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EXECUTIVE SUMMARY

This report presents the training reqmrements that are consistent with the BPR vision.
Tralmng is vital to VBA in a time of a decreasmg workforce. Not only are the staffing numbers
decreasing, but the demographics indicate that many of our experienced employees will be retiring
within the next 5-8 years. Without effective and efficient training for new employees and those
moving into new positions, this turnover rate could degrade our ability to serve veterans and
perform our mission.

1. BPR and the Need for Dynamic Training

The business case ouﬂmes VA's approach to business process reengineering of the claims
process. Three fundamental changes are exmsxoned which mclude

¢ strengthening of partnerships with veterans and their representatives,
e core process modifications, and
e infrastructure adjustments.

The achievement of these changes demands that VA develop and incorporate dynamic
training programs that are available for employees and representatives alike. The three new
positions created by BPR present a umnique training challenge. Employees will be required to
become proficient at new tasks, and this will require an attitude shift for many of them. Also, in
this era of improved customer service, our customers have begun expressing their needs, which
we must meet. And, as always, increased quality and timeliness are goals that we strive for, and
which performance-based training can help to achieve. Reengineering eliminates many of the
checks and rechecks; therefore, it is even more important that employees are properly trained.

Another reason why training is so important at this time is that technology has played a
significant role in changing our work processes. We have become more efficient. This is also
true with training - desktop workstations allow training to be available at an employee's fingertips,
when needed, and at lower costs than traditional delivery methods. The introduction of enhanced
technology to the workplace also means that employees must learn new skills. We know that we
cannot afford to have an employee in class for many months, graduate, and then still require a
great- deal of assistance from experienced performers. When that happens, which currently is
often the situation, VBA loses productivity from both the studént, who should have learned the
processes in class, and from the experienced performer, who must stop working to provide on-
the-job training. The impact of OJT can be minimized by providing trammg at the desktop, which
has proven effectiveness.
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IRAINING INVFSTMEN] AND RETIIRN

"a
e Total cost of recommended training initiatives IS $17.7 xmlhon over a 5-year period FY98-
FYO02 :

$11 9 million for ISD training packages to support the 3 BPR positions :
$5.8 million for several interim initiatives to provide necessary training durmg the
transition period. These interim initiatives include:

Updating and enhancing Advisor

Workforce will have received training sufficient to certify them as proficient in their new ‘
positions | : 3}
Reduced unit costs through a shorter timeframe to train b

There will be improved quality, reduced rework, greater employee satisfaction

In order to achieve the vision espoused in the case for change, VBA must increase zts

established commitment through the adoption of proven training strategies, and devote the

resources to the development, dehvery aud mamtenance of effective trazmng packages. K
|

An overview of the recommendauons of the BPR training implementation team follows

(All of these recommendations are discussed in greater detail in this report.): i

. Recommend that performance-based, multx-medw., instructional system des1gned (ISD)
courseware be developed to train employees in the skills required for the 3 new BPR
positions, VSR, RVSR and DRO. These packages will fulfill training requirements for
credentialing employees as having the skills required to complete the job tasks. :
- Recommend that the Compensation and Pension Service sponsor the development of
this training, assisted by the Employee Development and Trammg Staff. !
“{

- Recommend that full funding and support to accomplish the development of thls
training be identified and provided to facilitate delivery to the field ‘and minimize
delays. This includes both contracting costs for development of training packages and
‘costs of propcrly managing, monitoring and administering those contracts.

— Recommend that a course for training coordinators in the field be designed and'
delivered to provide those coordinators with the facilitation skills necessary to ensure
successful implementation of the training packages.

“l
I
{
|

o Recommend solutions to assist with the transition period as stations begin to mergoi their
operations into the BPR format, but before the formal training (mentioned above) is

1
i
i
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. available. These “short term solutlons consist of uuhzmg and updating current training

. opportumtles that are presently available. The short term training will not meet long-term
training needs, but will provide assistance in the interim period. Short term training
includes, but is not limited to, customer service training, the Advisor program, team and
coach training, leader trammg, mteracnve video telecasting, and the VCR training
package.

¢ Recommend that the Veterans Service 'Organizations be included and involved in the
planning, development and implementation of all training in order to facilitate their
.partnering role in the BPR vision.

e Recommend that embedded training devices be included in all informational technology
releases currently under development or planned for development

It is extremely clear to the BPR Trmmng Implementatxon Team that VBA's ability to
provide world class service, as articulated by the Secretary, is dependent upon a partnership with
the Veterans Service Organizations and County Service Officers. VBA will continue to serve in
its role as the decision maker, but will rely more on VSOs for the upfront part of the business
process which includes initial veteran or family member contact, claims development, and liaison
between the veteran and VBA staff. This means that it is imperative for VSOs to be involved
with VBA and for VBA, as we design, train for, and implement BPR. .

The Training Team also recognizes that area and regional offices must develop plans
specific to their own areas as to how BPR will impact and affect the partnersh1p with VSOs.
Given the variety of service delivery methods within states, it is virtually n.mposslble to prescnbe a
standard method of partnership. Nonetheless, it is true that this partnership is essential for the
. success of VBA's efforts. The Training Team finds that:

a. VSOs must be included and mvolved in the planmng, development and
implementation of all training.

b. VBA must capitalize on the strengths of VSO training already developed.

. VBA has shown an interest in and commitment to training. The mtroductton of the VBA
Academy has had a positive impact on our ability to provide meaningful training. Satellite training
opportunities have also enhanced our ability to reach a broad audience. However, a study
completed by the Naval Training Systems Center in October 1993 identified opportunities for
improvement in approximately 25 areas. As well, focus groups conducted at the recently named
Lab Sites also identified the need for improved training materials. It is recognized that our
present training approaches do not guarantee knowledge transfer and the ability to perform tasks.
Also, adult learning strategies can be employed more effectively to produce measurable results.

In the short ierm, a set of training materials is being.recommended (refer to pages 8-10 of
this report). This package includes materals to support training for Veterans Service
Representatives (VSR), Rating Certified VSRs, Decision Review Officers, employee-managed
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teams and coaches. Our long term strategy includes the development of training programs for
the 3 key BPR positions, that are based in the instructional systems design (ISD) approach (see
page 11). This approach has proven successful in ensuring knowledge transfer and will. contam
built-in testing and certification criteria. Pursuing the proposed long term approach will result in
the development of dynamic training materials that will require a shorter time frame for the
accomplishment of training, and permit measurement of training effectiveness directly,. through
performance tests of students. These improved trammg methods will also have residual aﬁ‘ects on
our overall thty .Standardization of training will improve consistency in claims processmg
Customer service skills will be emphasized, resulting in better customer and employee satlsfactxon,
as well.

2. Training Team Charter _ . i
The training implementation team was formed to: o
e Catalog and evaluate existing training initiatives, | . R | .

e Determine training needs in the short term, during trans:aan and in the revzsed
business state of the future,

i
h

o Evaluate different training media, and ’i

- Develop tra:mng strategtes Jor each of the three new posmons def ined under the BPR
- vision. - fi

The team was comprised of a diverse mix of regxonal office personnel, training and human
resource specialists, service organization delegates, union representatlves and contractor support
(See Appendix A for a complete list of team members.) This mix was essential in order to. -gain
an understanding of our training needs and the identification of a range of possible creatnve
solutions. '1

The team analyzed existing training tools and materials and evaluated each against 3 set
of criteria that was developed. They were also mapped against the high level tasks, skllls and
competencies that were developed for each of the three new BPR positions. None of the exxstmg
tools meet the team's standards of a valid, reliable instrument that can produce measurable
performance results. Several of the tools, however are sufficiently well-developed to be usable as
an interim trammg instrument. . ;

A set of training tools have been packaged for recommended use in the short term as the
preferred materials are being created. These include existing materials and are supplemented with
an expanded Advisor program that will serve the purpose of a job aid, particularly as personnel
transition into the combined veterans claims examiner/veterans benefits counselor posmon of
veterans service representative (VSR). Where gaps in recommended training tools emst, the
team has proposed the development of suxtable, additional materials.

|
i
\
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~ A training requirements analysis was performed through a study of transition staffing
projections and a functional review of the three new positions. This exercise and other analyses
validated the need for training tools development to proceed in an orderly, structured way,
utilizing the ISD (instructional systems design) methodology. Timelines for delivery of each of
the three training packages were developed along with cost estimates for producing the training
materials.

The need for two other types of training surfaced as the team conducted its study. Team
building and coaching skills were identified as requisites in our business of the future, All
organizations can benefit from team building training. As well, the supervisory ratio goals of 1:15
argue for an evolution to fewer supervisors and more coaches. Coaching skills are valuable for all
employees assuming leadershlp roles. The training team has made recommendations concerning
the provxsxon for traunng in these areas as well (see page 8). '

3. Why Instructional Systems Design (ISD)?

The field of instructional systems design provides a framework whereby instruction can be
developed in a systematic way. It addresses all of the areas noted in the Naval Training Systems
Center report where VBA training needed improvement, as well as providing specific direction for
measuring the change in performance as a result of the training. Over 30 years of experience in
government and military, private industry and educational institutions prove the effectiveness of .
using the ISD methodology. The structure allows for tasks to be specified, learning objectives
for those tasks to be focused, and training effectiveness to be measured ‘through performance
testing. ISD developed courses can be specifically measured in terms of cost for development and
delivery as well as student performance outcomes. .

Another major reason for using ISD methodology is that the Government Performance
and Results Act (GPRA) requires accountability for dollars spent. The valid, performance-based
tests that ISD requires will help to ensure that VBA meets the measurability and aecountabdlty
‘ reqmrements for GPRA.

A Systematically designed instruction requires substantial development time. In this type of
training, we are specifically training to the performance of tasks. We are not training a "body of
knowledge." So, in order to train to task, it is essential to know the detailed tasks. This process
takes time because VBA documentation is difficult to understand, processes vary from station to
station, and current training materials are not well-documented. The results of such an
investment are worthwhile in the long run. Effective training tests outcomes rather than
attendance by ensuring that the ability of the students is tested and measured. .

All of the packages will be designed using the Instructional Systems Development
methodology. For each position, a job and task analysis will be the first items completed and will
be the basis for developing the instructional package. A Learning Analysis will be completed to
identify and separate the training objectives and to determine the levels of cognitive learning that
needs to be addressed for adult learners. An analysis which outlines the best mix of media and
methods to present the material will be completed. Media and methods include classroom
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instruction, small group learning, cooperative learning, computer-based instruction, mterlactlve
video teletraining, paper-based learning materials, electronic job aids, etc. Valid and rehable
performance-based tests will be developed to ensure that learners can perform the job tasks and
that learning can be effectively transferred from the training environment to the actual job.
Certification will be required for all three BPR positions (se€ section 5). .

The VSR package will train all the tasks required in the current VCE and VBC posiﬁons.
The Basic Rating Package and Advanced. Ratmg Packages will train the Rating-certified VSR
position. A complete package of rating training is presently under development, using the ISD
approach. Individual modules will be released as they are completed. The first module, Cerufy a
Case to the Board of Veterans Appeals, is planned for release this summer. ;

It is assumed that an RVSR will have completed the VSR trammg package pnor to
becoming an RVSR. The DRO training package will be taken by advanced, experienced
personnel who have the skills required of VSR and RVSR positions. In addition, it may include
such topics as negotiation skills, dealing with angry customers, advanced interviewing techmques
conducting hearings, and others identified in the task analysis. It may also include in depth case
training to provide skills in expert level rating decision-making. 1.‘

A field instruction and facilitation course will prepare field instructors to facxhtate these :
training packages. The role of the instructor changes dramatically from primary lecturer to
facilitator, with skills in grading and certifying, cooperative learning, on-site facllﬁatxon of -
Interactive Video teletraining classes, etc. In order for these training packages to be successﬁxl,

VBA must have skilled facilitators and instructors avmlable in the field. |

4. Why Contract Support? é

The volume of training materials that require development between now and 2002 exceed
the present capacity of our education and development staff. Furthermore, it is not pract:cal to
maintain a staff of the size required and with the types of specialized skills to be devoted to this
kind of activity. There is an entire field of knowledge concerning adult learning techmques
instructional systems design, behavioral and cognitive learning, multimedia learning techniques,
etc. Supplementing our staff with cofitract support makes sense, as this permits us to tap the
experts to assist in the development of effective, efficient, proven training instruments; A
potential source for this training development support is through the Veterans Health :
Administration’s RMEC system. VBA should consider the efficacy of using these VHA .
resources. g.\

: ' i

Contractors work directly with subject matter experts (SME) throughout the developi’nent
process. They observe actual performance on the job, review all documentation and get approval
of SME's at every stage of the process. This arrangement allows SME's to contribute where thelr
knowledge is greatest in terms of knowledge of job and processes, while the mstxuctlonal
designers contnbute to finding the best way to transfer the job skills to students.

3 — - June'1997--
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When consideration is given to the limitations imposed by our present training methods, it
is easy to see how systematically designed training materials provide a viable alternative. Cost
studies have shown that such training development can reduce the unit cost of work.
Students are trained in a shorter period of time, thus making them more productive sooner. Less
time in training means that overall initial training costs are reduced, which result in lower unit
cost of producing work. Also, we know that students coming out of class will be able to
perform at a higher effectiveness level, which directly applies to the GPRA goal of having a
highly skilled workforce.

PERFORMANCE MEASURES
s Decreased time to train '
e Performance testing of students

(Refer to page 15 of the report.)

The commitment to being'an organization that values training and learning requires Athax added
staff resources be dedicated to the functions of development, contract oversight, validation,
maintenance, upkeep and dehvery of quahty training. Specific recommendanons are made in this
area as well.

s. Credentmling/Certiﬁcation ) N
Part of the training team's initial charter called for the development of suitable trainjng
programs with certification of skills at the completion of such training. An integrated approach to
the topic of certification has been developed in concert with the human resources team. The
concept of certification as it relates to mastery of training materials is only part of the overall
process of certification. Certification in its broadest sense may involve a combination of such
things as formal training, performance standards, self-assessment, peer reviews, work samples,
etc.. - . '

As part of the development of ISD-based training materals, it is contemplated that
testable criteria will be built into the instruments that will be delivered and fielded. This added
dimension of our training materials of the future will be a worthwhile componem, as 1t will
demonstrate ability to perform skills upon completion.

.6, Recommendations

It is important to delineate between VBA's approach to training in the short term as

- differentiated from the training materials that will be available before 2002. In the short term, the

" training team has endorsed a set of materials for use while others are being developed. In addition
to recommendations for training materials for the short and long term, there are several other
recommendations that are incorporated in this part of our report. All are lmportant to the future
of claims processing in VBA and will have an impact on the dehvery of beneﬁts and services for
veterans.
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6.1 Short Term Training Materials
\

The tmxmng team has developed a list of training materials to be used in the short
term. Each was mapped against the tasks and skills requlrements for each of the 3 key BPR
positions. These materials are recommended for use, prior to the time that the ISD- deveIOped
training tools will be ready for release. It needs to be emphasized that the short term training
materials that are being recommended will not position VBA where it needs to be in the: future
Most of these tools have previously been released to regional offices. A list of the primary tools
is shown below. A plan is under consideration to add these tools to the Intranet under 2 BPR
Training Webpage Additional tools are described in Appendix B. : K

(ISD DEVELOPED) “CERTIFYING | - X X |
A CASE TO BVA” aE
(ANTICIPATED RELEASE 7/97)
VCR TRAINING PACKAGE
ADVISOR - |
“YOU'RE MY CUSTOMER, T'M
YOURS!”
RATING TRAINING FOR NON-
RATING PERSONNEL -
TELEPHONE INTERVIEWING
TECHNIQUES
“UNDERSTANDING THE APPEALS
PROCESS”
“SUMMARY OF SIGNIFICANT
HOLDINGS OF THE UNITED
STATES COURT OF VETERANS
APPEALS”
DEVELOPMENT GUIDE FOR
COMPENSATION AND PENSION
BENEFITS ‘ .
MEDICAL REFERENCES BOOKLET | __ X X X
“GOVERNMENT LIFE INSURANCE X
PROGRAMS FOR VETERANS AND
MEMBERS OF THE UNIFORMED
SERVICES”

o o1 B ] I B ] o

o] ] BT B ] B
>

"

Table 6-1: List of Primary Trdfning Mateﬁals to be Used in the Short-term

R L e T

It may be helpful to descnbe a few of the materials listed above in greater detaﬂ The
VCR training package recently developed is considered to be a cornerstone for transmon
training. It is supplemented by other materials noted above. In addition, an area of emphasgs for

e — o . June 1997
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centralized training classes and satellite broadcasts in FY 98 and 99 will concentrate on providing
transition training for VSRs.

A special emphasis area was identified as useful for all stations. The customer service
package, "You're My Customer, I'm Yours," was designed to make employees aware of changes
occurring in the orgarization and to provide them with some skill to deal with the changes toward
a customer-driven company. Major topical areas include: Why is this change necessary, and
didn't we just change last week, Why customer service makes sense now, vision, rewards of
providing excellent customer service, internal and external customers, understanding what other -
people in the organization do and why it is important, communication skills and dealing with
angry customers. The course could be an effective tool for change management when taught at
the beginning of a planned merge. The course was designed to be taught by two instructors
outside of the regional office in which it is being taught, with each class consisting of students
from allvdivisions, management, support and non-management in the same classes. Disks and
hard copies of full lesson plans, complete with overheads, instructor and student guides, handouts
and exercises were sent to each Area Office. It is suggested that a cadre of trainers be developed
who can travel to regional offices and conduct training as requested by the director. Central Area
was the original sponsor of this package and may assist with identifying members of the
development and instructional teams.

The Advisor program, developed by the Veterans Assistance Service, includes training -
modules in the various benefits administered by VA. It also includes several desk tools (fact
sheets, bookmarks, dictionary, and form query capability). The team believes that Advisor has the
potential for enhanced use, particularly as we transition to merged adjudicatwe and veterans
assistance functions. One of the present limitations of the Advisor program is the dﬁculty of
updating sections without contractor support. With the advent of the Intranet and Internet, the
ease with which amendments can be made enhances the attractiveness of this tool. It is proposed
that major segments of Advisor be placed on the Intranet. In addnmn, Advisor should be
expanded to include other useful, readily available information for VSRs. Advisor as an enhanced
job aid can serve us well, particularly i in transition. See Appendix C for & list of improvements
that are recommended.

Another ares the team was asked to study was in Employee Managed Team (EMT) and
coach training. While a number of stations have employed different. training strategies in
evolving to EMTs, the most comprehensive approach to the development of a training package on
these topics was developed by the Southern Area. The course, titled “Employee Managed
Teams,” has been used by several stations in preparation for transition. The course is designed to
be taught by a team of 2-3 employees, at least one of whom is from anotlier regional office than
the one where training is being conducted. This provides a broader perspective for the target
audience about how the concepts have been applied. The 2.5 day course prepares the class to
enter into an employee managed environment. It is planned to develop a set of follow-up
materials to support the team process, to evaluate the maturity of teams and assess the subsequent
needs of individual teams. The team will determine which former instructors for this course are
still available to support the training needs of stations that choose to offer the course at their
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offices. The desirability of developing a set of satellite broadcasts on teaming and coachmg roles
is also being considered. i

As. the organization transitions to its reengineered state, with merged adjudicati{‘re and
veterans assistance functions, the leadership of this combined operation will require traxmng in the
management of the component parts. As well, training segments are recommended for
development on change management, the overall BPR implementation plan, the duties of the three
new key positions and how each will function in the new organizational structure. l

The availability of interactive video satellite training presents a number of opporwmtles
for training. This training approach is suitable for a wide range of training classes. Traditional

classroom activities are also valuable and will continue to play a vital role in training for the short
and long terms. ,
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6.2 Long Term Training Materials

ISD-based training packages for each of the three new BPR posmons are recommended.
The combination of methods and media to be used permit classification of these packages as
training, performance support, and credentialing systems (TPSCS). A timeline for the delivery of
these packages is found below.

C&P BPR Tralning implementation Wwe

oy rros it FYon ot FYo2
Ql Q2 03 o6 Q1 G2 Q3 O Q1 @2 &) 4 O 2 QF OF Q1 2 O T Ot M ¢ o4

DO#t Job & Task Analysts
0O 82 Learming Anslysic & Design
DO €3 Development {inftial Tarks)
DO 84 Devvniopmect (AJEBon! Tasks)
0O 85 Development (Ad®Scnal Tasks)
DO #8 Development (Addtiona! Tasks) '
Updetes
AVER

Basic Rafing
0O #1 (Comp, Pension, DIC)
DO #2 (Addonsl Teck & Body Systame}
DO &3 (Addtionsl Tasks & Body Sysisme}
0O 4 (ASKtonsl Taska & Body Systsms)
DO WS (Addonal Tusks & Body Syetma)
Updsios

Adverowd Rating
DO#1 Job & Task Amlysic
DO €2 Lawming Ansiycis & Dasign
DO €3 Developmant (inftial Tusia)

Cartification to BVA Package

Jobs & Tusk Aalycls
Laeming Ansiysis & Design
Devolopmont (nckados Tdals & Testing) .

DO #1 Training Packuge
Raund Qo instruction
Round Twe Instruction

Figure 6-1: C&P BPR Training Implementation Schedule
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6.3 Other Issues

Successful implementation of the BPR vision requires a commitment to increased,
targeted training resources. These resources take the form of increased staff for the
Compensation and Pension Service Training Operations. The projected needs in thls operation
are summarized below: N

Training Operations 9 FTE minimum . ,
With the above staffing level, the following could be accomplished: i

Two centralized training classes each month
Two satellite broadcasts per month o
On-site training once per quarter o
Develop and export hard-copy training materials : L
Delivery of ISD-based training instruments according to schedu!e ' o

An organizational structure to support the development of training instruments is alréady
present. The program sponsor, C&P Service, has a staff element. already in place to carry out the
mission. As well, the Employee Development and Training function also exists. However, these
elements should be properly staffed to perform the level of oversight and execution required. For
this reason, additional staffing should be provided to ensure successful development, execuuon
and maintenance of each short term and long range project outlined. %_ ‘

~ A commitment to imbed training devices, such as help systems tutorials and job alds
in all information technology releases is also needed. This recommendation is supported by the -
BPR information technology team asa loglcal inclusion in all software releases.

| |
6.4 Justxficatlon - ' , : ‘;‘%

The National Performance Revxew (NPR) has recommended that employee trt.umng| be
made a fixed percentage of personal services budgets to ensure adequate training within each
agency or department. The latest estimate that was available when the President’s Management
Council met in March 1997, showed VA spent 0.5% of salary for training in FY 95. It was
observed that many Federal agencies/departments are spending between 1 and 2%, whxle some
private sector oompames are approaching 3 to 5 % ’
As a follow-up to that meeung, VA later mdxcated that reportmg of our trammg
expenditures was not accurate. In an attempt to gather information to determine what level| of
expenditures VBA has made in support of C&P related training, the training team gathered data
for FY 96, representing as close as could be determined our estimated training costs. These data
include such things as direct and indirect staffing costs, travel, contractor support, space,
materials and other overhead, and are summarized on the next page. (Additional background cost

data and a description of the data gathering techniques and calculation assumptions may be fougnd
in Appendlx D) . ]

)
{
i
R
i

o
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12 7
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Figure 6-2: Estimated FY96 C&P. Training Costs

The data demonstrate that a significant outlay of budgeted funds went toward supporting.
C&P related training endeavors. That portion of the figures which equate to staffing dollars spent
in FY 96 represent approximately 2.9% of total salary dollars devoted to compensation and
pension related funding. - The majority of the costs for FY 96 C&P-related training is attributed to
salary costs. In fact, almost 90% of the regional office related costs were tied to salary expenses.
Fully $7.04 million of the $8.04 million involved salary expenses associated with. trainee time out
of production participating in either actual training or on the job training, and instructor time
devoted to preparation, delivery and mentoring/on the job assistance for trainees. -

' REGIONAL OFFICE TRAINING COSTS FY 96

Instructor Preparation and Delivery $1.12 million
Trainee Training Time | 1.75 :
Instructor OJT/Mentoring 1.98
Trainee OJT 2.19
All other training costs 1.00

Total costs  $8.04 mllllon

T able 6-2 RegmnaI Ojfﬁce I rammg Costs FY96

Fully 70% of the regional office indirect costs were related to the» OJT and mentoring
aspects of training. A large portion of the training time presently spent in VA offices can be
eliminated through ISD-developed training programs, which are structured to get students “up to
speed” more quickly and effectively.
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COIN DOOR 0013 data covering training hours reported for the first six-month p'c%riod in
FY 97 were compared with stations’ estimates to provide transition training. It is projected that
the majority of time devoted to transition training will be for those converting from VBC and
VCE positions into the new VSR position. It is projected that the majority of time devoted to
transition training will be for those converting from VBC and VCE positions into VSR posmon
Based on the experience of one office which recently. merged operations, transition trammg for
existing VBCs to VSR positions required approximately 400 hours. The training time requxred
for existing VCEs to transition to VSR required approximately 80 hours. An unknown variable in
this equation is the pace of training antlclpated The resultant decrease in productivity that is
anticipated will need to be monitored to minimize the overall impact to our customers. Lost time -
for training is equxvalent to about 350 FTE. ‘ b
. "l
The chart below outlines anticipated costs for C&P BPR training initiatives. The outlay
for the 5 year period from FY 98 through FY 02 is $17.7 million. Most of the projected costs are
related to the development of ISD-based training tools for the 3 key BPR positions, which total
$11.9 million. (Additional information relating to these projected costs may be found in Appendix
D.) Full funding and support of these training materials and a commitment to ensure there is a

consistent, logical funding stream, will permit the release of materials as presently planned. : i Such
releases will benefit VBA for the reasons outlined in this report. o /

- ISD Initiatives - - P
Program Management -0l 243] 289 343] 90| - 96|
VSR Project - , of 1,563 2246] 0 0] 3,810
Basic Rating Project 1,840] 0| o| 931 ol | 2,771
Advanced Rating Project of 931 1,031 o 4781 2,440
DRO Project ‘ o 56 1215 59 o] 1,330]
Field Instruction & Facilitation Training 211 202 0 40 Of» 453
IVT Broadcasts 300 321 27 22| 23]¢ 133

Interim Initiatives . 19| 1,458 1,394 1,437| 1,480] | 5,789
Program Management ' ol 393 409] 426 443 | 1,672
Update/Enhance Advisor 0 105 o0 o . o ! 105
Training Intranet Web Site 19 0 o0 o o 19
IVT Broadcasts of 39 40| 41 420 162
' Additional Classes at Academy 0 921 945 970 995 @ 3,831

Total Training Cost ' | 2,100 4,486 6,203 2,832 2,071f 17,692

Table 6-3: Incremental Cost of C&P BPR Training Initiatives ]

The most reliable performance measurement categories that can be related to the use of
ISD-developed training materials are decreased time to train employees on essential tasks:of a
particular job (unit cost impact) and measuring training effectiveness dn'ectly through
performance tests of students, on a task to task basis. !
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PERFORMANCE MEASURES
Decreased time to train employees ~ TBD
Performance testing of students TBD

It is estimated that ISD-developed training tools permit students to learn the material 30%
faster than through traditional means. The advantages that accrue include improved staff
utilization, particularly in the out years once the ISD packages are fully developed and fielded.
Some near term improvements will be evident, as well, since the mdmdual training modules will
be released as they are ﬁnahzed

Effective training tests outcomes rather than attendance by ensuring that the- ablhty of the
students is tested and measured. As part of the development of ISD-based training materials,
testable criteria will be built into the instruments. For the first time, VBA will have tralnmg tools
that demonstrate an ability to perform skills upon completion of the training. This will penmt
certification of competence in bemg able to perform job-related tasks

Additional benefits can be realized through the improved training methods recommended,
to include such things as improved quality, reduced rework and greater ‘employee satisfaction.-
These other metrics, such as improvements in quality of processing, are intuitively appropriate
measures to select, but less precisely measurable due to the presence of other variables that may-
skew the results. Without being able to control for the other variables, it is not recommended that
great reliance be placed on measures other than those selected for primary measurement.

7. Summary of Recommendations

In order to achieve the vision espoused in the case for change, VBA must increase its
_established comumitment through the adoption of proven training strategies, and devote the
_resources to the development, delivery and maintenance of effective training packages.

The BPR training implementation team presents the following recommendations:

- Recommend that performance-based, multi-media, instructional system designed (ISD)
courseware be developed to train and employees in the skills required for the 3 new BPR
positions, VSR, RVSR and DRO. These packages will fulfill training requirements for
credentialing employees as having the skills required to complete the job tasks.

— Recommend that the Compensation and Pension Service sponsor the development
of this training, assisted by the Employee Development and Training Staff. The
C&P Training Operation should be augmented by an additional six personnel for a
total of nine.
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— Recommend that full funding and support to accomplish the development" of this
training be identified and provided to facilitate delivery to the field and mxmrmze
delays. This includes both contracting costs for development of training packages ‘
and costs of properly managing, monitoring and administering those contracts

‘{

— Recommend that a course for trammg coordinators in the field be desxgned and
delivered to provide those coordinators with the facilitation skills necessary to
ensure successful unplementatlon of the training packages.

Reoommend solutions to assist with the transition period asstations begin to merge their
operations into the BPR format, but before the formal training (mentioned above) is
available. These “short term” solutions consist of utilizing and updating current trammg
opportunities that are presently available. The short term training will not meet long-tenn
training needs, but will provide assistance in the interim period. Short term trammg
includes, but is not limited to, customer service training, the Advisor program, team and

~ coach training, leader trmnmg, interactive video telecasting, and the VCR training

package. - : SR - ?‘s
Recommend that the Veterans Semce Organizations be mcluded and involved Jm the

planning, development and xmplementanon of all training in order to facnhtate their
partnering role in the BPR vision. i
"l

Reconunend that embedded training devices be mcluded in all mforma,uonal technology
: releases currently under development or planned for development.

.

X
|
.
i
g
it
1
i
!

16 _ ' June'1997.

