CSA Desktop Procedures
1.  Customer Service Center Mission – The Customer Service Center will act as the single point of contact at Marine Forces Reserve (MFR) in order to coordinate designated personnel/administrative functions and answer all related questions from MFR customers.
2.  Customer Service Center Vision – To deliver the best “one stop” customer service to users worldwide by using the most advanced means of communication and self-service platforms.  The goal of the Customer Service Center is to provide customers “one voice one response.”
3.  Recommended Desktop Procedures
	a.  Print out this file
	b.  Print out updated phone rosters 
	c.  Print out list of Knowledge Base KB Questions 
4.  Table of Contents
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A.  Daily Tasks

1.    Answer Calls from Customers

	a.  See Phone Log In section for phone instructions.

	b.  Monitor phone queue to keep wait time down.

	c.  Coordinate lunch and breaks with other CSAs to ensure phones are covered.

2.  Recommended tools for answering calls

	a.  Knowledge Base:  https://mcrsc.mfr.usmc.mil/csc

	b.  Marine Corps Total Force System – 3270

		(1)  Diary Retrieval

		(2) Pay Information

	c.  Reserve Order Writing System (ROWS)

	d.  Electronic Document Access (EDA)

	e.  Service Record Book (SRB) Tracker, SRB Request

4.  Monitor Right Now CSC website incidents

	a.  Complete incidents or assign them to other branches for action.

	b.  Goal to handle as many incidents in the CSC as possible.
	
5.  Monitor Fax machine for incoming faxes

	a.  All faxes are scanned and created into incidents

6.  Assist all Walk in Traffic

7.  Use CSC calendar to track leave, duty, TAD, etc.
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CSC Incident Workflow
1.  A question or request for action is received in the customer service center (by web, e-mail, fax or phone).
2.  An incident is created in the Customer Service Center tracking database.
3.  If we can solve the incident in the CSC, we will respond to the customer and complete the incident.
4.  If the incident can’t be solved in the CSC:
	a.  The incident is assigned to the appropriate branch for action.
b.  The supervisor/lead clerk will assign the incident to the appropriate clerk for action.
	 c.  The supervisor responds to the customer and completes the incident.
5.  This process is limited to  5-7 working days.



ROUTING REQUESTS COMING IN TO THE CSC

The Customer Service Center (CSC) receives request for action and questions via phone, fax, email, and through the website.  The list below will be used to determine the next branch a request is routed to for action.  Many requests will also need to be assigned to another branch after that branch’s action is complete.  When using the incident console to assign these requests, the status must reflect “new” or “updated" or the request will not be seen.

CSC						IRR – RUC 88801
Medical Matters					DD 214 Requests (For Original)
Dependent Matters				DD368: Conditional Release
MOL Matters					Statement of Service
All Basic Questions				Recommendations for Admin Discharge
						Awards
SelRes						Transcripts
IMA Inter Unit Transfers				Records Requests
IMA New Joins/Drops				Discharge Certificates
IMA Request for Extension of Tour			Any request that requires diary entry
Bonds and Allotments				
Change of Address/Phone Numbers		MIRSO
Direct Deposit (Presently enrolled)			Career Planner: Reenlistments
Education (Grades, Completions)			Career Planner: Extensions 
Housing Vouchers (Change BAH)			Solicitations
All MSC diary entry requests			Deaths
NAVMC 799: Equivalent of Instruction Report	Travel Card Requests
Physicals					Not Physically Qualified
Re-accession (ECCO)				Promotions (ie Warrants)
Re-appointments					Resignation of Commission
Awards						IMA Muster Sheets
Dependant Add/Drop (BAH)			PHA/HIV/Dental
Employment Verifications				PWST Requests/Training
MTU Joins					IRR Sourcing/Training Requests
Name Change					DMM requests
Record Book Audits				ISL/ASL
Request for Records				SF-1164: Claim for Reimbursement
						Cutting Scores
G-6						Request to Reside outside US
Sharepoint Access				Request for ATPs
						Legal Matters
SysQA						Promotion Restrictions
IPAC SysQA requests
CRCRs						Security Section
						IMA/IRR Security Clearance Requests
ACDU
All Active Duty Administrative Requests		OPC
						Travel Claims for all Marines at MFR
						Travel Claims less than 30 days for IRR/IMA Marines
						IPPs
						IRR/IMA Orders Request
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