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Issue: This Instruction Memorandum provides BLM guidance and establishes process, requirements, and procedures for implementing the customer Service standards found in the new Right-of-Way (ROW) Regulations at 43 CFR 2804.25(c) and 43 CFR 2884.21(b).

Background: The BLM’s ROW program has been in the forefront of having applicants pay for the cost of processing their requests for use of public lands. Coupled with cost recovery, BLM has been working to streamline processes and improve customer service.
Customer service standards were established by policy in 1989. Low level applications (minor cost recovery categories) were to be processed within 30 days. If this was not possible, applicants were to be notified of a completion date by the 60th day.
BLM’s ROW regulations which became effective on June 21, 2005 have made a number of changes in ROW processing to improve our ability to respond to applications. These changes will enhance the BLM’s ability to recover costs, as well as to streamline the approval and administration processes. Significant changes include:

· Cost recovery category determination simplified 

· Annually adjusted fee that more closely relates to actual costs 

· Separate decision for determining monitoring category 

· New Master Agreement category 

In conjunction with improving the BLM’s ability to recover costs is the move to improve our case processing and management to better meet customer’s needs. The regulations now contain customer service standards which BLM must strive to meet.

Customer Service Standard (43 CFR 2804.25(c) and 43 CFR 2884.21(b)): BLM will process a completed application as follows:

	Processing Category
	Processing time
	Conditions

	1 – 4
	60 calendar days
	If processing your application will take longer than 60 calendar days, BLM will notify you in writing of this fact prior to the 30th calendar day and inform you of when you can expect a final decision      on your application.

	5
	As specified in the Master Agreement
	BLM will process applications as specified in the Agreement.

	6
	Over 60 calendar days
	BLM will notify you in writing within the initial60-day processing period of the estimated processing time.




Policy: In implementing the above customer service standard, an application is determined to be a "completed application" when the applicant has furnished all required information (See 43 CFR 2804.12) with the SF 299 necessary to process the application and has paid the proper processing fee, if required. The "60 day customer service processing period" begins (1) when BLM determines the applicant has submitted a completed application, OR (2) by the 31st day following receipt of the initial application, UNLESS prior to the 31st day the authorized officer has issued a letter requesting specific additional information or issued a category determination decision and is awaiting payment. The "60 day customer service processing period" ends with the decision to deny or approve the application.
Action: Field Offices, within 30 days of receiving the initial application, must review the application and:
1. Decide whether the application would fall into processing category 1-4; 

2. For those cases falling into categories 1-4, determine whether additional information is needed. 

3. Where information is lacking, issue a letter requesting this information. This action essentially stops the clock and the customer service processing period would not begin until the applicant has furnished the requested additional information and has paid the processing fee (if required). 

4. If information is not lacking, issue the category decision and request payment of the fee. Use Attachment 1 to determine and document the appropriate processing category. Attachment 2 is a sample minor category Decision letter. Attachments 3 & 4 are the 2006 Processing and Monitoring Fees, respectively. 
5. Day 1 of the "60 Day Customer Service Processing Period" starts when the proponent submits a complete application and pays the proper processing fee. 

6. Field Offices should immediately begin processing the application at Day 1 of the customer service processing period, giving priority to energy related applications, so that a decision can be made to approve or deny the application by the 60 th day. However, if any time prior to the 30th day of the customer service processing period, it is determined that the processing time will take more than 60 days, the Field/District Manager must notify the applicant, prior to the 30th day, as to when (date) a decision will be reached to deny or approve (offer to issue) the application. The letter should also include the reason(s) for the delay. Attached (Attachment 5) is a sample "29 Day Letter" which Field Offices can modify accordingly for use in notifying applicants of a delay in processing their application. 

7. Failure by BLM to complete steps 1 –6 prior to the 31 st day following receipt of the initial application will trigger Day 1 of the 60 Day Customer Service Processing Period, by default. 

8. For applications determined to be in Processing Category 6, Field Offices must scope out the request within the first 60-day processing period following receipt of a “completed application” and notify the applicant of the estimated processing time. 
9. Field Offices must enter into LR2000 the mandatory Customer Service data standards contained in IM No. 2005-230; New LR 200 Action Codes for Tracking Rights-of-Way under the new ROW Regulations, dated September 13, 2005. 

Applications for an amendment, assignment or renewal, shall follow the same procedures listed above.

Responsibility: Program Assistant Director(s) and State Directors are responsible to see that, to the extent appropriate, budget and staffing is available at the Field Offices to respond to anticipated ROW requests.

Field/District Managers are responsible to assure that staff is available to review applications within the first 30 days. They shall also timely notify applicants where processing times are expected to or actually will exceed the 60 day standard.
Timeframe: Effective immediately.

Budget Impact: It is expected that the improvements in cost recovery will offset any major impact on the budget.
Manual/Handbook Sections Impacted: Existing Manuals 2800 and 2880 are affected. New Manuals/Handbooks are in development which will contain this material.
For Further Information: The BLM internal and external web sites provide additional information relating to the Customer Service Standard updates to Cost Recovery Schedules and other ROW regulation facts. The web site locations are:

http://web.blm.gov/internal/wo-300/wo-350/wo350cr/application.htm

http://www.blm.gov/nhp/what/lands/realty/rowcr/application.htm
Any questions concerning the content of this IM should be directed to the 

Washington Office, Lands and Realty Group 350 and the attention of Ron Montagna at (202) 452-7782 or Rick Stamm at (202) 452-5185.
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5 Attachments

  1 - Cost Recovery Category Determination Form (2 pp)

  2 - Sample Minor Category Decision Letter (3 pp)

  3 - 2006 Processing Fee Schedule (1 p)

  4 - 2006 Monitoring Fee Schedule (1 p)

  5 - Sample "29 Day Letter" (2 pp)