N
1




TRAINING TEAM REPORT

APPENDIX A. TRAINING TEAM MEMBERSHIP

Pat Courtney Director, Montgomery, AL
(Team Leader)
Wayne Taylor Chief, Training Operanons C&P Service
Washington, DC
Steve Griffin Instructional Systems Specialist
‘ Employee Development. and Training
Orlando, FL - :
Audrey Isett Training Coordinator
< Central Area, Livonia, MI -
Suzanne Brandt Employee Development Specialist
- Employee Development and Training
Orlando, FL
Richard Kesteven  Assistant Director, Newark, I\{I
Ken Swinson Service Center Manager
Salt Lake City, UT
Mike White Assistant VSO, Providence, RI
Tom Furukawa Service Center Manager
Portland, OR
- Leonard Kirksey NFEE Union Rep, Indianapolis, IN |
Bart Marrone AFGE Union Rep, New York, NY
Deborah Pointer  Eastern Area HRM Officer
- Baltimore, MD
Jimmy Wallace Special Assistant, VFW Headquarters
Washington, DC ‘
John Lee Deputy Director
WA State Dept. of Veterans Affairs
Phtlzp Zellner Senior Analyst

SRA Corporation, Arlington, VA
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APPENDIX B. SHORT TERM TRAINING MATERIALS

Training Materials for Interim Period

e

Hes SEECEN

VCR Trmmng Package VCE to VSR: e Target audience is journeyman VCE’s and One copy of each

e Preliminaries ‘ VBC’s of the four
A systematic approachto | e Release of Information . Development and ratings are not addressed | volumes was.
training VSR’s developed | ¢  Telephone and Interviewing Techniques in this package* mailed to each
by Western/Central Areas | o  VAI's ‘e This training should be followed with OJT | Area, each
in 1996. This four e FEducationa! Benefits Regional Office,
volume package includes | o | oan Guaranty Benefits C&P/VASand
lesson plans, pre/post o Insurance Benefits *Development can be covered using the the Academy and
assessments and job aids | | g ot Benefits Development Guide for Compensation and ED&T.
in a modular format Pension Benefits manual developed by C&P
adaptable to individual VBC to VSR: Service in March 1995.
office needs.

o Preliminaries

e Simple Determinations

e Advanced Determinations

¢ Creative use of WIPP

» T
Certify A Case To the o Consists of 4 computer-based training lessons where | »  Target audience for this course is highly Training .
Board Of Veterans groups of two to three students go through the exercises experienced personnel who certify cases that | packages and
Appeals together. . have been prepared for the Board. CBT willbe -

¢ Instructional period lasts approximately 24 hours in C - delivered to all
A multi-media training training, Regional Offices -
package designed using | o  Pretest and Posttest consists of performing the job in a during July,
the instructional systems | training environment. Each test takes at least a full day. 1997.
design methodology. e Students completing the course will be certified in this

job task.
B-1 June.1997
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: Some of the matenal is outdated, such asrate | Alls statmns recclved
e - Training modules-on-all benefits- = e = 22 |- tables; and is presently bemg revised. | the softwate. =~ = -
A computer~based tmlmng e Fact Sheets :
tool and job aid designed | e  Dictionary Enhancements are under consideration to Some updates are
by Veterans Assistance e Form Query broaden its ﬁ}ncﬁonality, particularly as a coming
Service. Useful to run on a PC in the background. transition training tool. See page 9 of report.
. Information may be used in response to telephone and -
personal inquiries on general benefits.
“You’re My Customer, | Customer Service Focused Some of the organizational charts included | One Copy distributed
I’'m Yours!” ¢ Internal and External Customer are outdated to each Area Office.
-e  Customer Service Standards Communications topics are introductions, a | Distribution ariong
Two-day, cross-functional e  Cultural Change good follow-up would be VBC training Regional Offices
training e Includes videotape, “The Invisible Man Meets the guide and Reader Focused Writing course | varied.
Includes student and © Mummy” May be useful to use video tape and See page 9 of report.
instructor guide, videotape, | , Hearing the Customer’s voice selected exercises to customize training
overheads, exercises e Communication Skills “segments” to meet individual needs
e Dealing with Angry Customers '
*
Rating Training for Non- | Text for rating training for non-rating personnel in the basic - Not designed to teach a trainee rating One copy dlsmbuted
Rating Personnel concepts and principles of the rating activity. - specialist everything needed to do the job. | to each chlonal .
: Much of the text in this book is from TG- | Office in 1993.
Should be used in .| Text is designed to be self-paced, and by devoting 4 hours 21-~75-1 which is rescinded; however, much
conjunction with a trained | per day, 5 days per week, should take a minimum of 8 of the material contained therein is still
mentor proficient in rating | weeks to complete relevant
issues. Specifics on rating claims can be learned
by studying the procedures described in
M21-1, Part VI, Rating Board Procedures.
Issued in March 1993, it has not been
updated since that time.
B-2
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§ & b 5% DS ntondsd ;
Telephone Intemewmg MS Powerpoint presentation program A3.5" disk
Techniques Includes colorful attention-getting slides that are containing all three |-

accompanied by both a detailed lesson plan and a was provided to all |:
Classroom training booklet with color presentations. participants during

program which can be May be used for both experienced public contact people the meeting of all | .
modified for station needs as a refresher tool and for new employees as an VSD coordinators | -
introduction to public contact. atthe VBA |

This would also serve as a training tool program for Academy 7
VCEs becoming VSRs. “
Table B-1: Training Tools and Job Aids _'
- {
I
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Items Descnptmn Provisos._ . - .. | ... _ Availability —— - |-
“Understanding tlie” ~ = | Short well-wriften handbook that can be easily understood Stauon Publications Officer
Appeals Process” by veterans, service representatives and VA employees. should be able to obtain

. : copies through the depot,
VA pamphlet 01-95-1 Explains everything from Notice of Disagreement to stock number P92422.
produced by the Board of | remands and offers valuable tips to the reader.

Veterans Appeals in ‘
April, 1995. | Recommend that it be easily available at the desk site for

easy reference.
“Summary of Decisions cover such areas as: This document can be found
Significant Holdings of ' electronically through
the United States Court |e well-grounded claims ARMS and can be printed in
of Veterans Appeals” e dutytoassist hard copy.

, e credibility of testimony
Third edition, published | «  clear and mistakable error
February 1996. e etc.
Booklet of summaries of | Should be mandatory reading for VCE/VBC, VSRs, Rating
cases that have had VSRs, Rating Techs, Rating Specialists, Hearing Officers
| significant impact for as well as anyone else wishing to inform themselves on

VBA. current COVA thinking and trends. Division Chiefs and

above should have at least familiarity with it, leaving the m-

depth understanding required to each organization’s needs. s
Development Guide for | Focuses on issue oriented development requirements .Should be used in conjunction with | One copy distributed to each
Compensation and o  General development process other reference materials such as | regional office. Awvailable !
Pension Benefits o Compensation - M21-1 and 38 CF.R. through C&P Training

) o Live pension Opemnons N
Reference for development | ¢  Death claim Should be reviewed regularly for
action for rating activities, | o  AMIE Quick reference guide updates and changes
March 1995 :
B-4 June-1997
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Medlcal References Includes commonly used medical tenmnology as foIIows. Excellent reference but not all Prmt copy avallable from
Booklet e Medical Symbols inclusive. C&P Training Operations.
o  Prefixes commonly used in pathology
e Suffixes commonly used in pathology Abbreviations section only is
e Tests, Signs and Reflexes available on ARMS.
e Medical abbreviations
“Government Life Includm information on: : Excellent general information, but ~ | Available through the
Insurance Programs for does not include information on Insurance Service, located at
Veterans and Members | e Program Information reading individual policy information | the Philadelphia Regional |
of the Uniformed o  Program Descriptions , screens in the Insurance Terminal Office and Insurance Center.
Services” ¢ Program Statistics ‘ System : '
¢ Policy Provisions :
Informational booklet e Points of Contact o
about Government Life V ‘ : .
Insurance published by
the Insurance Service,
January, 1997

Table B-2: References for Y?aining Materials
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iKide e
Topic Title .- .
“Topic: General Keeping America's Promise
Information/Employee 1996
Orientation
Quality Service in the Public Sector Private Industry Training Film
: , ' (Milwaukee Regional Office)
How to Deliver Superior Customer Service Private Industry Training Film
1991 (Little Rock Regional Office)
The Power of Vision CRM Films
1996 (Salt Lake City Regional Office)
Topic: Teams Implementing Self-Directed Work Teams Private Industry Training Film
1996 (Video and Workbook) (Houston Regional Office)
Straight Talk on Teams-managing Conflict Private Industry Training Film
1996 ' (Houston Regional Office)
Topic: Special Issues Home Street Home: Touching the Lives of Homeless Veterans VA Film
1995
Helping Homeless Veterans - the VA Way VA Film
1993 :
Women's Veterans Issues VA Film
1996 '
Sexual Trauma Sensitivity C&P Service
1996
Persian Gulf Health Issues C&P Service
1996
REPS: Restored Entitlement Program for Survivors VA Film

Topic: Technical Training

1990

B-6
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Title Developer / Owner
DAV Supplement to VA Schedule for Rating Disabilities Local DAV
Series include the following tapes: _
Special Monthly Compensation Vol. I, II, IIT
Musculoskeletal System Vol. [, I, IIl
 Gynecological System
Digestive System
Genitourinary System
Cardiovascular System

Respiratory System .
Mustard Gas in WW1I Vets C&P Service
1993
Prisoners of War, Pacific and European Theater C&P Service
Presumptive Service-Connected Disabilities for POW's C&P Service
Advanced AMIE, Where T eamwork Makes the Difference C&P Service
1996
Veteran Transition Assistance Program 2 C&P Service
1996 ' :
Estate Administration, Capacity to Manage Funds, and Fund Usage C&P Service
Three Training Videos, 1996
Physician Training - C&P Service
1997 .

Veterans of Foreign Wars | Anatomy and Pathology of the Cardiovascular System Local VFW Service Officer
Training Films ‘

Rating Orthopedic Conditions - Parts I and ii Local VEW Service Officer
Asbestos Claims Local VFW Service Officer
BVA Rules of Practice, COVA Local VFW Service Officer
Development in VA Compensation Claims Local VFW Service Officer
Handling the Difficult Client Local VFW Service Officer ‘
Medical Terminology - Local VFW Service Officer i
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Biaf LGHLE Fratiaay : ; : i S s e ;
Toplc S ‘Tltle o e e =p S mEm e e T =T Nyaveloper | Owner
T roplcaI/Infecnous Diseases Local VFW Service Officer
Administrative Review/Equitable Relief Local VFW Service Officer
Benefit Overpayments. Local VEW Service Officer
Burial Benefits, Memorzal Affairs and the Natzonal Cemetery System | Local VFW Service Officer

Table B-3: Training Videos

1 990

Team Fitness - A How-to Manual for Buzldmg a anng Team by Meg Hartzler and Jane E. Henry o :
1994 o .-

The Tearn Member Handbook for T eamwork by Price Pritchett
1995

Inside Teams - How 20 World Class Organizations are Winning Through Teamwork by Richard Wellins, William Byham and George Dixon
1994

Workforce 2000 - Work and Workers for the 21st Cen'twy

1987

Table B-4: Recommended Training Books
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APPENDIX C. ADVISOR PROGRAM EXPANSION IDEAS .

. Update and Correct Self-Assessment. Questions |

Revise and develop new self-assessment questions for each of the existing modules. The
scope as well as the steps necessary to implement this enhancement have been defined.

. Review/Revise Compensation Module

Initiate complete review and revision of the current module to include development of new
scenarios. The scope as well as the steps necessary to implement this enhancement have been
defined. } <
. Compensation and Pension Project/Claims Development

Initiate development of basic introduction for claims developmerﬁ. This module will
include eligibility requirements and rules of evidence. The scope and steps necessary to
implement this enhancement have been defined. '
. Revise Insurance Module

Initiate complete review and reﬁsion of the existing module. The scope and steps
necessary to implement this enhancement have been defined. The Little Rock Regional Office
‘has completed a first draft of this revision.
. Develop Release of Information Module

Initiate development of a new module which would include scenario-based questions. The
scope and steps necessary to implement this enhancement have been defined. The San Diego
Regional Office has been tasked with the initial documentation. ‘
. Develop Custorner Service Module

Develop an addition to the'wrrent system to expand training capability with scenario-
based questions. The scope and steps necessary to implement this enhancement have been
defined. The Baltimore Regional Office has been tasked with the initial documentation.
. Add Additional Fact Sheets
a. Expand Form Query to include a copy of the form itself, not just a list of form titles.

b. List the presumptive conditions for former prisoners of war, CF.R. references and
effective dates.
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c. List the presumptive conditions for radiation related iliness, C.F.R. referen@ies and
effective dates. |

’3
refcrend{es and

i

d. List the presumptive conditions for herbicide related claims, C.F.R.
effective dates.

e. List the applicable rules for service connection for unexplained illness, C.F.R. reférences
-and effective dates. |

f. Include entitlement information for the various state veterans benefits. !

C-2 June!1997
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APPENDIX D. ~COSTS ASSOCIATED WITH TRAINING INITIATIVES
FY 96 Estimated Training Costs

Data was gathered pertaining to training related expenses for FY 96. Data was provided
by four regional offices (Montgomery, Portland, Providence and Salt Lake City). These data
were then extrapolated based upon the assigned ratio of C&P-related stafﬁng devoted to these
facilities to derive a natlonal estimate of training expenditures.

Categones of training related data and the results are depicted in'the chart on the next
pages. In addition to regional office data, area related costs were estimated, as well as those costs
incurred by the C&P and Veterans Assistance Services and the Employee Development -and
Training operation. This provided a complete picture of estimated costs for C&P trmmng related
activities for FY 96.

FY 96 overall C&P staffing obligations, as adjusted for the inclusion of VSD stafﬁng
devoted to C&P-related activities, totaled $242.4 million. This figure was compared to estimated
staffing expenditures for training in FY 96 ($7.04 million). The percentage of staffing dollars
devoted to training in FY 96 is estimated to be 2.9% of all available staffing obligations.

Incremental Cost of C&P BPR Training Initiatives
A chart reflecting the incremental costs for BPR related C&P training initiatives is shown

on page 14 of the report. More detailed data relating to these projected costs is shown on the last
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| ISD Initiatives

Salary Costs 0 0 0 0 of I o
Contractor Costs 1,826] 2933 43771 1,338 556] 11,351
- Travel Costs 255 95| 432 58 34| | 922
Program Management 0 243| 289 343 90| | 965
Salary Costs 0 -0 0 0 )
Contractor Costs 0 243| 289 343 90l | 965
Travel Costs 0 0 0 0 of @ 0
VSR Project 0| 1,563| 2,246 0 o] '3,810
Contractor Costs 0l 1,532] 2,030 of - o] 3,56
. Travel Costs 0 321 216 o - o] i 248
Basic Rating Project 1,840 0 of 9311 - o 2,771
Contractor Costs 1,630 0 ol 909 - o 12,539
Travel Costs 210 0 0 22 of : 232
Advanced Rating Pro_lect 0 931| 1,031 o 478] 2,440
Contractor Costs - 0 900] 923 0] 466] 2,289
Travel Costs 0 32| 108 0 11 151
DRO Project 0 56| 1,215 59| 0] 1,330
Contractor Costs 0 56| 1,134 59 o] . 1,249
Travel Costs 0 0 81 0 o | 81
Field Instruction & Facnhtanon Trammg 211 202 0 40 0] 453
Contractor Costs 196 202 0| 27 o] | 425
Travel Costs 15 0 of 13 of ! 28
IVT Broadcasts 30 320 27 22 23| 133
Contractor Costs 0 0 0 0 of | o
Travel Costs 30 32| 27 22 23] 1133
Interim Initiatives 19| 1,458 1,394] 1,437| 1,480 5,789
Salary Costs 0 393] 409 426] 443] 2,134
Contractor Costs 19 0 0 0 o} .{ 19
Travel Costs 0 947 972| 997 1,023] 4844
Other 0 118 13 13 14 1172
Program Management 0 393 409 426 443] 1,672
Salary Costs 0 393] 409 426] 443] 1672
Contractor Costs 0 0 0 0 of | o
Travel Costs 0 0 0 0 of ¢ o
Other 0 0 0 o o i o
Update/Enhance Advisor 0 105 0 0 0 IOSII
Contractor Costs 0 0 0 0 0 Lo
Travel Costs 0 0 0 0 of 0
Other 0 105 0 0 0] 105
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: 0 0 0

Contractor Costs L 19 0 0 0 of 19|
Travel Costs 0 0 0 0 0 of
Other 0 0 0 0 o of

IVT Broadcasts 0 -39 40 41 42 162
Contractor Costs 0 0 0 0 0 O
Travel Costs 0 26| 271 28] 28] 139

Other (Transmission Costs) 0 13 13 13 14 6

Additional Classes at Academy 0 921 945 970 995] 3,831
Contractor Costs : 0 0| 0 0 0 0}
Travel Costs of 921 945 970 995] 4 706
Other 0 0 0 0 0 of

| Total Training Cost 2,100] 4,486) 6,203 2,832 2,071 17,692

Table D-1: Projected Total Training Cost
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Regional Office
Montgomery  Portland Providence Salt Lake  Subtotals
INSTRUCTOR TIME ‘
PREP COSTS=Salary Rate/hr x hours to l I
prepare x # of instructors= 2,04880] 617.19 996.80| 0.00 3,662.79
Salary Rate/hr= $19.70] $29.39] $24.92] $0.00]
Hours to prep= 104 175 20 0
# of Instructors = 1 12 2 0
DELIVERY COSTS=Salary Rate/hr x # class I « l
hours taught x # of instructors= ' 3,624.801 1,410.72] 1.295.84 0.00, 6,331.36
Salary Rate/hr= $19.70]  $29.39] $24.92] $0.00
# class hrs taught= : 184 41 - 26 0
# of instructors = - 1 12 2 0}
GUEST INSTRUCTORS=Total Dollars paid, l I ;
Salary x # guest instructors= 0.00 0.00 0.00 0.00 0.00
Total Dollars paid, salary = : $0 $0} $0] $0]
# guest instructors= o} o} o 0]
" FULL TIME TRAINING EMR=Salary per
annum % % time spent on C&P-
VBC activities x # employees= 47,951.00] 0.00 000]  000]] 47,951.00]
Salary per Annum= ) $47,951 $0 $0} $0
% time spent on C&P/VBC acﬁviﬁa 100% 0%} 0% 0%}
# employees 1 o 0 0]
TOTAL INSTRUCTOR COSTS - I 57,945.15]
VBA MENTOR TIME
OIT/MENTOR=Salary Rate/hr x hours
reviewing/discussing/assisting x # of trainecs= 59,872.19] 16,458.40] 25,912.92 0.00]] 102,243.51
Salary Rate/hr= $21.09] $29.39 $17.58] $0.00
- # hours review/prep/discuss= 123.43 35 134 0
# trainees= 23 16 111 ° 0
TRAINEE TIME

SALARY COST=Salary rate/hr x #hours spend
in travel and in class x # of trainees

(OT paid if appropriate)= ‘ 21,009.79 0.00 0.00}69,321.0 90,330.79
0
Salary rate/hr=: $14.57 $0.00 $0.00] $20.83
# hours spent In travel and class= 131.09 0 of 2
# of trainees= 11 0 o} 21
OJT=Salary rate/hr x hrs mentored x # of trainees= 56,530.22] 29,730.96] 26,443.56 0.00} 1 112,?%74[ RS R
Salary rate/hr= $13.89] $24.29]  $17.94] $0.00 R
# hours mentored= 176.95 76.5 67 0
# of trainees= 23 16 22 0]

TOTAL INDIRECT SALARY COSTS

P— A June 1997
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CONTRACTORS

CONTRACTORS=Costs paid to contractors
for a C&P/VBC training; product

Total contractor cost= | £0} $0} $0] $1,961]
TOTAL CONTRACTOR COSTS : 1,961.00
TRAVEL :
GUEST PRESENTER=Expenses paid
_Expenses paid= I $0] $0] s0] $2.401}]  2,401.00]
TRAINEE/INS=Travel expenses paid to go -
to central facility
{(Academy, Area facility, host regional
office) x # trainees=
Expenses paid= | 30| $0| $o] $4927] _ 4,927.00] )
CONSULTANT=Sum of travel cost paid to
SME's and others hired to develop training
Travel costs paid=: l o} o} 0] sof | 0.00]
TOTAL TRAVEL COSTS 7,328.00
SPACE COSTS .
OFF-SITE=Total facility cost x % of time used for | l ] ;
C&P/VBC training (rent+ins+utilities)y= | 0.00 0.00 0.00 0.00 0.00
Total facility cost= $0] $0 $0] $0 '
% time spent on C&P/VBC activities o 0 o 9
‘ONm-Tomlumnmg.momspaocSLUCx%of —I
time used for C&P/VBC training= 2.258.40] $,880.90 0.00] 1.789.00{ |  9,928.30
Total training room: space SLUC= $11,292] $19,603 $0] $1.78¢
%4 time spent on C&P/VBC activities 20% 30% 0% 100%
20T=Total facility cost x % of time used for ?
C&P/VBC projects= 19,138.30 0.00 0.00 0.00 19,138.30 Z5 3
Total facility cost= ‘ $382,766 $0 $0 $0]
% time spent on C&P/VBC projects= 5% 0% 0%]. 0%}
STUDIO/SATELLITE=Cost of space used for
rehearsal/preparation=
Space cost for rehersal/prep= | $0] $0] $0] sof | 0.00|
C&P SERVICE=Space cost (SLUC) for \
training activity= , . 3
Space cost for training activity= 1 | $0] $o] $0] | 0.00] i
TOTAL SPACE COSTS ' 29,066.60
: D-5- June 1997 :
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MATERIAL

HARDWARE=Equipment purchased for training x
% used for CRP/VBC= 1,250.00] 8,573.60 0.00 0.00
Total equipment cost= $6,250] $10,717 $0 $0 .
% used on C&P/VBC training= 20%]| 80% 0% 0%
SOFTWARE=Cost of programs purchased off shelf ,
%% used for CAP/VBC training= 0.00 0.00 000] 0.0
‘ Total equipment cost= $0] $0 $0 $0
% used on C&P/VBC projects= 0] 0 0 o}
BOOKS/MANUALS/SUPPLIES=Reproduction
-‘costs, purchase costs, indidentals=
Total cost of reprod, purch etc= | $1,590] $210) $0} $0] |
TOTAL MATERIAL COSTS

SATELLITE

BROADCAST=Cost to broadcast, all inclusive=

Total cost to broadcast= | $0] $0] $0} $0] | 0.00}
PROCTOR COST= :
Total proctor cost= | $0] $0] 50| so] | 0.00] |
TOTAL SATELLITE COSTS o I 0.00]
OTHER OVERHEAD
O"IHER. OVERHEAD=Total of unusual or other
Total of other overhead costs= | $1,560] $o} $0] $0} .
TOTAL OTHER OVERHEAD COSTS : [ 1,560.00]
ToTAL COST

Table D-2: Estimated FY96 Regional Office C&P Training Costs

.
wi.
i
~
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1. Introducﬁon ’

The VBA's Business Process Reengmeenng (BPR) business plan mcorporated pension
simplification as part of its vision for claims processing. The Compensation and Pension (C&P)-
Service rules team was created to establish the implementation plan for.pension simplification.
This team was tasked with preparing a legislative proposal to simplify the current pension
program.  In addition, the rules team has been tasked with analyzing current regulanons and their
underlying statute to determine what changes are needed to achieve the claims processing vision
outlined in VBA's report titled: Reengineering Claims Processing: A Case for Change.

To accomplish these tasks, two sub-teams were assembled. The pension sub-team was
assigned the responsibility of preparing a fully defined pension simplification proposal. The rules -
sub-team was assigned the responsibility of- ldentxfymg any legislative or regulatory changes
required to implement the new claims processmg vision and also to 1dentxﬁ/ and prioritize any
~ other leglslatwe or regulatory changes needed to improve claims processmg

2. Pension Simplification Summary
2.1 0verview :

Business Process Reengmeenng mcorporated pension sxmphﬁcatxon as an essentlal part of
VBA'’s new vision for the processing of compensation and pension claims. Pension simplification
is seen as the means to provide our. customers with predictable, certain, and understandable
pension payments while reducing their reporting burdens, greatly reducing the potential for
overpayment, reducing the incidence of cross-benefit adjustments which commonly occurs when
‘pensioners are also entitled to other needs-based programs. Finally, we sought to make better use
of diminishing VA resources dedicated to this program. Implementation of the pension
simplification initiatives will foster an orgamzatlon which works better and costs less.

" The team dealt with sometlmes conflicting goals of creatmg a system that is easy to
: adrmmster and one that beneﬁts veterans. Trying to create such a program without substantial
changes to the rate of payment proved to be too difficult. A proposal to pay a flat rate or to use
‘income brackets favor some pensioners at the expense of others. Using prior year income to
eliminate dollar-for-dollar adjustments, on the surface, meets the goals but posed an
administrative burden to compute the prior year rate for the initial two years after initial or
reopened entitlement is established. Also, without the tlmely availability of income for other
Federal agencies, VA could not timely compute the new prior year rate.

The focus. of pension simplification moved to those areas in the current program that have
built-in inequitics. By eliminating these inequities, the pension program becomes easier to
understand, more predictable and more certain to claimants. It also becomes a more cost effective
program and is easier to administer. The pension simplification proposals outlined below will
streamline the pension program whde providing consistent and falr benefits to veterans and
survmng spouse pensxoners :

i | : June 1'997
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2.2 Speciﬁc Legislative Proposals N , ‘ ;‘
: : : o b
Sectlon 306 and Old Law Pension - -~ o ok
Proposal 1. Ehrmnate Income Limitations for Sectlon 306 and Old Law Pensmﬁ

i

Proposal , 2. Dlscontmue Hnspttal Adjustments for Sectxon 306 and Old Law Pension
, D:sabllxty Determmatlons h ; S o

Proposal 3. Presume Permanent and Total Dlsablhty ata Des1gnated Age' ;f

Proposal 4. Presume Permanent and Total Dlsablhty for Nursing Home Patlents
Proposal 5 Accept Social Secunty Dlsablllty Detemnnatlons ) i )

Income Determmatxons o S , - o S

Proposal 6. Build Medical Expense Coverage into Maximum Annual Pensxon Ra te;

Provide Medtcal Expense Exclusmn only for Nursmg Home Patlents :
11 _

o Proposal 7. Buxld Dependency Allowance into Ma:nmum Annual Penmon Rate | H
Proposal 8. Allnw End of the Year Adjustments for Nonrecumng Ineome Adjustments
Proposal 9 Ehrmnate the 45 Day Rule for Survxvmg Spouses

- 'Speclfic Regulatnry/l’rocedura] Changes

Change 1. Allow Extra Scheduler Penmon Ratings by Ratmg Decnslon-Maker 3

‘Change 2.  Eliminate Ehgxblhty Venﬁcatlon Reports (EVR) for Pensmners Reeexvmg
- Federal Annuities and for Pensioners in Medicare Approved Nursmg
Home : }:
'.'1

Change 3.  Allow Contemporaneous Notice for Infonnanon Recelved from Any
Federal Agency or Federal Employee

Py

J
' The age at which a veteran is presumed to be permanently and totally dxsabled is still unde
study. -

1
l
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2.3 Grandfathering .

Previous pension legislation contained grandfather provisions for those on the rolls when
new legislation passed. ‘Consequently, we have three pénsion laws to administer. This. penswn
simplification plan does not embrace a new pension program; only changes to the existing pension
programs. Since pension entitlement is renewable each year, the revised program must be-the
only pension program VA administers. To grandfather any provisions of the current labor
intensive pension program changed by this proposal will only exacerbate the ‘administrative
difficulties that exist now. Pension simplification proposals must apply to all recxplents of
Improved Pension. ‘

24 Crucial Proposﬂs

There are three crucial pension simplification nnuatwes presented in this report. Two
require increasing the Maximum Annual Pension Rate: one to. include a medical expense
~allowance and the other to include a dependency allowance for children. The amounts of the

", ‘increases were calculated to keep the benefit costs of these proposals cost neutral. Pension

benefits incorporating these two initiatives would cost the same as pension. benefits under the
_current program. While there are no benefits costs associated with these proposals, there are
significant savings in the administration of the pensions program. The third eliminates the current
income limitations for all Section 306 and Old Law pension cases. Although there is a cost
-associated with this proposal, it is small considering the administrative costs associated with
continuing to maintain these two pension programs. Without these initiatives, the savings
required to support the basic elements of the BPR claims processing visions cannot be realized.
~The ability of VA to.continue to eﬁ‘ecuvely admxmster three pension programs with fewer
resources is of senous concern.

=2.5 - Risks and Other Issues

Radical change to the current pension program is not necessary to achieving a sunpler
~-more streamlined pension claims process. However, some adjustments are certainly needed to
create a more equitable program for pensioners that also requires less maintenance by VA. The
pension simplification proposals outlined in this report will help to streamline the program while
. providing consistent and fair benefits to veterans and surviving spouse pensioners. ‘Without the
adoption of the pension simplification proposals, however, more of our available workforce will
be devoted to pension processing. As staffing levels decline, pending workloads will increase,
affecting our ability to timely procesS'CIaims for all veterans and beneficiaries.

2.5.1 Available Resources
\
The ability of VA to effectively administer a pension program with fewer resources is of
serious concern. Even with the adoption of this pension simplification plan, it may not be enough
- given declining resources and new demands on existing personnel.

3 -  June 1997
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© 2.52 Medical Coverage by VA

3. : Ru]es Slmphficatmn Summary

' -3.1" Overvxew

members e : : o |

| 32  Goal of Rule Slmpllﬁcatmn

H
i
|
H
{
g

i
]
i
i
t

- VA provxdes an opportumty to veteran pens:oners Whlch is not réadily avallable to many
other people in this country, namely, medical treatment in the most extensive medlcal care
network in the United States. The Veterans' Health Care Eligibility Reform Act of 1996 is
moving VA in new and important directions for the future of health care. The concept of one

- VA should move us further down the path of providing health care to anyone entitled to VA

beneﬁts including spouses and sumvmg spouses o « o ?i

0.
Sy
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, The BPR busmess plan 1dentxﬁed a new process for handling compensatlon and pensmn
claims. Appropnate rules must be in place to support this claims process. Current rules and their
underlying statutes were reviewed to determine rule changes needed to support the way VA will
now process claims. Pension simplification was also identified as an unportant part of the new

claims processing vision. In addition to legislative proposals to simplify pension presented ina
separate section of this report, regulatory changes were identified which would streamlme the

pension process. The business case identified a need to review and clarify regulations that are
vague and/or impede the claims process. Additional regulatory changes were identified based on

items identified in the business case, input from ﬁeld stations, and suggéstions from the nile team
.

¥
H

o Identify Regulatory Changes Needed to Support the New Claims Processing V1s1or '

5

e Clarify Vague Regulatxons ‘ §

"o Identify Rule Changes that Simplify the Claims Process =~ i

e Write Regulations in Clear Language : " . S
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Benefits of Rule Simplification
Fair and Predictable Décisions ‘
Improved Quality of Decisions

Consistency in Interpretatlon of VA Regulatlons

Regulations that Can Be Understood By VA Employees the Veteran Ccmmumty, and

Service Orgamzatlons

Simplify Claims Processmg

" Rule Changes to Support BPR Vision

As we move to the BPR vision of claims processing, VA must estabhsh or revise

regulatmns to meet the requirements of the Administrative Procedures Act.. While this team has
outlined a list of rule changes required to support the new claims process, it is not intended as an
all-inclusive list. We expect further regulatory changes to be identified as VBA transitions to this
new way of doing business. The following list of rule changes to support the vision also includes
“pension regulations that need to be changed to support pension simplification. -

Rule Changes to Support Vision

1.

9.

