
USCIS District C34- District Wide Quarterly Stakeholder Meeting  
Sept. 22, 2021  

Five offices in the district participating: 

1. Chicago  
2. Detroit 
3. Milwaukee 
4. Des Moines  
5. St. Louis  

Opening Remarks 
Michael J. Klinger Acting Deputy District Director Great Lakes-Midwest District C34  

Opening Statements 
Bryan P. Christian- Chief, Office of Citizenship and Applicant Information Services (CAIS),  
part of the external affairs directorate at USCIS. Three divisions: 

1. Public services division – overseas contact center and language services section  
2. Digital services – online  
3. Office of Citizenship – conducts trainings and naturalization preparation (hard at work 

promoting citizenship under Biden’s EO 14012) 

Mary K. Herrmann – Chief, Public Services Division at CAIS  
  
USCIS Contact Center Presentation:  

FY 2020 data: 
In person appointments 168,000  
11 million calls 
12 million questions asked to Emma  
Live Chat – 160,000  

Tiers: 

0 Self-Help Channels  
1 USCIS Contact Center Vendors at 3 sites (significantly more staff at this contact 

center than federal employees at CIS contact centers in the higher tiers)  
2 USCIS Contact Center (East, NYC; Midwest, OPK; West, LA)  
3 USCIS Contact Center (more complex cases and issues)  
4 USCIS Contact Center Washington, D.C.  

*These are not direct escalations from 2 or 3. They are generally routed from CIS 
leadership, CIS ombudsman and the White House.  



Inquiry Flow: 

Starting Oct. 2020, CIS changed the process of escalating inquiries from Tier 1 to 2. Now, they 
are escalated to a queue and an officer calls the inquirer back.  

1. Applicant calls the I-800 number → offered self-help tools → speaks to IVR (interactive 
voice response system – English and Spanish only)  

2. If escalation to a live agent is appropriate, IVR transfers to Tier 1 and Tier 1 performs 
triage  

3. If an appointment is requested, the call is then escalated to Tier 2.  
a. If Tier 2 ISO determines an appointment is needed, then it is scheduled. If Tier 2 

ISO determines appointment not needed, Tier 2 will resolve issue or escalate. 
4. If an appointment is not requested, Tier 1 either resolves or escalates to Tier 2. Tier 2 

then resolves issue or escalates to Tier 3. Tier 3 will resolve and close the inquiry.  

Call Backs 

________________________________________________________________ 

 Hours 7am-9pm EST  
 Phone number that calls back in caller ID has a 202 area code  
 A person can provide multiple phone numbers for call backs in case callback happens 

outside normal business hours 
 Future options – 2022 – include text ahead and scheduled call backs  

Timeframe for callbacks: 

 Urgent – 72 hours  
 Non-urgent – 30 day response time  
 Two callback attempts will be made 
 If customer not reached on first attempt, they leave a message and will call back within 

60-90 minutes  

Appointments 
______________________________________________________________ 

Urgent appointment requests are reviewed on an individual basis while non-urgent 
appointments are scheduled as slots are available. 

USCIS states that only 3-4% of inquiries require an appointment. 
 
Examples when urgent appointments are warranted include: 



Family emergency requiring travel (parent fell ill) 
Medical emergency (person needs a procedure done) 
Financial related issues, such as loss of employment  

 

USCIS Contact Center Q&A 

Question  Answer  
It is impractical for attorneys to receive 
callbacks outside of business hours. Is there a 
way to make it more efficient for the 
attorney and officer to connect? 

CIS is aware of issues. They want to institute 
a text ahead feature.  
Mary – We know the call back process is not 
without faults. We expect to implement 
manual work arounds that could improve the 
process that would give people a 24 hour 
notice of a call back 

Are law firm staff able to place service 
requests? 

Currently, we are only able to provide 
information to the individual on the G-28. 
We have raised the issue with agency 
leadership consistently. 

Will CIS expand scope of self-service 
requests?  

