Tuition Assistance (TA) Frequently Asked Questions (FAQs)
As of 10 Aug 2021*

*FAQs document will be updated each Tuesday. Updates will be posted in red. Soldiers should

ensure that they are reviewing the latest document.

A. Since | can’t request TA in ArmylgnitED, how do | use TA to enroll in classes?

1. Soldiers should contact an Army Education Center/Office, either in person or online via
the Education Center/Office’s website, if they are interested in taking college
classes. Army Education Counselors can advise on classes to take and selection of an
educational institution (EI).

2. Soldiers will receive instructions about requesting exception to policy (ETP) TA at their
Army Education Center. See FAQ B below for more information about the ETP process.

3. Soldiers will enroll directly with the El once they select the college class they want to
take. Soldiers must be eligible for TA IAW Army TA policy, e.g., no flags, GPA holds.

4. For all eligible Soldiers, the Army will pay up to $250 per semester hour for up to 16
semester hours per fiscal year.

B. How do I enroll using the Exception to Policy (ETP) Tuition Assistance (TA) process?

Step 1-Enroll in your class at your educational institution (El), either in person or online.

ETP TA will retroactively fund all classes with start dates of 8 March 2021 or later.
TA funding limits are still in effect (up to 250 per semester hour, 16 semester
hours per FY).

Soldiers must be TA eligible (e.g., not flagged, no TA GPA hold) to receive ETP TA.

Step 2- Create an ArmylgnitED account at https://armyignited.com and submit an
Education Path request.

Your Education Path (formerly known as home school and degree plan) must be
approved by an Army Education Counselor and your El.

You must have an approved Education Path before you can receive TA.

If you need assistance with submitting an Education Path, contact your Army
Education Center/Office directly or submit an ArmylgnitED ServiceNow (SNOW)
helpdesk case by clicking the “Create a Case” button on the Support tab in your
ArmylgnitED account. If you do not have an account, you can create a case as a
Guest at https://armyignitedprod.servicenowservices.com/ignited.

Step 3- Contact your El’s TA Point of Contact (POC).

Request that your EI TA POC submit an ETP TA request on your behalf.

Your EI TA POC will have to electronically upload your course enrollment file to
ArmylgnitED before the ETP request can be processed.

Your EI TA POC can contact the Army School Support Team with questions about
the ETP process.

If your El does not plan to submit an ETP TA request for you, contact your Army
Education Center/Office directly or submit an ArmylgnitED ServiceNow (SNOW)
helpdesk case by clicking the “Create a Case” button on the Support tab in your
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ArmylgnitED account. If you do not have an account, you can create a case as a
Guest at https://armyignitedprod.servicenowservices.com/ignited.

C. What happens after my El submits my ETP TA request and course enrollment file?

1. ArmylgnitED will begin generating ETP TA requests once most Els have been able to
upload their course enrollment files to ArmylgnitEd.

2. The ETP TA requests will route to your Army Education Center’s ArmylgnitED queue for
review and approval.

3. Soldiers and Els will receive notification through ArmylgnitED after a course has been
approved for TA.

4. Your El can invoice the Army for payment after your TA is approved. It may take several
months for all invoices to be paid, depending on where your El is in the queue for
processing.

D. How do I get reimbursed for TA when | had to pay the El before | could enroll?

1. Soldiers should not be paying out-of-pocket but TA-eligible Soldiers who have paid out of
pocket must open a ServiceNow case in ArmylgnitED. Soldiers needing help with opening
a case should request assistance from their assigned Army Ed Center/Office.

2. ACCESS will verify that enrollment with the El and reimburse the El.

3. The El would reimburse the Soldier based on the El’s reimbursement policies. Els have
different reimbursement policies in terms of when they reimburse. If Soldiers encounter
problems with this reimbursement from Els, Soldiers should notify their assigned Ed
Center/Office or open a ServiceNow case in ArmylgnitED.