‘ Allow Contemporaneous Notlce for Informauan Recelved from any Federal Agency or

Federal Employee

Allow Ctmtemporaneous Notlce for Self Reportmg via Telephone Fax, or Other

- Electronic Means

Allow Decision Review Officer to Revise Decisions Based on the Same Evidence

. | Allow Extra-Scheduler Pension Raﬁhgs by Rating Decision-Maker

Allow NSO to Certify DD214
Change Method to File Notice of Dlsagreement or Substantlve Appea.l
Change Method to Withdraw Appeal Issues

Eliminate EVRs for Pensioners Receiving Federal Annuities or Who are in a Medicare
Approved Nursing Home

Eliminate Requirement to File Claim in Writing

10. Establish New Regulations for Post Decision Review Process to Include:

~  Authority of Decision Review Officer

5 : » June 1997
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~ 11, ‘Establish New Reguletions for Veterans Service Repre'sentati've

35

— Informal Conference

— Request for Clarification or Expression of Dissetisfactidn

O e

Rule Changes to Clarify or Slmphfy Clalms Processmg SO | f

Clarifying regulatzons 1dent1fy those rule changes which will result in clarity of VA pohcy

Rule changes to simplify the claims process identify rules that can be revised or ehxmnate to

improve the claims process.
~ Clarifying Regulations - SR - | o
. : : |

2.
-3,
4,

. ) B i
Deﬁne Convalescence for Paragraph 30 Ratmgs L , , ‘1'

B
i

Clarify Individual Unemployabmty Criteria - . o

Clanfy Regulation on Fmdmgs of Mental Unsoundness m Suxcxde Cases

Clanfy Regulatxons on Semce Connectlon by Aggravation of Pre-—Semce Condltlons

Statutory or Regulatory Changes to Simplify Claims Processmg

.
2

. 4.

4.1

x

i

Allow Bamc Voeatlonal Rehablhtatlon Ehglblhty Determination to be Made by VR&C
< i

1

: |
. Increase Estate Lmntatlon in Incompetent Veteran Cases Subject to Reduction I

» Pension Simplification Report

BPR Business Case

t

Allow Recogmtlon -of CourtwAppomted Guardians

. Establish Entitlement to Clothing Allowance Payment by Ratmg When Veterans Meet the

Requlrements of 38 CF.R. 3.810 (a)(l) N |

i

J .
In Claxms for Apportionment of Compensanon or DIC Beneﬁts Allow Only the

Additional Payment for Dependents i

)

2
Provide for NSC Bunal Allowance Payment to Next of Kin (Estate of) When FNOD is

Processed ' , . . l

‘ s
i
l
f
A
§ .

“
!
1
i

)
The BPR business plan identified pension simplification as a key element to the success of

the new claims processing vision. The business case identified the fact that a dlsproportlonate
share of resources are used in activities related to pension maintenance. Assumptions made in the
business case revolved around legislative changes that would change the way income is computed

]
i
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s j :
6 _ ' June 1997
kN . . 6i .
I
|
i
i

iy




RULES AND PENSION SIMPLIFICATION TEAM REPORT

- and how it is reported. The business case did not recommend a specific proposal but did outline a

number of initiatives worthy of further consideration. They included: ehmmatlon of the dollar-

for-dollar adjustment; use of prior year s income as the basis for payment redefinition of the

application of medical expenses; redefinition of exclusions to family income; establishment of
_ presumptive entitlement based on age; acceptance of social security determinations for total

~ disability; reliance on the income verification match as the primary program integrity tool; and

‘ dxscontmuance of income venﬁcatlon for sectlon 306 and old law pensnon

The BPR Implementatlon team was tasked with reviewing, in- detail, - these various
proposals to determine which initiatives to included in a legislative proposal. Any pension
simplification must meet the needs of our veterans and be less costly to -administer. There must
also be the realization that not every veteran will benefit from proposed changes to the program.
“This report will outline the results of this analysis. The business case made a major assumption
‘about the availability of income information from links with other Federal agencies. This report
will provide the results of additional research into this crucial assumption and the. eﬁ‘ect it has on
the ultimate pensmn proposal : :

. 5. Current -Pensxon Laws ‘
Pension is a -benefit paid to a veteran because of permanent and total nonservice-
~ connected disabilities or to a surviving spouse or child because of a veteran’s nonservice-
connected death. Basic eligibility is. based on wartime service and recrplents must meet specxﬁc
income and net worth hmxtatlons

. ¢

_VA currentlv admxmsters three pension pr'oérams:
| o Improved Penswn (Pubhc Law 95- 588)
o Sectlon 306 penswn (Pubhc Law 86-21 )
e Old Law pension
5.1 Sectlon 306 and Old Law Pensnon

_ The Section 306 and Old Law pension programs are protected programs The last date
-eligibility could be established for Old Law penswn was June 30, 1960, and for Section 306,
‘December 31, 1978. Seéction 306 or Old Law pensioners receive a profected rate provided their
income does not. exceéed the applicable income limit. While the rate of payment was frozen, the
income limit is adjusted each year by a cost-of-living adjustment. As long as the beneficiary's
income is below this income limitation, no changes are made in the protected rate unless there is a
loss of a dependent. :

~As of September. 1996, there were 750,000 ‘VA pensioners. About 167,000 were in

© ' receipt of Section 306 pension and about 4,100 were in receipt of Old Law pension. The average

age of these penisioners is 75. Each of the above laws has different income computation rules and

7 S June 1997
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/

limits. Although no change can be made to the rate of payment under these program, each
recrplent must renew eligibility each year. Over 57,000 EVRs were sent to these elderly recrprents
‘in December, 1996. Moreover, over 100,000 reminder notices were sent to these recipients
asking if there had been any stgmﬁcant changes in entltlement factors. Jl

‘Under the provisions of 38 CFR 3. 551, veterans in recerpt of ‘pension beneﬁts under

Section 306 and Old Law who have neither a spouse nor dependent child(ren) are subject to-
reduction of their monthly pension benefits when they have been hospitalized at VA expense for .

two full calendar months. In 1990, thrs requirement was eliminated by regulatron for. Improved
Pension veterans. - ' , _ : : 35
5.2 Iniproved Pen’sion - . : L o S

Anyone who currently ﬁles a claim for pensron must qualify under the Improved Pensron

program.. When entitlement to Improved Pension is established, VA awards benefits whrjch bring
~ the pensioner’s total income up to an established support level. A veteran must be unable to
secure and follow substantially gainfil employment because of a disability or disabilities Whlch are
likely to be of a.permanent nature and not the result of his or her own willful mxsconduct In

addition, the veteran’s annual income cannot exceed an estabhshed Maximum Annual Pensmn

Co Rate (MAPR). kaewrse, pension is not payable to those who have assets (e.g., the value of real
- estate not the claimant’s single family dwelling, value of personal property, cash, stocks ‘bonds,

* bank- -accounts) that can be used to prowde adequate mmntenance

~i
i,

q

I_rnproved Death Pension is a needs-based beneﬁt payable to survrvmg spouses and

unmarried children of deceased veterans with wartime service. The survivor’s annual (income

cannot exceed an established Maximum Annual Pension Rate (MAPR) and pension beneﬁts are’
not payable to those who have assets that can be used to provide adequate maintenance. It should
be noted that the maximum current pension payment for a surviving spouse is more than $2,000

. below the poverty Ievel for a smgle person, currently desrgnated as $7,763. 5]
.53 Disability Determination ﬂ

* Under the TImproved Pension program, a rating decision is required in every‘case to
~ establish eligibility based on a permanent and total disability. This is true regardless of the
veteran’s age and disabilities. For example, although need for regular aid and attendance is

conceded based on nursing home patient status, the basic decision as to permanent and total
disability itself still is dependent on a rating decision. Medtcal evidence, often mcludmg an

examination at a VA facmty, is required in every case. = - e .y

| | |
: ]'

The current pension program was demgned to ensure claimants & minimum mcorne level

each year, referred to as the Maximum Annual Pension Rate (MAPR). Claimants whose i mcome

from all sources exceeds this MAPR are not entitled to pension. This pension program 1s based
upon a theory that for. each dollar of income there will be a corresponding reductlon in the amount

' 5.4 Income Determmatmns

4

i
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~of VA pension paid. Determination of the rate payable under the Improved Pension program
involves two criticél elements: (1) the Maximum Annual Pension Rate (MAPR) and (2) the
Income for VA Purposes (IVAP). The rate payable for any given month is determined by
subtractlng IVAP from the MAPR and dividing by 12. ;

_ The MAPR varies s with the claimant’s status. 'There is a different MAPR if the veteran is
rated housebound (HB) or in need of Aid & Attendance (A&A). The MAPR is increased for each
established dependent and, in the case of veterans only, the MAPR is increased if the veteran had .
‘WWI or Mexican Border Period service. Surviving spouse MAPRs are increased for special
monthly pensron (HB and A&A) and for children. '

The IVAP is determmed by adding together all countable income and subtracting
~deductible expenses. Most income is countable under the Improved Pension program although
‘there are certain types of income that are not included in a claimant’s countable income, such as
‘welfare or profits from sale of property. There are two general types of deductxble expenses --
those that are deducted from specific income (e.g., business expenses which can only be deducted
from business incorne) and the more common types of deductible expenses (medical expenses and
expenses of last illness and bunal) which can be offset agamst any type of i income. ..

4 . If there is & change in a claimant’s countable income, the IVAP and the rate of VA
_pensron payable is usually adjusted as of the first of the month after the change in -income..
However, if the type of income is subject to frequent fluctuation (such as interest or odd job
income), the adjustment is normally made as of the beginning of the calendar year based on the
total amount of income received from that source during the calendar year. If the claimant is
receiving pension, :recelpt of additional income will result in an overpayment unless an immediate
report of the income is provided to VA and VA immediately adjusts the pension award:

S. 4 1 45 Day Rule '

R The current. pension program provrdes an effective date for death pension benefits which is
the first day of the month in which the veteran’s death occurred, if the claim is received within 45
days after the date of death; otherwise the date of receipt of the claim. If a surviving spouse does
not file a claim within the first 45 days, any income received during the period between the date of
the veteran’s death and the date the claim is received by VA is not used to compute the Income

for VA Purposes'([VAP) As a result, those surviving spouses who are better informed regarding
'VA income computation requirements are able to “shelter” income (usually life insurance

“proceeds) by ﬁlmg thexr claims after the 45-day period has elapsed.

5.4.2 Income for Dependents

The effect of dependents on a claimant’s rate under the current pension program is often
unpredictable. The addition of a dependent may cause the pension rate to increase- or decrease,
- depending on the interplay of several variables. One -of the more common examples of this

. :phenomenon is where an estranged spouse is awarded an -apportionment of a veteran’s pension
© and subsequently gets a job or acquires income from some source in excess of the additional
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m
»,MAPR for a spouse. Smce this income must be used in deternnmng the veteran’s IVAP the
veteran’s pension may be reduced or terminated due to circumstances over which the veteran has

- no ‘control and of which the veteran probably has no knowledge. A claimant’s dependency
situation affects both of the major determinants of the rate payable——Mammum Annual Penszon '
rate (MAPR) and Income for VA Purposes (IV AP). : . ;,

E ectonWR R L I 3 r

. The number of established dependents is one of the status factors that ,determines the
applicable MAPR. For example, the MAPR for a veteran without deperdents:is $8,486:, If the
veteran has a spouse or child, the MAPR i increases to $11 115. The MAPR is ;ncreased for each
' addmonal chxld

o If a veteran and spouse live in the same household or if they hve apart - but are not-
estranged, the veteran’s MAPR will be increased because of the spouse. If the veterm and't spouse
are estranged but the veteran nonetheless makes “reasonable support contnbutlo " to the spouse
the veteran’s MAPR will be increased because of the spouse. The only time the veteran’s MAPR
is not increased because of the existence of a spouse is when they are estranged and the veteran
does not provide the estranged spouse with “reasonable support contributions.” The regulanons
~do not deﬁne what constn:utes “estrangement” or what constitutes “reasonable support :

contributions.” , §E '

~ A veteran’s MAPR is mcreased for each estabhshed child in the veteran’s legal custody e |

| ,snd for each established. child who is not in the veteran’s legal custody if the veteran is
“reasonably contributing” to the child’s support. The regulations do not define what is cons1dered

- “reasonably contributing” to the child’s support. However, the regulatlons (38 CFR. 3] 57(d))

do state that custody of a child shall be considered to rest with a veteran or. surviving spouse “if
‘that person has the legal right to exercise parental control and responsibility for the welfare and
care of the child.” Therefore, a veteran’s MAPR will be increased for a child who is not in the

~ veteran’s actual custody and who receives no support from the veteran as long as there has been . -+

no legal action terminating the veteran’s right to exerelse parental control a.nd responsibility for
* the welfare and care of the child.” : : }

7
N
¥

. A spouse or child who is not living with a veteran and to whose support the veteran is not

‘reasonably contributing may. file for.an apportionment of the veteran’s pension. When this
happens, Adjudication employees must write to both the veteran and the apportionment elmmant
requesting complete information about their income, assets, and living expenses. At the same:
time, a future withholding of the veteran’s benefits is established for 60 days from the first) of the
month after the month during which the letters are released. When responses are reeelved from
both the veteran and apportionment claimant, an apportionment decision is made and both parties
are notified of the decision. In the event of a favorable decision, an award is established ffor the
apportionment claimant and the veteran’s award is adjusted. If either party disagrees wrth the

. decision, contested claim procedures must be applied. The apportionment issue may be revxved

by either party whenever there is a change i in either party’s circumstances. Each rev1s1tatron of the .

i

"
t
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issue requires new development and a new appealable apportionment determination. Similar
procedures apply where a child files for an apportionment of a surviving spouse’s pension.

Effect on IVAP o

The basic rule is that countable income of established dependents is mcluded in the IVAP.
Therefore, the addition of a dependent increases the rate only if the dependent’s countable income
is less than the amiount by which the MAPR is increased because of that dependent If the |
dependent’s countable income exceeds the amount by which the MAPR is increased for the
dependent, the addmon of the dependent actually lowers the rate of pension. ﬁ

If a veteran and spouse live in the same household or if they live apart but are not
estranged, the spouse’s income is included in determining the veteran’s rate of pension. If the
veteran and ‘spouse are estranged but the veteran nometheless makes “reasonable support
" contributions” to the spouse, the spouse s income is included in deternnmng the veteran’s rate of
~pension. The only time the spouse’s income is not included in determining the veteran’s rate of

pension is when they are estranged and the veteran does not provide the estranged spouse with
“reasonable support contributions.” ST

Although the basw rule is that ‘a dependent s countable meome is" mcluded when
¢ determining income for payment purposes, the dependent’s income can be ‘offset by the deductible
. . expenses such as family Unreimbursed Medical Expenses (UME) and expenses of last illness and
‘burial. In addition, there are several income exclusions that are unique to children’s income. One
such exclusion removes from consideration the amount of a child’s earned income that equals the
amount of gross iricome for which a Federal income tax return must be filed by an individual ‘'who
is not married, not a surviving spouse, and not a head of household. Another exclusion removes
from consideration the amount of a child’s earned income that equals the amount paid by the child
- for tuition, fees, books, and matenals, if the child is pursumg a course of postsecondary educatxon
or vocatnonal rehabmtatxon or traxmng ‘

‘A third exclusmn removes from consideration the amount of a child’s income (earned or
unearned) if VA determines that it would cause a “hardship” to count the child’s income. The
regulations. state that hardship shall be held to exist when annual expenses necessary for
‘reasonable family maintenance exceed the sum of countable annual family income plus any VA
pension entitlement. In order to make this determination, VA claims examiners must develop for
all of a family’s expenses (e.g., rent, food, entertainment, clothing, etc.) and compare the amount
of these expenses with countable income plus VA pension entitlement. The amount by which
annual expenses necessary for reasonable family maintenance exceeds the sum of countable annual
'farmly income plus VA pension entitlement can then be deducted from children’s income.

Finally, even 1f a chxld’s income is not excludable under any of the prowswns mentioned
“above, it still might not be counted in determining the veteran’s or surviving spouse s IVAP ifit is
determined not to be “reasonably available™ to or for the veteran or surviving spouse. VA
regulations state that “a child’s income shall be considered ‘reasonably available’ when it can be
readily applied to meet the veteran’s or surviving spouse’s expenses necessary for reasonable
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family maintenance.” The regulations go on to state that “‘expenses necessary for reasonable
family maintenance’ include expenses for basic necessities (such as food, clothing, shelter etc.).
- and other expenses, determined on a case-by-case basis, which are necessary to suppert a
reasonable quality of life.” This results in unequal treatment between pensioners with (children
living in the household and pensroners thh children not living in the household. #}
: H
55 Unrenmbursed Medncal Expenses (UME) i \
Under the prov131ons of the current pensron law, veterans and ‘surviving spm}ses are.
entitled to reimbursement of -medical expenses which they have paid and  have not been
‘reimbursed from any source. Apphcatlons for reimbursement are generally filed by.the clalmants
at the end of the calendar year in"connection with the annual Eligibility Verification Reports
(EVR). If claimants do not receive an EVR because they met one of the discretionary categories,
they file a separate application. Receipts for these claimed expenses are not required in order to
receive this reimbursement. However based upon a recommendauon by the Oiﬁce of the
Inspector General, periodic’ reviews of a randomly selected number of these claims are now
required. 'If a claimant’s record is selected for review, receipts are requested and reviewed with'
the amounts claimed. Therefore, receipts must be maintained by claimants, even tNough. chances
are that they will not be required. Even with the receipts, VA has no way of verifying whether or
* not the claimed expenses were reimbursed by another source such as a private health i msurance
- plan. - Further, if claimants do not receive an EVR because they met one of the dlscretlonary,
categories, filing an application for Unreimbursed Medical Expense (UME) reimbursement;results
in a request for income verlﬁcanon, thus negatmg the savings. of not sendmg EVRs in
‘ drscrenonary cases , }
Clalmed Unrelmbursed Medical Expenses whlch exceed 5% of the MAPR are relmbursed :
by deducting them from the IVAP upon which' benefits were paid for that calendar year. . -
Claimants with no countable incomé cannot be reimbursed for medical expenses théy paid dunng
the year, as there is no IVAP from which to deduct the expenses. This results in an meqmtx in the
payment of these benefits which hurts the most financially disadvantaged veterans. In addmon,
those claimants whose income exceeded the MAPR may apply for consideration of {UME
relmbursement in order to reduce their IVAP, thus entJthng them to reimbursement of medlcal
expenses. Again, the theory behind the current pensmn program is that all cla.rmants are:
guaranteed a specific income level throughout the year. The dollar-for-dollar adjustments! called -
for in the law help to make this possible. However the way UMEs are currently cons1dered
' reduces the equrtabxhty of this law. ;
The current pension program also provides a hrgher income level for the most senously
disabled pensnoners those who are housebound or are in need of aid and attendance. Each of
these categories is established based upon an assumption that, due to their increased level of
 disability, their claimed monthly medical expenses will be higher: Additional benefits are already

paid in these cases to insure an acceptable standard of living throughout the year. However, jthese .

pensioners can also request further benefits based on a claim for unreimbursed medical experises.
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5.6 Income Reportmg

5, 6 1 Ehglbnhty Venficatlon Report (EVR)

A beneficiary must notify VA of any change or expected change in his or her income or
other circumstances which would affect their entitlement to pension or the rate of that benefit.
Such notice must be furnished when the pensioner becomes aware that i meome wxll change or
when marital or dependency status changes .

: For the most part, VA relies on claimant self-reportmg for the mformatlon needed to
.-:detemune countable income and deductible expenses. Claimants are advised when they come on
the pension rolls that they are required to notify VA of income and dependency changes and they
are reminded of this obligation at least twice annually. In addmon, certain beneﬁcmnes receive an
annual EVR.

P VA uses the EVR to verify the continued entitlement of pension recipients. ;The Secretary'
" has discretionary authority with regard to requiring annual EVRs. Cuxrently, EVRs are required
ﬁ ffor Improved Penston cases in three instances:

o Whenthe SOCI&I secunty number of a beneﬁolary or hxs/her spouse has not been venﬁed by
- -the Social Secunty Admmxstratlon : i .

K When the beneﬁmary receives income other than Socxal Secunty

. | When VA determmes that subzmsmon of an EVR is necessary to preserve program
mtegnty : S

a

‘On a regular basm, VA receives mformatlon from several Federal agencles concermng the ..

status of VA beneficiaries. Once a year VA receives the Social Security Administration (SSA)

- Social Security (SS) payment data for each pensioner.. This is done concurrently with the cost-of-

- living adjustment (COLA) processing so that the SSA furnishes VA payment data that has been

‘increased by the COLA percentage. VA also matches against Internal Revenue Service (IRS)
“unearned income records, which includes retirement income and Social Security Administration
(SSA) earned income records. This match compares income reported to VA by pension
recipients with IRS and SSA income records

: VA pension cases are also matched annually with Oﬂice of Personnel Management (OPM)
' records of persons recemng Civil Service Annuity (CSA) and Railroad Retirement Board (RRB)
" records of people receiving Railroad Retirement (RR) benefits. The information derived from-
‘these matches is used as a basis for adjusting VA benefit payments. COLAs for these benefits are -
received at a dxfferent tune than VA and SSA COLAs.

Due to current due process requu'ements, VA must send a 60-day notification letter to
pensioners receiving a Federal benefits advising them of the information that was received and
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that it will result in a reduction in benefits. The pensioner must be allowed a 60-nenii?d to show
why their benefits should not be reduced. At the end of the 60 days, benefits are reduced effective
- the first of the month after the increased Federal annuity is received, creating an overpayment
8.7 Centempomneous Notlce . - o i

T H 9; : ’ . ~1( .

- VA regulanons requlre a 60-day pretermmatlenlreductxon nottee when a pensmn beneﬁt is.
subject to reduction or termination unless Wntten, factual, unambiguous mformatton as to income,
net worth,. dependency or marital status is submitted by the beneficiary. - Since. theaexcepnon

‘requires-that- all communication be in writing, beneficiaries who call local offices to! report an .
increase in income or reduction in dependency status are asked to submit written nonﬁcatxon
This requires additional effort on the part of the ‘beneficiary and delays adjustments whlch ‘
, mcreases the amount of overpayment. S RN "‘\ T

58 Example of Current System ‘ . : ' S ,[ R
. '(' ; ! R ‘ S . .
Under the current system, ‘there exists the -possibility that there wﬂl be mulnple‘
adjustments to the monthly pension rate throughout the year. This renders the system neither
understandable nor predlctable The fo]lowmg example illustrates thts pomt ' i
e A veteran has a menthly annuity income from Civil Semce (CSA) a small monthly private
pension:and yearly income from a small savings account. He pays: monthly medical
expenses mcludmg a premmm for health insurance. - : ﬁ

e In Apnl, the veteran’s CSA is increased due to a annual cost-of-living adjustment The
Regional Office (RO) is notified of this increase through a matching program. Under due
process -requirements, a letter is sent to the veteran notxfymg him that VA has been

- informed of this change in income and that his VA pension will be -adjusted downward
effective May 1, to reflect this increase in income. The veteran is advised:that he has 60
days from the date of the letter (April 15) to respond if the rates provided for the' CSA are

- incorrect, Since no reply -was received by June 15, the amount of VA pens10n is .

' retroacnvely reduced effective May 1, thus resulting in at least a two-month overpayment '
- The cumulative overpayment is automancally deducted from the check thei veteran
receivesin July.- | , : i

. ;k

. In August the veteran notlﬁes VA that he received a small inheritance in June. The
amount is not large enough to terminate his eligibility to pension, but does reﬁuxre an
adjustment in the pension rate effective the first day of the month following the month in
which the income was received. In August, an adjustment is made to reduce the monthly

- rate of penswn effective July 1, which results in an overpayment. The amount of the
overpayment is automatically recouped in the September check. In September the
- veteran applies for a waiver of the overpayment, stating that he can’t afford to repay it.
The Committee on Waivers determines that additional information is necessary and begins
~ development on the waiver claim. Based upon information obtained from the’ veteran and
~ because the showing of hardship is a criteria for granting relief, the veteran ] clann for

,?

i
o

i
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waiver of the o{rerpayment is grented. A check for the amount of benefits withheld in
September is issued to the veteran. :

In .Tanuaxy,‘ the Veteran's Eligibility Verification Report (EVR) is received. At this time he
indicates an increase in the amount of interest income received during the past year and

- ‘claxms as his medical expenses the amount of the monthly health insurance premiums. The -
premiums are less than-the 5% deductible for Unusual Medical Expenses The veteran’s

benefits are adjusted to reflect the change in interest income resultmg in an overpayment in .
the account which is recouped from the next monthly check. Several weeks later the
veteran files a claim for reimbursement of medical expenses stating that his private insurer
has not reimbursed him for these additional expenses during the preceding year. As the
amount claimed now exceeds the 5% deductible, the veteran’s benefits are adjusted again
to reflect a lower Income for VA Purposes (IVAP) for the precedmg year anda check for

' retroactive benefits equal to the countable medical expenses is 1ssued

The award adjustment's required in this case include four different income computations

and six different pension check amounts for a 13 month period. In addition, the veteran received
two checks for retroactive benefits, neither of which he could rely upon, either as to amount or
entitlement. Obviously, this veteran s pension benefits are neither predictable nor certain, and are
very dnﬁ'icult to understand ~ -

6.

6.1

Pensmn Approach and Altematxves

Approach : | ‘ ' - .

| The goals of Pension Simplification are:

Ensure n*ﬁability/veriﬁabiﬁty of pajments

-Bstabhsh understandable rules of entltlement and ehg1b1hty
Make the payment predlctable

Reduce admmxstmtwe costs
Reduce overpayments
Reduce repornng burden for elderly/dxsabled beneﬁc1anes

To gather perspective and data on the possxble refo:?}z alternatives available,

information from the following sources was gathered and analyzed:

Adjudlcatlen Commission Report and its recommendauons pertalmng to pension

reform

Business Process Reengineering--A Case for Change |
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e Cost projections N

' Data collected by four regional offices dunng a three-week penod to obtam mformatron

~ about the award adJustments based on EVRs and UME claims .~ . Ti

;e Data runs from- the BDN. - Information mcluded continuing medical, expensesi mcome

sources . and amounts dependency mformatron, and special ‘monthly | pensron -

' mformatron | - l

. Focus group results from veterans and w1dows recelvmg pensron | o 1
e IG and GAO reports on overpayments | ;

. Leglslatrve history of VAs three pension prograrns | . o 1" R

o _ Recommendatrons from previous task force on pens1on reform g | | B %,

. | Statrstrcal information on the number of beneﬁc1ar1es amount of pensron,beneﬁ'ts paid,
- and number of pension claims processed S : o

*  Subject matter experts from the C&P Service and from four Regional Ofﬁces i

6.2  Alternatives Considered T ' EREE

621 FatRate o e R

This proposa.l simply pays everyone who meets disability and income criteria the same
basic rate. The basic rate payable could be augmented if the recipient is in need of A1d and
- Attendance or Housebound benefits. Medical expenses are not a factor. The program could be

designed to save money, to be revenue neutral or to pay more in monthly benefits than VAis ° L

paying now. The only adjustment that would be required is when income from all | sources§
exceeds the limit established by legislation. Income updates would merely consist of data entry .
with no award adjustments required. A single and a married rate would be set at a ﬂat rate
depending on marital status. This approach drscounts varying degrees of need. Income\ can be
verified as currently required. }

{

This proposal was not adopted because different levels of income or resources are
disregarded. The poorest would be paid the same amount as someone with other addltlonal

sources of income. Too many veterans would be disadvantaged using this approach. |

6.2.2 Income Bracketmg | . , S !
i

A Thrs option provrdes for predictability of beneﬁts and pays pension at the sanlle rate

established for the income bracket. This approach requires less maintenance work th‘an the

_ current system and does not penalize needy beneficiaries if some additional income is recelved )

~ unless that i income moves them to another bracket. Rates of payment presume that all pensxon

i
)
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beneficiaries have medical expenses. Those who are more seriously disabled are paid at a higher
rate. A separate rate could also be established for nursing home patients. The program could be
designed so that income fluctuations that put a beneﬁc1ary into another bracket could be delayed
to the first of the 1ollomng year.

This proposal was not adopted for reasons similar to the ﬂat rate proposal.” The flat rate in
- each bracket can advantage some veterans at the expense of those in more need. Moreover, those
close to the bracket limit would have their monthly rate substanually reduced 1f income changes .

, force movement into the next income bracket ' .

'6.2.3 'Received Year .

This option, uses all income received and unfeimbursed medical expenses iﬁcorred during
. the prior year as the basis for payment. Overpayments are substantially reduced because
. - payments for the succeeding year are based on what was actually received the prior year. A
monthly rate is therefore predxctable for twelve months. Income changes reported on EVRs and

i " IVM could still result in an overpayment, but the amount of the overpayment could. be

-.significantly less than under the current system. A VA Inspector General (IG) report showed that
the average delay in reporting income changes is five months. This method doesn’t require the
prompt submission and prompt adjustment of slight income changes that- frequently occur
throughout the year. This option, unless special rules were adopted, also requires delaying Social
Secunty COLA adjustments for one year. Also, if income falls durmg the year anmcreased rate

of pensxon is deluyed until the ﬁrst of the following year.

Despxte 1ts many beneﬁts, a ma_;or hurdle that thxs option could not overcome was the
structuring of payments for those initially put on the roles. Over two years of income history are
required before payments can be reasonably struetured on a received year basis.. Moreover,
reopened claims pose a similar problem before a true received year can be established for payment

e Apurposes This ]Jroposal relies on the ability of VA to recompute in a timely manner the prior year
income amount based on electronic information furnished by other Federal agencies. As this "~

probability is remote VA would still be required to recompute income based on exlstmg methods.

: - In the end, thls proposal was not adopted because of the adxmmstranve burden the
‘establishment of the prior year income amount in original and reopened claxms posed

6.2.4 Have Social Security Admmlster Pension for VA

The Adjudication Commission recommended that the Soc1a1 Secunty Adtmmstratxon
(SSA) and VA explore means to standardize the definitions of total dlsabxhty The Commission
recommended that Congress clearly define the purpose of the veterans pension programs so that
‘the future role and administration of pension programs can be assessed across the landscape of
social programs available to needy persons. This concept envisions a kicker to be added to the
retirement, disability or Supplemental Security Income (SSI) benefits for a disabled veteran or
needy surviving spouse. The kicker could be designed to be at less benefit cost than now, to be
revenue neutral or-to be more generous than currently authorized. This proposal could equalize
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6. 2 5 Conclusxon

and standardize SSI and VA income requlrements for need-based programs. SSI is not designed
to require adjustment with each dollar income change but does offset certain amounts! {of income
received from other government sources. : , i

 This proposal was not adopted because there did not appear to be a clear advantage to

!

