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To respond to customer inquiries and 

requests courteously and 


professionally, while providing a 

customer experience that offers


consistent and accurate information in 

a timely manner.
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Melissa Crawford, Director 
Customer Care Center 

(JAC) 

Vacant Vacant 
Quality Assurance Branch Deputy Director 

(JACA) (JACA) 

Lisa Temple 
Branch Chief 

(JACB & JACC) 

MOCAS Section A 
Laura Keinath 

(JACBA) 

MOCAS Section B 
Carol Wilson 

(JACBB) 

Air Force and Army 
Keith May 
(JACCB) 

Marine Corps / 
WAWF / Defense Agencies 

Richard Sprout 
(JACCA) 

DFAS-CO Customer Care Organizational Structure
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DFAS-CO Contact Information
 

Columbus 
Contact Center 

1-800-756-4571 

OPTION 1 

Codes 
HQ0337, 
HQ0338 
HQ0339 

OPTION 2 

Codes 
SL4701 
HQ0131 
HQ0104 
HQ0252 
HQ0492 
HQ0690 

OPTION 4 

Codes 
STARTING 
WITH AN 

“F” 

OPTION 5 

Codes 
STARTING 
WITH AN 

“M” 

OPTION 9 
Code 

HQ0490 
GFEBS* 

OPTION 6 

WAWF 
TECHNICAL 
ASSISTANCE 

OPTION 3 

Codes 
HQ0303 
HQ0304 

OPTION 7 

SITE VISIT / 
UPCOMING 

CONFERENCES / 
FURTHER 

ASSISTANCE 

 DFAS-CO Hours of Operation:
 
 Daily 7:30 a.m. – 4:30 p.m. (EST) 

*Selecting Option 9 will transfer the call to the DFAS-Indianapolis Customer Care Office
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Other DFAS Sites – Customer Care
 

 DFAS-Indianapolis:  888-332-7366 
 Hours of Operation: Daily 7:30 a.m. – 4:30 p.m. (CST) 

• Travel: PCS & TDY (Option 1) 
• Vendor Pay (Option 2) 
• http://www.dfas.mil/dfas/contractorsvendors/dodaacsvc.html 

 DFAS-Cleveland: 855-608-3975 
 Hours of Operation: Daily 8:00 a.m.- 5:00 p.m. (EST) 

• Vendor Pay (Pay DoDAACs starting with “N”) 
• Option 1 – Pay Status 
• Option 2 – Verify Payment Received 
• Option 3 – WAWF Invoice Status 

• Military/Retired & Annuitant Pay 
• http://www.dfas.mil/dfas/contractorsvendors/phonenumbers.html 

 DFAS-Rome: 800-553-0527 
 Hours of Operation: Daily 7:30 a.m. – 5:00 p.m. (Travel Pay) or 8:00 –

5:00 p.m. (Vendor Pay & myPay) 
• Vendor Pay 
• Travel Pay 888-332-7366 
• myPay 888-332-7411, option 5 
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DFAS-CO Inquiry Volume
 

CENTRALIZED CUSTOMER SUPPORT INQUIRY MODES
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Top 10 Inquiry Reasons – August 2016
 

Code Explanation 

1 Paid/Payable Paid/Payable 

2 E-Codes Returned Invoices 

3 C13 Request for Payment History 

4 A2 Invoice in Invoicing System-Not in Pay 
System 

5 A5E Destination Accept/ Receiving Report 

6 WREJ WAWF Reject 

7 A3 Preval/Payable 

8 P1 Short Pay 

9 A5 Invoice not in System/Not Received 

10 A5R Rejected/Returned Per Request 
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Customer Care Center
 

 First POC: Customer Service Representative (CSR) 
 Receive & provide status for customer inquiries (Calls, Email, Fax) 
 Research & resolve payment related issues 
 myInvoice & WAWF/iRAPT assistance 
 Participate in customer visits/conferences 

 Order of Escalation 
1. CSR 
2. Team Lead 
3. Team Supervisor 
4. Branch Chief 
5. Deputy Director 
6. Director 
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Quality Assurance Branch 

