Regulatory Time Frame” service request that | will route to the Nebraska
Service Center o they can assist you in the resolution of your inquiry.

o Ifa Service Requestis being created for a legal representative on behalf of hisher client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe legal representative indicates at this time that they do not have a valid G-26 on file, read the following: Since you do not have a Form
(-28 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Note to Representative; Go to SRMT and take a “Beyond Regulatory Time Frame” (BRTF) service request, Ensure the caller is within the “acceptable
caller type” before taking a service request.

o |fForm |-765 was filed concurrently with an initial request for DACA, send this service request o the California Service Center using office
code CSC. Once you create the service request, read the following: Since USCIS has not made a decision on your I-765 within 90 days from the
date a decision was made on your request for Consideration of Deferred Action for Childhood Arrivals, | will take some information from you and
submit a “Beyond Regulatory Time Frame” service request that | will route to the California Service Center so they can assist you in the resolution of

your inquiry.

o Ifa Service Requestis being created for a legal representative on behalf of hisher client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client’s case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o Ifthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form
(-28 on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or
her case. Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Was your or your client’s request for Consideration of Deferred Action for Childhood Arrivals an inttial request or a renewal?

Initial

Renewal
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| will need to verify the USCIS processing time for your application,

Note to Representative: Please check the processing times for the form type and appropriate office provided by the customer and then ask the customer
How long has it been since you filed your intial request for DACA?

Based on the processing time listed, does the case appear to be outside normal processing times?

v 16
¢ No
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Your case is still within the normal processing time for this type of case at this specific office.

Processing times are only estimates based upon what is being worked at a given moment in time. Due to a wide variety of reasons, priorities may change
which could require certain applications to be worked faster while others are not, or legal reasons that may require specific types of cases to be held.

o

~ Pending Cases
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Did the DACA applicant previously file a VAWA, T or U application?
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Note to Representative; Go to SRMT and fake an "ONPT” service request. Ensure the caller is within the "acceptable caller type” before faking a service
request. For an initial request for DACA, please override the default routing by sending this service request to the California Service Center using
office code CSC.

s [fthe Service Request is being created for the requestor, read the following: | will take some information from you and submit an “ONPT” service
request that | will route to the California Service Center so they can assist you in the resolution of your inquiry. Please note that you may be
contacted by USCIS for addtional information, if necessary.

o Ifa Service Request is being created for a legal representative on behalf of his/her client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

¢ |fthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.

 PedingCases
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How long has it been since you or your client submitted your renewal request?

More than 109 days
Less than 105 days
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USCIS Customer Service Call Guide Volume 2 - Already Filed (Pending Cases) Page 154 of

Please call us back after your renewal request for DACA has been pending for at least 105 days.
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Did the DACA applicant previously file a VAWA, T or U application?
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Note to Representative; Go to SRMT and take an "ONPT” service request. Ensure the caller is within the "acceptable caller type” before faking a service
request. If the renewal request has been pending for at least 108 days, please override the default routing by sending this service request to the
Nebraska Service Center using office code NSC.

s [fthe Service Request is being created for the requestor, read the following: | will take some information from you and submit an “ONPT” service
request that | will route to the Nebraska Service Center so they can assist you in the resolution of your inquiry. Please note that you may be
contacted by USCIS for addtional information, if necessary.

o Ifa Service Request is being created for a legal representative on behalf of his/her client, read the following: | will be taking some information
from you in order to create a service request and submit it to the office working your client's case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

¢ |fthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact us directly for case specific information on behalf of your client.
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Note to Representative; Go to SRMT and take an "ONPT” service request. Ensure the caller is within the "acceptable caller type” before faking a service
request. For an applicant that previously filed a VAWA, T or U application, please override the default routing by sending this service request to the
Vermont Service Center using office code VSC.