E. When will | get reimbursed for the out-of-pocket tuition | paid?

1. Your El will reimburse you for your out-of-pocket tuition payments based on their
refund/reimbursement policy after HQ ACCESS provides the TA funding to your El. The
Army will pay TA for eligible Soldiers up to the semester hour and fiscal year TA limits
listed in FAQ A.

2. HQ ACCESS will provide TA funding through the ETP TA process. See FAQs B and C above
for the ETP process. Once the ETP TA reimbursement process starts, it may be several
months before your El receives TA payment based on where your El is in the payment
queue.

3. If you submitted a ServiceNow helpdesk case per guidance in FAQ E and haven’t received a
response in 2 weeks, contact your Education Center/Office and provide them the helpdesk
case number. Your Education Center/Office will provide you guidance about the ETP TA
reimbursement process and close the case. Submitting a helpdesk case does not mean
that you will receive reimbursement immediately.

F. What should I do if my El says they don’t know about the ETP and want me to pay out of
pocket before | can enroll in my class?

You should contact an Army Education Center/Office for assistance. You will need to
provide the name of the person you talked to at your EIl. An Army Education Counselor will
contact that person about your issue and provide clarification about the ETP process. The
Army Education Counselor will escalate your issue to HQ ACCESS for additional assistance if
he or she cannot resolve it by talking to your EI POC. Els decide if a student must pay out
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of pocket to hold classes, so you may still have to do so even after the Army contacts your
El.

G. When will ArmylgnitED process my ETP requests so | can get the TA for the courses?

HQ ACCESS has developed an ETP tool that will automatically turn the enrollments
uploaded by your El into TA Requests. ArmylgnitED is now ready to run this tool. The ETP
first draw will complete on 30 July 2021 and produce an estimated 40K TA Requests. Once
approved, these requests will then produce an invoice whereby we can pay the Els for
these past enrollments. The ETP tool does not produce a TA Request from an enrollment
if the account is on hold or does not have an Education Path. You can refer to the FAQ in
this document on creating an Education Path and contact a Counselor at your Army
Education Center regarding a hold on your account. HQ ACCESS will run the ETP tool an
additional three times over the next several months. Please ensure that your account is
fully setup and free of holds so your enrollments will produce TA Requests.

H. When will my Educational Institution (El) be paid for ETP courses?

After the ETP enrollments are turned into approved TA Requests, the El can invoice for
payment through ArmylgnitED. HQ ACCESS Finance will process the invoice and pay the El
in accordance with the normal processing flow.

I. What if my Educational Institution (El) did not upload the course enrollments to ArmylgnitED
in time for the first run of the ETP tool?

HQ ACCESS will run the ETP tool another three times in the upcoming months. Els will
continue to upload ETP course enrollments during this time. Your ETP enrollment will be
processed during a later run of the ETP tool. If you have not received TA after all of the
runs, contact your Army Education Center for assistance.

J. When will ACCESS start to process ETP TA requests?

ACCESS completed the first run of the ETP tool on 30 July. The tool ran for five days and
produced a total of 51,109 Tuition Assistance requests (TARs) out of 71,071 examined
enrollments. These TARs affect 28,530 Soldiers, 144 Army Education Centers, and 217
Educational Institutions. Some enrollments did not produce a TAR because they did not
satisfy the base requirements that include having an education path and no holds on the
account. As stated in previous posts, Soldiers need to ensure that their ArmylgnitED
account has an education path and is free of holds. Other enrollments did not produce a
TAR because the Soldier has met one of the limits such as fiscal year limits or program
limits. Our analysis of the ETP enrollments indicates that 7,145 Soldiers have not logged
into their ArmylgnitED account. Soldiers should immediately log into their ArmylgnitED
account and check the accuracy of the information in the account. We will run the ETP
tool three more times so you will have other opportunities to receive TA for your ETP
enrollments. Please work with a counselor at an Army Education Center to ready your
account for the next run of the ETP tool. The dates of the second run will be posted when
they are available.

K. As an officer (or warrant officer), | do not want an ADSO/RDSO from using TA. | am
concerned that my El will upload the enroliment data without my knowledge and that the ETP
tool will create an approved TAR. How can | avoid this situation so | don’t get an ADSO/RDSO?