 Resolve Customer Issues/Concerns 
 AskDFAS DFAS.DSCC.JAC.MBX.COLUMBUS-CARE-CENTER@MAIL.MIL 

 ICE Survey http://go.usa.gov/gZL 

 Customer Outreach Initiatives 
 Customer site visits 
 Conferences (Open House/Defense Industry Leaders (DIL)/DFAS 

Roadshow) 

 Trend Analysis/Process Improvements 

10 

mailto:DFAS.DSCC.JAC.MBX.COLUMBUS-CARE-CENTER@MAIL.MIL
http://go.usa.gov/gZL


 

 

   

  

 

 

Performance Statistics - ICE
 

60% 

65% 

70% 

75% 

80% 

85% 

90% 

95% 

100% 

Overall Customer Satisfaction 

DFAS Goal Line 

Overall Satisfaction Responses 

Combined Responses 

ICE Call Center  Quality  7 Measures 
 

 Timeliness      Courteousness  
 Knowledge  Individual Attention  
 Accuracy  Overall  Satisfaction  
 Willingness  
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Resolving Inquiries
 

 Know your DFAS payment office 
 Found on the face page of your contract, on the right hand side, in 

the block entitled “Payment will be made by” 

 Check myInvoice: https://wawf.eb.mil 

 Contact your Customer Care team 
 800-756-4571, choose the option for the appropriate payment office 

(see page 5) 
 Provide payment inquiry information, including the contract number 
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Current Initiative 

 AskDFAS 
 Replacing the shared email

mailboxes 
• Example:

dfas.dscc.jac.mbx.air-force
vpis-inquiries@mail.mil 

 Currently active for all Pay
Office DoDAACs except
MOCAS 

 To access: 
• Weblink 

https://corpweb1.dfas.mil/askD
FAS/custMain.action?mid=530
0 

• Via DFAS website 
• AskDFAS icon 
• Select: Columbus Customer 

Care Center
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Site Visits
 

 Required Information
 
 Written request 
 10 working days advance 

notice 
•	 45 days for foreign nationals 

 Names of personnel visiting 
 Purpose of visit 
 2-4 alternative visit dates 
 Special needs information 

 Submitting Requests
 
 www.dfas.mil 

•	 Click: Contractors & Vendors tab 
•	 Click: Events 
•	 Click: Site Visits 

 Call 
•	 800-756-4571, Option 7 

 AskDFAS Direct Submission 
•	 https://corpweb1.dfas.mil/askDF 

AS/custMain.action?mid=5300 
•	 View FAQs under the Site Visit 

Request Category 
•	 Click: Submit a Ticket 
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  Customer Service Handouts
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 Informational Pages
 

 Pages 16-20:  Information about the DFAS-CO Customer 
Care Center 

 Page 21: USACE 
 Page 22: MDSI 
 Page 23-24: Important Web Sites 
 Page 25: Treasury phone numbers 

16 



      

  
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 

 
 

 

 
 

 

 
 

 

  Contract Pay (MOCAS) – North, South, West
 

DoDAAC Address: 
HQ0337 (North) 

North Invoice Fax 866-837-8036 
P.O. Box 182317 

Columbus, OH 43218 
HQ0338 (South) 

South Invoice Fax 866-473-5429 
P.O. Box 182317 

Columbus, OH 43218 
HQ0339 (West) 

West Invoice Fax 877-749-4843 
P.O. Box 182317 

Columbus, OH 43218 

Michelle Wilson 
Lead 

MICHELLE.L.WILSON148.CIV@MAIL.MIL 

Bobbie Medina 
Lead 

BOBBIE.L.MEDINA.CIV@MAIL.MIL 

Laura Keinath 
Supervisor 

LAURA.A.KEINATH.CIV@MAIL.MIL 

Carol Wilson 
Supervisor 

CAROL.A.WILSON114.CIV@MAIL.MIL 

Lisa Temple 
Branch Chief 

LISA.K.TEMPLE.CIV@MAIL.MIL 
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 DA/CAPS-W/FABS/FUELS/Marine Corps
 