E-request is a self-service version. Limited to 
six request types. There are technical 
limitations to expanding scope in the near 
future.  

Are there any plans to provide national e-
mail inquiry boxes to address case specific 
inquiries? 

No. An alternative is to create an online 
USCIS account. Must include online case 
number on the G-28.  

Requests for infopass appts have been 
denied for those who need I-551 stamp. 
Local office has confirmed that this is a valid 
reason, but we cannot get appointments. 
What is being done?  

This is an available option. Case must be 
vetted and meet certain criteria. Tip - Call 
within 60-day timeframe from expiration of 
current document. 

Languages at call center  Only English and Spanish  
Can Tier 1 staff stray from the script? Tier 1 – receive extensive training and have 

knowledge articles or scripts and can’t go 
outside of those parameters  

Attorneys are receiving callbacks far outside 
of business hours. Is there any effort to 
callback during business hours? 

Contact centers hours of operation Monday –
Friday. East Coast 7-9. West 4-6. Contact 
centers should respect time zones as much as 
possible to keep call back within appropriate 
time frame.  



Is CIS planning to change the process for 
scheduling in-person appointments at field 
offices? 

No plans to change process for in-person 
appointment requests.  

Biometrics You may request that CIS reschedule by 
calling 800 number. Request must be made 
before the date of appointment and good 
cause must be establised. CIS honors the call 
date and time, not the call back date.  

How do you get a response to urgent AP 
requests? 

Current time is up to 72 hours for an urgent 
request. Most of the time, the call back is the 
same day.  

What is the current process for rescheduling 
biometrics appointments? 

USCIS contact center reschedules all 
interviews. Call the NCSC number, listen to, 
and follow the prompts. Those with online 
accounts can e-mail the contact center 
through account. 

What are options for CBO and the public who 
are struggling to reach the contact center? 

We highly encourage people to use online 
tools whenever possible  

Why are wait times so long? They are experiencing extremely high 
demand and wait times can exceed one hour. 
If you have a USCIS online account, you can 
send a secure message. Early and late hours 
are best. Hours are 7am to 9pm EST.   

Please discuss availability of infopass 
appointments for those who need I-551 and 
post IJ AOS grants. 

Filed Offices are operating at limited 
capacity. We are striving to handle all 
requests safely. If no appts available, we will 
advise customers to call back when the 
request becomes urgent.  

When should an info pass be scheduled for 
an EOIR AOS grant? 

Should be scheduled immediately  

It is very difficult to get infopass for LPRs with 
I-90 pending and expired LPR cards prior to 
implementation of the I-90 auto extension 
procedure? 

You must reach out to USCIS contact center 
to schedule Infopass appointment at local 
office. Anticipate implementation of text 
ahead feature.  

Is USCIS scheduling appointments for 
emergency AP requests? 

Yes, USCIS is scheduling Infopass for 
emergency AP requests  

Will local offices accept walk-in 
appointments? 

USCIS no longer accepts walk-ins. Contact 
center works closely with field office to see 
that those seeking emergency AP are 
scheduled for an appointment.  

It used to be possible for any staff member of 
a law firm to call regarding a client case. 

Mary – This was a call made by policy and 
legal within the agency. They continue to 
raise it on every occasion to get the agency 



What is the rationale for the policy that only 
attorneys may contact CC?  

to review the policy. Allowing staff to call 
would make contact center job easier. They 
will continue to raise it. They briefed the new 
director on this issue. She is very receptive to 
ideas. It requires a change to the USCIS policy 
manual.  

How many times do staff have to let the 
phone ring before it goes to voicemail? 

There is no policy in place for this. There is 
also no limit to the amount of contact 
numbers you can provide to the CC.  

What is the process if ASC appointments 
need to be rescheduled after they were 
missed? 

Generally, person will be placed in a queue 
and will be automatically rescheduled.   

 

Stacy Summers – Acting Chief of Staff  
USCIS Great Lakes –Midwest District C34  
Chicago District Office  

 

 

 

 

 

 

 

 
 


