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Immigration Help

Professional Contacts in Region XI
For immigration / regulatory “How to...” or “What does this mean...” questions:

Call a GRAC (Government & Regulatory Advisory Committee)  member who specializes in the type of case for which you need assistance.  Refer to the handout GRAC List of Members for contact information and areas of specialization, or find this online on the NAFSA Region XI website, at: http://nafsaregionxi.org/grac/.  GRAC members are committed to fielding questions from our colleagues in Region XI.  If the person you call cannot answer your question, she / he will refer you to a GRAC member who can.  

Utilizing NAFSA IssueNet for liaison assistance (http://issuenet.nafsa.org):
To obtain assistance on regulatory issues, Robin Catmur of Dartmouth College (scholar and employment cases), and Maureen Martin of Harvard University (student cases) are the Region XI Regulatory Ombudspersons, who, along with the network of NAFSA Regulatory Ombudspersons across the country, utilize NAFSA’s online resource — IssueNet.  IssueNet includes a portal called “Get Liaison Help”, a web-based tool where you can submit case-related information to a Regulatory Ombudsperson who will be in contact with the appropriate government agency.
Before submitting a case to NAFSA’s IssueNet, please be sure to follow the following protocol:  
For SCHOLAR issues (NON-Premium Processing cases):  

1. First Step: Call the National Customer Service Center (NCSC)at 1-800-375-5283 for case related inquiries. 
Make sure you write down the following information: 
· Date of your inquiry with the NCSC 

· Name of the Customer Service Representative you talked to regarding this inquiry 

· Also, if you were referred to "Tier Two," the name of the Immigration Services Officer you talked to regarding this inquiry 

· Tracking identification number of the inquiry 

· Summary or copy of the response from NCSC or the USCIS office 

2. Second Step: Follow up with the Service Center
If the issue has not been resolved after a reasonable* period of time after calling the NCSC, applicants/petitioners and their G-28 attorneys may use the following e-mail addresses to follow up directly with the service centers: 
· California SC: http://csc-ncsc-followup@dhs.gov/ 

· Vermont SC : http://vsc.ncscfollowup@dhs.gov/ 

· Nebraska SC: http://ils.nebraska@dhs.gov/ 

· Texas SC: http://tsc.ncscfollowup@dhs.gov/ 


* USCIS has indicated that a “reasonable period of time”; depends on the inquiry.

· If the NCSC advised that it would take _”X”_ days, wait that amount of days before following up with the Service Center e-mail address. 

· If NCSC refused to process or refer your request without providing an explanation, you may follow up with the Service Center immediately. In the e-mail, provide all the information collected regarding the call (see #1, above).  Also provide a brief explanation of why you believe the inquiry was not addressed (e.g., NCSC advised you that you would receive a response from a USCIS office within 45 days and 45 days have elapsed without any response; you had requested NCSC to upgrade your I-130 but the customer service representative refused to process your request without providing an explanation). 

3. Third Step: Follow up with USCIS Service Center Operations (Headquarters)
If the issue has still not been resolved after a reasonable period of time (usually 14 days) after contacting the Service Center directly through the e-mail addresses above, applicants/petitioners and their G-28 attorneys may use the following e-mail address: http://SCOPSSCATA@dhs.gov/.

This e-mail box is monitored by the Customer Service Portfolio Manager at SCOPS. Once the request reaches this level, HQ SCOPS intends to respond within 5 days.

4. Fourth Step: Request Case Assistance From Your NAFSA Regbud Through Get Liaison Help
If an issue is urgent, or the issue has still not been resolved after e-mailing the SCOPSSCATA e-mail address, advisers can request assistance through their regional NAFSA Regulatory Ombudsperson, who can follow up with his/her Service Center contact or USCIS SCOPS directly. In addition, Regbuds and other NAFSA leaders report policy interpretation questions, or inconsistencies between service centers, through these special contacts. 

Request case assistance from your NAFSA Regbud through IssueNet: Get Liaison Help.


