Veterans Benefits Administration

What‘is ..
Case Management?

Compensation and Pension
Case Management
Service Guide



Case Management

Case Management is the process by which claims are developed and the veteran is
informed of the status of the claim by written, telephone or personal contact until a final
decision is made. The intensity of case management activities and the frequency of
contact are individualized and based on the need of the veteran.

‘General Characteristics:
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‘Case Management

e Development

¢ Set Expectations

e Proactive Contaét

Initial contact within 30 days

o Onesizefitsall Q)

o Documentation

s  Accuracy

Contact at least every 60 days

process

[Phone/Personal Contact highly T
encouraged at least once during

[Veteran will know who to contact
(i.e. his case manager), and how

to reach his/her case manager

Veteran invited to contact case "
manager should he/she have any
questions concerning decision

Veteran informed not only on
claim, but about other benefits,

as appropriate

Our decisions are understandable
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