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SECTION 1 – INTRODUCTION 
 
In an effort to further streamline the processing of Routine File Maintenance (RFM) 
transactions, OST is moving toward a web based application to replace the ServiceManager 
1X disbursement process. 
 
The initial test of the concept will be the processing of 1X disbursement requests for IIM 
accounts that are on Voluntary Hold including RFM updates associated with the 1X 
disbursement.  
 
1.1 Requirements for 1x Disbursement Process 
 
1st Requirement - Transaction Categorization –- correctly categorize the 1x request per 
the following ServiceManager call categorization scheme: 

1. Category = afm 
2. Subcategory = general account maintenance 
3. Subject = 1x disbursement  

 
2nd Requirement - Populate the request in the call description –- When the correct 
Subject Type categorization scheme is entered, the following prepopulated notes will appear 
in the description field: 

Beneficiary requests 1X disbursement. 
1x Amount: $xxxx.xx 
Disbursement Type: Enter 1 x Disbursement Code: _ _ _ 

Deposit to Checking - 42 
Deposit to Savings – 43 
By Check – 47 
Deposit to Debit Card – 157 

Tickler #: Enter Disbursement Tickler Number, if direct deposit is requested 
from existing bank on file 

(Cut and Paste from TFAS TI Screen)    _ _ _ _ _ 
Bank Name:  Enter Bank Name from the tickler # selected 

(Cut and Paste from TFAS TI Screen)    _ _ _ _ _ 
Balance:  $xxxx.xx 

(Cut and Paste from TFAS TR Screen)   
 
3rd Requirement – Submit 1x call – After the disbursement information is documented in 
the call description, the Call Center technician will click the “Submit 1x call” button in the 
RFM Auto tab to place the Call record in the Open-Idle status and open the Auto File 
Maintenance web form through Internet Explorer. (Note: the “Open-Idle” status Call will 
remain in the 1X Open-Idle Queue until processed). 
 
4th Requirement – Create the 1x request in the Auto File Maintenance (AFM) form – 
The Call Center technician will enter the disbursement request in the web form by either 
selecting an existing tickler #, selecting disbursement by check, or adding a new bank.  The 
web form will also allow the Call Center technician to change a beneficiary’s address and 
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phone number.  (Note: Address and phone # updates cannot be processed through the web 
application unless accompanied by a 1X disbursement request.) 
 
1.2 Auto File Maintenance Web Form for 1x Disbursements 
 
After submitting the 1x call in ServiceManager, the Auto File Maintenance web form will 
open. The following screenshot will detail each portion of the 1x disbursement AFM screen. 
 

 
 
There are four main sections to the 1x disbursement screen: 

• Section 1: Details the call information, and is auto populated from ServiceManager. 
The Call Number box will display the current call number box, as well as allow the 
user to retrieve any additional open calls for the beneficiary. The username displays 
the current user, and the date and Owner Group will auto populate as well. 

• Section 2: Displays information for the beneficiary all populated from TFAS. In this 
section, the user can view and edit the beneficiary’s address and telephone number, as 
well as view current minor account type and account balance. 

• Section 3: Displays current tickler information, populated from TFAS. In this section, 
the user has the option of selecting the method of disbursement. Options include 
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using current ACH ticklers and check disbursement. The user will also have the 
ability to create a new ACH tickler and/or delete a current tickler. 

• Section 4: Details the 1x disbursement information to be processed. The user will 
enter the amount to be disbursed (as well as re-enter for verification). Tickler 
information will be automatically populated based on information entered in Section 
3 of the form. 
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SECTION 2 – AFM 1X DISBURSEMENT PROCESS 

2.1 Using the AFM application to create a 1x disbursement by check: 
 
Once the AFM application screen is open, verify that the beneficiary’s address information is 
correct. The data is pulled directly from TFAS. (Changes to address will be discussed later 
on in this document). Also, verify on the right if the beneficiary’s current balance will allow 
for the disbursement request. 
 

 
 
In order to generate a check disbursement, in the ticklers portion of the form, click the radio 
button next to the word “CHK”. Please make sure you have selected the proper portfolio (1 – 
PRINCIPAL, or 2 – INCOME) before clicking the button.  Once the CHK button has been 
clicked, the bottom portion of the form will populate with the disbursement information. 
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The final step is to enter the amount of the disbursement in the ‘Amount’ box, and enter it 
again a second time in the ‘Verify Amt’ box. Entering twice will ensure the amount is correct 
and there are no keying errors. Once the 1x disbursement amount is verified, check the 
remaining disbursement information on the form, and click ‘Submit’. This will send the 1x 
disbursement request for approval. 
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Once the request is submitted successfully, a green bar will appear which states 
‘SUBMITTED’ along with the date and time. If there are any errors in processing, the bar 
will be red and state what must be corrected in order to process successfully. Also, at the 
bottom of the form, an Action Log will be created, which will log the initial request, along 
with any changes that are made. The log will include the name of the user who made the 
request or change, along with the date and time. The request is now ready from approval 
from the 1x approver. 
 
