
Handling Refund Inquiries

Introduction:
This process guide will assist CRD agents in answering caller questions about refunds and with locating refund information in myVRS Navigator 
(VNAV). For more information about refunds and processing payments, see the Maintaining Payments process guide.

Note: Before submitting the refund request, the member must acknowledge the statement: "By submitting this request. I understand that this 
is an irrevocable election. Once the refund is processed, my account cannot be reinstated or reversed."

Roles: 
CRD Agent

Steps Page

View Refund Inquiry Information Page 3

View Refund Request Information Page 5

Locate a Specific Payment Page 9
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Handling Refund Inquiries
 

Process Overview:

CRD Agent

Views the account 
balance.

Views a refund status.

Views payment 
information.
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Handling Refund Inquiries
   

View Refund Inquiry Information

After logging into myVRS Navigator, navigate to the Person Consolidated View screen to view the Refund Inquiry panel. The read-
only panel includes information about the balance in a member’s account.1
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Handling Refund Inquiries

If the member has taken a full refund (and has not returned to covered employment), the Refund Inquiry panel will display 
refundable amounts of $0.2
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View Refund Request Information

Select Refund Request on the Person menu to navigate to the Refund Request Lookup screen. Enter search criteria and click Search 
to locate a specific record. In the Search Results panel, the Status column indicates whether the refund has been processed. If the 
status is “Processed,” click the VRS Customer ID to navigate to the Refund Request Snapshot Maintenance screen (see page 6). If the 
status indicates the refund has not been processed, click the VRS Customer ID to navigate to the Refund Request Maintenance 
screen (see page 7).

1
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Handling Refund Inquiries

If the request has been processed, the Refund Request Snapshot Maintenance screen is displayed. Payment details are displayed in 
the Payee Accounts tab of the Other Details panel.2
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Handling Refund Inquiries

If the request has not been processed, the Refund Request Maintenance screen is displayed. The Request Details panel displays 
details about the refund status, type and date of the request. The Member Contribution Details panel displays details about the 
amount of the refund. In the Other Details panel, click the payee’s name to navigate to the Payee Account Maintenance screen.

3

Note: For most roles, this 
screen will be read-only.
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Handling Refund Inquiries

The Payee Account Maintenance screen is displayed. The screen indicates who receives the refund and details about the method of 
payment, financial institution, tax withholding and other information.4

Note: Not all roles can 
access this screen.

If the status is 
“Approved,” an 

Estimated Distribution 
Date will be displayed.
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Locate a Specific Payment

Select Payment History from the Disbursements menu to navigate to the Payment History Detail screen. Enter search criteria in the 
Criteria panel, click Search, then click the Payment Distribution ID of the appropriate record to navigate to the Payment History 
Distribution Maintenance screen.

1
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Handling Refund Inquiries
    

The Payment History Distribution Maintenance screen is displayed. This screen displays distribution details for a specific payment. 
For more information about payment distribution and maintenance, see the Maintaining Payments process guide.2
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