1

: i

Al of the above optlons are more understandable for clatmants Payments sare more:
predictable. Overpayments are substantially reduced. Reporting burdens for-the elatmants are
lessened.: Admtmstrauon of the program becomes easier and less labor intensive. However the
first. two optlons do not provide equitable pension benefits to veterans based on- actual financial

‘need. Dollar-for-dollar adjustments are fair but very expensive to administer. .- Basing ‘payments
on expected income v:rtually guarantees overpayments Experience over the years has shown that

" recipients don’t report income changes in a timely manner. ‘Hence, they are often! ‘overpaid |

E T The New ngram

" because of tardy reportmg Also because of the volume of other pendmg clalms adjustments are

not always timely. i
A q
| )

The pensmn smphﬁcauon proposal described in this seetxon will result mi a more
streamlined pension program that will better serve our veterans and their dependents The

medical eligibility portion of pension entitlement- will be eased with the acceptance ! of social

, secunty disability determmatlon, presumpttve permanent and total (P&T) disability at a des1gnated v
" age’ and presumption (P&T) due to nursing home patient status.” The Maximum Annual Pension

Rate (MAPR) will be. increased to prov1de additional benefits for medical expenses ‘and :

‘dependents. This will prowde each pensioner with more available income each month. i Pension
 maintenance workload will be reduced by the elimination of unreimbursed ‘medical | |expense

adjustments and dependericy ad)usﬁments Income reporting burdens are reduced by ehrmnatmg "
eligibility verification reports to pensmners receiving civil service annuity, railroad rettrement and

-those pensmners in Medicare nursing homes. Pension recipients under the Old Law and Section = -
306 programs will be allowed to receive their benefits thhout change until their death or the. i
- surviving spouse or child marries. ' s !

|
i

This proposal does not advocate creating a new pension .program. It proposeis certain
revisions to the Improved Pension program which will simplify the program and eliminate'many of

~ its more burdensome features. The proposal contemplates that the provisions of thel revised

- program would be effective for all Improved Pension recxplents on the rolls as of the eﬁ‘ectlve

date of the' change. Since some of the proposed changes require legislation and some requu'e only
regulatory changes it is hkely that dlﬁ‘erent provisions of the initiative package will have dtﬁ‘erent‘ ?
effecttve dates. - - o
2 The age at which a veteran is presumed to be permanently and totally disabled is still under

study - ‘ _ ‘ 3‘

i
i

. |
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The proposed revisions do not reqmre new computer systems nor-do they require
extensive reprogramming of existing systems. We estimate that all :required systems and
procedural changes could be made within six months of the date that the necessary legislative and
regulatory changes are made. '

7.1 - Section 306 and oud Law Pension

Pensron recipients under the Section 306 and Old Law programs will be allowed to receive
their benefits without change until their death. The only exceptions will be that marriage would
result in loss of entitlement for a surviving spouse or child and election of another VA benéfit
would result in loss of protection. Implementation of this change will mean that Eligibility
Verification Reports (EVRs) for Section 306 and Old Law are eliminated and that these

- -beneficiaries are excluded from all matching programs. Pensioners will have no obligation to

_ report any changes in entrtlement factors to VA except mamage for surviving spouse and child
‘payees. . < . . : .

Beneﬁts for Sectlon 306 and Old Law pensxon will no longer be redu'(:ed based on -
, hosprtahzanon by VA. This will remove the inequity that exists in the law and make all veterans
receiving pension subject to the same rules when hospitalized by VA. : A leglslamre change is
required to remove this inequity. This will provide Section 306 and Old' Law pensioners with an
‘equitable and consistent monthly benefit so that they can maintain their residences and other
financial obligations during periods of hospltalrzatlon. This will also reduce VA's admmrstraﬁve
“costs assocrated with thls activity. - :

7.2 Disability Determinations

- Under the revised pension program, a veteran who reaches a designated® age will not be
-required to submit medical evidence of disability or undergo physical examination. - VA will -
‘assume such a veteran is entitled to pensron as long as-income is within applicable limits. VA will
accept a Social -»Secunty Administration determination that a veteran is permanently and totally
disabled and a veteran of any age who is a nursing home patient will be presumed to be
permanently and totally disabled. All pension rating decisions will be the responsrblhty of the
rating decision-maker. These changes will result in an easier application process for veterans
filing for pension benefits, reduce their reporting needs and eliminate the need for VA -
‘exammatxons These changes will ultimately expedite the payment of pension to our neediest
veterans. ' : ' _ :

7.3 Unrexmhursed Medxcal Expenses (UME)

A 31mp11°r more equitable system for addressing medlcal expense needs of ‘pensions is
envisioned in thrs plan No longer will penswners be treated d:fferently because of theu' income.

3 The age at which veterans are presumed to be permanently and totally dlsabled is stril under
study
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b
Today, pensioners with no countable income for. VA purposes have no income to offset their
expenses. On the other hand, pensioners with other sources of income are reunbursed for paid
' medlcal expenses The current system prowdes for unequal treatment to the most dlsadvantaged
) 51 .

The new plan recogmzes that all pensioners have medlcal expenses but at the same time
recognizes that VA has created a. pension rate structure that accounts for our mere disabled
recipients.. A higher income limit has been established for pensloners considered housebound orin’~
need of regular:aid and attendance. Equally as lmportant is the fact that our veteran penswners' C
have access to'the largest health care system in the country a.nd can avail themselves of this
medical care and prescription medication. - . S “*}

i . T [

Under thls plan, a one-tlme addmon will be made to the Maximum Annual Penmon Rates
(MAPR) for veterans and surviving spouses. This i increase is based on the amount of beneﬁt VA
currently makes for- unreimbursed medical- expenses. Thereaﬁer the annual cost-of ~living -

“adjustments (COLA) will account for necessary increases. This plan provides pensnoners with

-more available money each month to handle their financial needs including medical expenses It .

. also encourages use of VA as the primary health care provider. It eliminates reporting burdens of

- submitting a separate claim each year for reimbursement This new way of addxessmg\ medical-

. expense needs eliminates one of the major defects of the current program; namely,’ VA’s mabdxty
- te venfy whether the clanmed medlcal expense was relmbursed by a pnvate source. ﬁ

i
bl

The plan does reeogmze that our pensioners who are patlents in nursmg homes have

exceptional expenses associated with that care. For this reason, pensioners in nursing homes due.
to dmablhty will:be eligible for a dollar-for-dollar reduction in their countable income based upon

these nursmg home expenses. |
14 Income Determinations , _ o f’}

The -pension szmphﬁcauon plan will build a dependency allowance into the penmon rate

‘etruemre and eliminate the various Maximum Annual Pension Rates (MAPR) used for dependent e

- children. Cost-of- hvmg adjustments will ensure this dependency allowance keeps current with the:
economic environment of the country. This will result in a smpler rate structure and reduced
reporting requirements for pensioners. No longer will pensioners be dlsadvantaged behause a
child has income nor awarded additional benefits for dependents for whom the pensioner does not -
provide support. The income of an estranged spouse will not longer be used against the veterans

* Pension payments will only be affected by the income of veterans and that of their spouse or the
income of a surviving spouse. « : {

it
A veteran’s basxc Maximum Axmual Pension Rate (MAPR) will be determined shlely by
the veteran’s disability status and whether the vetefan’s spouse was established as a dependent
However, additional MAPR “add-ons” for World War I and Mexxcan Border Period veterans will
continue, as will the special MAPR for veterans married to veterans, A surwvmg spouse erAPR
w111 be determmed solely by his or her dlsablhty status.

P K

, . |
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- Under the proposed reform, the only possible Improved Pension dependent would be a
spouse who resides in the same household as the veteran or who is separated from the veteran
-solely because one of the spouses is institutionalized for medical reasons (e.g., a nursing home
patient). -VA would not.increase the MAPR for out-of-household spouses of any children. .
Likewise, VA would not count the income of an out-of-household spouse or any child in
determining the claimant’s income for VA purposes. Pensioners would get increased benefits
because of the increase to the MAPR. In addition, they would no longer have to report child
income, dependency changes or school attendance information. Their pension payments would
only be affected by their income and that of their spouse. The complex rules that govern current
jpayments for dependents will be eliminated. VA will no longer require invasive information about
the domestic situstions of pensioners. We will simply request mformauon to estabhsh a spouse
and any income of that spouse.

Under the proposed revision of the pension program, nonrecurring income will still be
counted for a full 12 months but VA would defer counting this income until the first of the
calendar year after the calendar year during which the income was received

The “45 day rul will be eliminated. A surviving spouse’s eﬁ‘ectlve di‘te will always
relate to the first. of the month of the veteran’s death if the original death pensxon claim was
reoexved within one year of the veteran s death.

-The vast majonty of pension overpayments resuit from pensioners’ failure to promptly and
'accurately report changes in entitlement factors. A major focus of the new claims process vision
is partnership between veterans, their representatives and VA. This partnership requires VA to
. ‘provide our pensioners with a clear understandmg of how the program works and what their
. ‘responsxbxhty is to that program. As our penmoners become better informed, understand their role
in how pension benefits are paid, and have easier access to VA to report changes, the number of
overpayments will decrease. Also, as VA continues to pursue more efficient ways to use
electronic information from other Federal agencies, we will reduce the mcxdents of overpayments
and i nnprove our semce to our pens:oners

- 7.5 - Income Repomng

A Public Law 103-271 gave the Secretary discretion in requiring annual EVRs. This
discretionary authority will be extended to eliminate EVR's for VA pensioners whose only income
is a matchable Federal benefit. In addition, pensioners in Medicare nursing homes will also be
exempted ﬁ'om the EVR process. ’ : .

L Pensioners in recelpt of Federal benefits matched with VA will have their VA pension rate
,adjusted autornatically at the time of their annuity COLA adjustment. - VA will give
‘contemporanecus’ notice of pension reductions where the reduction was based on information
furnished by the:claimant, the claimant’s representative, or where the information was furnished
by a VA employee or another Federal agency. Pretermination/reduction notice will still be given
‘prior to reduction in other situations. This will avoid overpayments to pens1oners who are in
recelpt of Federal benefits.
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Match (IVM) as the primary program integrity tool for the Improved Pension program.

The oontemporaneous reduction exception in. VA regulations should also be amended to
eliminate the requirement that information regarding income change or dependency ireduction
received from the beneficiary or fiduciary be in writing. This will allow telephone nottﬁcatron of
changes. The result W111 be less'of a burden for the beneficiary and a reduced mmdents of

overpayment . },

'i!l‘.

Long Term Strategy - Hybnd EVR/IVM

<

A goal of pensmn smphﬁcanon is to ehrmnate the need for EVRS ﬁ'o:m the Improvedi
Pension program and use the Income Verification Match (IVM) as the primary] tool for

~_ monitoring program integrity. Unfortunately, VA needs unearned income information ﬁom IRS

and earned income from SSA early in the calendar year, followmg the tax year the income was
reeetved S : A ‘ AT
' ' . . : ) ' : "! t:

stz ,.:

Ohstacle !
|

SSA earned income mformanon from employers is received on a preeemedl bas1s Only'

| apprommately 50 percent of earned income information for the previous tax year is of record with

SSA in July of the following year. By November of the calendar year followxng the tax year, 90

. percent of the eamed income mformanon is of record L is

| |
. IRS mdlcates that they start burldmg their “Informatlon Retum File” ﬁ'om data! iprovided

" by unearned i income payers in February following the tax year. The database- of unearned income.

information is NOT available until July and then it is only approxxmately 80 percent ooniplete ‘
IRS continues to build the database until December of the year followng the tax year At that
time they eonsrder the ﬁle complete. i
Solutlon | ‘ ‘

IRS and SSA must have improved or upgraded information technology systems in order
to allow VA to obtain information about unearned and eamed income shortly after the tax year,
ends. Once this happens VA can eliminate the EVR process and rely on the Income Venﬁcatlon

il

7.7 Example of New System o - | o E\
Using the previous example in section 5.8: o . )l

o A veteran has a monthly annurty income from Civil Service (CSA), a small monthly private
pension and yearly income from a small savings account He pays monthly ‘medical
expenses, meludmg a premium for health insurance. i

. (

1

e In Apnl the CSA is mcreased due to a yearly eost~of~lxvmg adjustment. Under: the new
pension provisions an adjustment has already been made in the veteran’s pension: \benefits

3
i
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~and notlﬁccmon has been sent regardmg the new monthly pensxon rate effective 5-1-97.

No overpayment is created. The letter to the veteran has informed him- that if the rate is

. incorrect the Regional Office should be notxﬁed immediately.. The veteran is also informed
of appellate rights.

e In August, the veteran notified VA that he received a small inheritance in June. The
amount is not large enough to terminate his eligibility to pension. ‘The veteran’s award is
adjusted effective January 1 of the follomng year to include this additional income. The ;
veteran is notified of the adjustment in his pension rate for the following year. No,
overpayment is created. :

e In Januaxy, the veteran’s Ehglblhty Venﬁcatlon Report (EVR) is recelved At thls time he
indicates anincrease in the amount of interest income received during the past year.
Benefits for the current year are adjusted to show this increase in interest income. A slight
overpayment is created and the veteran is notified of his appellate rights.

X Using this example the veteran’s award will reflect adjustments on J anuary 1, May 1, and
:January 1, with monthly rate changes in those months only. Benefits are thus predictable and
consistent, and the program is far easier to understand. In addition, pe_nsnon benefits now have a -
‘built in amount for medical expenses to provide the veteran with extra income to use toward
‘medical expenses as they occurred rather than waiting for re1mbursement

8. Rules Slmphﬁcatlon Plin
8.1  Rule Change Categones |

In connection w1th the establishment of the BPR clalms processing vision, elther at the lab
" sites or at any VA location where claims are processed, all procedurés intended to apply are

. tequired to be promulgated in the Federal Register. This is mandated by the Administrative
*Procedures Act (5 U.S.C 551 et seq. ). Although the rule changes listed in this report are required

to support the new claims processing vision, it is not intended as an all-mcluswe list. We expect:

further regulatory changes to be identified as VBA transitions to this new way of processing -
claims.

The rules simplification implementation pla.:i separates rule changes into two categories.
- The first category identifies legislative or regulatory changes that need to be made to support the
‘new claims processing vision. Pension simplification regulatory changes that do not require-
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i

[

_leglslatlve approva.l are included here. The second category includes legislative or regulatory
‘changes that would clarify- ex15t1ng VA policy or enhance or simplify the claims process. Many of

these issues were identified in the BPR business plan while others were 1dent1ﬁed by field, statlon
input. :
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82  Detailed List of Rule Changes to Support Vision

What change is needed

Criteria Current Rule
None Decision Review Officer. There are no existing regulations that |  Regulatory Write a regulation(s) outlining the authority of the Decision Review
E outline the authority of Decision Review Officer. ‘ Officer to include (but not limited to) Difference of Opinion, and post
7 ) decision hearing.
38CF.R Eligibility Verification Repori {EVR). The Secretary has ! Regulatory - | On an annual basis, VA pensmn cases are also matched with OPM
3.277(c) discretionary authority with regard to requiring annual EVRs_ oL records of - persons receiving CSA and Raiiroad Retiremeni Board
I Currently, EVRs are not required for pensioners with no income (RRB) records of people receiving RR benefits. Expand the
or who have only social security income. : dlscreuonary EVR authority to include these Federal annuities and
“ ioners in a Medicare nursing honie. _
38CFR Extra-Schedular Pension. Currently, veterans who do not meet Regulatory Allow extra-schedular pension decisions to be made by rating decision
3.321(M)(2) the basic disability requirements for pension may still establish { - - - ‘maker. This can be accomplished by amending 38 C.F.R. 3.321(b)(2)
: : basic entitlement if the evidence shows they are unemployable by | to delete reference to the Adjudication Officer and to expand the
reason of disability, age, occupational background and other authority to ratmg personnel to approve extra-schedular permanent
related factors. Such ratings are prepared by the rating decisions and total disability ratings. -
maker but must be approved by the Adjudication Officer. ,
38 CFR. Finality of Decision. - Decision is final and -binding and not Regulatory Change regulations to allow difference of opinion authority to certain
) 3.104 & subject to revision on the same factual basis expect by duly field personnel. (Note: regulatory changes are in progress.)
3.105() constituted appellate authority or except as provided by 38 . , s
- CER.3.105. ' ' . :
None Informal Conference. There are no exlstmg regulations foran |  Regulatory . | Write regulations to outline an informal conference process.
" ' informal conference. K : A
38CF.R Information Provided by Other Federal Agencm. Currenﬂy, Regulatory VA: regulations need to be revised to include additional exceptions
3.103(b)(3) in order to satisfy due process requirements contained in 38 which would allow contemporaneous notice and reduction where the
CER. 3.103(b)2), VA must send out a 60-day source of the information is a Federal agency or Federal employee,
pretermination/reduction notice to VA pensioners who are in Pretermination/reduction notices would only be required where the
| receipt of Federal annuities for which VA has a matching source of the information was a third party who was not a Federal
program in order to advise them that the increase- to -their | employee
“ annuity will result in a reduction o termination of benefits. - : -
38 C.F.R Method to File a Notice of Disagreement. A nonce of Regulatory . L:berahze regulation to allow a notice of dlsagreement to be received
20.200, 20.201 | disagreement must be feceived in writing. ‘ in wnhn& by telephone or by other electronic means.
38 CFR Method to File Claim. Current regulations fequire a formal or | -Regulatory = - |‘Elimjnate- the ‘reqmrement that the claimant file a claim in writing.
3.1(p) | informal communication in writing requesting a determination This can be accomplished by deletmg the Iast two sentences of the
‘ ' of entitlement or evidencing a belief in entitlement to a benefit. current regulation,
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Current Rule

38CFR Pretermination/Reduction Notice. Cnmmtly VA regulations | Regulatory Change the regulation to accept oomemporaneous nonce in any
3103 provide that before contemporaneous. notice can be used, the | ‘ instance where the information is provided by the claimant. This can
: information must be written, factuat and unambiguous. . © -+ - - -] be accoinplished by amending 38 C.F.R. 3.103(b)(3)(i) to remove the
: , : requirement that notice be provided to VA in writing. These changes
will allow benefit adjustments to be made more timely, reducing the
number of debts. It will eliminate confusion to claimants who are
often bothered by the fact that information they bave reported to VA
has not been acted upon and require some other action on their part.
Lo : : Changing this requirement will lead to improved customer service. -
38CFR. Proof of Service. A copy of an original document is acceptable Regulatory Expand this to allow National Service Organizations and State ‘and
3.203 - if the copy was issued by the Service Dcpartmem orifa oopy xs ' : County -Veterans Servwe Officers to cemfy copies of service
| certified as a true copy by a public custodian of records. - : . ‘ docoments. ©
None . Request for Clarification or Expressnm of Dissatisfaction. | ~ Regulatory Write regulations to omhne a request for clanﬁmﬂon or expressmn of ||
There are no existing regulations for a request for clanﬁcamm or}. dissatisfaction process. :
expression of dissatisfaction. . ‘
None Veterans Service Repmsentatxve. There are no existing Regulatory Write a regulation(s) outhmng the mxthonty of the Veterans Servxce
A regulations that outline the authonty of the Veterans Service | ' Repxesentanve - <
Representative. L -
38CFR Withdrawal of Appeal Issue. Current regulations require the Regulatory Change requirememt that an appenl issue can only be withdrawn in
20.204 appellant to withdraw a notice of disagreement or any appwl ' writing. Liberalize regulation to allow a notice of disagreement to be
: issue in wnt_z_&_ v__ _ 2 N withdrawn in wntmg _I_Jz telgghone or by other electronic ic means. J

T abIe 8-1: Outlme of Rule Changes to Support Vision -
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8.3

Citation

38 C.F.R.

3.306

Allen v,

g

Brown (93-
245)_

e Y N

Aggravation of NSC by SC. - The regulation pertains to
aggravation of a pre-serve disability. The Court has interpreted.
this regulauon beyond the intent of Secretary by its interpretation
that service connection can be provided. for a condition

connection oondmom

Detailed List of Rule Changes that Clarify or Simplify the Claims Process

established after service which is. aggravated by a servxce- BTN

"{ Payment of oompenmﬁon wonld be limited to conditions caused by

‘| existing ‘service that are not service-conmected which might be

" RULES AND PENSION SIMPLIFICATION TEAM REPORT

service or -conditions - pre-existing service that were aggravated by |
service. Aggravatxon or incremental increases in disabilities not pre-

Gttt cnobla Am

aitributable o 'a scrvice-connect nected "'m"nl'fv cannot be ‘considered.

.| service connected. mmwunldcm&meregulatorygmdanceand
| ensure that oompensauon beneﬁm arepaid in accordance to exnstmg

statutory requirements.

38C.E.R
3.450-3.461

Apportionment. VA rules cnrremly allow all or any part of a

| veteran's VA compensation to be apportioned on behalf of

his/her spouse, children or dependent parents. VA rules also

, allowtheapportloumentofalloranypartofasmvwmgspoum

DIC benefits.

Regulatory

Discontinue " special apportionment dewnmnanon which allow

'| payment beyond the additional amount attributed for the dependent.

Special apportionment -decision required development of financial

-| resources, -obligations and specxal needs ‘of the parities, Allow
-apportionment of the precise additional allowable for the dependent

This would promote consistency in decisions as well as

predictability and equity. Promngnmeforthm claims wouldbe
sxgnﬁcanﬂy shortened. improving customer service, ‘

38 C.R.R.
3.3810

Clothing Allowance, VA pays an annual c¢lothing payment to
veterans with SC disabilities that require prosthetic or orthopedic
devices or medications that wear out or -damage clothing.
Payment of this benefit is dependent on filing an application.

Regulatory

_Presume entitlement to clothing allowance based on a rating dec:sxon

finding of anatomical loss or loss of use of a hand or foot with use of a_
prosthetic or orthopedic device. Payment of the ACAP would be
established 'based on the ‘fating decision without need for an ||
application by the vetéran. - An application would still be required for
payment based on the other criteria established in the regulation.

38 C.F.R.
4.30

Convalescence for Par. 30 Increases. The current regulation
provides that total ratings will be assigned for . surgery
necessitating at -least one month of convalesce. The term
“convalescence” is not defined here or elsewhere.

Regulatory

“Convalescence™ should be precisely defined to indicate whether or
not it means such things as confined to home, or requiring frequent,
scheduled therapy- sessions, or unable to return to full-time (or part-

| time?) work, etc. Since the meaning is not presently clear, it is subject
| to -inconsistent - application by rating -specialists. ~Clarifying the

regulation will lead to consistent application of the regulation.

Court Appointed Guardians, Court appointed guatdians mmst

determine if the court appointed guardian is best for the veteran.

Regulatory

| be:confirmed by VA: - A field ¢xaminer- reviews. the casgto.Jon wisin ool o

Ameptwmtappommdguard:ansmmandforsepameVA

-approval.. - This - would -improve..timeliness. and reduce workload.

fhﬂughanybeneﬁt&thevetemwunldbetranspaxent,\%omﬂd
mspondtotheseclmmsmomqmcklybyacoepnngtheCoun

Iut. iilei@iiriits
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| Current Role

Estate Limit. VA suspends compensation and pension benefits

when an incompetent veteran with no dependents is hospttahzed .
by VA and the veteran's estate is-$1,500. ‘The suspension lasts
unnlthcwtate wreduwdto$5000rtbeveteran:srelmsedﬁom

Izg:slatxve

‘What Change is Needed and Wh 1 Why.

Increase limitations to- lngher levels.  The sl 500- dollar limit - was

established in 1933. No:cost-of:living adjusnnent has ever been added

| to this amount. In.today's' environment,"it does not represent a

substantial sum.of money, - Raising the amount will provide a

| reasonable economic mwmmmmed from VA care ||
but still be at a low level as an estate value. -

38CFR.
3.340, 3.343,
4.16,4.18

Individual Unemployabihty Payment at.-the 100 percent rate | -
|-can be granted if the veteran is unable to secure or follow gainful
-| employment due to a SC condition provided specific. schedular

levelsaremetoranextmschednlarxaungmappmvedby A
VACO.

Regulatory

The regnlations shonld be revised to provide clear procedures and
substantive standards for making this dcterminati_qn." (Note:
regnlaﬁonsareinprogress.), L '

t

38CF.R
3.302

finding of willful misconduct, That presumption of mental

Mental Unsoundness in Suicide. In instances of suicidal death
in semce, a presumption of evidence of mental unsoundness |
which arises because-of the snicide or suicide attempt negates a

unsoundness can be overcome by affirmative ewdcnce showing a
reasonable adequate motive.

- Regulatory

Elther make the presumption ofmental xmsonndness hold true in all

snicides or 'attempted suicide cases, ‘or more precisely define
circumstances that could lead a rational person to self-destruction.
Examples of this might be a terminal mn&ss, financial difficulties, or
deathofalcvedone :

38 C.F.R.
3.1600

NSC Burial Payment.  Benefits are paid through an apphcatmn
process which involves determining the proper payee and
developing supporting evidence including verifying the payment
of bunal expens& '

Regulatory

Changexthe rule to allow'the one-time nonservice—connected burial.

benefit to be paid to the veteran's estate. . Additional beiefits for SC
butial wounld require a claim. - This wonld simplify the process and
reduce the number of folders established and hand-offs. Payments

would go out immediately when a. FNOD was input. _Simplify the ||

process, ehmmatctheﬁhngofbmalapphwﬂom and receipts from
faneral homes; it wonld reduce the mumber of light-weight folders
built, andmultmoverall savmgsnanonwxdcforthe storage of XC

| folders. This provides the: VA burial benefit simply and quickly

without the need for an application. -

‘38 C.F.R.

Vocational Rehabilitation Eligibility. Current regulations
provide that all determinations regarding basic ent:tlement and | .

jod of eligibility be made by appropriate Adjudication staff. .-

21.50 (d)
l the beginning and ending. datw of a veteran's basic! ,12¢year AP

T abIe 8-2 Detailed Lzst of RuIe Changes

that Clariﬂ or Stmpl ﬁ' t}ze Clatmerocess

s S g T 2D 1 e AR

BT RSt T S SeE SRS S

-~

Onceamnngdetermnanmhasbcgnmde, VR&C -staff should be-

ic .enhtlement decmons for Chapter

ot e o g
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8.4  Revision to Rating Schedule

The business case identified a need for making the rating schedule more objectlve VA has
been involved in a comprehensive review of the rating schedule. One of the major. objectives to
this review is to make the rating criteria more objective whenever possible. The rating schedule is
i .organized by body systems. Eight body systems have been revised and published. as final rules.

+  Four “additional body systems have been pubhshed as proposed rules and the remaining -four

S fsystems are in acuve development

Genito-urinary pubhshed lﬂz@l pubhshed 1/ 18/94
Oral/Dental published 1/19/93 published 1/18/94
‘Hemic/Lymphatic . published 4/30/93 . - published 9/22/95
Gynecological and Breast published 3/26/92 published 4/21/95
-Endocrine published 1/22/93 |. published 5/7/96
Systemic , ., published 4/30/93 . published 7/31/96
Respiratory published 1/19/93 published 9/5/96™
Mental Dls.orders " published 10/26/95 published 10/8/96
Skin . L published 1/19/93 under review by VA
Cardiovascular ‘published 1/19/93 ‘under review by VA
Muscle Injuries “published 6/16/93 " - published 6/3/97 -
Ear & Other Sense Organs | published 4/12/94 “under review by VA
Nemologiqcal in development ' : .
Eye ' in development
Digestive . - ‘ in development
: Orthogedl in development

" Table 8-3 Rating Schedule Changes Status as of June 1997

9, Implementatxon Strategy
9.1 Statutory Change

v The rule change dealing with the estate limit amount requxres a change to the statute. The
request for this rule changes should be made at the earliest opportunity:

e Increass estate limitation in incompetent veteran cases subject to reductlon under 38
CF R to an-amount greater than $1,500
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i
9.2 Pnonty of Regulatxon Changes 1

By its very nature, the regulatoxy process is long and involved w1th much uncertamty

along the way::In order to accomplish the regulatory changes outlined in this report, a staged
release approach will be taken over the next five years. The regulatory changes have been divided
into four groups A fifth grouping includes those regulations that need to be further deﬁned and: -
have been deferred for lab site review (See section 9.2.). Rule changes dealing with the appeal
‘process will need to be coordinated with the Board of Veterans' Appeals. Rule changes dealing -
with Vecauonaf ’Rehabmtanon will need to be coordmated Wlth that Servlce :

‘F:rstGroup(V:szon) ' o A f S l

. Accept Informanon from the Claimant via Telephone Fax, or Other Electromc Means
l
o Allow Contemporaneous Notlce for Informatxon Received from any Federal Agency or
Federal Employee :

-

R T

. Allow Dlﬁ'erence of Opmlon Authonty for Decnslon Review Officer:

. Allow Extra-Schedular Pensmn Ratmgs 'by Ratmg Declslon-Maker

N L S
¥

s

.. AllowNSO to Certify DD214 -
S : .

e Allow Infoxmatxon Reeewed from- Clmmants via Telephone Fax or Other Eleqtromc
- Means'to be Used asa Basm to Reduce or 'I‘ermmate Benefits . o ‘l
. Ehmmate EVRs for Other Federa.l Annmtants or Medlcare Approved Nursmg Home
Patlents o S . . !

l
. Ehmmate Requxrement to Flle Claim in Wntmg .
Second Group ‘- - | : l
. . : ]

. Allow Basxe Vccatlonal Rehabilitation Ehg1b1hty Determmatlons to be Made by VR&

o Allow NSC Bunal Payment to Next-of-Kin Without Need for an Apphcanen ’t

. Allow Recegmtlon of Court Appointed Guardians ‘ ‘I

|
. Clanfy Regulatxons on Service Connection by Aggravation of Pre-Service Condmons
Third Group ‘ = | }l
.I
¢ In Claims for Apportionment of Compensation or DIC Benefits, Allow Only the
Additional Payment for Dependents ‘ g
g . . fi
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. Change Method to Withdraw Appeal Issues:
o (larify Indmdual Unemployability Criteria

Fourth Gy oup

e Clarify Regulation on Fmdmgs of Mental Unsoundness in Suicide Cases "
¢ Define Ccnnvalescenee

e Establish Entitlement to Clothing Allowanee Payment by Ra’ang When Veterans Meet
. Requu'ements of 38 C. F R. 3 810 (a)(1) ‘

93 Lab Slte Involvement in Rule Changes

Lab sites have been estabhshed to test various concepts outlmed in the clmms processing
vision. The lab sites will provide valuable information about how new rules and procedures
should be formulated or existing rules and procedures changed to create the claims processing
environment enwsloned in, FY 2002. A change mechanism must be developed to support this
-concept. ; P

New reg\ﬂanons for the post decision rewew proeess are critical to the success of the new
claims process vision, In addition; new regulations are needed to address the authority of ‘the
Veterans Service Representative. The detailed description of the new claims process provided in
. the Work Design Implementation Plan will form the foundation on which the new reg\ﬂanons will

. be formulated. The mlplementatlon planning schedule assumes a six-month period to clarify the
:  post-decision review process and gather information prior to . formulation of the necessary

" regulations. Representatwes from the lab sites will work with the mdlvxduals tasked with drafting
the actual regulanons This should be a very interactive process ‘ ‘ :

Although the nile team did not 1dennﬁr a need to change the regulations deahng with duty |
*  ‘toassist or well grounded claims, procedures involving these concepts are still confusing to many
i . field stations. . In fact, the Court is still working out the concept of well grounded claims.

- Because the Court is interpreting the statute, VA is bound by the interpretation unless a change to

the statute is made. The lab sites can help formulate new procedures in these areas that fit the
new claims proc,essmg vision while ensuring compliance with the intent of the law.

The hst below 1denuﬁes potential rule changes that will benefit from the: experience and
input on the lab sites. In addition, the collection of data at the lab sites may be beneﬁcml to the
fermulanon of some-of the suggested rule changes.