2.2 Using the AFM application to create a 1x disbursement using an existing ACH 
tickler 
 
A 1x disbursement can be created using an ACH disbursement tickler through the automated 
process as well. The steps are the same for opening the call and the 1x disbursement app. 
Ensure the beneficiary’s address information and check the current balance for the 
disbursement. 
In the second section of the AFM application, all of the beneficiary’s current disbursement 
ticklers will be visible. Information in this section includes tickler number, Bank routing 
number and name, disbursement type, active portfolio, paid for ID, DDA number, and the 
tickler frequency. All information is taken directly from the TFAS tickler and NA records for 
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the beneficiary. Any ticklers that are not set up as daily variable ticklers (i.e. fixed amount) 
will be visible, but greyed out and not available for selection. 
 

 
 
Note in the above example, the first line has the daily variable tickler selectable. The second 
line is set up for a monthly disbursement, and is visible but is greyed out and not able to 
select for a 1x disbursement. 
 
After determining which tickler the beneficiary wishes to use for their disbursement, select 
the radio button to the left of the line. After clicking on the button, the information for that 
tickler will automatically populate the disbursement section of the form. Verify with the 
beneficiary that the bank information is correct, as well as the DDA number. 
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Once the bank information has been populated, the next step is to enter the amount of the 1x 
disbursement in the ‘Amount’ box. Again, the user will have to reenter the amount in the 
‘Verify Amt’ box to ensure the amount being populated is correct. 
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Once everything in the disbursement section is entered and verified, the user will click 
‘Submit’. A green notification bar will display that the 1x disbursement has been submitted 
and will be sent for processing. The action log will also record the information for the 
disbursement request. 
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2.3 Using the AFM application to create a 1x disbursement using a new ACH tickler 
setup/deleting a current tickler 
 
The AFM application will allow the user to set up a new variable tickler and use it for 1x 
disbursement, without having to create it in CSS. Users will also have the ability to delete a 
tickler currently on file. Please note, this function is currently only available for calls with 
a 1x disbursement request. Users will not be able to create/delete ticklers through the 
automated process if there is not a 1x disbursement request attached to the call.  
The first step in creating a new disbursement tickler will be to collect all relevant information 
from the beneficiary. You will need the bank’s routing number and name (the bank will need 
to be set up in TFAS already, make sure to verify this beforehand), the bank account number, 
and if it is a checking or savings account. Once you have all information necessary, it can be 
added into the line on the tickler section of the AFM screen next to where it says ‘Add’. 
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You will need to enter the following information: 
 

1. Paid To: The bank’s routing number 
2. Disbursement Type: Select from checking account, savings account, or Debit Card 

request. (Although it is an option, it is not necessary to set up a variable check tickler) 
3. Portfolio: Principal or Income 
4. Paid For: This is the NA Record that will be tied to the tickler. (If the beneficiary has 

multiple disbursement ticklers to more than one bank account, additional NA records 
will have to be set up to house the DDA numbers. Typically these are set up under the 
beneficiary’s SSN with an alpha character afterwards.) The program will do a check 
to make sure that the Paid For tax id is valid and matches the beneficiary’s SSN. 

5. Bank Acct: The beneficiary’s bank account number. 
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Once you have entered all of the information for the tickler, you can click ‘Add’ to the left of 
the line. Please note, you must enter the tickler setup information before clicking ‘Add’, 
otherwise it will not accept the tickler setup. Clicking ‘Add’ will populate the information 
into the bottom portion of the form. You will see the words ‘New Tickler’, and note that 
there is no Tickler number associated. The process to set up and delete ticklers will not run 
until the same time the 1x disbursements are run each afternoon. (This means you will not 
see the tickler in TFAS until the 1x disbursements have been run for the day.) 
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When the 1x disbursements process each afternoon, the new ticklers will be set up for each 
account as well. Note that the Bank Account number will update to the beneficiary’s DDA 
number in their NA record. If the beneficiary already has a disbursement tickler set up, this 
will overwrite the current DDA number in TFAS. For cases like this, or in which the 
beneficiary requests to remove a specific bank, that tickler will need to be deleted. Users will 
have the ability to delete variable ticklers using the application as well. To the right of the 
tickler section, there is a check box next to each tickler under the header ‘Del’. Clicking the 
box to the right of the tickler will flag the program to delete that tickler when the 1x process 
is run in the afternoon. 
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Once you have entered in new tickler information and selected appropriate ticklers for 
deletion, you can continue the process to submit as usual. Enter and verify the 1x amount and 
click ‘Submit’. You will notice that the action log now mentions new tickler setup with the 
new bank name and routing number, as well as any ticklers marked for deletion. 
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2.4 Using the AFM application to create a 1x disbursement and update the beneficiary’s 
address and/or phone number 
 