¢ [iihe Service Request is being created for the requestor, read the following: | will take some information from you and submit an “ONPT” service
request that [ will route to the Vermont Service Center so they can assist you in the resolution of your inquiry. Please note that you may be
contacted by USCIS for addttional information, if necessary.

o |fa Service Request is being created for a legal representative on behalf of hisier client, read the following: | will be taking some information
from you in order o create a service request and submit it to the office working your client’s case. If that office is unable to verify in USCIS
systems that you have a valid G-28 on file for this specific client and case type, you may be asked to re-submit a signed G-28.

o [fthe legal representative indicates at this time that they do not have a valid G-28 on file, read the following: Since you do not have a Form G-28
on file, we are unable to provide you with any case specific information. You may have your client call for information regarding his or her case.
Once you have filed a G-28, you may contact s directly for case specific information on behalf of your client,
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Was your/your client's I-765 filed as an H-4 dependent spouse of a principal H-18 nonimmigrant?

()
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Has it been more than 75 days since you/your client received a decision from USCIS granting your/your client's request for H-4 status or an extension of
your/your client's H-4 status?

()
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USCIS Customer Service Call Guide Volume 2 - Already Filed (Pending Cases) Page 160 0

Was your/your client's Form |-765 filed concurrently, with your/your client's request for H-4 status/extension of H-4 status?

()
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Have you/your client received an RFE (Request for Evidence) or NOID (Notice of Intent to Deny) relating to your case?

v YES

v NO

La
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Have you/your client received an RFE (Request for Evidence) or NOID (Notice of Intent to Deny) relating to your case?

v YES

v NO

La
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For employment authorization applications filed by an H-4 spouse of certain H-18 nonimmigrants, the time period for adjudicating Form I-765 does not start
until USCIS has determined whether you/your client arefis eligible for the underlying H-4 nonimmigrant status. USCIS will take into account not only the date
your H-4 was approved but also whether:
1. You were issued an RFE for Initial Evidence, in which case the processing time stops and starts over again from Day 1 when USCIS receives a
timely response;
2. You were issued an RFE for Additional Evidence or a NOID, in which case the processing time is suspended and resumes when USCIS receives a

timely response;

 Pending Cases
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What is the total processing time elapsed since your H-4 was approved?

o 75days orless
o Between 75 and 90 days

o Qver 90 days
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When measuring the elapsed processing time of your EAD application, USCIS will take into account not only the initial filing date of your Form I-765 but also
whether.
1. You were issued an RFE for Initial Evidence, in which case the processing time stops and starts over again from Day 1 when USCIS receives a
timely response:
2. You were issued an RFE for Additional Evidence or a NOID, in which case the processing time is suspended and resumes when USCIS receives a

timely response;
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What is the total processing time elapsed since filing Form [-765?

o 75days orless
o Between 75 and 90 days

o Qver 90 days
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USCIS usually adjudicates applications for employment authorization (Form I-765) within 90 days. However, for employment authorization applications filed
by an H-4 spouse of certain H-1B nonimmigrants, the 90-day period for adjudicating Form I-765 does not start until USCIS has determined whether you/your
client arefis eligible for the underlying H-4 nonimmigrant status.

You can check for the most up-to-date status of your case online at www.uscis.qov.

If you/your client dofdoes not receive a decision within 75 days from either (1) the date USCIS receive your/your client's Form I-763, or (2) when your/your
client's H-4 status was approved (whichever is later) -- please call us back.
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Note to Representative; Only fransfer the call to Tier 2, UNLESS Tier 2 live assistance is unavailable, if the customer has filed one of the following forms
and hisher question pertains to one or more of the forms listed below.

o VAWA related Form |-360 and related Forms 1-485, I-765, 1601, or |-131;

» T Nonimmigrant Forms -914/1-914A and related Forms |-485, 1-765, 1192, or 1-131; OR

o U Nonimmigrant Forms 1-918/1-918A and related Forms 1-485, 1765, 131, 11192, or 1-926,

Have you or your client received an ASC appointment notice to have your biometrics taken?
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