Please immediately contact your education center/office and request for a hold to be
placed on your account. The hold will prevent the ETP tool from creating a TAR from
enrollments uploaded by your El.

L. What action do | take if | receive a bill or academic hold from my Educational Institution (EI)?

Els have automated processes in place that inform all students when they have an unpaid balance
or academic hold. When Els know that you are a military student, they will work with you by
removing the hold and deferring payment. However, Els are not aware of your situation unless
they are contacted. If you are experiencing this situation, contact your El and ask for assistance
with removing the hold or deferring the payment. If you can’t find someone to assist you, ask your
education center/office to reach out to your El. If the education counselor is unsuccessful, they
will contact the Post-Secondary Programs Manager at ACCESS. He will contact the El on your
behalf to request assistance with removing the hold or deferring the payment.

M. How do I find out how much TA I still have available for this fiscal year?

Soldiers can check their fiscal year TA/CA balance in the “Financial Assistance” section of
their ArmylgnitED account home page. Soldiers who believe that the balance displayed on
their financial assistance tracker is incorrect should contact their Army Education
Center/Office for assistance. The financial assistance information in ArmylgnitED includes
all of the FY TA/CA for which Soldiers have received approval in GoArmyEd and
ArmylgnitED. This total allows a Soldier to calculate how much TA they have remaining to
use towards the ETP. For instance, if a Soldier’s tracker shows that they used $1,000 of
TA/CA in GoArmyEd, then the Soldier has $3,000 remaining to use towards ETP courses.
Here is an example of the Soldier ArmylgnitED financial assistance tracker:
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N. How do | get help in ArmylgnitED because the helpdesk phone number is no longer active?

The helpdesk phone number is no longer listed on the ArmylgnitED website because the number
was a short-term contract to provide bridge support during the transition period. ArmylgnitED
has an integrated helpdesk system known as ServiceNow (SNOW). All requests for ArmylgnitED
assistance now need to be submitted through SNOW. You can open a SNOW case by clicking the
Create a Case button on the Support tab in your account. If you do not have an account, you can



create a case as a Guest at https://armyignitedprod.servicenowservices.com/ignited. You can
also contact your servicing education center, and a counselor will open a SNOW case for you.
Please take note of your case number and provide the number when referencing your case during
follow-up.

0. How do | contact the ServiceNow Help Desk?

ArmylgnitED has an integrated Help Desk system called ServiceNow (SNOW). You can access
SNOW through your ArmylgnitED account by clicking the Create a Case button on the Support tab
screen. A new tab will open in your browser and will request your login credentials again. Click
the Create a Case button on the SNOW homepage to open the Create Case screen. Complete the
form by providing information for all required fields and submit the case. Click the Case Status
Check button on the SNOW homepage to see a list of your cases. Select a case to open the Ticket
Form which allows you to view your case, add additional comments/attachments, and see
comments from the agent that is handling your case. You can find How to Guides (HTGs) related
to SNOW in the Training Materials section of ArmylgnitED by selecting the ServiceNow and
Reporting category. (While a Cadet example is used below, information specific to a Soldier’s TA
Request will pop up with different choices appropriate to a TA Request).
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P. How do | open a SNOW case if | don’t have an ArmylgnitED account?

If you do not have an ArmylgnitED account, you can open a case as a Guest user at
https://armyignitedprod.servicenowservices.com/ignited. Click the Create a Case as a Guest
User button to access the Create Case form. Complete the form by providing information for
all required fields and submit the case.
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R. How do | know what to select for the SNOW case type?

The SNOW case type determines the initial routing of the case. You will need to select the correct
case type so the case is assigned to the appropriate Assignment Group. The attachment provides
a description of all case types and indicates the Assignment Group for that case type. If you select
an incorrect case type, the case will initially be assigned to the wrong Assignment Group but can
be reassigned or escalated to the correct Assignment Group. However, this will cause a delay in
working the case and resolving the issue.