The AFM application has the capability to allow the user to modify the beneficiary’s address 
and phone number information when making a 1x disbursement request without having to 
modify in CSS. Again, please note that currently the application is only capable of 
making these updates when tied to a 1x request. The address and phone number changes 
will take place at the same time the 1x disbursements are ran in the afternoon. 
The first step in updating the beneficiary’s address/phone records is to click the ‘Change 
Address’ button by the address information. Initially, all of the information is locked and 
greyed out. Once the user clicks ‘Change address’ the fields will open up for editing. 
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At this point, the user is able to modify the address lines, phone number, and state code. The 
system will check to make sure lines 3 and 4 of the address are not blank, but is unable to 
check for miskeys or matching of state code to the address. It is imperative that the user 
entering the new information verifies and checks for accuracy of account updates.  
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If the user makes any errors or wants to reset the address fields, they can click the ‘Refresh 
Address’ button and it will return the fields back to the data pulled from TFAS NA and lock 
them. (They will still have the ability to click ‘Change Address’ and make modifications.) 
Otherwise the 1x process can continue as normal. 
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Once the request is submitted, you will note that the action log contains the disbursement 
information along with the words ‘ADDR CHANGED’. This means that the account is 
flagged as having an address change attached to it. The address change will take place once 
the 1x process is run in the afternoon, and will not be updated in TFAS until then. 
 
2.5 Editing and cancelling existing requests through the AFM application 
 
Users will have the ability to edit existing requests through the AFM application. From 
ServiceManager, the user can use the Show Related function to identify current open AFM 
1x requests. In the call there will be a link that allows the user to go to the existing 1x request 
and make changes or cancel the request from there. Please note that users will only have the 
ability to modify current pending requests. Any requests that have been posted or previously 
cancelled cannot be modified, and a new request will have to be made. 
Once the request is open, the screen will populate with all information that was entered for 
the initial 1x request, including any address/phone number changes, tickler updates, and 
disbursement information. The user will be able to make changes to all of these sections 
depending on the request of the beneficiary. The screen for an existing request will look 
similar to the screenshot below. Note the box noting ‘EXISTING REQUEST – 
SUBMITTED (date)’. 
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For this example, let’s say the beneficiary decides they would prefer to have a check 
disbursement instead of a direct deposit, and would like $5000 instead of $1000. The user 
will click the box next to ‘Chk’ as they normally would for a check disbursement. The 
disbursement transaction section will change to reflect this, and the user would also modify 
the 1x amount and verification amount sections. 
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The user then can click submit, and the 1x disbursement request will be updated to reflect the 
new request information. The request can be modified as many times as necessary up until 
the 1x cutoff time in the afternoon. The action log will gain an entry for each time the 
disbursement request is modified, which includes the newest instructions, along with the user 
name who submitted the changes and the date and time it was updated. 
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Users will also have the ability to cancel an existing request. In cases where the beneficiary 
changes their mind, or a duplicate 1x request is discovered, the user can open the request they 
wish to cancel. In the bottom right corner of the form, there is a ‘Cancel’ button, along with a 
drop down menu next to it listing reasons for cancellation. 
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The user must select a reason for cancellation, and then click the cancel button. Please make 
sure that the request needs to be cancelled before clicking the cancel button, as it cannot 
be reopened at this point.  
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A red notification box will appear, showing that the request has been cancelled.  If a request 
is cancelled in error, a new call will have to be opened for the 1x request.
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SECTION 3 – AFM 1X DISBURSEMENT APPROVAL PROCESS 
 
3.1 OST Approval Process 
 
The OST Approving Official gives Approval to Process through the Automated RFM 
Program in SharePoint until 2:30pm MST daily.  
 

• The OST Approving Official will open the Automated RFM Program in 
SharePoint and click the Approval tab. 

o The Call record will not appear in the Approval tab until the Call 
Center technician has clicked the Submitted button. 