For scholar cases with Premium Processing: contact the Premium Processing Office directly:
	California Service Center
24000 Avila Road, 2nd Floor
Laguna Niguel, CA 92656 
	Vermont Service Center
75 Lower Welden St
Saint Albans, VT 05479 

	Scholar Issues (Premium Processing)
Preferred method of contact: E-mail
E-mail: CSC-Premium.Processing[at]dhs.gov
T: 949.831.8550
F: 949.389.3460   
	Scholar Issues (Premium Processing)
Preferred method of contact: E-mail
E-mail: vsc-premium.processing@dhs.gov
Fax: (802) 527-4819


For STUDENT cases: Exhaust all normal channels for resolution of the problem, including:
· For cases at USCIS Service Centers, check the “Case Status Online” and “List of Processing Dates” web site at: https://egov.uscis.gov/cris/jsps/ptimes.jsp 
· Check status of J Waivers at U.S. Department of State at the following website:  http://travel.state.gov/visa/tempvisitors_info_waivers.html
1. If “Case Status Online” still says pending, and the application “Receipt Date” is at least 30 days beyond the processing date shown for that application at the Service Center, then you can submit an inquiry to USCIS via email, as follows:.
a. Vermont Service Center (student-related cases only): VSC.Schools@DHS.gov; NOTE: for scholar related cases, advisors cannot use the VSC Schools email address any longer.  Advisors instead must call the USCIS National Customer Service Center (NCSC) phone line: 1-800-375-5253
b. California Service Center Mailing Address: 24000 AVILA ROAD, 2nd Floor, LAGUNA NIGUEL, CA 92656 
i. For STUDENT issues

ii. For I-765 OPT issues: Email: CSC.SchoolsEAD@dhs.gov; Fax: (949) 389-8070

iii. All other student issues: Email: CSC.Schools@dhs.gov; Fax: (949) 389-8689

c. Nebraska Service Center: Email Address: NSC.Schools@dhs.gov , Fax: (402) 219-6353 
d. Texas Service Center: TSC.Schools@dhs.gov , Fax: (214) 962-1450 



If you cannot resolve the STUDENT issue using the Service Center email address, or the case involves another government agency, you can submit the case to your NAFSA Regulatory Ombudsperson online at NAFSA’s IssueNet “Get Liaison Help”:   
a) [image: image2.wmf]Login to NAFSA IssueNet (http://issuenet.nafsa.org) (If you are not a NAFSA member, you can simply create a login on this page)
b) Click on “Get Liaison Help”

c) Complete the “Contact Report Information” to submit a new case, and click “Submit Case”
d) The information will be sent to the Regulatory Ombudsperson for action on the case.  You will be able to check the progress of your submitted cases online under the “My Active Case Submissions”.  
e) You will receive an email reminder from IssueNet when the Regulatory Ombudsperson submits a Case Note or Update on your case, you can then login to “Get Liaison Help” and click on your case to see the Status, Case Note, or Update on the case.  Respond to the Regulatory Ombudsperson, if needed, by submitting a new Case Note on your case while logged in to your case on IssueNet.

f) When you send an update on the case, the Regulatory Ombudsperson will be emailed a notification that the case has been updated.  The Regulatory Ombudsperson will log into IssueNet to view your updates.

g) A Case may be marked as “Resolved” when the Regulatory Ombudsperson has done all available action on a particular case, even when the application or request has not been approved by the government agency.  A case can always be re-opened by the submitter if additional follow-up is necessary. 
h) The Regulatory Ombudsperson will email or call the DSO/RO submitting the case as needed.  The case and follow-up questions should not be emailed separately to the Regulatory Ombudsperson, as working through IssueNet allows the case information to be tracked and used for additional advocacy by NAFSA.

If you have additional questions about obtaining assistance from the Region XI Regulatory Ombudspersons or the Region XI GRAC Team, feel free to contact Robin Catmur by email (robin.v.catmur@dartmouth.edu)  for scholar/employment questions, or Maureen Martin, (maureen_martin@HARVARD.EDU) for student cases.
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