Case Type

Counseling Request

Assignment Group
(Agent assigned case)
Army Education
Counselor

Description of Case Type

Request to meet with an Army Education Counselor in
an Education Center

DoD MOU Questions

HQ ACCESS

Department of Defense (DoD) Memorandum of
Understanding for schools to work with the DoD on
their various TA programs.

Exception to Policy

Army Education
Counselor

Request for Army ACCESS to review an ETP case

Hold Questions or Waiver

CPM

Case type for Soldiers to submit questions about
waivers or holds placed on their account in
ArmylgnitED

Invoicing or Billing

G8/ACCMA/HQ ACCESS

Billing and invoicing questions

Policy Questions

G8/ACCMA/HQ ACCESS

Questions about Army educational benefit policies

Recoupment

HQ ACCESS

Questions about recoupments

Request Rejected

G8/CPM/Army
Education Counselor

Questions regarding rejected TA or CA Requests, CPRs,
or SF-182s

Roles Request

G8/ACCMA/HQ ACCESS

Requesting a new or additional role in ArmylgnitED

School / Vendor Complaint

G8/ACCMA/SArmy
Education Counselor

Submit a complaint about a particular school/vendor

School Information Missing or
Inaccurate

HQ ACCESS

Update school/vendor information

Soldier Out Processing

Army Education
Counselor

Initiate out-processing procedures for a Soldier

Technical Issues

Deloitte Tech Team

Technical issues in ArmylgnitED

Testing at Education Center

Army Education
Counselor

Inquiries regarding testing at Army Education Centers

Training/Using ArmylgnitED

PMS/CPM/Army
Education Counselor

General questions about ArmylgnitED

wWithdraw Questions

CPM/Army Education
Counselor

Case type for submitting questions about withdrawing
from course

Other

PMS/ACCMASArmy
Education Counselor

Miscellaneous items




S. When should | open a SNOW case for a TA ETP request?

You do not need to open a SNOW case for TA ETP request at this time. When Soldiers are notified
that ETP TA requests are being processed, you must check with your El to ensure it has loaded
your enrollment information into ArmylgnitED. HQ ACCESS will turn those enrollments into TA
requests that will require approval from a Counselor. After the requests are approved, the El will
be able to invoice for payment. No action is required from you for this part of the automated
process. HQ ACCESS will eventually stop turning ETP enrollments into TA requests automatically.
At that time, you will need to open a SNOW case for a TA ETP request. HQ ACCESS will inform
Soldiers when the automated process has stopped.

T. How can | learn more about ArmylgnitED?

The layout and functionality of ArmylgnitED may seem unfamiliar to new users. Soldiers
can access training materials on a variety of topics such as navigating the dashboard,
submitting a request for Tuition Assistance (TA), and withdrawing from a course. The
training materials are located by first clicking the Support tab on the home page followed
by the Training Materials button.
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() For ArmylgnitED users with multiple roles, click on your name in the upper right hand corner and select the appropriate role. For additional assistance, click on the "SUPPORT" tab to access Training Guides or to submit a ServiceNow (SNOW) helpdesk case.

SM \

Training Materials

Detailed guides and training simulations on ArmylgnitED workflows.

Create a Case
u Technical assistance and support related to software and system help.
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You then select the Student/Soldiers — Credentialing Assistance & Tuition Assistance
category from the drop-down menu.
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Training Materials

Choose a category:

Approved Vendor List

Getting Started v
Interactive Training Guide v
Release Updates v

How to Guides v

Click the chevron to expand a topic such as the How to Guides or Interactive Training
Guide. The How to Guides (HTGs) are PDFs with step- by- step instructions and screen
shots to follow. The Interactive Training Guide (ITG) provides training on all aspects of
ArmylgnitED through an interactive format.
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Choose a category: Students/Soldiers - Credentialing Assistance & Tuition Assistance v

Approved Vendor List

ractive Training Guide

Release Updates

How to Guides.