Deferred forilab Site Input,

o Change Method to File Notice of Disagreement or Substantive ;Appeal

» Establish New Regulations for the Veterans Service Representative
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o Establish New Regulations for Post Decision Review Process to Include:
~  Authority of Decision Review Officer |
- Reqt‘iest for Clarification or Expression of Dissatisfaction

Informal Conference .

94 Desrgnated BPR Regulatnon Team

A cntlcal success factor to aceomphsh these regulatory revisions is allocatlon of suﬁicrent
resources to acGomplish the changes outlined in this report plus any additional changes 1dent1ﬁed<
by the lab sites. The current Compensation and Pension (C&P) Service structure does not have
adequate resources to accomplish the amount of additional work required within the BPR time
frame. A separate BPR regulation staff should be established in the Compensation and| Pensmn
Service to draft proposed regulatrons review existing Adjudication Procedures manuals for rules,
coordinate with:General Counsel, analyze public comments and finalize the regulatlon. The BPR
regulation staff 'will focus only on regulatory changes outlined in this- report as welt as any other
required regulatory changes identified by the lab sites. Regulations will be' reqmred for any
legislative proposal related to BPR that is subsequently enacted. The most notsble is the;pension

simplification initiatives. This staﬁ‘ lel be respons'ble for those regulanons as well as the ones .
N outlmedmthrsreport ‘ o . . L §%
. The creation of a separate BPR staﬁ‘ will allow the current regulatwn staﬁ' members to
. continue their very important work of revising the rating schedule and other regulatory i rssues not
. part of BPR. 1t also recognizes the fact the Compensation and Pension Service has numerous .
pnontres relating to regulations that are not BPR-related. - Coordination between the two groups -
is essential to producing consistent regulatory guidance and 1dent1fy overlapping issues. The
implementation schedule assumes four full-time employees assigned to this staff. The plan also,
assumes a three month ’nme ﬁ'ame to assemble and train the staff. ;
: l
Essential to the success of thxs endeavor is a close workmg relatlonslnp w1th the O]fﬁce of
General Counsel (OGC). A joint commitment to the success of BPR will result in clear,
- understandable regulatrons produced in a timely fashion. In addition, we can be sure that we meet
‘the legal requirements of the Administrative Procedures Act. Ideally, designated staff members
from General Counsel should be assrgned to any BPR related regulatory change. In addrtlon,
VBA and OGC must commit to an aggressive timetable for review and concurrence for these
regulatory changes , « xlt
A number of suggested changes involve regulatrons not controlled by the Compénsatron

and Pension Service. Negotiations with the Board of Veterans Appeal and the Vocatronal
Rehabilitation and Counsehng Service would be needed to address those suggested regulatory
changes under their control. :

7
it
{
l
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9.5  Risks

There is considerable uncertainty and unknown factors involved within the legislative and
regulatory process. The current regulatory process involves many different players, both internal
and external to VA. Each will have different priorities and responsibilities. Proposed legislative
_or regulatory changes may not be accomphshed within the time frames projected by the team. A
real possibility exists that some proposals might never be adopted This could -have significant
“consequences to the successful implementation of the BPR vision by FY 2002. - Commitment to
implementing the BPR wsxon must mclude all elements within VA who' paruclpate in the rule
making process. - ' .

‘ Without adequate resources ass1gned to the task of accomplxshmg the legxslatxve and
regulatory changes outlined in this report, milestones for accomplishing these tasks will not be
‘met. This has the potential of impacting other activities or milestones of interdependent activities.
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100 Items for Consnderanon by the Compensatton and Pension Servu:e

10.1. PotentmlLeglslatweChanges o - -’j B i
. {

- The team identified a number of potennal legislatlve mmanves that were beyond the sdope .

- of the team charter. The items discussed below are referred for review and subsequent actxon

deemed appropnate by the Compensauon and Pensxon Semce o X,

- A -
e Effectlve dates (38 U S. C 3010, 5110, 5111 5112) Under exlstmg regulatlons we ha\ie a .
plethora of possibilities of beginning dates of benefits and ending dates of benefits or dates .of
reduction further comphcated by mandatory payment dates as opposed to effective dates. n
i S

What Change is Needed and Why.. Eﬁ’ecﬁve dates should be sxmphﬁed SO that they are
" uncomplicated and predictable. Such simplification would promote consistency and -

accuracy and would mean fewer delays in delwenng services to our customers

|
|

) »Schoolchxldren (38 U.S.C. 101 (4)) VA beneﬁts can be paid for children between the alges
‘of 18 and 23 while they are pursumg a course of mstmctton at an approved educatlonal
institution, v , | , ) l} ‘

What Change is Needed and Why. VA should consider whether to redefine a Chlld at
age 18 as an adult. VA payments for children would be paid for children up to age 18; or
19 if in: high school. -(This suggestion does not pertain to DEA benefits under Chapter
35). This would be consistent with the approach used by SSA. VA’s obhganonl to
provide ‘additional benefits for dependents would end when a child is legally oonsxdered an
adult unless the htgh school is not completed

o Specxa! Monthly Compensatwn (38 US.C. 1114) There are numerous poss1ble levels of
special monthly compensation - so many, in fact that 54 possible SMC rates and codes are
listed, w1th 38 of those having both a basic rate and a hospltahzed rate. |

l

'What Change is Needed and Why 'SMC should be stratified into far fewer levels such

as 4 three tiers approach. Determining entitlement to SMC has become far too complex

This would need a special eff‘ort to develop. the sxmphﬁcanon model and subsequent

leglslatlve proposal o : ‘

i
10.2 Dlssemmatlon of Information’ ll
A %1

‘One of the primary responsibilities of the Compensation and Pension Service is to prowde '
information to claims processors. This information must be complete, timely and relevant. The
C&P Service should have direct control over the means of information delivery as well as jts
production. Although the current ARMS system does provide the most current versxons‘!of
procedural and regulatory information, it does not have universal appeal to the user. Electromc
distribution of All Station letters is faster but the processis essentially the same as when the

letters were sent by mail. As our electronic environment grows and improves, we need to take
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'advantage of that technology Explormg pOSSIbllltles for mproved communication via VA's
Intranet access can be done now. The team recommends that further study be conducted on the
dissemination of i 1n1ronnatxon from the Compensatzon and Pensxen Service to the ﬁeld

}

11. Rules Rewewed Pertammg to the Vlsmn

The follownng chart outlmes the new claxms processing wsxon and 1dent1ﬁes rule changes
needed to support that vision.

Initial Application =~ ' - -~ - o 3.151(a) Clarify "Form Prescribed"
Methods of Application - L 3.1(p), 3.155| Eliminate "in writing"
I InformalClaim .~ - - | - 3.155(a) No change required -
Date of Claim R 3.155, 3.400 | No change required
Content of Application -~ = | =~ 3.150-3.160 |No change required
Proof of Service = « . - [3.203(a) Add NSOs Certify "true copy"
o o forDD214s .
Specificity = = - . . 1 3.155(a) No.change required
Date of Recelpt Rule ‘ 4 1 3.155(a), |No change required
o uE 3.1(r) L
Place of Recelpt o | 3.1(r), 3.155 | No change required ,
Role of VSR and RVSR o 1 ~ |No Existing. Need New Regulanons .
. Regulations
- Delegatlons of Authonty for VSR, - 13.100, No change reqmred
RVSR . _ 3.105(b)
Required interacti on/documentatxon ‘ 3.103(d) No change .reqmred ‘
between claimant & VSR, RVSR ' : : ‘ :
Initial dutyto'assist =~ - | 3.159(a) No change required
Time Limits to Produce =~ |5103(a) 3.109 No change required -
Requested Evidence - ‘ | , o
- Duty to Inform - Consequences ' 3.159 No change required
Well-Grounded = . B ' 3.159 No change required
New and Material Evidence ‘ 3.156 No change required
Evidentiary Rules = ' 3.103(d), |No change required
: : : S |3.105(d) & |
: « , (e) ,
Telephone, Fax, Intérnet Evidence| =~ 3.103(d) Allow Reduction/Termination
* ‘ . Action based on Telephone
Call from Claimant
Responsibilities/obligations of ' 3.103, 3.159 | No change required
claimants and their representatives s . _ “

' i
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|

Authori

Right of claimant to Produce 3.103(d) No change required |
Evidence . , : - : , [
- Right of Claimant to Hearmg 3.103(c) No change required |
Benefit of the Doubt t 13102 No change requxred B
A‘,Fn;ahty of ngsxon 7105(b)(1)& |3.104 & ' |No changer qui ed i
- i 1) - 3.105(b) I
ottﬁcatlon Requxrements A 3.103(), . No change reqmred“I
(mcludmg those covenng the new . 1925 A
review process):: ' L : K
Post-Declsxon Rewew No Existing Need New Regulatlons to
Regulation |include Outline Process.
Request for Clanﬁcatlon or No Existing |Need New Regulatlon i
J|Expression of Dissatisfaction - o Regulation %
otice of Disagreement (specificity) | 7105 19.26, Ehmmate the Requlrement “m
T 1 20.200,  |writing" . ;
R . 20.201
Time Limit to File NOD - 7105 20.302, No change reqmred k!
L - 20.303 _ i
Method to File NOD .~ 17105 20.2.00, No change reqmred i
R | 20.201 i
Withdrawal of NOD 19.26, No chm;ge required ';
: T : 20.204 ke B
Role of Decision Review Oﬁi&:er: No Existing | Need New Regulation |-
| Regulation ‘ L
Delegatxon of Anthonty 3.100, ~ |No change required |~ :
3.105(b) - L o :
Right ofClmmant to. Produce 3.103, 3.156 | No change required |
Evidence .~ S | ;
Informal Conference - No Existing | Need New Regulation | :
: , L Regulation : - ii
Evidentiary Rules 3.103()(2), |No change required |
T &3.105(d) | - ©
& (e), 19.26, b
19.31, 1
19.37,
19.38, 4
20.304 |
Difference of Opinion: 3.105(b) Change Rules Governmg
' ‘ Difference of Opinion ‘é
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X N
] 3 B
s

Inmal Revxew Officer Declsxon No Existing |No change requrred
Regulation

Hearings Issues ' ' - 13.103 | No change required
|l Right of Claimant to Produce any | 3.103 No change required
Other evidence .- :
Evidentiary rules ' 3.103(d), |No change required

| o 3.105(d) & |
o (e), 19.26, °
' ' 19.31,
19.37,
19.38,
o : 20.304

Review Officer Hearing Decision - |No Existing |Need New Regulation

' . Regulation ' L
SOC including Form 9 119.29, No change requifed
= 19.30, :

‘ 20.202,
L 3 20.203
|ISubstantive Appeal o . - . 119.33, No change required -
: ' ’ ’ ©120.202, :
20.203,
E , j 20.204 L

Statement by VSO (646) ' .120.600 - |No change required
Withdrawal of NOD or Substantive | 20.204 Eliminate the Requlrement “in ||
Appeal , writing"

Grant Beneﬁt or Certxﬁcatlon to : 19.35, 19.36 |No change required

i Table 11-1: Rules Reviewed Pertaining to the Vis:ion
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Appendix A. List of Participants

C&P Service Pension Sub-Team Members

C&P Seryice Rule Sub{Team Members

Steve Cumbea - VARO Louisville -
Cheryl Deegan_ VACO, C&P Service
, : f (Team Leader)
Joyce Greaving VACO, C&P Service
Kathleen Hamilton VACO, Budget
Harriet Heywood VACO, OGC
Carolyn Hunt : VARO Hartford
Paul Trowbridge VACO, C&P Service
Doug Wellin VARO Milwaukee
Cathy‘ Scfhwedes SRA

VARO, Boise
Cheryl Deegan VACO, C&P Service
y ‘ (Team Leader)
[Donald England VACO, C&P Service
Thomas Gessel 'VACO, 0GC
Ursula Henderson VARO, Newark
Sue Ann Thrke VARO, Sioux Falls
John McNeill VFW
Carl Ray | VARO, Huntington
Phlhp Zellner SRA
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P

Rules & Regs Changes to Support BPR Vislon

Statutory Changes
meuhmmmomﬁwm

VA Draft of Legislitive Proposa]
| OMB/Congressions] Approval
VA Writes Proposed Regulation
OMB Ramew & C:mwnt Pmod
VA Writes Final meg:hnm
OMB Review & Puh!wenm nCFR
Regulation Changer
Difference of Opinion Autharity for DRO
VA Writes é@mﬁwm
OMB. Rmew & Cmmwut Pmod
" VA Wites mmx nqmimm

Omkmm&!mmm

First Group (Nmykqﬂ:mfnt V‘wm)

Aeoeptlm‘bmmm\n Telephane, Fax
Allow Contemparanious Notice

Aummdw&ﬂkabykmsm

Allow NSOs to Cestify DD214 _
Allow Phone & Fax Info to Adjust Benefits -

Eliminate EVR for Federal Anmuitants Medicare NH

Eliminate Requnt to Fillo Claiim in Writing
Assemble & Train BPR Team
v.xwﬁzanspewnegum&n

- OL!BW& Cocmment Period
VA Writes Final Regulaticn
OMB Review & Publication in CFR

LakSitaInpn’

; B

Change: Method to File NOD ar Substantive Appeal

Establish New Reg for Decision Review Officers
Establish New Reg for VSR R
Establish New Regs for PDR Process
VA Wirites Proposed Regulation
OMB Review &: Comment Period
. VA Writes Final Regulation
‘OMB Revicw & Publication in CFR

o)l

Appendix B Implementation Timelines and Milestone Charts

Cohadisl

C&P BPR Rules & Regulations Implementati
B L FYse FV99 FY00

FYo1 -

QL.02 O3

04

[#}]

FYo2

0203040[0203040!0203qu0201(.&

B

Q03 Q4

‘ *C&P BPR Rules & Regulations Implementation Schedule continued’ on next page)

L
i

" Figure B-1: C&P BPR Rules & Regulations Implementation Schedule

B-1
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C&P BPR Rules & Reguixtions Implementation Schedule -

FYor FYss " ryss Fvoo Y1 | Frer
-0l ©2 93 Q4 Q1 Q2 03 Q4 QI Q2 03 Q4 O1 Q2 Q3 Q4 O Q1 O3 Q4 QLigd @y Q4

Other Desirable Regs Changes : e |
Second Growp = . . R =
Aﬁow\'R&CtomakcchEhgxbﬂrtyDetmn.
Allow SC anly for Cond Caused/Aggrav by Service N P
Allow Recognition of Court Appointed Guardians :
Provide NSC Burial Allow. Peyment to Estate : :
RukmDvame«sT‘mummowDays

- VA Writes Propoded Regulation
OMB Review & Comment Period
’.vAwﬁmrmunegum
~omncview&?uhﬁuﬁh'mm
Third Group
ChangeAppommmtRnlu
Change Method to File NOD
Clarify Individual Unemplayshility Criteris
VA Writes Proposed Regulation
OMB Review & Comment Period
VA Writes Final Regulation '
OLmRmew&PubhcamnmCER
P‘ouzﬂ:(lmqa

BsfahluhEmﬂmmtoACAPbyRmns .
Clarify Reg on Menital Unsoundness in Suicide

- VA Wites Proposod Regulation

- OMB Review & Comment Period

" VA Wites Final Regulation
OMBRmew &‘PubliesﬁminCFR

it
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~ Rules & Regs Changes to Suppoﬁ BPR Vision
- . Statutory Changes
Increase Estate hmrtauon in Inoompetcmy Casa N

_Regulation Changes ‘
Difference of Opinion Authority for DRO

First Group (Necessary Reg Changes for Vision)
Accept Information via Telephone, Fax
Allow Cortemporanecus Notico
Allow Extra-Schedular Ratings by Rating Specialist -
Allow NSOs to Certify DD214 -
Allow Phone & Fax Info to Adjust Benefits
‘Eliminate EVR for Federal Annuitants Medicare NH -
Eliminate Reqm! to File Claim in Wmmg

Deferred for Lab Site Input

Change Method to File NOD or Substantive Appeal
Establish New Reg for Decison Review Officer
Establish New Reg for VSR ’

Establish New Reg for PDR Process

Other Desirable Regs Changes
Second Group A

Allow VR&C to make Basic Eligibility Determin.
Allow SC only for Cond Caused/Aggrav by Service
Allow Recognition of Court Appointed Guardians
Provide NSC Burial Allow. Payment to Estate
Reduce Due Process Time Limit to 30 Days

Third Group -
Change Apportionment Rules
Change Method to Withdraw Appeal Issues
k Clarify Individual Unemployability Criteria
- F p

Establish Entitlement to ACAP by Rating
Clarify Reg on Mental Unsoundness in Suicide
Define Convalescence

o1

C&P BPR Rules & Regulations Implementation Schedule .
FY97 FY98 FY®® FY0D FYO1 - FY02

Q2 Q3 04 Ol 02 Q3 04 Ol Q2 O3 04 Ol Q2 Q3 4 Q1 Q2 03 04 Q1 Q2 Q3

»i?, )

I ———
I—

If

Figure B-2: C&P BPR Rules & Regulations Implementation Schedule
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APPENDIX C PENSION SIMPLIF ICATION INITIATIVES

The following nme pension simplification proposals are reqmred to change the current
pension program to a simpler and more cost-effective program that better serves our veteran
- community, as well as the taxpayers.  The changes outlined here can only be accomphshed
‘through amendments to Title 38 U.S.C. These proposals do not create a new pension program,
only change the' exzsnng pension program. Since pension entitlement is renewable each year, the
revised program must be the only pension program VA administers. To grandfather any
" provisions of the current labor-intensive program changed by these proposals will only exacerbate
the administrative straitjacket that exists now. We propose that these changcs go into effect

January 1, of the calendar year following enactment.

“}

Proposal 1.. Elm:unatmg Income Limitations for Section 306 and Old. Law »
Pension Recnplenm '

Statement of the Issue

- This proposal would ehmmate annual reportmg reqmrements for Old Law and Sectxon 306 -
pension reclpxents

Backgmund

Section';BOt_i or Old Law pension beneficiaries receive a protected rate provided the
beneficiary's income does not exceed the applicable income limit. The monthly rates of these
benefits have been frozen nearly 20 years. As long as the beneficiary's income is below the
income limitation, rio changes are made to the protected rate unless there is.a loss of a dependent.

The current Improved Law pension program became effective in 1978. It superseded the
Section 306 pensxon program, in effect from 1960 to 1978. Prior to 1960, the Old Law pension
.program was m effect. Each of these laws has different income computation rules and limits and
with the passage of succeedmg pension programs, recipients were not requn*ed to convert to the
new law. ,

of VA‘s appro:qmately 750,000 pcnswners " about 171,000 are in the Sectlon 306 or Old
* Law pension programs. The average age of pension recipients under either one of these two laws
is 75. These are elderly people who have received Section 306 or Old Law pension for over 20
years without a mgmﬁcant change in income or dependency status

In December over 57,000 Ehglbmty Verification Reports (EVR's) were sent to these

elderly pension recipients. Over 100,000 "reminders" were released asking about changes in

 entitlement factors even though the average percent of beneficiaries terminated due to mcome
changes ina ngen year has been less than ﬁve - percent over the past ten years.

i
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1

5

. o |

Goals of Reform .-~~~ - I j

‘ |

e Eliminate the reporting burden for elderly pensxon rempxents who have had a statlc income
. .for many years s

. Snnphfy admxmstrat:on of the Old Law and Secuon 306 pensxon programs. |

| _ Béneﬁfﬁ of Reform

'« Removal of an administrative burden from eldefly,'disabled beneficiaries.

. Administrative costs will be reduced.

o: : The number of EVRs will be reduced by nearly 33% (57, 132 of 174 369) wnh mxmmal
“program integrity risk, resulting in 57,000 fewer entxtlement decisions. |

- Specific Legzslatlve Proposal

-
E
Leglslatxve actxon would be reqmred to eliminate income limits for Section 306 }and Oid
Law pension recxplents net worth limitations for Section 306 pensioner, and EVR requirements
- for Section 306 pensioners. Elimination of the requirement for EVR submission for 01d Law
vpenmoners may be accomplished by amendment of 38 C.F.R. 3.256 and 3.661(b). Ehmmataon of
income limits for Section 306 and Old Law pension and net worth limitations for Section 306

- pension would require: conforming  regulatory amendments to 38 CFR 3. 3(a)(2)(v1) and
'f(b)(3)(1v) 3.26,3.28, 3. 29(&) 3.660, and 3. 661(b)

}

CostEstnmate - . S i

' 4
~ Shown below is the estimated caseload and benefit cost of this proposal, assummg an
eﬂ’ectlve date of January 1, 2000 :

i
il

i

Veteran = Survivor 'Estimated Benefit ’}

'FY © . “Caseload -~ Caseload ‘Cost (Smillions) ’ia

i

570 11,080 1.9 i

. “ 2001 - 1,000 . 2,000 o 357 }l
2002 1,300 2750 43 i
2003 © 1,510 2,750 5.1 A

o a $159 §

Figure C-1: Estimated Caseload and Beneﬁt Cost of Proposal 1 - s{

i
The. average number of terrnmanons due to income for both Old Law and Section 306
veterans and survivors was calculated over the past ten years Data was taken from the monthly

aa
& '
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COIN CP-103 reports Informatxon concerning tcrrmnanons due to a change in dependency
status was not available for Section 306 beneficiaries. However, because the average age of
Section 306 veterans is 74, there will be few terminations die to changes in dependency status.
-The ratio of terminations to caseload was computed and a ten year average calculated. As
expected, the average percent of terminations due to income was low, less than 2.4 percent for
veteran Prior Law cases and 1.3 percent for Prior Law survivors. These percents were applied to
the projected caseload shown in the 1998 President’s budget, to estimate the number of
terminations due to income through year 2003. The number of projected annual terminations was
accumulated and then decreased' each year to account for mortality among this population.
Veteran’s age-specific | Department of Defense mortality tables were provided by OMB.
Survivor’s age-speécific mortality statistics were taken from the Oﬁce of Resource Management
contingent liability model. The number of terminations take out who would qualify for pension at'
a later date. Because this figure is unknown, this estimate may be overstated. The estimated
caseload was multiplied by the projected average benefit payments shown in the 1998 President’s
budget. This provided the estimated number and amount of terminations which would be avoided
through unplemenita’aon of this provision. -

! -
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Proposal 2. : Disébntjhue ‘I'Iospi‘tal Adj ustments For Seétion 306 and Old Law Pension

+

Statemen‘t of the Issue

This proposal would remove the reqmrement for pension reduction for Old Law and -

Section 306 pensioners who have been hospitalized for two full calendar montbhs. Removing this
requirement would make their benefits equitable with Improved Law pensxoners

Under the prowsmns of 38 C.FR. 3.551, veterans in recelpt of pension benefits under
prior pension laws who have neither a spouse nor dependent child are subject to reduction of their
monthly pension beneﬁts when they have been hospltalzzed at VA expense for two full calendar
months. A .

As of Séptember 1996, there were 17,377 veterans with no dependents in receipt of
-Section 306 pension and 336 veterans with no dependents in receipt of Old Law pension benefits
*(compared to 247,731 Improved Law veterans with no dependents). In order to prevent possible
ovm'payments in these claims, VA hospitals are reqmred to notify the regional office (RO) when a
veteran receiving pension under one of these programs is admitted. Then, controls are established
and hospitalization status is monitored carefully. VA Medical Center (VAMC) personnel also
notify the RO when the veteran is discharged. In most instances, an adjustment is not necessary
because the veteran is not hospitalized for the requisite length of time. VAMCs are moving
: _‘toward prov;dmg outpatient care and are not hospitalizing veterans for the long periods of time as
'seen in the past. Therefore, we are spending scarce resources at both the VAMCs and ROs to
'control for reduactlons whlch, in most cases, will not be necessary. -

When veterans in recelpt of pension under one of these two programs but not in rece1pt of

A&A or Housebound benefits, are hospitalized for more than two full calendar months, in most

cases, their ‘outside expenses continue. These expenses include rent or mortgage payments,
utilities, insurance premiums, car payments etc. Veteran's in recelpt of pension are, by definition,
not possessed of large estates from which they can draw in order to meet these on-going
expenses. To reduce the monthly pension payment places these veterans in danger of losing their
homes, or at "best", results in-cut-off of utilities or the need to apply to town or state agencies for
the funds to keep them in their homes. When Improved Law pension was enacted, the hospital
reduction requirement was excluded from the law. This has resulted in an inequity in the way
benefits for Old Law, Section 306 and Improved Law claims are handled. Old Law and Section
306 veterans are no less needy than Improved Law veterans, nor should their on-gomg expenses
be con51dered less unportant

Goals of Reform

e Provide équity in the treatment of hospitalization between Old Law and Section 306
- pension beneficiaries and Improved Law pension beneficiaries. :
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-» - Provide consistent monthly benefits to veterans so that they can mamtam thexr res1dences
' and dxgmty during a period of hospltahzatlon

o !
Beneﬁtsof Reform o ‘ ( {

1

. Veterans will receive a cons1stent income during penods of hospxtalxzatxon to meet the
g ongomg expenses of mamtammg a rwdence ‘

!

. : Admmlstratlve costs,mll be reduced.

Specnﬁc Leglslatlve Proposal

. ,ﬁ :

' Leglslatlon would be requlred to dlscontmue hospxtal adjustments for the Sectlon 306 and
Old Law pension programs. Conforming amendments to VA regulations at 38 CER. 3 501(1)
3.551(b), (c) and ®, 3. SSZ(e) and (j), and 3.556 would also have to be made.

CostEstlmate V o o - - i

|
The benefit cost of this proposal is mszgmﬁcaut because few veterans are hospltahzed for
the reqms1te length of tlme ‘ : . ,

i
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Proposal 3. Presumed Permanent and Total Disability at Age 65°

i

Statement of the Issue
: This proposal would restore the statute whereby a veteran is eligible for pension on the
basis of having attained age 65, thhout need for medical evidence demonstratmg permanent and -
‘total (P&T) dxsabxhty

As a result of OBRA 1990, the presumptxon of permanent and total dlsablhty at age 65

: ~ 'was eliminated. Even veterans who may be presumed to be entitled to aid and-attendance due to

nursing home ‘patient status must first be rated permanently and totally disabled. As a result,
thousands of man-hours are expended each year rating disability pension claims with a grant rate
. that is over 90%. Expenence has-shown that the majority of veteran pension applicants who meet
; - the income and net worth requirements but are not totally disabled will meet the occupational
P _;background and other cntena necessary to quahfy for disability pensxon e

| Goals of Reform |

. Expedxte the payment of pension to veterans who virtually vsnthout exception, will be |
- found entltled aﬁer the :atmg procedure ,

. Prowde a more emcxent and eﬁ‘ectxve clalms process by eliminating a non-value added
= ratmg activity.

Benefits of Reform
o The burden on veterané in obtaining medical evidence wil be removed.”

~ e Cost savings will be reahzed through reductlons in the number of VA examinations
1requ1red ' .

. knproves~'cus;0mer service by reducing the time required to procesé disability pension
- cases. - -

Speclﬁc Leglslatwe Proposa! ‘
This initiative' would require an amendment to 38 U.S.C. 1502(a) to include a presumption

of permanent and total disability at age 65. Followmg this change, 38 CFR 3. 340(b) and 4.17
‘would have to be amended

4 'I‘he age at which veterans are presumed to be permanently and totally disabled is still under
study. The costing for this proposal is based on age 65. Both the presumptive age and associated
costing will be reviséd at the conclusion of a special data collection effort.
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|

L ‘ , ' A o o
Cost Estimate L | é] ‘
Shown below is the estxmated caseload and beneﬁt cost of this proposal assummg a January 1,
2000 effective’ date , |

F:gure C-2 Estimated Caseload and Benefit Cost of Proposal 3

Tt
, - Veteran  Estimated Benefit S
FY - Caseload ‘Cost (Smillions) | .~ . "
2000 10,000 543 ;
2001 ' 10,500 71.7 I
2002 11,000 83.0 ‘.
2003 © 11,400 87.5 e
Total .. $302.5 »g )
. !
2

This estimate assumes that the Ommbus Budget Reconcﬂlatlon Act of 1990 '(OBRA 1990)
provision which requires disability determinations for veterans over the dge of 65 did not have an
impact on the number of veterans over the age of 65 who apply for the pension program - This
assumption implies that veterans over the age of 65, who meet the Improved Law pensmn income

, reqmrements currently apply for pension benefits, regardless of medical status: The number of
‘pension denials due to the 1990 OBRA provision was reported by each regional office ﬁ'om 1991

through 1994. The annual number of denials was compared to the ‘number of pens10n aocessmns o
for those over the age of 65 for years 1991 through 1994. The nuthber of accessions; by ; age was

* taken from the quarterly COIN CP-104 report. This comparison provides a ratio of. the number

of denials to grants for pension applications proceeding through the medical rating process The
average ratio for.years 1993 and 1994 was applied to the number of over age 65 veterarf pension
accessions to estimate the number of past denied cases which would become eligible under this

provision. To estimate the number of future claims which would be granted, an historical average ... .

of over age 65 pension accessions was mulnphed by the 1993 and 1994 average ratio of dlemals to.
accessions. This estimate does not factor in those pension denials who would 1ater§ become’
eligible for benefits, thus the projected caseload may be overstated. The estimated populatlon is
decreased each year to account for mortality, using veteran age-specific mortality tables The
average age of veterans who are over the age of 65 in receipt of Improved Law pension is almost -
74 years. The average age of those veterans who are not eligible due to the qlsabmty
determination requirement is assumed to be 74 years. The projected caseload was mulnphed by

the Improved Law average benefit payments shown in the 1998 President’s budget to estlmate the
cost of this provision.

l
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| Proposal 4. Presume Permanent and Total ]Dlsablhty for
Nursmg Home Patxents ‘

Statemen't of the Issue

Th1s proposal would eliminate the need for a rating declslon to determme basic pension
eligibility for those veterans who are in a mirsing home: '

38 U.S.C. 1502 sets forth the criteria for pension determinations with respect to disability.
‘The statute limits pension entitlement to a person who is considered to be permanently and totally
disabled if such person is unemployed as a result of disability reasonably certain to continue
throughout the life of the disabled person or is suffering from any disability which is sufficient to
“render it impossible for the average person to follow a substantially gainful occupation but only if
it is reasonably certain that such disability will continue throughout the life of the disabled person;
or any disease or d;sorder determined by the Secretary to be of such a nature or extent as to
justify a determination that such person suffering therefrom is permanently and totally disabled.
‘However, this statute also prowdes that a person shall be considered to be in need of regular aid
and attendance if such a person 1s a patient in a nursing home, '

The proposed amendment would not seriously threaten program integrity. An individual
who is a nursing home patient would almost certainly qualify as permanently and totally disabled.
There is little likeliiood that such an individual would: eventually leave the nursing home.
. However, probf'dures are already in place for reevaluating entitlement when notice of dlscharge
‘from a nursing home is received for a veteran whose aid and attendance is based on nmursing home

status.