DoDAAC Address 
HQ0104; HQ0492; SL4701 
Invoice Fax 866-313-2340 

P.O. Box 182317 
Columbus, OH 43218 

HQ0131 
CAPS Invoice Fax 877-278-3106 

P.O. Box 182317 
Columbus, OH 43218 

M67443 
Invoice Fax 866-217-6523 

P.O. Box 182317 
Columbus, OH 43218 

Richard Peck - Lead 
DA, CAPS-W, FABS, FUELS 

RICHARD.T.PECK6.CIV@MAIL.MIL 

Diana Harper 
Lead 

Marine Corps 

DIANA.K.HARPER2.CIV@MAIL.MIL 

Richard Sprout 
Supervisor 

RICHARD.B.SPROUT.CIV@MAIL.MIL 

Lisa Temple 
Branch Chief 

LISA.K.TEMPLE.CIV@MAIL.MIL 
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   Air Force & Army Acquisition
 

DoDAAC Address 
HQ0304 

St. Louis Invoice Fax 877-778-3758 
P.O. Box 182317 

Columbus, OH 43218 
HQ0303 

Rock Island Invoice Fax 877-426-4270 
P.O. Box 182317 

Columbus, OH 43218 
F03000 

DY Invoice Fax 866-244-2894 
P.O. Box 182317 

Columbus, OH 43218 
F67100 

LI Invoice Fax 866-392-7091 
P.O. Box 182317 

Columbus, OH 43218 
F78900 

USAFE Fax 614-693-2667 
P.O. Box 182317 

Columbus, OH 43218 
F87700 

DEAMS Fax 877-246-2504 
P.O. Box 182317 

Columbus, OH 43218 

Kathy Sexton 
Lead 

KATHY.L.SEXTON2.CIV@MAIL.MIL 

Keith May 
Supervisor 

KEITH.T.MAY.CIV@MAIL.MIL 

Lisa Temple 
Branch Chief 

LISA.K.TEMPLE.CIV@MAIL.MIL 
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   Army & Navy WAWF Help Desk
 

800-756-4571 Option 6 
Diana Harper 

Lead 
DIANA.K.HARPER2.CIV@MAIL.MIL 

Sprout, Richard: 
Supervisor 

RICHARD.B.SPROUT.CIV@MAIL.MIL 
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USACE
 

 US Army Corps of 
Engineers – Millington, TN 
 901-874-8401 (Finance 

Office) 
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Reference Tools - MDSI
 

 MOCAS Data Sharing Initiative (MDSI) 
 Designed to allow participating DoD contractors access to data 

extracts of contract information housed in the Shared Data 
Warehouse (SDW) 

 Contractors can obtain data on their contracts to assist in the 
resolution of contracting issues and help manage contracts 

 SDW 
•	 Is a large data warehouse consisting of tables containing millions of 

rows of data 
•	 Contains a modified snapshot of the data contained in MOCAS 

 Participation is available to all interested parties 

 To Participate: 
 Send an email request to: MDSI-REQUESTS@DCMA.MIL 
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Important Websites
 

 System for Award Management (SAM – formerly CCR) 
https://www.sam.gov 

 Abbreviations and Acronyms 
http://www.dfas.mil/dfas/contractorsvendors.html 

 Interactive Customer Evaluation (ICE) Survey (Accounts 
Payable Customer Support Office) http://go.usa.gov/gZL 

 DFAS Customer Service Numbers 
http://www.dfas.mil/dfas/contractorsvendors/phonenumbers 
.html 

 DCMA http://home.dcma.mil 
 Training Knowledge Opportunities (TKO) 

http://www.dscc.dla.mil/News/events/tko 
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Important Websites 

 DFAS Contractor & Vendor Info 
http://www.dfas.mil/contractorsvendors.html 

 WAWF Reject Requests 
http://www.dfas.mil/ecommerce/wawf/rejectsrequests.html 

 Contract Payment History Requests 
http://www.dfas.mil/dfas/contractorsvendors/poemail.html
 

 DFAS Customer Service by Pay Office DoDAAC 
http://www.dfas.mil/dfas/contractorsvendors/dodaacsvc.ht 
ml 
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US Treasury Phone Numbers 

 Offset Call Center 
 800-304-3107 

 IRS Debts 
 800-829-1040 
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