Links

Documents

CA Student - Create Credentials and Credentialing Assistance Requests.pdf  06/17/2021 Download

TA Student - Create Education Paths and Tuition Assistance Requests.pdf  05/20/2021 Download

udent - Withdrawals and Recoupment.pdf  04/03/2021

TA Student - Create Spect am Paths and Tuition Assistance Requests.pdf  04/03/2021

Download

U. What can | do to prepare my account for ETP processing so my enroliments are turned into TA
requests?

1. You must establish an Education Path. You can access the How to Guide (HTG) titled “TA
Student — Create Education Paths and Tuition Assistance Requests” for detailed steps on
establishing your Education Path. You can also contact an Army Education Counselor at the
Education Center for assistance. Please keep in mind that you will not be able to find your
Educational Institution (El) in the last step of the process if the El has not uploaded their
degree path information to ArmylgnitED.

2. You need to ensure that no holds are on your account. If you have a hold on your account,
click the hold to get more information on the reason for the hold. You can contact an Army
Education Counselor at the Education Center for assistance with resolving the hold.



3. You must verify that you have not reached your limit of $4000 or 16 semester hours for the
fiscal year. You can refer to the financial tracker on your account to know your current
amounts. If you believe the totals are incorrect, open a SNOW case with detailed information
on your courses and dollar amounts for this fiscal year.

V. How can | create an Education Path?

1. Loginto ArmylgnitEd.

2. Click the Education Path tab on the home screen.
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3. Click Add Education Path.

| My Education Path Request Tuition Assistance My Courses Student Degree Plan

You don't have an Education Path yet.

Add one now.

You must have an active Education Path
in order to request Tuition Assistance.

Add Education Path »

4. Complete the Review Information step.
a. Confirm your personal, contact, and education information.
b. You can edit your contact information by clicking the Edit Pencil.
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Review Information Choose level Choose study Choose institution

1 2 3 4

Let's get started. In the next four steps, you will create your desired Education Path application, which will be sent to an Education Institution or Vendor for acceptance.

Please review your account information for accuracy before proceeding.

Personal Information Contact Information #rgr | Education Information
First Name: Phyllis Graduation Date: 12/14/2015
Preferred Methods of Contact
Last Name: Wheatley Military Email phyllis@mail.mil Previous Education
3 Institution:
Rde Nane: Additional Methods of Contact
. G P £d level:
TS 06/01/1991 Other Email: phylliswheatley@mail.mil EVClSECucaion leve
Additional Education
Lastdof SN XOL0000 Home of Record Address: 7103 Madison Avenue o
Tallahassee, FL 32303 :
Rank: VT Mailing Add: 7103 Madison A
Tallahassee, FL 32303
Mos: 3 Home Phone: (555) 867-5309
Duty Phone; (321) 5559876

Isincorrect information being displayed? @

5. Complete the Choose Level step.



C.

Select from the following options: Academic Certificate, Associate’s Degree,
Bachelor’s Degree, and Master’s Degree.
Clicking the drop-down arrows next to each education level will display the
definition of each level.
You are not authorized to receive TA for an education level that is the same or
below or current Civilian Education Level (CEL). You may proceed with submitting
your education path, but there will be a hold on your account preventing you from
receiving TA until your CEL is updated.

Review Information Choose level Choose study Choose institution

V 2 3 4

Reviewed

Which education level would you
like to pursue?
Academic Certificate v
Associate’ Degree v
Bachelar's Degree v
Master's Degree ~

Don't know which education level is right for you?

(<) >

6. Complete the Choose Study step.

f. Enter the area of study you are interested in pursuing.

g. The area of study is generic and will not match the degree name at your
Educational Institution (EI). Your El will provide the specific degree name on the
Student Degree Plan (SDP).

Review Information Choose level Choose study Choose institution
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Reviewed Bachelor's Degree

Which area of study are you interested in pursuing?

Don't see your area of study?

(O >

7. Complete the Choose Institution step.

h.
.
j.

You can search for the name of the El or the state where it is located.

Clicking Remove will deselect the EI.