Goal of Reform

Correct an 1ﬁéqu1ty that exists in the statute which requires ‘a rating determination to
establish basic pensxon entitlement but does not require a rating determination when the hxgher
level of pensior is payable based on nursing home patxent status

Beneﬁts of Reform

o Customer service to needy, dlsabled veterans would be unproved by ehmmatmg the need
for a ratmg declslon

e Claims proccssmg time would be reduced because it would no longer be necessary to )
_ develop medical evidence or prepare a rating decision.

i
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i
!
f

This initiative would require an amendment to 38 U S.C. 1502 to mclude frecexpt of

nursing-home care as a criterion for permanent and total disability. - Conforming chan]ges to 38
C.F.R. 3.340(b) and 4.17 would also be needed.

Specnﬁc Leglslatlve Proposal

Cost Estlmate

l
i
|

' s
No addmonal beneﬁt cost or savmgs are associated with this proposal ‘

et gt g e
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Proposal 5. Accept Social Security Disability Determinatimi

Statement of the Issue :

: This prop!osal would accept a Social Secunty Administration (SSA) determination of .
eligibility to disability benefits, on its face, as entitlement to dlsablhty pensxon benefits
adnumstered by the VA ‘

: - Under the prov1s10ns of 38 CFR. 3.3 14, pension ehglbﬂ.lty reqmres that veterans provide
.;us thh medical evidence showing that they have a disability which is' of such severity as to
preclude gainful employment. If veterans do not have this evidence, or they cannot afford the
expense of a private medical examination, they are examined at a VA facility. This is a ,
requirement, even if the veteran has already been found ehglble for Socnal Secunty Disability
benefits, oﬁen on the basis of VHA reports. : -

This propcvsal would ehmmate the need to obtain medlcal exammatlons, resultmg in faster
claims processing. SSA recently discontinued the award of disability benefits based upon drug or
“alcohol abuse, bringing award eligibility in line with current VA requirements. SSA also requires
a level of "permarnency” of the disability in order to grant SSA disability benefits. There is a five-
month waiting period required by SSA prior to grantmg this benefit and after the benefit is
granted, SSA carefully monitors the claimants' earnings reports to ensure that employability has

. not been regained. In addition, SSA periodically reviews their claimants records to ensure

continued medical eligibility to disability benefits. In some cases, they review the records within
six months, while other claimants may not undergo medical review until seven years have elapsed .
“Through the use of Income Verification Matches (IVM) and SSA matches, the Department is -
aware of changes in earnings, as well as SSA dlsablhty beneﬁts These matches provide the basis
for pension program mtegnty o

Goals. of ’Reform

o Make the eligibility determination easier for veterans to understand by making it consxstent
, thh the Soclal Secunty Disability program. \ < .

. _Prowde the veteran with a determination at the earliest possible date with the least
possible evidence gathering requirement imposed upon the veteran. :

‘Benefits of Reform
o ‘The vcte‘ran‘s' evidence gathering burden will be reduced.

¢ Benefits will be received in a more timely manner.

C-10- S f " June 1997
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' It will subject the veteran to fewer medical examinations. T 1

S !
e The number of employees requlred to admmlster the program will be reduced sl

e There w111 be consrstency between the VA programs and the Social Secunty’ Disability
_Program ' .

: l

'?':'Speclﬁcl.eglslatlveProposal : : ; A ’

| i
This 1mt1atlve can be accomplished by adding a provision to 38 U.S. C. 1502 that for VA

pension purposes, a person may be considered to be permanently and totally disabled if| {the Social

~ Security Administration has determmed that such person is eligible for Social Secunty disability

benefits as a result of a permanent and total disability. Conformmg changes to regulatlons at 38
CFR.3. 340(b) and 4.17 would also be needed.

e
CostEstlmate' o I R

No addmona.l benefit cost or savings are associated with this proposal.

|

| _ . _ .
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Proposal 6. ‘Build Medioal: Expense CoVéroge into Maximum Annual Pension
Rate and Allow Medical Expense Exclusion only for: Contmumg
Nursmg Home Patient Costs .

A

Statement of the Issue

, This pro posal would eliminate retroactive adjustments for : Unreunbursed Medical
‘Expenses (UME) with the excephon of nursmg home care costs. '

The current system requires pensioners to file an application each year for reimbursement
of UMEs. These applications are filed, whether or not the pensioner is required to file an
Eligibility Verification’ Report (EVR). Before the UME process can be completed, full income
information for the year in question must be provided, which requires most beneficiaries to file an
EVR, negatmg the savings envisioned by decreasing the number of EVRs filed each year.
.}Currently pensioners with little or no income are already receiving the full pension rate allowable
and do not receive the benefit of medical expense reimbursement. However, in the case of a
veteran with income, medical expenses are used to reduce their amount of countable income,
prowdmg an increased pension rate. This creates an inequity between veterans with and wlthout
income. : .

Clmmants are not usually reqmred to provnde receipts wnth UME claims, which raises the
question of program' integrity. As a result of an Inspector General.(IG) report, VA is now
_required to request receipts from a sample of claimants each month. However, even when
'recetpts are requested, based upon the "provider proof" requirements set up after the IG report,
there is still no assurance that these expenses are truly unreimbursed by a medical insurance

provider. Further, because VA is reimbursing the claimant, there is an implied hardship =~

throughout the year for receipt of medical care.

Under this proposal., the Maximum Annual Pension Rates (MAPR) for veterans, surviving
spouses and dependent children will be increased by a standard add-on (or built-in) rate.
Thereafter, the MAPR will be adjusted based on annual cost-of-living adjustments (COLA), as is
currently done. Claimants in nursing homes due to disability will be eligible for a dollar-for-dollar
reduction in their countable income based upon these nursing home expenses. This will create a
simpler, more e'quxtable system for addressing medical expense needs of pensions and eliminate
the mequltnes present in the current reimbursement system. This proposal recognizes that all
pensioners have medical expenses but at the same time recognizes that VA has created a pension
rate structure that accounts for our more disabled recipients. A hlgher income limit has been
-established for pensioners considered housebound or in need or regular aid and attendance.
‘Equally as important is the fact that our veteran pensioners have access to the largest health care
system in the country and can avail themselves of this medical care and prescription medication.
This plan provides pensioners with more available money each month to handle their. financial
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needs including medical expenses. It also encourages use of VA as the primary health care
provider. It eliminates reportmg burdens of submitting a separate claim each yea.r for
reimbursernent. This new way of addressing medical expense needs eliminates one of the major
defects of the current program; namely, VA’s mabrhty to venfy whether the clarmedr
. _expense was relmbursed by a pnvate source. .- . : g.

T GoalsofReform o R - | .{ |

e * Provide;pensioners with addrtronal funds on a monthly basrs to pay for medJcatrons and
medrcal care.

=S

_ i
o Prov1de an equrtable method of recognizing medrcal expense needs R i

' J
o Slmphfy the medrcal expense rermbursement process and make it easrer fo veterans,
surv1v1ng spouses and dependent children to understand R ?

_ |
o Crea_.te a system that ensures prograrn mt_egnty. - ;ﬁ

. B_eneﬁts:':of Reform - s o N ;
e VA Medlcal .'Clenter use will be encouraged. | R R B - o ";
o Dollar-for-dollar medrcal adjustments will no longer be necessary in most cases.

e Program mtegnty will be 1mproved by ehmmatmg the need to venfy clanned ""medical. .
- expenses : ‘ . S

- . All pensron beneﬁcranes will be prov1ded w1th addl’uonal pensron beneﬁts for rnedlcal
~ expenses. - o o _
) Evidence and reportin'g'requirements will be reduced for beneﬁciaﬁes. S

'y Addrtronal monetary assistance will be provided for those. pensloners.wnh excessive
medlcal expenses due to nursing home expenses. L S ! '

- e The MAPR for survrvmg spouses will be closer to the poverty level.
. Admrmstratrve costs of the program w1ll be reduced

Speclﬁc Leglslatlve Proposal R o '_ . '[
Thrs initiative would require a, legrslatrve change to 38 USC. 1503(a)(8) which prov1des :

for exclusron from income for rmproved pension purposes of amounts equal to amounts pald by a
veteran, veteran’s spouse, or survrvmg spouse, or a surviving spouse or by or on behalf of a

s\
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veteran’s child for unreimbursed medical expenses, to the extent that such amounts exceed five
percent of the maximum annual rate of pension. It would also require amendment to 38 U.S.C
1521, 1541, and 1542 'to incorporate a medical-expense -allowance ‘in' the maximum annual
pension rate. VA regulatlons at 38 C.F.R. 3.272(g) would have to conform to elimination of the
, 'statutory meome—exclusxon for unreimbursed medical expenses.

‘ Cost Estimate L

Co In order to remain cost neutral, a medlcal expense add-on of $881° per year was

‘established. This addition to the pension MAPRs would provide the same total amount of medical

“benefit to the entire Improved ‘Law pension population as prowded under the current
Vrelmbursement system, excludmg nursing home care costs.

. To calculate the medical expense addition, nursing home costs were excluded from the
" base population bécause nursing home costs would continue to be relmbursed using the current
methods. A sample of 5,000 veterans and spouses with recurring medical expenses was taken
from the Hines DMC. 'Using the Hlnes sample, the following cntena was used to estimate the
number in a nursmg home

1. Veterans thh dependents (mdependent of SMP code) thh clalmed medleal expenses >
- 810, 000 (153 cases) , :

2. Veterans thh no dependents with A&A w1th cla1med medu:al expenses > $10 000 (540
. cases) and ' . ,
3. Survmng speuses mdependent of dependency code wmh A&A with claxmed medical
expenses >$10 000 (477 cases).

‘ These cases, (1 170) were marked and analyzed The average medlcal benefit paid due to .
: fnursmg home cure ‘was ‘computed by taking the annual rate paid with medical expenses and
fsubtractmg the annual rate paid without medical expenses. The average paid due to nursing home
care was applied to the estimated nursing home population (693 veterans paid an average of

$10,234 and 477 sumwng spouses paid an average of $7,680). The sample showed that 23.4%
of veterans and survivors-receiving recurring medical expenses are in a nursing home. This
percentage was applied- to the number of Improved Law pension cases on the rolls as of

‘ . :September 1996 to estimate 16,890 veterans and 12,010 surviving spouses are in a nursing home

',(28 900 total)

Nursmg home cases were deleted ﬁ'om the semple to focus on those beneficiaries who will
not receive the nursing home, reimbursement. There were a total of 3,831 cases not in a nursing
home who received ‘a total medical benefit of almost $9.1 million, -an average of $2,364 per
'_sample case (51,645, for veterans and $3,617 for surviving spouses). From the Improved Law
‘penszon populzmon, an estimated 59,320 veterans and 35 160 survwmg spouses received

3 This add-on rate is based upon reported 1996 medical expense information.
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recurring ‘medical expenses payments and were not in.a nursrng home. The average reculrnng
medical benefit was multlphed by the estimated populatlon to calculate a total of over: $226.6
million paid in‘‘recurring’ medical expenses to those not in nursmg homes ($98 3 mrlhon for
veterans and $128 3 million for spouses) ‘ ‘ _ o \}
An Eleotromc Data Collection Instrument (EDCI) collected a sample of 1 091 cases (736 ‘
veterans and 355 spouses) with medical expenses, both recurring and one-time. Of those. 561
cases had stnctly one-time medical expenses (51.4%). From this information, a: ‘ratio of" one-“txme
: expenses to recumng medical expenses was assumed. Because the popula’non of beneﬁcranes
receiving recurring expenses was known, the ratio of one-time to recurring medical expenses can

be applied to estimate 129,710 one-time payments in the Improved Law penston populr%mon

(86,370 veterans and 43,340 spouses).

.ﬂ

From an: EDCI sample of 561 cases (391 veterans and 170 spouses) with one-tlme medrcal
costs, ‘the average amount paid was computed as $1,573 for veterans and $1 352 for survrvmg
spouses This amount was computed as follows ) . 3 " i

If the elarmed amount was greater than the MAPR, then the paid amount was equlvalent -

to the IVAP before the adjustment. A ’ i!

o

O If the olalmed amount was less than the MAPR, then the paid amount was equrvalent to
. the elmnied amount less the ﬁve percent medlcal deductxble : '.

- The average medlcal amount paid due to one-time expenses was multxphed byl
estimated number of claimants to estimate the total amount paid out in one-time medical expenses
as $194.4 rmlhon (81358 million for veterans and $58 6 mrlhon for spouses) E c 1}

~ The EDCI sample was used to examine the dlﬁ’erenee between medxcal expenses claxmed
in 1996 by pensioners with recurring medical expenses and expenses expected for 1997. The data
showed that 51 percent of those with recurring medical expenses also claimed one-time expenses
The 51 pereent was applied to the projected number of* pensioners with -recurring- medlcal
- expenses in the Improved Law pension program to calculate the estimated additional cost of o one-
time medrcal expenses ($60 1 million for veterans.and $23.8 million for sumvors) , (g

. 55
At this pomt in time, the estxmated total annual cost of medrcal rermbursements for
Improved Law pension beneficiaries is $769.9 million; $504.9 million for those not in.a nursmg
home and $265.0 million for those that are in a nursmg home. The total annual cost of medical
reimbursement for those pensloners who are not in a nursing home was divided by the total
- number of Improved Law pension beneficiaries who were on the-rolls as.of September 1996
(572,817). This calculauon ylelded a cost neutral medxcal increase in the MAPR of $881 »

If the medical i increase in the MAPR was $1, 000 the ﬁrst year cost of this proposal is o{eer
$67.9 million. If the MAPR increase was set at $1,200, the first year cost of this proposal would
be almost $182 5 rmlhon These estimates were calculated by multlplymg the $1,000 and $1, 200

i

)
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MAPR increase amounts by the September 1996 caseload and subtractmg the current total annual

cost of medical expenses for those not in a nursing home
i
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Proposal 7. Build Dependency Allowance into Maximum Annual Pension Rate

B Statement of the Issue
o b . : .
- . This proposal would buxld a dependency allowenoe into the pensxon rate structure and
eliminate the vanous Maximum Annual Pension Rates (MAPR) used for dependent children.

" The eﬁ’ect a dependent has on a claimant’s rate of Improved Pension depends on a large
fumber of comphcated variables. Those variables include whether the veteran and spouse live in
the same household or if they live apart but are not estranged, whether the veteran makes
. “reasonable support contributions” to the spouse, whether the a child is in the veteran’s legal
custody or not in legal custody and ‘whether the veteran is “reasonably eontﬁbutmg” to the child’s
support. A veteran’s MAPR may be increased for a child who is not in the veteran’s actual
custody and who receives no support from the veteran as long as there has been no-legal action. -
terminating the veteran’ s right to exercise parental control and responsibxhty for the welfare and
care of the chﬂd ' : :

Countable income of established dependents is mcluded in the pensioner’s TVAP: The,
addition of a deperident increases the pensmner s rate only if the dependent’s countable income is-
- less than the amount by which the MAPR is increased because of that- dependent. " If the

dependent s countable i income exceeds the amount by which the MAPR -is increased for the »
dependent, the: addition of the dependent actually lowers the claimant’s rate of pension. ' The
current rules consider the income of the spouse if there is no estrangement and even if there is an’
 estrangement prowdmg the veteran makes reasonable support contributions” to the spouse The
only time the spouse’s income is not included in determining the veteran’s rate of pension is when
they are estranged and. the veteran does not provxde the estranged spouse w1th reasonable;.
support contnbuttons , i

. Although the basxc rule is that a dependent’s oountable incorne is included in the
claimant’s, the dependent’s income can be offset by the claimant’s deductible expenses such as
family unreimbursed medical expenses and expenses of last illness and burial. There are also three
exclusions that can offset a dependent s income: (1) the amount of a child’s earned income that
equals the amount of gross income for which a Federal income tax return must be filed, (2) the'
amount of a child’s earned income that equals the amount paid by the child for tuition, fees, -
books, and materials, if the child is pursuing a course of postsecondary educatxon or vocational
rehabilitation or tra.tmng, and (3) the amount of a child’s income (earned or unearned) that it
would cause a “hardship” if counted. Finally, even if a child’s income is not excludable under-any
of the provisions n1ent10ned above, it still might not be counted in determining the veteran’s or
sumvmg spouse’s IVAP if it is determined not to be “reasonably available” to or for the veteran -
or surviving spouse. : ‘
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Under this proposal; a dependency allowance will be built into the pension ra%e structure
and eliminate the various Maximum Annual Pension Rates (MAPR) used for dependent children. -
Cost-of-hvmg adjustments will ensure - this dependency allowance keeps current with the
.economic environment of the country. The only possible Improved Pension dependent would be
a spouse who resides in the same household as the veteran or who is separated from the veteran
. solely because one of the spouses is institutionalized for medical reasons (e.g., a nursmg home
‘patient). VA would not count the income of an out-of-household spouse or any chtld in
; :detenmmng the clatma.nt s income for VA purposes o ‘ ‘ . ,3@

This will result in a sxmpler rate structure and reduced reportmg requlrements for
pensioners. . Pensioners would no longer have to report child income, dependency changes or
 school attendance information. No longer will pensioners be dxsadvantaged because a child has

. income nor award additional benefits for dependents for whom the pensioner does not provide

: support. The income of an estranged spouse will not.longer be used against the veterans,
‘Pension payments will only be affected by the income of veterans and that of their spouse or the
_ income of a surviving spouse. The. complex rules that govern current payments for qependents
will be eliminated. VA will no longer require invasive information about the domestlc sxtuanons
of pensioners. We wﬂl smtply request mformatmn to establish a spousé and any income of that
spouse. : : «

Goals of Reform :

_,ﬂ;gm

“ o Simplify the system to make it more predxctable and understandable for clmman

e Make it pos&ble for claimants to receive all the beneﬁts to which. they are lega]ly entitled
- without the assistance of an experienced advocate and without respondmg to a battexy of
‘ mtrustve questtons about fannly relattonshtps and ﬁnances -

. Prowde f‘or more equal treatment of sxmﬂarly sﬁuated claimants by reduemg the number of
adjudicative determinations that are based on highly subjective cntena and
standards that vary from state to state. '

!

S
° Expedlte the clauns process by reducmg the number ef comphcated detennmatlons based
on extensive development : : gﬁ '

- Benefits of Reform

‘ Z
'3 ‘Clair’riants Will»be b'etter able to understand the system. - {

.
. ‘Claunants w111 be able to predlct their pension rates with a greater degree of éerta.mty
Addttxoual benefits for children will be built into the basic pension rate structure. {
| | si
. There will be fewer rate changes.‘ ;%
!
|

C-18 . ‘ .‘(’une 1997

'on legal




RULES AND PENSION SIMPLIFICATION TEAM REPORT

Claimants will no'longer be required to report status change and income information for
dependents (unles‘s the dependent isa spouse living' with the veteran)

Claimants will no longer be required to report on the extent to which they provide support
for thelr dependents :

Clalmants will no longer be required to report expenses they pay for “reasonable family
maintenance” and to report the extent to which their children’s income is “reasonably .
avaxlabl to them. :

Veterans w:ll no lonéer have thelr pension rates affected by the i income of an estranged
;iizf:n rate determinations will no longer be deterrmned by state laws regardmg who has
' “legal custody” of a child. - :

~ Cost Estimate®

This proposal wﬂl be cost n,eutrai.
Specific'Le’gislative Proposal

This initiative would reqmre an amendment to 38 U.S.C. 1503(10) to eliminate certain

income exclusions relating to children, 38 U.S.C. 1521 to modify laws governing pension rates for
veterans having a spouse and/or children, possibly 38 U.S.C. 1522 to remove references to, the
income of a veteran’s  children, 38 U.S.C. 1541 to modify laws governing pension rates for
survmng spouses with children, possibly 38 U.S.C. 1543(a) to delete reference to the income of a
surviving spouse’s children, and 38 U.S. C. 1505(b), 5307, and 5503(a)(2) to eliminate authority
for apportionment to spouses and- children not residing with the veteran or surviving spouse.
Among the conforming regulatory changes which would be required are amendments to 38
C.F.R.3.272, possibly 3.274, 3.450, 3.451, 3.452, 3.454, 3.458, and 3 460.

;
i

S The amount of the dependency add-on rate is under development.
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i

Proposal 8.  Deferred ;Counting of One-Time Nonrecurring Income |

Statement of the Issue . o

This proposal would defer counting of nonrecumng mcome unnl the first of the calendar
year followmg recexpt B , :

Under the cun'ent pensnon program, one-tune nom'ecurnng income (e.g., inheritance,
lottery winnings, etc.) is counted on the VA pension award for 12 months from the first of the
. month after the month during which it is received by the claimant. If the claimant has a running
| ~ ‘pension award, receipt of nonrecurring income will result in an overpayment unless the claimant
reports the i income and VA makes an adjustment to the pension award immediately. ‘

Under the jproposed revision of the pension program, nonrecurrmg income would still be
counted for a full 12 months, but VA would defer counting this income until the first of the
calendar year after the calendar year during which the income was received. If the nonrecurring
income is received in December, it will be counted exactly the same under the revised program as
‘under current law. However, if it is received in any other month, counting of the income on the
-+ award will be deferred for between one and 11 months and the likelihood of an overpayment
© resulting from the adjustment will be dmumshed

- This chanpe would have the addmonal salutary effect of smphﬁrmg pension awards and
reducmg the number of pension award lines in the computer. Currently all irregular income (e.g.,
interest income, odd job income) is counted from the begmnmg of the calendar year and it would
further simplify the system to also count all nonrecurring income from the first of the calendar
year. '

Goals of Reform-

. Provide a more' predictable pension benefit payment.

. Snnphfy the method of accounting for nonrecumng income. in determining pension
awards. ‘ ,

] Redutée the amount and occurrence of pension benefit oifetpaymgnts.
Benefits of Rejform
e Number and aﬁount of pension overpayments will be reduced.

e The amount of pension award lines in the VA system will be reduced.
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Specnﬁc Leglslatlve Proposal . ' S 1

i
l

This initiative would requlre amendment to 38" U S.C. 5112(b)(4)(A) and 38!0 FR.
3.271(a)(3) and 3. 273(c). S

31
. )
Cost Estimate o ‘ L S :{
, . : !
This proposal may result in an increase in beneﬁt costs because beneﬁcxarles with' \excess
income would not be terminated from the pension rolls until the first of the followmg year
' Because the number and amount of income adjustments due to one-time nonrecumng mcome is
"not avaxlable the beneﬁt cost of thls provxsmn can not be estxmated

‘ However by changmg the method of accountmg for nonrecurnng income, the numlber of
’ penswn overpayments would be reduced, resulting in a decrease in the amount of pension debt =

which is waived.” The occurrence of overpayments would be reduced by. delaymg the effective.
date of award reductlons until the ﬁrst of the fo]lowmg calendar year. %

)
i
;

1

¥
I

~ i

oy e
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Proposal 9. Eliminate the 45 Day Rule for Suﬁrviving Spouses

Statement of the Issue

> This proposal would change the effective date for death pensxon benefits to the first day of
the month in which the veteran dies if the claim is received within one year'after the date of death. -

Currently, 38 C.F.,R. 3.400(c)(3)(n) provides the effective date of death pension benefits as the
first day of the month il which the veteran's death occurred if the claim is received within 45 days

after the date of death; otherwise, the effective date is the date of receipt of the claim. This

regulation resultéd from the Deficit Reduction Act of 1984, the stated purpose of which was to

limit retroactively of pension awards. It was later determined, however, that should a surviving
- spouse choose not to file a claim during the 45-day period, income received during that same
‘period would be disregarded in determining entitlement. As a result, better informed surviving
spouses are able to "shelter" such income, usually life insurance proceeds, by filigg their clauns
after the 45-day period has elapsed.

- Goal of Reform

, Treat income recexved by all surviving spouses equally by eliminating thxs unmtentronal
-loophole. . A

- Benefits c‘vaeform‘

e Claimants in similar circumstances will received similar benefits. Their income, rather than
their knowledge of the C.F.R.'s, will determine their entitlement to pension.

- o Income received during the first year of entitlement will be countable thereby ehmmanng
entltlement of those whose income would otherwxse bar the same.

’ Speciﬁc Legislativc Proposal

This mltmtwe would reqwre an amendment to 38 U.S.C. 5110 (d) 2) and a subsequentA
conforming regulatory change to 38 C.F. R. 3. 400((:)(3)(11)

‘Cost Estnmate

| Informanon on the number of survivors who.file for death pension benefits at least 45
days after the date of the veteran’s death is unavailable.  Also, the amount of income changes
during this 45-day period which may result in reduced benefit levels is unknown. Therefore, the
benefit cost of this provision can not be estimated. :
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Appendix D. 'Pension Simpliﬁcation Assm'npﬁons )

The key assumptions used in the pension simplification proposal are outlined below. They

address the GOE cost and timeliness gains associated with the vision of processing pension
claims. The assumpnons ‘fall into two categones workload and flow probabxhty/processmg t:me

D.1

1.'

2.

Workload Assumpaons :

'l[‘he’vwmrkload for EP 150 (Income, Estate, and 'Electlon Issues) wxll be rednced
by 70+ percent.

~ This assumption was the subject matter experts’ (SMEs) estxmate of the impact of
eliminating retroactive adjustments for unreimbursed medical expenses (UME) and

adjustments due 'to dependency issues. In the vision, the MAPR for veterans and .
-surviving spouses will be increased by a standard add-on (or built-in) for medical’
‘expenses, and nursing home fees will be the only allowable continiiing medical expense.

In addition, a dependency allowance factor will be built into the MAPR to-account for
eliminating the consideration of dependents when computing a pensioners’ rate.
Thereafter, the MAPR will be adjusted based on annual cost-of hvmg adjustments
(COLA) ) : .

The wor ldoad for EP 050 (EVR) and EP 155 (EVR Referrals) wﬂl be mduced by
- 29, 4~percent and 52.5 percent respectively.

, Tlns assumption is based on three pension sxmphﬁcatton 1mt1ataves dxsconnnmng .
income - verification for Section 306 and Old Law, eliminating EVRs for . pensmners in
receipt of Civil Servxce Annuity, Rail-Road Retirement Benefits, and in Medicare nursing

‘homes, and i.lmnanng retroactive adjustments for UMEs.. During December 1996, from

approximately 743,760 Old Law, Section 306, and Improved Law Pension beneficiary
records, 174,369 cases were ‘selected for release of EVRs. EVRs for Old Law and

Section 306 pensioners (57,132), represented 32.7 percent of the EVRs released.

Assuming that 90 percent of the EVRs released for Old Law and Section 306 pensioners
are cleared under EP 050 and 10 percent are completed under EP 155, the workload for
EP 050 and EP 155 will be reduced by 29.4 percent and 3.3 percent respectively. The
data collected from a special run at the Hines Data Processing Center shows that the only
sources of income for 6.2 percent of the pensioners currently receiving an EVR are Civil
Service Annuity and Rail-Road Retirement Benefits. As a result, SMEs expect-a 6 percent
reduction in EP 1555 due to eliminating these EVRs. Moreover, the data collected from
the electronic data collection instrument showed that 43 percent of EP 1555 were referred
due to medical expenses. Since pensioners will no longer be required to file medical
expenses in the future, the number of EP 155s was further reduced by 43 percent.
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. benefits is unknown, SMEs assumed a conservative estimate of 5 percent. Thirdly, -

i
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l

The workload for EP 154 (Income Venﬁcatlon Match) wxll be reducecfl by 23.8

it
i

i
.. This. assumpnon is based on the initiative to discontinue income verification for
Secnon 306 and Old Law. Section 306 and Old Law pensioners represent 23.8 ] percent of

V the total pension population. SMEs assumed that this caseload proportion is - consxstent
 with the proportion of IVM discrepancies for Section 306 and Old Law pensxons to the

D2

total number of i income dxscrepancles . : b

: ﬁ
The wnrkload for EpP 600 (Predetermmed Notlce Cases) will be reduced by 85
percent. , ' : - . |

Thxs assumpnon is based -on the pension simplification mmanve te ’g‘ehxmnate

: contemporaneous notice for reduction or termination. Based on SMEs’ expenenee that
‘the majority of EP 600s are due to pension cases versus compensation |cases, a

conservatlve esnmate that 85 percent of the cases will be eliminated was proleeted
A

Flow Probablhtyll’rocessmg Tnne Assumpnons ‘ t» o A:...;__ ik

i

The pmbabllxty that a ratmg is required for EP 180 (Ongmal stabxhty Pensxon)
will be reduced by §7 percent. , o . » o ?H i

Thls assumpnon represents a combined- reducnon based on three {pension
simplification initiatives: presummg P&T at age 65, accepting social - secunty

" determinations, and grannng pension based on nursing home status. Recognizing| that the

- number of denials is not accounted for, SMEs used the ratio of the number of’, pensxon ‘

~ accessions for those other the age 65 to the total number of disability pension accessxons

(50 percent) to compute the percent reduction due to P&T at age 65. Given that the

- number of pensioners, under age 62, who file for Social Secunty before applymggfor VA .

| because the number of pensxon applicants who are already in a nursing home when filing

an original pension claim is unknown, a cautious 2 percent estimate was préjected

Although the probability that a rating is requxred for EP 120 (Reopened Pensxon) wﬂl also
be affected, SMEs were unable to quanufy the reductlon (}
The development processing time for EP 180 will be reduced by 30 percent for 50
percent of the cases. ' v . 3}

This assumption is based on presummg P&T at age 65. As stated above \SMEs
assumed a 50 percent reduction in the number of ratings required for EP 180. Smnlarly,
the time required to develop evidence for these cases will also be affected. A 30 percent -
reduction was forecasted based on SMEs’ experience on the percentage of ‘total

‘development processmg time- devoted to requesting medical evidence. Althoug% the

development processing time required for EP 120 (Reopened Pension) will al}so be
affected, SMEs were unable to quantify the reduction. These ealculatlons will be redone
i

¥
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following the analysis of the special pension data collection project to determine the best
presumptive age. B - '

D-3 o June 1997



RULES AND PENSION SIMPLIFICATION ZEAM»REPORT

ok

Appendix E. P'en';ion Focus Group Summaries

The Customex/Employee Satxsfactton Team was chartered to sohmt the views of both’

veterans and sutviving spouses regarding the VA Pension Program. Two focus groups for each
demographic were held in two cities, Cleveland and Detroit. They; were held on March 31 and
April 1, 1997. The groups ranged from eight to twelve participants all familiar with the program:
A standard series of questions were asked to each group. The questions were derived ﬁ'om the
members of the BPR Pension Team, and Customer/Employee Satisfaction Team. o .

E.l

1.

Synopsns of tlhe two veterans’ focus group sessions.
What aspects of the pensxon pmgrana are satlsfactory?

. The overwhelmmg response was satxsfaeuon w1th the program. A few of the
partlclpants expressed that the program had supported them when no one:else would help
them financially; i.e. welfare. ‘One veteran remarked on how he was unable to get another
job, and this was all he had to live on. The facilitator asked if the pensmn program was a
necessity to their sumval, their response was a unanimous “yes.” -’

What aspects of the pensnon program need 1mprovement?