 

 
 

• Next, the OST Approving Official will select the Owner Group and will 
have the ability to sort the Call records by Account Number or 1X 
Amount. The disbursement amount and the disbursement delegation 
limits of the OST Approving Official will determine who will certify the 
disbursement 

o Only the members of the OST Manager Assignment Group will 
have the ability to certify disbursements: 

a. TBCC Account Tech - $10,000 or less. 
b. TBCC Management Analyst - < $100,000. 
c. TBCC Manager & FTO - < $1,000,000.  
d. Deputy RTA & RTA - > $1,000,000. 
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• Select a 1X request by clicking the ‘Review’ button and proceed to 
Certification. 

 

 
 

• Certification will consist of reviewing the information in each web form 
against the information in the ServiceManager Call record within the OST 
Approving Officials limit, then either approve, disapprove, or cancel the 
request.  
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If there is another 1X request pending posting you will see the call in yellow under the 
“Other Requests” heading.  If any changes are being made to the TFAS NA record they will 
appear on the Approval screen in red. 
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o Approved – After reviewing the 1X request, if all entries match 
the information in the ServiceManager Call and the Obligated 
amount does not exceed the Balance, the Approving Official will 
click the ‘Approved’ button.  The 1X request will then be removed 
from the ‘Submitted’ list and will go forward for posting. 

o Disapproved – After reviewing the 1X request, if there any errors 
are found, click the ‘Disapproved’ button and click the down arrow 
in the ‘Select a Disapprove Reason’.  Additional notes for the 
technician can be added in the ‘Reason’ box then click the 
‘Disapproved’ button again.  The Call Center technician can then 
make the necessary corrections and resubmit the 1X request. 

 

 
 

Once disapproved an automated email will be sent to the Call 
Center technician stating the reason for the disapproval. 

 

 
 

o Cancel Request - After reviewing the 1X request, if it is 
determined the 1X request cannot be processed or is no longer 
needed, click the ‘Cancel Request’ button and click the down 
arrow in the ‘Select a Cancel Reason’.  Additional notes for the 
technician can be added in the ‘Reason’ box then click the ‘Cancel 
Request’ button again.  This action removes the 1X request and no 
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corrections/modifications can be made, if a new 1X is needed for 
the account then a new call must be added to ServiceManager. 

 

 
 

Once cancelled an automated email will be sent to the Call 
Center technician stating the reason for the cancellation. 

 

 
 

• The control for this approval process is electronic documentation that the 
appropriate Approving Official took action. The web application will not 
allow the Approving Official to approve 1X disbursements over their 
delegation limit.  If the 1X amount is over the Approving Official’s limit 
the Approve, Disapprove, and Cancel buttons will not appear and a 
prompt will appear in red. 
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• When an action box is clicked, the web application will date and time 

stamp the action in the Action Log and record the user name of the 
individual that checked the box. (Note: these records are immediately 
locked by the application and cannot be altered).  

 

 
 
3.2 Steps Performed by OST IT Services and Trust Services 
 
ODR Pre-QA Check – Each request in the web application is run through a PreQA check or 
editing process, using data from TFAS, to verify: 

• the IIM account exists  
• the IIM account is open 
• the IIM account is on Voluntary Hold status (minor account type) 
• the IIM account has sufficient funds available. 

Transactions not meeting the PreQA check will not be able to be entered in the system. 
 
Transactions that are processed with any errors will be posted in the Missing Data Report 
or Error Report on a shared directory.  
 

• The report will be retrieved from the shared directory by TBCC and errors will be 
corrected by the owner of the ServiceManager Call via email notification. 

 
Automated Disbursement Program:  
 

Transactions meeting PreQA requirements and are valid for processing will proceed 
through the web application and the Automated Disbursement Program to post 
disbursements in real time, to TFAS. 

 
l3.3 Steps Performed by Trust Beneficiary Call Center 
 

ServiceManager Auto Close –  
• All ServiceManager Calls associated with successful completion from the web 

application and the Automated Disbursement Program postings will be automatically 
closed after the Automated Disbursement Program completes 

 
• The Automated Disbursement Program will post a completed report within the web 

application.  
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 The report is a listing of all accounts for which the 1x disbursement 

transactions were successfully completed. 
• The report will be retrieved from the web application by the TBCC 

System Administrator and used to automatically close the 
ServiceManager Calls. 

• The auto close will be initiated by the TBCC System Administrator.  
• The Posting Report includes the unique identifier for the 

ServiceManager Call, which will be used to automatically update the 
Call “Resolution” field.  

• In addition to preformatted text, the disbursement amount from the 
“Posted Report” will also be posted into the “Resolution” field.  

• The updated ServiceManager Calls will then be automatically closed 
using the 1x disbursement “Closure Code”.  

 
• The Automated Disbursement Program will generate an automated email with a 

summarized and detailed listing of amounts interfaced. 
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