If you don’t see your El on this step, then the El hasn’t uploaded the degree path
information to ArmylgnitED. You are only able to see and select Els that have
uploaded degree path information for the area of study that you selected.
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Reviewed Bachelor's Degree Computer Science.

Which education institution would you like
to attend?

Search: Clear All

Institution Type CJ O O

Florida State University = Florida =

Showing 1 - 2 of 2 Results Don't see your education institution?

Florida State University allahassee, Remove
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University of Miami
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8. Click Submit for Approval button.



My Education Path Summary

Please review your Education Path summary below. Update any
incorrect information before clicking submit.

Once you click submit, your Education Path will be sent to your Army
Education Counselor for approval.

Click on a prior step to edit or review

Review Information Choose level Choose study Choose institution
Reviewed Bachelor’s Degree Computer Science. Florida State
University

Having trouble or just want to send a note to your Army Education Counselor? Click here

Submit for Approval >

©

9. The My Education Path page shows the status of the request.

k. Once the path has been reviewed by your Army Education Counselor, your request
will be sent to your Educational Institution for approval.

l. If you Education Path is approved, you will be able to create a Tuition Assistance
Request on the path.

m. If your Education Path is rejected, you will need to revise your Education Path
based on the instructions provided in the message you receive from your Army
Education Counselor or Educational Institution. A counselor may reject the
Education Path because the degree level is the same or lower than the Civilian
Education Level on your account. Your El may reject the Education Path because
the area of study is different than the one they have on file for you.

W. Where can | go for help to enroll?

1. For AD Soldiers: Your servicing Army Education Center (AEC) is the primary source for
customer service and assistance. The professionally trained Guidance Counselors can
provide training on ArmylgnitED, information on TA/CA policy, and escalate issues if they
are unable to resolve. Please ensure that you are speaking to the correct personnel at the
education center. You must speak with a member of the Army Continuing Education
System (ACES) staff such Guidance Counselors, Education Services Specialists (ESS), or an
Education Services Officer (ESO). Other workers in the Army Education Center may
include Educational Institute (El) representatives, Administrative support, Test Examiners



(TEs), Army Learning Center (ALC) staff, Career Skills Program (CSP) staff, Transition
Education Counselors, and Basic Skills Education Program (BSEP) instructors. These
personnel provide excellent service in their area of expertise, but they are not the
appropriate person to assist you with requesting Tuition Assistance (TA) or Credentialing
Assistance (CA). Upon arrival at the AEC, proceed to the front desk and sign-in on the
computer through the Customer Management Tool (CMT) website or talk to the
Administrative staff at the front desk. Please wait in the designated waiting area until you
are seen by a Guidance Counselor. If your Education Center is not open, you can contact
them online through contact information listed on your installation’s web site.

2. For USAR Soldiers serving in a drilling and AGR status: Your assigned Education Services
Specialist (ESS) is the primary source for information and assistance pertaining to Federal
Tuition Assistance (FTA) and Credentialing Assistance (CA). Your assigned ESS can provide
information on ArmylgnitED, FTA/CA policy, the Blanket ETP, and escalate issues if they
are unable to resolve. To reach your assigned ESS, contact your servicing education center
or go to: www.armyignited.com or https://xtranet/usarc/gl-ssd/ED_SVC/SitePages/Home.aspx.

3. For ARNG Soldiers serving in a drilling status: Your assigned Education Services Specialist
(ESS) or Education Services Officer (ESO) are the primary source for information and
assistance pertaining to Federal Tuition Assistance (FTA) and Credentialing Assistance
(CA). Your assigned ESS/ESO can provide information on ArmylgnitED, FTA/CA policy, the
blanket ETP, and escalate issues if they are unable to resolve. To reach your assigned
ESS/ESO, contact your State Education Office or go to: www.armyignited.com,
www.nationalguard.com/select-your-state, or your state website.

X. When will the Army pay for my tuition and fees or room and board?
HQ ACCESS does not manage ROTC scholarship funding. This funding is managed by

USACC. Cadets should contact their PMS for assistance if their El has not received
payment.
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