- The participants commumcated they would like to_see the pensmn program .
improved by basing the income on need. They stated that they try to stay on top of their
expenses but more money is necessary. Another improvement indicated by the veterans
was more mformatlon about the program and other beneﬁts offered by VA

What is your opuuon of the mformatlon gathermg ;:rocess"

The maJonty of the veterans sa1d they seek assistance W1th the forms they need to
eomplete They expressed that the assistance they had received either at the VA or at a
VSO, was very helpful. The participants also stated that although, they are requlred to
provlde quite a blt of paperwork, they are used to it. '

Given the potentml of having your rate changed several times throughout the -
year, would you prefer a single pension rate for 12 months based on your prior
year’s mcome? »

The majonty of the participants expressed the preference for a single pension rate
for the 12 months. . They felt that changing it throughout the year is hard for them to
budget and would allow: extra time for them to prepa.re However one veteran did say,‘;
“take it all at once.” : : :
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' help inform the veteran of the medical benefits.) - o « .

3

Do you believe your surviving spouse should receive the same beneﬁt rate"‘

““The. overwhelmmg response was' to pay the same benefit and medical to their

- ‘survmng spouses. A few of the veterans also felt more money should be allotted if

children were involved as dependents. However, one gentleman stated that she’ should
probably only receive half of the amount since he wouldn’t be around any longer

What is your understandmg of why medical expenses are claimed? ﬂ B
!

- The veterans expressed different understandmgs of why medical expenses were
claimed. ‘Some thought they were reimbursed dollar-for-dollar, others stated if they

receive the maximum amount that they don’t get reimbursed. One gentleman asked'i “why

should we have to pay for medxcal? Ifwe served, we should get it free.”

(Note A questxon and answer period was held at the end of each focus group to

Would you prefer a ﬁxed rate to off set your medlcal expenses or to report your

actual medlcal expenses? Why" : ‘1
’ : o

Overall, the pamcxpants felt they would prefer to report actual medrcal expenses

" They stated that at their particular age, it would be hard to determine what an appropnate '

fixed rate would be. Some vetemns stated they are very healthy, whﬂe others use the

' .medmal system often

‘income SOUI‘ ces

Would your opmlon change 1f the fixed rate was based on age or health? | ‘i
5.

. The veterans stated the:.r oplmon dxdn’ change if the fixed rate was based on age
or health, However if the rate was to become ﬁxed, they beheved it should be based on
health R . : 1l

. M ‘ . * !\
: What is your understandmg of the reportmg responsxbxhtles of change of
) mcome" : : ‘;\
at

-One veteran stated that he was aware of the reportmg responsxbxhty once he had a

“problem. However, the unanimous statement was that the VA shouldn’t “nicke] and

dime” them. Also, remarks were made in regard to raising the limit allowed for other
| 'il

Partlclpants that were famlhar with the changes said they _;ust submlt} the

\ aopropnate forms. When asked if the forms were easy to understand and cornplete the

answer was once again yes” because they seck assistance from the VA. -

I

1
|

|

{
e
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E.2

10. Would you prefer to report your income to VA each year or have your income
reported to VA by an outsnde source? :

Some veterans felt that they wouldn’t mind reportmg it themselves. Others said
. they would like it reported so they don’t have to deal with it. .

11, - What was the unpact on your ability to pay your expenses if your beneﬁts were
reduced due to VA hospltallzatlon" ’ o

The majornty of veterans stated the only source of income was thelr VA pension,
Thus, ofie veteran stated that just because they are in the hospital: doesn’t mean that the
bills stop.. The example he proclaimed was, “rent and utilities are still due.” They
expressed concern that they wouldn’t have any income 1f the benefit was reduced while
ﬂhospltahzed - : o o ’

12. Have you ever had an overpayment and why? What is your understandmg of
the waiver process in overpayment cases?

The parucxpants who had expeneneed the overpayment pmcess stated they were
“devastated when it happened.” They stated that there was no wamning of an
overpaymemt, just informed and subtracted dollar-for-dollar. One veteran stated, “I
need - to’ eat, so I can’t afford to have them take more money from me.” A few of the

. veterans had been involved with the waiver process but only after they had inquired about
the overpayment from the VA office. However, a veteran informed the group that
' payment plans could be arranged and 1t made the repayment process easwr for him.

Synopsns oi the two sumvmg spouses’ focus group sessions

1. What aspects of the pensnon progmm are satlsfactory? o

: The surviving spouses felt that the Pension Program was essent1a1 to their
-everyday existence. For most of the widows, they stated that this was their only income.
They expressed that it wasn’t much money, but they appreciated what they received. A
_ few of the surviving spouses stated that once they applied, the processes of receiving their
check was very timely. However, some of the widows had stated that they were not
aware of the specific benefit until a friend had informed them they might be eligible. One =
woman who wept, stated that her husband had been dead for four years, and she just
began the program last year. She stated that she didn’t even know it existed until
someone told her that she might be eligible. She told the group that she wasn’t entitled to
any back pay, and her children had to support her for the three prior years.

2. What aspects of the pension program need 1mprovement"

e -----

When asked what the VA could do to make the program better many expressed.
that they were very happy. However, some improvements to.the program that were
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: suggested include: commitnication on beneﬁts to the w1dows immediately after thle death

. of their spouse, and more money each month. One woman stated that she can’t pay her
bdls with the $191a month that the VA pays her. = |

|
"The widows stated that the mformatton gathenng process was quite easy. Most of

the ladies -expressed that once they receive a form in the mail; they visit the VA or a VSO
Representative for assistance. They said that the assistance they had received from VA

~ had always been very good. However, a few of the surviving spouses stated that some of .
- the information requested like previous marriages, and discharge papers were hard to
address because these issues were never mseussed with their husbands il

3. What is yeur opmlon of the information gathering process?

4, G:ven the potent:al of havmg yeur rate changed several t:mes throughout the
. year, would you prefer a smgle pension rate for 12 months based on your prior
' - year’s income? S ‘ Tf
A!though this quesuon was hard to understand the partlclpants felt that they
would prefer a single pension rate for the 12 months with it bemg adjusted the fellomng '
'year. They stated that they didn’t have much variation in their income because they, were
too old to work. However, one participant stated that she had received an overpayment
due to a change in income, and the VA took the money back then alerted her. | Her
account had become overdrawn due to the fact she thought she had the money but 1t had
‘ .aireadybeenmthdrawn - ' . o . 1
A.r'v‘v'..'. . “ :‘. ﬂ ¢
S. 'What is your understanding of why medical expenses are claimed? ak
Many of the participants expressed a lack of knowledge of the medical exf)ense
process. A few had stated that they were told to inquire at another agency, like SSA’R The
widows that did' claim medical expenses said they just send the receipts and aren’t sure
what ‘happens after that. - The surviving spouses asked many questions about medlcal
‘ ﬂexpenses that were. followed up at the end of each session. o
. bl
B |
6. Would you prefer a fixed rate to off set your medxcal expenses or to report your
actual medical expenses? ‘ 3 ‘ :x
l
The widows stated they would prefer the actual, dollar-for‘dollat reporting. They
felt that it was too hard to estimate what potenhal costs may be incurred, and. it would be
~ easier for them to send in recelpts : L 1

7. Would your opmlon change if the fixed rate was based on age or health" ‘ ﬂ

The ovemhehmng response ﬁom the partlcxpants was that this should be based on
. health not age. Their opinion didn’t change regarding the fixed rate at all. They felt that
‘the actual cost should be elanned V

P

‘{
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8.

10.

What is your understanding of the reporting respons;blhtres of change of
mcome? .

Many of the participants stated they didn’t have changes in their income which
resulted in copying the forms from year to year. Others stated that the understanding was
simple, if they had a change, let the VA know immediately. However, one woman
expressed that if she received money ﬁ'em her children, she would not report it.

Would you prefer to report your income to VA each year or have your income
reported to VA by an outside source"

: A mejority of the part1c1pants stated they would rather report the income
themselves. They expressed that by doing it themselves, they would know exactly what
was going on and would know it was done correctly. However, two of the participants
expressed they wouldn’t mind someone else doing it, and they understand that they get the
information from an out31de source to compare anyway.

Have you ever had an overpayment and why" What is your understanding of
the waiver process in overpayment cases? :

The widows that had overpayments stated that ont:e the mistake was méde, the

VA just asked for, the money back, or in the case of direct deposit, withdrew the money -

without notification. One participant stated the VA made her feel “like a criminal” when
they asked for the money back. They didn’t realize that a waiver was possible and would
have preferred that the VA spht the re-payment process overa period of time. .

Other comments and suggestwns

- In conclusron, the surviving spouses felt more information was needed to be
provided to them regarding their benefits. Suggestions that the participants recommended
for the ease of dissemination were: fineral homes or undertakers should have knowledge
of benefits, newsletters, information packets, and/or an 800 number would be helpful to
understand what ‘is available. Another issue that was expressed was the fact that the;
pension program is essential to their survuval :
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Appendix F. Glossary

F.1 List of Abbreviations

A&A
ACAP
ARMS
BDN
BPR
BVA
C&P
CFR
" The Court
COLA
CSA
DEA
DIC
EDCI
EP
EVR
FNOD
FY
GAO
- GOE
HB
IRS
IG
IVM
IRS
j18)
NOD
NSC
NSO
OBRA
OGC
OMB
RO

SRA

sC
SME

SSA

- sSI

USC.

Aid and Attendance o
Annual Clothing Allowance Payment ‘
Automated Réference and Manual System
Benefits Delivery Network

Business Process Reengineering

Board of Veterans’ Appeals
Compensation and Pension

Code of Federal Regulations

Court of Veterans Appeals

Cost-of-living Adjustment

Civil Service Annuity

Dependents’ Educational Assistance

- Dependency and Indemnity Compensation

Electronic Data Collection Instrument
End Product. -

Eligibility Verification Report

First Notice of Death

~ Fiscal Year

General Accounting Office
General Operating Expense

- Housebound

Internal Revenue Service
Inspector General
Income Verification Match
Internal Revenue Service
Individual Unemployability
Notice of Disagreement

. Nonsevice connected

National Service Officer

Omnibus Budget Reconciliation Act

VA’s Office of General Counsel

Office of Management and Budget

Regional Office

Railroad Retirement

Railroad Retirement Board

Systems Research and Applications, International
Service connection or service connected .
Subject Matter Expert ' N
Social Security Administration

Supplemental Security Income

United States Code
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- A J
UME Unreimbursed Medical Expense .
VA Department of Veterans Affairs | z}

VAMC . Veterans Affairs Medical Center i
VARO ~ Veterans Affairs Regional Office - i
VBA . Veterans Benefits Administration A

- VHA Veterans Health Administration o !
. VR&C Vocational Rehabilitation and Counseling §

» VSO Veteran Service Organization. .

VSR Veterans Service Representative ]

1 WWI World War I R
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F.2 Definition of Terms

45 Day Rule

588 Pension -

Adjudication Commission Report

!
}

Aid and Attendance

Apportionment :

ARMS

BDN

'The Report prepared by. the

RULES AND PENSION SIMPLIFICATION TEAM REPORT

This refers to the current requirement which only applies
to surviving spouses applying of death pension. It

- requires that a claim be field within' 45 ‘days' of:the

veterans death in order to receive benefits from the first
day of the month in which the veteran's death occurred.
Any claim received more that 45 after the. veterans date
of death will be payable only form date of clalm '
Another name for the Improved Pension Program whleh :
was enacted by Pubhc Law 95-588. < -
Veterans Claims
Adjudication Commission. ~ This Commission: was
established pursuant to Public Law 103-446. The

Commission was charged with studying the VA system
for adjudication of claims for veterans beneﬁts

Increased pensxon is payable to veteran and surviving

spouse determined to be in need of the aid and attendance -

of another person. Increased compensation is also

~ payable to a veteran or his’her spouse who meets this ;
criteria. Increased DIC is payable to a sumvmg spouse = -

in need of aid and attendance. A person is considered to'

be in need of regular aid and attendance if such personis '
a patient in a nursing home or helpless or blind, or so

nearly helpless or blind as to need or require the regular
aid and attendance of another person :

All or any part of pensxon or compensation benefits may
specially apportloned between the veteran an dependents

or the surviving spouse and dependents based on the facts. L

in the individual case as long as it does not cause undue -
hardship.

Automated Reference and Manual System. The current

* electronic storehouse of VA dxrectwes

‘Benefits Delivery Network The current payment system

used by VA to process beneﬁt payments
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- Board of Veterans' Appeals The functional area of the VA that makes final decxsxons
‘ o o on appeals under the authority of section 511 of Tltle 38
- US.C ‘ ‘ %i
' ‘ ' |
. 'l
Business Process Reengmeenng - Title of the report that details the new claims processmg
- ACase for Change o vision for compensanon and pension claims that resulted
S ﬁ-om VA's reengmeenng project.” . i;
C&Pp Serviee ‘ I The Compensanon and Pension Service is the Vette{rans

- Benefits Administration organization responsibleg for
admmxstenng the compensatxon and pension programs '

Committee on Waivers - Each reglonal offices has a Committee on Waxvers\and
' ' L ' ~ Compromises. This Committee is responmble for makmg
- decisions on any waiver or compromise requests received
from a beneﬁclaxy g » i'

S : |
Contemporaneous Notice . - Contemporaneous notice is considered to have been
. received when the beneficiary provides VA Wlﬂ‘l a
written, factual, unambiguous information as to income,
- net worth, dependency or marital status. . "*

DD214 - . | R The form number of a veterans dxscharge documents for
- o ‘ " the mxhtary . o | g
+  Dollar-for-dollar-adjustment .~ Under the Improved Pension program, the pension rat¢= is
L | - reduced by one dollar for every dollar that is cons1de red
countable income by VA §
. . . g

Eligibility Verification Report The method - used by pensioners report their income and
P L net worth information annual to VA. . i

: . ’ \
Extra Schedular Pension - Veterans who do not meet the basic dlsabxhty '
: o ... requirements forpension may still establish: enntlement} if
the evidence shows that they are unemployable by reason
of disability, age, occupational background an other

| 'related factors. =l

‘ﬁ

© * Federal Register - : * The Code of Federal Regulatxons is a codlﬁcatxon of the
L R ' ‘general and permanent rules published in the Federal

Register by the Executive depanments and agencies of
the Federal Government. I

%
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Housebound ' - Increased compensation or pension is payable to a véteran
o o " or surviving spouse . who is considered housebound due to
disability. The requirement of “pennanently Housebound"”
will be considered to have been met when the vetéfan is
substantlally confined to such veteran's house (wa.rd or
clinical areas, if institutionalized) or immediate premises
due to a disability or disabilities which it is reasonably
certain will remain throughout such veteran s hfetrme ;

Improved Pension' T ‘ The pension program that was enacted by Pubic Law 95-
' ) 588." This program was designed to .ensure a minimum
income level each year. This program is based on the
principle that for every dollar of income, there ‘will be a
corresponding reduction in the amount of VA pensmn

paid. .
Income for VA Purposes E " That amount of an individuals income that is used to
' ' ; ‘ ' " determine the monthly rate of pension benefits under the
‘ P Improved Pension program.
Income Verification Match * The Internal Revenue Service (IRS) maintains unearned =

income records including retirement income and the

Social Security ‘Administration (SSA) maintains earned

income records. This Income 'Verification Match

compares income reported to VA by pension and parents'

~ dependency-and indemnity compensation (DIC) recipients

.~ with IRS and SSA income records. Spouses of live

~ pension beneficiaries are included in  this income

- verification match, Children are excluded. -The match

also provides earned income of veterans in receipt of
compensation based on individual unemployability ).

Individual Unemployability Total dlsabrhty ratmgs for compensatlon may be assigned
‘ ‘when the schedular rating is less than 100% when the
disabled veteran is unable to secure or follow a
substantially gainful occupation as a result of service-
connected disabilities.

Income for VA Purposes In Improved Pension cases, the level of countable income
' ' determines the rate of VA benefits that can be paid. The

higher the claimant's countable income, the lower the rate
- of VA benefits payable.
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Maximum Annual Pension Rate -

* Medical Expense Exclusion -

4

:'Nonr'e'cﬁrri'pg Income -

OldLaw Pension = -
AParagr‘aph 30

_‘ rPermanent and Total Dlsabxhty (for
‘ ;pensxon)

;gPrefenn'i_nationfrieduction notice

The Maximum Annual Pensxon Rate (MAPR) for

NN s

: ngen claimant is determmed by type of payee (veteran,
- surviving spouse .or child), number of estabhshed

dependents, -entitlement to A&A or housebound beneﬁts
and entitlement to the Mexican border period/World War

1 supplement. A change in any of the above factors

changes the MAPR and, consequently, the amount of

pensxon payable. - il

!

* Unreimbursed medical expenses which exceed 5 perc ent
‘- of reported annual income can be deducted from ithe '

countable VA mcome o , ‘

- Income recezved or antlclpated on a one-time basis durmg

a 12-month penod ;1
.. 't‘
The pension program in effect prior to the enactmenn of
the Section 306 pension program. The last date ehgxbxhty
could be established for this program was June 30, 1960

This refers to 38 C F.R. 4.30 which provxdes that total

- ratings will be assigned for surgery necessitating at least _
one months of convalescence ' ‘ J

!
A veteran is consldered to be permanently and totally
- disabled if he/she is unemployable as a result of dxsabzhty

. _reasonably certain to continue throughout the life of the
disabled person, or is suffering from any disability whxch

is sufficient to.render it impossible for the average person
to follow a substantially gainful occupation, but only 1f it
is reasonably certain that such disability will eontmue
throughout the life of the disabled person, 53

. Current reg\ﬂatlons require written notice to’ be sent tol
- beneficiary prior to any reduction or termination of '
" benefits. The beneficiary has 60 days to respond before}

R the VA makes the adjustment. !

~Protected Programs -

~ - within this limit, the frozen rate is paid. N

1

. Rates payable under Section 306 and Old Law pensm‘n
~ were frozen as of December 31, 1978 with the enactment
- of Improved Pension. Although the rates are frozen, the

income limits are increase by the cost-of- lmng
adjustment. As long as the pensioners income stays
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Rating Schedule

Reasonably available

Section 306

Unreimbursed Medical Expense

VA Medical Center

RULES AND PENSION SIMPLIFICATION TEAM REPORT

The rating schedule is primarily a guide in the evaluation
of disability resulting from all types of diseases and
injuries encountered as a result’ of or incident to military
service. The percentage ratings represent as far as can

_ practicably be determined the average impairment in

earning capacity resulting from such diseases and injuries
and their residual conditions in civil occupations.
Generally, the degrees of -disability specified are -
considered adequate to compensate for-considerable loss
of - working time from exacerbations ‘or illnesses
proportionate to ‘the seventy of the several grades of

* disability.

* This refers to the amount of a child's income that is

readily applied to meet the veteran's or sumvmg spouse's.

family expenses :

The pension program in effect pi'ibr to.the enactment of
PL 95-588. The last date eligibility could be established
for this program was December 31, 1978. This program

became protected as of January 1, 1979

. A-_penswners countable income can be reduced by the
- amount of medical expenses paid by the pensioner for
which no reimbursement has been: made.

The amount .

claimed must be in eéxcessive 5 percent of the pensioners

maximum annual pension amount. .

Part of the Veterans Health Administration >s’ystem where
veterans can- receive health care on an inpatient or

outpanent basis.
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EXECUTIVE SUMMARY
!

Customer and employee satisfaction are two core elements in the design and
implementation of the new claims process. Our success in changing the focus of our claims
processing system from business driven to customer driven will depend in large part on our ability
to capture and integrate the needs and expectations of these two groups with our business needs.
In recognition of the need to integrate these two groups into the process, the Customer and
Employee Satisfaction Team was formed as one of the Business Process Reengineering (BPR)
implementation teams.

1. Customer and Employee Satisfaction Team Charter

The Customer and Employee Satisfaction team consisted of representatives from VA
Central Office, VARO, a representative from a National Service Organization, a Natlonal Labor
Union representative and ‘contractor support from SRA, International. This team was chartered
to: o : ' ' : ‘

) Cbndu;:t focus groups with employees on Division Merging

e Conduct focus groups with customers |

e Administer su[vey'instrixmet_xts as requested by other BPR teams

K Develép a customer satisfaction index - .
o. : I)evelop an employee satisfaction index - |

In addition to these tasks, this team was also tangentlally involved with the nationwide
survey entitled “Veterans® Satisfaction with C&P Claims Process” and the “ONE VA Employee.
Survey”. This team administered a nationwide survey of all hearing officers, select Senior Rating
Specialists and representatives from the Disabled American: Veterans (DAV) and Veterans of
Foreign Wars (VFW) on the concept of de novo review by Decision Review. Officers (DRO)
This team also conducted focus groups with pensxon reclplents and surviving spouses receiving
death pension. : :

2. Natlonal,Cusltoihei' and Employee Surveys

The “Veterans® Satisfaction with C&P Claims Process” survey was conducted in the fall of
1996. Individual reports by stations were completed by the end of May, 1997 and a consolidated
report for the nation should be completed by the end of July, 1997 . This survey will be
conducted in the fall of every year. While it will not be possible to directly link the results of this
survey to specific elements of the new claims process, it is our belief that as the new system is
implemented, there should be some measure of improvement in the overall satisfaction veterans
have with the prc»cess This survey will, however, be instrumental in guiding or directing the

1 June 1997
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development of additional focus groups and local surveys which may help in further lmlcmg any
improvements in satisfaction to the new claims process. :
The “ONE VA Employee Survey” commissioned by the Secretary of Veterans Aﬁ'axrs was
scheduled to be completed by April 16, 1997. Reports are scheduled to be completed by, the end
of June, 1997. This survey is scheduled for readministration every two years in the fall. Since this
survey is very global in its focus and reports on employee perceptxons, it may not be pos'l‘nble to
dtrectly link employee satisfaction to the new claims process using this instrument. However we
can review overall levels of employee satisfaction in the Adjudication/Veterans Services Dmslons

and as with the veterans survey, we would hope to see indications of improvement as BPR is
implemented. i
The de novo survey was developed and conducted to assist in the evaluation of the DRO
position and the post decision review authority that would be granted as part of the newlclmms
process. This new authority is currently being tested at nine Regional Offices. A written survey
was sent to Hearing Officers and select Senior Rating Specialists at all VA Regional Oﬂiees
including the test sites. This survey instrument was also sent to each field office of the Dlsahled
American Veterans (DAV) and the Veterans of Foreign Wars (VFW). We recorded a 100%
return rate from VA employees involved in this survey and a 75% return rate from the veterans ‘
service organizations. Most respondents, particularly those from the test sites and from the
service orgamzanens thought this new process would be favorable to veterans and that veterans
would percelve it as such. They felt that the new process would give veterans “one more blte of
the apple” and would therefore be to the veterans benefit to participate in this process. Smce the
DRO would have the ability to change a rating based on the same ewdeuce the original Ratmg
Specialist used, there was some indication that this would cause friction between these two
positions. There also was a similar indication that there would be a need for more DROs wnth this
process than VBA currently has now in the form of Hearing Officers. A copy of the survey
questions and responses are located in Appendix A, s
I
l

3. Local Surveys and Focus Groups

Focus groups were conducted at four sites concemning the. issue of mergmg the
Adjudication (ADJ) and Veterans Services Divisions (VSD). Merging of these divisions i Is the
basic organizational design of the new claims process. The focus groups were conducted at three
non-merged sites and one merged site. At the merged site, employees were not satisfied wnth the
new organization and attributed their dissatisfaction to the perception they had that there was no
effective leadership in mergmg the divisions. Employees weré also not satisfied with the sktlls
traxmng they received in preparation for the merger. While they understood the coneept of
merging, focus group participants did not feel that the concept was the reahty at-their statxon |

In the three non-merged sites, employees echoed three major themes. First, they felt that
there was a lack of communication and a lack of awareness by employees of exactly what the
merging meant. It was not clear to these employees that there was an overall plan for: mergmg
the divisions nor was it clear that the goals were realistic. Secondly, employees were eoneemed
about the amount and quality of training tliey would recéive in preparation for the merging of the-

l‘l
|
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divisions. Employees were not sure they would receive the tools and skill training they needed to
perform in these new divisions. In addition, they were not sure that management would support
them through the mérging transition. Thirdly, employees were concerned about their personal
safety. Since many had not had much face-to-face contact with veterans, they were concemed
that these clients, who they would now have to see in the new process, would be unhappy with
some of their decisions and could be potentially dangerous. Details about each of these four
focus groups can be found in Appendix B.

Four focus groups were conducted at the request of the Pension Simplification team with
veterans receiving death pension and surviving spouses receiving pension benefits. Both groups
stated that pension was essential to their every day existence and each group relied on VA, VSO
or NSO assistance in completing the required forms. None of the groups felt that the current
reporting requirements were burdensome. * Additional details about these focus groups can be
found in Appendix E of Tab 5, Rules and Pension Simplification Report.

4. Customer Satisfaction Index

In the new claims process, customer satisfaction is a key measure of success. Instead of
measuring success based on our own internal procedures, the new claims process and the new
Government Performance and Results Act (GPRA) both mandate that we develop ways to
measure how satisfiéd our customers are with the way claims are handled.

The development - of a customer satisfaction index reqmres identification of the variables
involved in defining and measuring customer satisfaction. Since we are in the early stages of this
process of defining the variables that make up “satisfaction” it will not be possible at this point to
develop a customer satlsfactxon index, particularly one that we could specifically and directly link
to the new claims process. In looking at the preliminary reports from the nationwide “Veterans
Satisfaction with C&P Claims Process” survey, there were certain indicators that when taken
together were hxghly predxcttve of overall satisfaction with handling of the claim. It is clear from
these prelmunary reports that the index could not include the variable “results of the outcome of
the claim” since whether or not a claim was granted or denied seemed to carry the most weight in
determining satisfaction. Since there is no appropriate, identifiable way to influence the outcome
of a claim separate from the merits of the case, this variable should not be included in the index.
As the reports are developed from this survey and as the survey is administered over the next few
years, we may be able to get a better idea of how we can satisfy our customers and how we
measure their satisfaction. It will still be difficult however to dnrect!y link any improvements to
particular elements of the new claims process. A -

5. Employee Sa*tnsfactlon Index

Developing an employee satisfaction index, like the customer satisfaction index will
require that we first develop an instrument with the appropriate variables that can definitively
determine employee satisfaction. The “ONE VA Employee Survey” was developed using an
Office of Personnel Management (OPM) Organizational Assessment Survey (OAS) as its basis.
The OAS itself wiis developed to collect employee perceptions on 18 different dimensions. ‘It also
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~ r |

assesses dimensions included in two reputable private sector surveys. Since the OAS was
developed with considerable theoretical and empirical support for its dimensions, use of these
dimensions should be considered in the development of an employee satisfaction index, Smce the
employee survey is currently planned to be administered every other year it may also be Ihelpful
in designing focus groups, further employee or climate oriented surveys, and other speclﬁc survey
instruments to gauge overall satisfaction. However, statistically valid data needed to develop an
employee satisfaction index are not available at this time. {}

6. Recommendations %H

|

It is clear that as the new claims process is implemented over the next five years, customer
and employee participation must be vigorously pursued as each new “product” is rolled outt With
this goal in mind, we make the followmg recommendations: - “

e The Compensation and Pension (C&P) Semce must “own” both customer and employee
surveys and focus groups as they relate to claims processing. C&P must develop a
program for measuring and monitoring customer and employee satisfaction with the goal
of integrating these results into the design and implementation of the new claims process
C&P Service will provide the structure, time lines, objectives and budget for the surveys,
focus groups and other methods of data collection. ‘t

z%

e The responsibility for developmg and conductlng the surveys and focus groups will] res1de'

-~ with the Office of Resource Management (ORM) since this office has the resident
expertise for developing these instruments. ORM should be supported by field and. other
CO personnel in development and administration of these instruments. - h ‘

e The natxonmde customer surveys should continue to be conducted in the fall of eachs]syear
‘a
. The VBA portlon of the “ONE VA Employee Survey” should be conducted every two
years in the fall of each year, regardless as to whether it is readministered VA-wxde with
similar frequency. | - ?

i
H

e Focus groups should be conducted at the lab sites armually and the data gathered should

‘ be compared to the baseline data. %‘

e Before each mxtlanve for the new claims process is 1mp1emented a base line survey should

be conducted and a follow-up survey should be completed within six(6) months of full

implementation of that initiative. The survey may be either written or telephonic and may
have focus groups conducted in concert with their administration. 31

o As the data from the nandnwnde C&P veterans survey are compiled and the re;laorts
- developed, the design of a customer satisfaction index will be pursued usmg the
mfoxmatlon in that survey as a gmdelme for developmg the appropriate variables. |’

3
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e As the data from the “ONE VA Employee Survey” becomes avallable the design for the
employee sattt.factton index will be pursued.
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APPENDIX A. CUSTOMER/EMPLOYEE SATISFACTION

DE NOVO SURVEY

A.l1 Background

The de novo survey was developed by the Business Process Reengineering - Customer Employee
Satisfaction Team to assist in evaluating the concept of the DRO position proposed as a part of
the “Reengineering Claims Processing” report of December, 1996. Copies of the survey, along
with a brief explanauon of the post decision revxew process, were submltted to each of the four
Senior Rating Speclahsts from each RO were asked to respond to the survey questions during the
period March 17 - 21, 1997. Copies of this instrument were also provided to the Disabled
American Veterans and Veterans of Foreign Wars Service Organizations to submit to their
Service Officers for completion during the same time frame.

According to statistics provided by each Area Office representative, we should have received 197
responses from Regional Offices. 198 completed surveys were returned and tabulated (we were
not able to determine where the extra survey came from). Therefore, we are showing a 100%.
response rate. :

Of the 119 surveys sent to the various Service Ofﬁcers, 89 were completed and tabulated for a
75% response rate.

The followmg 9 offices were recently selected to serve as lab sites for this “difference of opinion”
or “de novo” concept and these offices results while included in the overall Regional Office (RO)
survey results, have also been listed separately for informational purposes: Fargo, Houston,
Huntington, Indianapolis, Philadelphia, Saint Paul, Saint Petersburg, San Diego and Seattle,
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A.2 Survey Results

The following is a detailed analysis of each question with the number of respcnses per
question and percentage rate. Remarks from survey participants are attached at the conclusmn of

all of the survey questions.

1. There will be fewer notices of disagreement:

All Regional Offices:
Strongly Disagree or Disagree . 96
Agreed or Strongly Agreed 75
Neutral ' 15
Don’t Know , . 10
Did not complete : . 2
Lab Sites:
Strongly Disagree or Disagree 11
Agreed or Strongly Agreed ‘ 19
Neutral . 8
Don’t Know 1
Did not complete. . 2
Service Organiiations:
Strongly Disagree or Disagree - 37
Agreed or Strongly Agreed 27 40
Neutral , 10
Don’t Know 2
Did not complete 0

2. There will be fewer appeals:

All Regional Offices:
Strongly Disagree or Disagree 52
Agreed or Strongly Agreed . 121
Neutral 17
Don’t Know 7
Did not complete 1

51.6%
403

8.0

289
50.0

210

425
46.0
11.5

273
63.6
8.9

]
I

|

|
|
|
|
|

a0
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Lab Sites:

Strongly Disagree or Disagree 8 21.0
Agreed or Strongly Agreed 27 71.0
Neutral 3 7.8
Don’t Know 3
Did not complete 0

Service Organizations:
Strongly Disagree or Disagree 21 244
Agrecd or Strongly Agreed 56 65.1
Neutral 9 ' 10.4

‘Don’t Know . 3 C
Did not complete 0
3. There will be fewer hearings:

All Regional Offices:
Strongly Disagree or Disagree 52 28.5
Agreed or Strongly Agreed 106 a 58.2
Neutral @ -~ = 24 13.1
Don’t Know 12
Did riot complete 4

Lab Sites:

Strongly Disagree or Disagree 7 18.9
Agreed or Strongly Agreed 19 ' 51.3
Neutral : 11 : 29.7
Don't Know 3 <
Did ot complete 1

Service Organizations:
Strongly Disagree or Disagree 23 27.0
Agreed or Strongly Agreed 49 57.6
Neutral 13 ' 15.2
Don’t Know 3
Did not complete 1

A3 D June 1997



CUSTOMER AND EMPLOYEE SATISFACTION TEAM REPORT

4. Claimants will like this process:
All Regional Offices:

Strongly Disagree or Disagree

Agreed or Strongly Agreed
Neutral

Don’t Know
Did not complete

Lab Sites:

Strongly Disagree or Disagree
Agreed or Strongly Agreed
Neutral
Don’t Know

“Did not complete

Service Organizations:

Strongly Disagree or Disagree
Agreed or Strongly Agreed
Neutral .

Don’t Know

Did not complete

168
13
10

ONWLWOAO

37
89.4
6.9

923
7.7

35
76.6

18.8

- §. Claimants will believe that their claims are more fairly evaluated:

All Regional Offices:

Strongly Disagree or Disagree
Agreed or Strongly Agreed
Neutral

Don’t Know

Did not complete

Lab Sites:

Strongly Disagree or Disagree
Agreed or Strongly Agreed
Neutral '

Don’t Know

Did not complete

25
122
38
12

13.5
65.9
205

13.2
60.5
26.3

June'
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Service Organizations:

Strongly Disagree or Disagree
Agreed or Strongly Agreed
Neutral

Don’t Know

Did not complete

9.3
66.3
244

6. This will make decision making at the regional offices less adversarial between the

claimant and the V.A.:

All Regional Offices:
J
Strongly Disagree or Disagree
Agreed or Strongly Agreed
Neutral
Don’t Know
Did not complete

Lab Sites:

Strongly Disagree or Disagree
Agreid or Strongly Agreed
Neutial -

Don’t Know

Did not complete

Service Orgginizations:

Strorigly Disagree or Disagree
Agreed or Strongly Agreed
Neutral

Don’t Know

Did not complete

54
87
43
14

10
19

22
40
17
10

0

29.3
46.5
233

27
51
21.6

27.8
50.6
21.5

7. Decision Review Officers will grant benefits more often than at present: -

All Regional Offices:

Strongly Disagree or Disagree
Agreed or Strongly Agreed
Neutral

Don’t Know

Did not complete

35
122
24
15

19.3
67.4
132
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Lab Sites:

Strongly Disagree or Disagree
Agreed or Strongly Agreed
Neutral

Don’t Know

Did not complete

Service Organizations:

Strongly Disagree or Disagree
Agreed or Strongly Agreed
Neutral

Don’t Know

Did not complete

|
|
8. Final regional office decisions will more closely resemble “BVA thinking” on i.-%[sues:

0 WA

16
34
22

17

12.5
71.8
15.6

22.2
472
305

|

%
1

¥
i
l
:

i

All Regional Offices: ;
Strongly Disagree or Disagree 58 35.1 |
Agreed or Strongly Agreed 69 ‘41.8 |
Neutral 38 23.0 i
Don’t Know 30 §
Did not complete 3 .
Lab Sites: E
Strongly Disagree or Disagree 13 371
Agreed or Strongly Agreed 16 45.7 ‘
Neutral - 6 17.1 |
Don’t Know 6 ;
Did not complete 0 i |
Service Organizations: !
Strongly Disagree or Disagree 25 33.3 ’
Agreed or Strongly Agreed 28 373 ;
" Neutral 22 293 !
Don’t Know 12 ;
Did not complete 2 §
i
i
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9. There will be fewer remands from BVA:
All Regional Offices:

Strongly Disagree or Disagree 63 344

Agreed or Strongly Agreed 96 52.4
Neutral . 24 ' 13.1
Don’t Know 13
Did not complete 2

Lab Sites:
Strongly Disagree or Disagree 11 314
Agreed or Strongly Agreed 19 542
Neutral 5 14.2
Don’t Know 5
Did not complete o1

Service Organizations:
Strongly Disagree or Disagree 11 13.2
Agreed or Strongly Agreed 62 ' 74.6
Neutral 10 12.0
Don’t Know o 5 :
Did not complete 1

10. There will be a decrease in the average length of time for a claim to proceed from
the initisl a]:tpllcatlon to the final BVA decision. .

All Regional Offices:
Strongly Dlsagree or Disagree 57 324
Agreed or Strongly Agreed 84 ' 47.7

Neutral 35 A 19.9

Don’t Know 18
Did not complete 4

Lab Sites:
Strongly Disagree or Disagree 10 29.4
Agreed or Strongly Agreed 17 ‘ 50
Neutral 7 ' 20.6
Don’t Know , 4

Did not complete 3
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Setvice Organizations: %
Strongly Disagree or Disagree 26 3211 I
Agreed or Strongly Agreed 41 50.6 |
Neutral 14 17.3 |
Don’t Know 7 *
Did not complete 1 |

11. Fewer Decision Review Officers will be needed:

! B

All Regional Offices: |
i
|

Strongly Disagree or Disagree - 129 80.1 i

Agreed or Strongly Agreed 7 43 ?

Neutral 25 15.5

Don’t Know : 34 ' ,}

Did not complete o3 : : |
|

Lab Sites:

Strongly Disagree or Disagree 31 91.2
Agreed or Strongly Agn 0 0
Neutral L 3 88
Don’t Know 7 )
Did not complete 0
Service Organizations:” : |
Strongly Disagree or Disagree 44 71.0 :
Agreed or Strongly Agreed 2 3.2 |
Neutral 16 258 ;
Don’t Know .24 ;
Did not complete . 3 |
12, The relationship will improve between Decision Review Officer and the Ratin
Specialist: 5
All Regional Offices: . 1
Strongly Disagree or Disagree 101 "62.0 |
Agreed or Strongly Agreed 13 8.0 |
Neutral . . 49 30.1
Don’t Know , 31
Did not complete 4




Lab Sites:

Strongly Disagree or Disagree
Agreed or Strongly Agreed
Neutral

Don’t Know

Did not complete

Service Organizations:'

Strongly Disagree or Disagree
Agreed or Strongly Agreed
Neutral

Don’t Know

Did not complete

15

14

27
13
29
13

7

46.9
9.4
438

39.1
18.8
420
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Using this concept, what percentage of notices of disagreement will result in granted claims

solely on the basis of “difference of opinion”
All Regional ¢Ofﬁce:,s: Average - 22%
Lab Sites: A‘verag§ -13%

Services Organizations: Average - 20%

%
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APFENDIX B. DIVISION MERGING FOCUS GROUPS

Houston, Texas
March 10-11, 1997

The Customer/Employee Satisfaction Team was chartered to solicit the views of
employees regarding the merging of the Adjudication Division and the Veterans Services
Division. The Houston RO was selected as a non-merged station. A standard series of 12
questions were presented to the employees. The questions were derived from the members of the
Customer/Employee Satisfaction Team, the HR Team and the Training Team. Each employee
group consisted of 10 employees. The employment background of these employees were
Veterans Benefits Counselors, Veterans Claims Examiners, Rating Specialists and mail & file
clerks. The grades ranged from GS-3 to GS-12. There were four sessions, each one and a half to
two hours in length and held during a two day period. This report is a compilation of the
feedback recexved from all four sessions.

The focus groups were conducted by a team consisting of Stephanie Kron, SRA,
Facilitator; Jack Frost, and Tricia Moore, both of VA Central Office, Scribe. The follomng are
the questions that were asked and a synops:s of the feedback. S

1L What is your level of satlsfactnon with the current dmsxonal orgamzauon‘?

The overwhelming response from employees expressed dissatisfaction with the
current divisional organization. The employees felt that goals were unclear, the stress level
was very high, change that was occurring led to confusion and low morale with an
increased expectation level of pressure to produce. The employees felt inadequate due to
poor training and an overall fear of the unknown. They feit that currently the structure
was poor, buck passing, with & heavy workload and not conducive to veterans.

However, those who were currently satisfied were some of the newer employees
who were open to change. Some were comfortable in there jobs and, if they were to
continue, they would be pleased. Some thought that the specialization was better because
they could focus and master the tasks. Although one stated that specialization does not
allow for a wvell rounded employee. Another employee stated, "too many layers, and it is
time for change .

2. What is your understandmg of the Ad;udxcatmn/Veterans Services Division
Merger"

Overall the partlclpants felt the merge was unclear, with no real definition, lack of
clarity, with doubts of work assignments, and that management needed a more open line
of communication. However, those that did have an understanding thought that they
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would be a jack of all trades. Some employees were concerned that it would not be an

actual merge, "just movement of bodies." Most employees had little knowledge of the
merge and were not clear what would be expected of them.

|
3. What potential positive results are there in merging? ;
s

The employees felt that they would all be striving for a common goal, and there
would be an increase in customer satisfaction with greater personal satnsfactton The
merge would add variety to the workplace with a potential for promotion. They would be
learning and sharing knowledge which might ease the frustration of the two dmsnons as
well as, the collective training that could result in an enhanced self-worth. They felt it
would decrease the claims processing time, thus improving service to vetera.ns The
‘merge might also ease the historical tensions between the two divisions and would greatly
increase their understanding of each others responsibilities. , |

4. What potential negative results are there in merging?

The employees anticipate an increase in interruptions, and that the resulting stress
to accomplish many tasks at one time, may have an overall negative impact oni claims
processing. This could impact on both the timeliness and quality of their decisions! They
also felt that the training process must allow time for acclimation. They stated that

peoples resistance to change could be an inhibitor. '

For the adjudJcators speakmg to the veteran may- inhibit their ability to work
cases. Because they anticipate more distractions and less "quiet time," they would< ‘not be
able to work cases as thoroughly and quickly. They also stated some sense of
apprehension at the potentwl of being threatened having to actually interact with veterans.

5. What posltlve results are there in merging for customers? i

i
The employees felt that the overwhelming positive result for customers w111 be
direct and improved communication, and interaction between the customer and the
employee. More direct and consistent communication may reduce customer frustratxon
Further, the customer may experience expedxted claims processing, and may understand
the decisions better with fewer hand-oﬁ's |

|

6. What negative results are there in merging for customers? 1

|
The employees thought there may be a decrease in quality due to employee
training. The customers may expect too much and feel they are due more: They also
thought the customers that contact the VA more often will receive higher pnonty than

those who are more patient, thus the level of service will decrease for the latter. ‘
' |
i

|
!
i
|
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7. In your opinion, what would hinder the merge?

The views expressed by the employees include lack of: management support,
equipment, funds, adequate training, knowledge of the merger, and information
dissemination. In addition, they also indicated a further hindrance would be employee
resistance to uhange and not havmg a fully communicated detmled plan.

8. In your opinion, what would help the merge?

The employees suggestions in response to this question include: clearly defined
roles, proper and consistent information, communicate a clear vision for the future,
consistent training, and a definite timeline. They believe that before the merging process
begins a detailed plan must be developed, training stiould be administered, equipment
procured andinstalled, and open communications must occur.

9. What type of training is necessary for merging?

The employees felt a need for standard, timely, continual, quality training.
Specifically, they mentioned: one-on-one, mentoring, role-playing, hands on, and team

( training. They feel training should be available to all employees and not discriminately
offered. ‘ .

In the opinion of the VBCs, they indicated a need for claims development and
processing training to include the very basics. From the VCE perspective, they indicated a
need for crogs-training on all other business lines and reﬁnmg their soft skills to assist in
dealing with the pubhc

They also felt that once the training program had been lmpleniented, there should
be a way to evaluate and validate the training. In addition, they indicated needing
adequate absorption time to ensure a thorough understanding of the material.

10. What type of trammg will you need?

The employees felt that the formal academy training is essential. A training manual
and on the job training was also indicated. They stated a need for more complete and
thorough training;, beginning with the basics. In addition, they suggested training on
communication, public relations, soft skills and all the various VBA business lines. They
strongly voiced the need for a mentoring program to share experiences. - There was also
discussion on what not to do; specifically the example highlighted was the reader focused
writing projéct having been initiated with great fanfare, but later ignored with little follow-
through _
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|
!
11. What would you consider an acceptable or'an appropriate method to determ‘me skill
level once the two positions (VBC/VCE) have been combined? ‘I
?t
- The debate that followed this questlon indicated some fmrly strong opinions which
were in opposition to one another; i.e., team and/or peer reviews, testing, role| playing
interviews, performance quotas, self-evaluauons SQC, random sampling and customer
satisfaction. However, there was unanimity that any evaluation system needed to be
totally fair, well defined and able to adequately test ones skill, knowledge and abxhty
l

12. What one recommendation would you suggest to facilitate merging? |
The facilitator phrased the question, " If you were able to speak to the Under

Secretary for Benefits, what one suggestion would you give to facilitate the merge " The
following is a list of the answers received:

o Proper, quick and complete communication;
e People need to be well trained;

o Have the necessary equipment ready;

e Develop a timeline, plan and goals;

o Attempt to ensure mmlmal disruption of on-going work processes -

-« Treat employees with respect and have patience with the human condition; and

e Justdoit.

i
I
Seattle, Washington 1
March 12-13, 1997 i

?

The CustomerfEmployee Satisfaction Team was chartered to solicit the wews of
employees regarding the merging of the Adjudication Division and the Veterans Slemoes
Division. The Seattle RO was selected as a merged station. A standard series of quesuons were
presented to the employees. The questions were derived from the members 4Pf the
Customer/Employee Satisfaction Team, the HR Team and the Training Team. Each employee
group consisted of 10 employees. The employment background of these employees were Rating
Specialists, Veterans Customer Representatives and Veterans Benefits Counselors: - The, grades
ranged from GS-5 to GS-12. There were four sessions, each two to two and one half hours in

length and held dunng a two day penod This report is a compilation of the feedback récelved

from all four sessions.
i

i
i
1
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The focus groups' were conducted by a team consistiné of Stephanie Kron, SRA,

Facilitator; Jack Frost, and Tricia Moore, both of VA Central Office, Scribe. The following are
the questions that were asked and a synopsis of the feedback.

1.

What is your level of satisfaction with the current divisional organization?

The universal feeling of the employees was dissatisfaction with the current work
structure. The employees that had merged felt the concept was realistic in that there was
no other way to achieve customer satisfaction. However, the implementation lacked
overall planning, i.e., equipment, goals, leadership and work environment. Thus the
employees felt fruStrated, stressed, overwhelmed and distracted. Also, the loss of top
management and an inconstant direction has left the employees feeling abandoned.

What is your understandmg of the Adjudlcatlon/Veterans Services Division
Merger?

The employees understand the service center eoncept which they were informed
of, but it is not currently a reality. The understanding was that they would be a “jack of all
trades,” but now they are confused as to the intent. They felt that there is a lack of
consistent service to veterans. The employees felt the work process was not well thought
out. They also expressed the merge would provide better service to veterans, however the.
tools and equipment were not ava.llable thus unpedmg the merge

" What positive results are there in merging?

The overall positive result of the merged divisions is the respect employees have
for each others jobs and improved employee interaction. - Some of the teams members
stated they are able to exchange more information and enjoy working in a variety of areas.
Another positive aspect was employee empowerment and possnble promotion.

What negatwe results are there in merging?

There were numerous negative results expressed by the employees. Specific
examples noted were increased noise level, ‘ increased interruptions and overall chaos
among the téams. The former VCEs indicated a difficult time adjusting to the increased
noise level. The employees expressed a large amount of frustration with the lack of
equipment and overall leadership during the merge. Many employees indicated that
management did not allow an adequate amount of tralmng or allot enough time for such
training. .

. What pesitive results are there in merging for customers?

The empleyees standard response was the ability to speak directly to the veteran
and explain the decisions that were made. They also felt that this would allow for more
effort to “do it right the first time,” and the veteran could give and get positive feedback.
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They also had a sense the customers were pleased to get an answer quickly and the
employees felt they were making a difference.

6. What negative results are there in merging for customers?

e e e e o _gean

The unanimous response was the lack of training provided to the employees which
would ultimately produce inaccurate and poor information to the veteran. Another
-perceived negative result was that the veterans who make frequent contact nrecelve
preferential treatment over those who are patient. The overall sentiment by the Igroups
was “the squeaky wheel gets the grease.”

7. In your opinion, what hindered the merge?
* . |

l

: The employees felt the number one issue that had hindered the merge was ilack of
training. Other predominate themes included inadequate tools, unrealistic goa]s-all

production oriented, and no support from management.

8. Inyour opinion, what helped the merge?

The responses provided did not address the issue of what had helped in their
merge, rather what would help in future merging. Among the suggestions provxded were
an employee mentoring program. As described, this would allow accessible, one-on-one-
training between peers throughout the day. However, management must modify the
production goals dunng the transition period. Another suggestlon from the gronfp, was
for management to, “sell the vision then sell the program.” .

}
9. What type of trammg is necessary for merging? i
The need for trammg was stressed throughout the sessions. However, some
specific examples of training necessary for merging include a combination of ;formal
classroom, mentoring, computer and on-the-job training. They stated the ‘formal
classroom training should not be limited to just “book” training but also include hands-on
computer training utilizing case simulation. The employees also expressed a nwd for a
formal VSR training syllabus to be developed to assist with the necessary development of
a well rounded VSR. They also felt any training program that is administered needs to
have an evaluatlon to ensure its quality. |

i
\
i

As stated above more one-on-one training seems to be the most beneficial to the

- employees. They also expressed that some of the mandated training was not very effective
because at times the employees knew more than the trainers. They also seem to thmk that
getting back to the basncs is a necessity.
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10. What would you consider an acceptable or an appropriate method to determine skill
level once the two posmons (VBCIVCE) have been combmed"

The pamcxpants felt they should not solely rely on a test situation, but that other
factors must be taken into account. For example: peer reviews, subject matter experts
reviewing cases, meetings with the coaches/supervisors and monitoring telephone calls.
They also expressed that whichever type of certification would be determined, make sure
structured guidelines are in place to ensure continuity and have subject matter experts
from both areas write up a list of guidelines that would equate to proficiency with the
programs. _

11. What one recommendation would you suggest to facilitate merging?

The facilitator phrased the question, “ If you were able to speak to the Under
Secretary for Benefits, what one suggestion would you nge to facilitate the merger?" The
following is a list of the answers received:

e Be prepared with equipment and money;

e Do a lot of thinking before doing. Plan;

e Train the people first;

o Shéw' seridus side and ooinﬁiiﬁhent by management;‘ :
e Standardization of training; |

e Giveus ba@:k unit chiefs and take away the coaches;
e Provide stress management; and

¢ Embrace.

Waco, Texas
March 13-14, 1997

The Customer/Employee Satisfaction- Team was chartered to solicit the views of
employees regarding the merging of the Adjudication Division and the Veterans Services
Division. The Waco RO was selected as a non-merged station. A standard series of questions
were presented to the employees and were derived from the members of the Customer/Employee
Satisfaction Team, the HR Team and the Training Team. Each group consisted of 10-12
individuals who are employed as Veterans Benefits Counselors, Veterans Claims Examiners,
Rating Specialists, Clerical support or File Clerks. The grades ranged from GS-3 to GS-12.

B-7 ‘ June 1997



S
1
CUSTOMER AND EMPLOYEE SATISFACTION TEAM REPORT |
1

There were four sessions, each 2 hours in length and held during a two day period. Thls réport is
a compilation of the feedback received from all four sessions. §

!

!

The focus groups were conducted by Ms. Janis Wood, Facilitator, from the Phoemx
VARO and Ms. Barbara Sheridan, Scribe, from the Waco VARO. The participants were lglven a

brief introduction of how a focus group is conducted, ground rules and the purpose
sessions. The following are the questions that were asked and a synopsis of the feedback. |

3

1. What s your level of satisfaction with your current divisional organization? i

of the

Overall, employees were fairly satisfied with their current organizational structure
However, most felt that there was still a great deal of room for unprovement Concerns

centered around morale issues due to lack of communication, excessive workload
madequate training, insufficient employee - recognition and continuous changes in

- processing procedures by management. The majority of employees who commented on
the recently initiated team concept felt that it would be/is a positive change and of ibenefit
to our customers. . |

. What is your understanding of Adjudication/Veterank Services Division mergér"

Most participants felt that the merger was combmmg the Adjudxcatlon and
Veterans Services Division into one unit that would work together as a whole and prowde '
“one-stop-shop” or case. management service for the veteran. Employees expressed
concerns that the idea was not completely thought out and questloned ‘how backlogs
would be handled, lack of personnel to provide the one-on-one service while still meetmg
production and inadequate technology. Most employees felt they had been glven little
information about the whole concept but that the intent was to provide better\ faster
service to the veteran.

. What potential positive results are there in merging: :
- for yourself g
- for employees }
- concerns/fears?

Employees stated that the additional training and responsibility the merger will
entail will lead to greater job satisfaction, opportunity to deal one-on-one with the veteran
and a possible increase in grade. In addition to the items employees mentmned as
positives for themselves; for other employees, they anticipated a more well-rounded
knowledge of the VA and the entire claims process, enhanced communication between
employees and an overall increase in morale. Concerns and fears expressed mcluded
talking on the telephone and dealing with the clientele directly, additional [stress
insufficient training, being reorganized out of a job, personal safety and the fear that the
merge wxll not last. |

il
!
|
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. What potential negative resulits are there in merging:
- for yourself
- for employees

- = concerns/fears?

A common thread throughout all of the focus groups were, concerns expressed
regarding job retention, increases in backlogs and stress and personal safety. Overall
feeling that if necessary training and enhanced technology are not provided during merger,
claims processing ‘will be delayed and information provided to our customers. will be
inaccurate. Participants expressed doubts that management will provide the time needed
for the merge to be successful or that if the merge does not prove successful that changes
will be allowed.

| . :
. What positive results are there in merging for customers?

Ernployees consistently stated that the positive results for customers could be an
increase in timelinéss and the ability to deal directly with a VA employee who can handle
their cla:m/questxons, which will keep the veteran better informed. They also felt that the
VA would be able to obtain more direct, accurate information from the veteran, on a more
_ timely basxs

. What negative résults are there in merging for customers?

The negative aspects expressed for the customer were: initial decrease in
timeliness due to employee learning curve, efroneous or incomplete information given,
inconsistent ]handlmg of cases and concerns that customers who continually contact the
office will receive preferential treatment. There was also some discussion that the
veterans may incur costs to obtain material needed to expedite their cases, such as medical
evidence, which dld not occur in the past.

. In your opinion what will hinder the merge?

Participants stated the biggest obstacles would be lack of training, poor or
insufficient planning, employee’s resistance to change, unrealistic goals/expectations by
management, inadequate equipment (especially telephone) computer technology and
physical space.

. In your opinion what will help the merge?

Employees consistently noted the need for in-depth training, proper planning for
the merge and adequate time to assess the success or failure of the merger. They also
suggested that a suspension or reduction in production requirements would be needed
while employees go through the initial phases of this process. Simplification of the rules
and regulations surrounding compensation and pension would be required to successfully
merge the two divisions without hiring additional personnel. Increased and consistent
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communication from Central Office/management was also needed for employees
a posmve attitude.

What type of training is necessary for merging?

|
10 retain

s

i

I
H
1}

i

Adequate, consistent and in-depth training was stressed by the panicql)ants in
response to not only this but nearly all of the questlons during these focus group sessnons
Specific training desired was: cross-training in all aspects of the VA but mamly the
Adjudication/Veterans Services Division functions, communication/personal interview
techniques, basic and advanced computer skills, stress management, crisis intervention,
- basic customer service, typing and VA jargon. ‘

The participants also felt that the training should be delivered through a vanety of

~methods including on-the—;ob video, computer, reference manuals or handbooks

sufficient time must be given for employees to receive this training.

and that

|
I
\

|
. 10. What would you consider an acceptablefappropnate method to determine skill level

11

once the two pos:tlons (VBC/VCE) have been combined?

i
H
!
'

Employees indicated that there were a variety of methods they could recolmmend

to assess achievement levels including evaluation against performance standards,

| quality

assurance, supervisory observation, customer feedback, peer review, attendance at’
training or some combination of these. Although no one of these had unammous

approval, the most often mentioned was supervisory review -of quality and |

‘production. There were. concerns expressed that whoever the evaluator might

there are assurances they have adequate subject matter knowledge

. What would you recommend to facilitate merging?

joverall
be, .that

1
¥
H
i
!
t
1

Participants felt that effective planning, communication, training and time vs"a{ere the
most important elements to ensure a successful merger. Other recommendations included:

o Establishment of a masi:er computer progfam.
¢ Adequate telephéné equipment.

¢ Buddy or mentoring program.

e Designated trainers. |

* Involve Service Organiz.ations.

¢ Inform our customers of the merger.

e Patience.’

i
{
I}
l
!
|
i
{
l

|
|
i
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Qakland, CA
March 17-18, 1997

The Customer/Employee Satisfaction. Team was chartered to solicit the views of
employees regarding the merging of the Adjudication Division and the Veterans Services
Division. The Oaklarid RO was selected as the second non-merged station. A standard series of
12 questions were presented to the employees. The questions were derived from the members of
the Customer/Employee Satisfaction Team, the HR Team and the Training Team. Each employee
group consisted of eight to ten employees. The employment background of these employees were
a File Clerk, Program Support Clerk, Veterans Claims Examiner, Rating Specialists, and Contact
Representatives. The grades ranged from GS-3 to GS-12. There were four sessions, each two
hours in length and held durmg a two day period. This report is a compilation of the feedback
received from all four sessions.

The focus' groups‘ were conducted by a team consisting of Stephanie Kron, SRA,
Facilitator; and Tricia Moore, of VA Central Office, Scribe. The followmg are the questions that
were asked and a synopsis of the feedback.

1. What is your level of Satisfaction with the current divisional organization?

The overall response .from the employees was satisfaction with the current
organizational structure. A new employee stated that they liked everything about their
job. . Many felt the current organization allowed them to enhance their specialization, .
whxch in tumn a!lowed them to serve their customers well '

A few employees stated some d1ssatlsfact10n due to pressure to produce which led
to additional stress. And, some of the frustration expressed was attributed to the drawn
out process of waiting for additional information required to process the claim, which
could be rectijﬁed by speaking directly to the veteran. ' .

2. What is your understandmg of the Adjudication/Veterans Services Division
Merger? -

The overwhelming response from the employees was lack of understanding. They
had a very vague idea but did not know any details and very little information had been
provided. Some of the lower grades expressed that they were hearing it for the first time.
Others stated they had seen the video, but didn't understand what the two positions will be
doing once merged. The employees mentioned that they had tried the concept previously
and it failed miserably. They hoped this merger would have a definite, well thought out
plan and would not be a repeat of the previous.
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3. What potential positive results are there in merging?

The potential positive results employees stated were potential grade mcrease
better understanding of each others position, and potential of eliminating duphcatlon of
efforts and steps in the process. Another potential positive aspect that was expressed was
the ability to work a case from beginning to end, which would lead to better satlsfactlon
for themselves and the customer. |
4. What potential negative results are there in merging? 4
Overall, the participants thought the potential negatwe impact for thémselves

would be additional pressure and stress to produce while going through the transmon
-period. |

They also expressed concern with the hiring freeze and that the dec rease in
resources would lead to more work for themselves, with no alteration of the productlon
numbers. Also, they expressed concern that the appropnate tools would not be provxded

Some of the adjudicators stated they would prefer not to be on the phone They
also thought that if they were to speak to the veterans directly, they may lose tm%e rating
cases, which would impact their level of production. Constant mtermpnons would
negatively unpact the quality of the cases as well as cause delays in processing.

5. What potcnt;al posntlvg results are there in merging for customers? -
The overwhelming response from the participants was that the service to veterans

would greatly improve by reducing processing time, allow for one stop shopping, Eand the

" customer would have direct contact with the decision makers. ;
|

|

6. What potential negative mults are there in merging for customers"

The employees expressed the increase in telephone calls would dmumsh
-production, which would resuit in additional backlog of customer cases. In the opunon of
the employees, the customers that repeatedly call and visit the office would . receive
preferential treatment, and those who were patient would suffer. i

7. In your opinion, what would hinder the merge? I

The employees felt that some of the hindrances would be lack of: mam;gement
support, equipment, training, and communication. They also stated the understanlding of
human nature’s resistance to change, which they felt would be a large hindrance to the
merger.

5,
b
]
i

i

}
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|
}
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8.

1.

In your opinion, what would help the merge?

The responses to this question included, a strong commitment from management in
reference to communication, training, equipment, and support. In regard to
communication, they expressed the need for explicit details, an adjustable timeline and
patience. Specifically for training, they suggested it should be proper, complete and
consistently taught to all employees prior to the merge. :

What type of training is necessary for merging?

The employees felt a need for committed, standard and recurring training. They
felt that a mentor program would be quite beneficial to adjust to the merge. However,
training is only as good as the mentor. Training that is administered, should be basic,
consistent, and current. Also, while training is implemented the production goals need to
be adjusted accordingly.

The specific types of training that they felt they would need included: software
(TARGET, COVERS, CATS, etc.), COVA, and all VBA business lines. They expressed
a need for reference materials readily available and easy to comprehend.

-10. What would you consider an acceptable or an appropriate method to determine skill

level once thie two positions (VBC/VCE) have been combined?

The- responses received were for testmg, peer review, quality assurance and
customer satisfaction. However, the participants expressed both positive and negatlves
for each method and consensus was difficult to obtain. The negatives expressed about
testing were that.not all people test well, tests can be manipulated and tests may not
represent the reality of an employees knowledge. A positive sentiment was if the testing
instrument was subjective and reasonable it may be able to accurately determine skill level.
Nevertheless, the majority stated that one method would not appropriately determine their
knowledge and skill level.

What one recommendation would you suggest to facilitate merging?

The following are in response to the hypothetical question, " If you could suggest
one item to the Undersecretary of Benefits, --to help in a merging situation, what would it
be?"

e Total commitment from management. - )
e Open communication and provide details.
« Have a definite timeline, and include changes when needed.

o Guarantee proper training.

B-13 : June 1997
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o Take pressure off while in training. ’
N
» Employees are customers also. Get involved with the employees. |
« Don't just look at numbers, look and listen to the employees. !
» Just go forit.
i
|
|
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APPENDIX C. CUSTOMER AND EMPLOYEE SATISFACTION TEAM

Jack Ross, Team Leader VARO Cleveland

Sandy Epps VARO Albuquerque

Jack Frost VACO, VSPS

Lynn Heltman - VACO, CFO staff

Tricia Moore VACO HRM

Barabar Sheridan Unioﬁ Rep, VARO Waco
“ Mark Winn | DAV

Janis Wood VARO Phoenix

StepMe Kron SRA
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