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EXECUTIVE SUMMARY 

This report pn:sents the training requirements that are consistent with the BPR vision. 
Training is vital to VBA in a time of a decreasing workforce. Not only are the staffing numbers 
decreasing, but the demographics indicate ttmt many ofour 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 outlines VA's approach to business process'reengineering of the claims 
process. Three fundamental changes are envisioned, which include : . 

• . strengthening ofpartnerships with veterans and their representatives, 

• core process modifications, and 

• infrastructure adjustments. 

The achievement of these changes demands that VA develop and incorporate dynamic 
training programs 1hat are available for' employees and representatives alike. The three new' 
positions created by BPR present' a unique training challenge. Employees will be required to 
become proficient at new tasks, and this will require an attitude ~ for many ofthem. 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 reuon why training is so important at this time is that technology has played a 
significant role in cbanging 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 introduetion ofenhanced 
teclmology 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 assistnnce from experienced performers. When that happens, which currently is 
often the situation, VBA loses productivity from both the student, 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 ofOJT can be minimized by providing training at the desktop, which 
has proven effective:ness. ' 
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,I!RAINING INVESTMENT AND RETIJRN 
" 

'I 

- Total cost of recommended training initiatives is $17.7 million over a 5-year period FY98­
FY02 ,. 

- $11.9 million for ISD training packages to support the 3 BPR positions " 
1 - $5.8 million for several interim initiatives to provide necessary training during the 

transition period. These interim initiatives include: 1\ 
1 

t- Updating and enhancing Advisor ,j 
1 

I- Return'for this investment can expect the following performance impacts: 

- Workforce will have received training sufficient to certify them as proficient in their new 
• • 'i . 

POSitiOns , . ii 
- Reduced unit costs through a shorter umeframe to train !'; .. 

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

.. ( 

" 
In order to achieve the vision espoused in the case for clumge, VBA must increase ~ts 

established conunitment through the adoption ofpnnen training BtrIlIegies, and devote t~e 
resources to the development, delivery and maintenance ofeffective training packages. .;: 

:l 
An overvieW of the recommendations of the BPR training implementation team follows 

(All ofthese recommendations are discussed in greater detail in this report.): 'f ' 

.1 
- Recommend that performance-based, multi-media, instructional system designed (lSI?) 

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 ~9r 
credentialing employees as having the skills required to complete the job tasks. 

. :1 
- Recommend that the Compensation and Pension Service sponsor the development of 

. this training, assisted by the Emplbyee Development and Training Staff. I 

i~ 
I 

- Recommend that full funding and support to accomplish the development of this 
traininS .be' identified and provided to facilitate delivery to the field 'and minimii.e 
delays. This includes both contracting costs for development of training packages ~ 
'costs ofproperly managing, monitoring and administering those contracts. 

,i 
Ii 

- Recommend that a course for training coordinators in the field be designed mid . 
delivered to provide those coordinators with the facilitation sldlls necessary to ensurb 
successful implementation ofthe training packages. " 

- Recommend solutions to assist with the transition period as stations begin to merg~:.thefr 
operations into the BPR format, but before the formal training (mentioned above) i~ 

. . i 
1 
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. available. These "short tenn" solutions consist of utilizing and updating current training 
. opportunities that are presently available. The short tenn training will not meet long-term 

training need:~, but will provide assistance in the interim period. Short teon training 
includes, but is not limited to, customer service trainjng, the Advisor prograDl, team and 
coach training, leader training, interactive 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. 

• 	 Recommend that embedded training devices be included in all informational technology 
releases curnmtly under development or planned for development. 

It is extremely clear to the BPR Training Implementation Team that VBA's ability to 
provide world class :~ervice, as articulated by the Secretary, is dependent uPon a partnership with 
the Veterans Servia: 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 recogruzes'that area and regional offices must develop plans 
specific to their own areas as to how BPR will impact and affect the partnership with VSOs. 
Given the v8rlety ofservice delivery methods within states, it is virtually Unpossibleto prescribe a 
standard method of pBrtnership. Nonetheless, it is true that this partnership is essential for the . 
success ofVBA's efforts. The Training Team finds that: 

a. 	 VSOs mus:t be included and involved in the planning~ development and 
implemenultion of all training. 

b. 	 VBA must ~capitalize on tile strengths of VSO ~ining already. developed. 

. VBA has shown an interest in and commitment to training. )he introduction 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 apJ)roximately 25 areas~ As well, focus groups conducted at the recently named 
Lab Sites also identified the need for improved, training materials. It is rec;ognized that our 
present training apJ)roaches do not guarantee knowledge transfer and the ability to perform tasks. 
Also, adult learning strategies can be employed more effectivelyto produce measurable results . 

. ' 

In the short term, a set oftraining materials is being,recommended (refer to pages 8-10 of 
this report). Tbds package includes materials to support training for Veterans. Service 
Representatives (VSR), Rating Certified VSRs, Decision Review Officers, employee-managed 
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q 

teams and coaches.. Our long term strategy includes the development of training prograIlls 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.c¢ntain 
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 fd,r the 
accomplishment of training, and permit measurement of training effectiveness directly,. thfough 
performance tests ofstudents. These improved training methods will also have residual affects on 

\ 

our overall quality. .Standardization of training will improve consistency in claims proceSsing. 
Customer service skills will be emphasized, resulting in better customer and employee satisfa~on, 
as welL 

2. 	 Training Team Charter 

The training implementation team was formed to: 

• 	 Cotalog and evaluate existing training initiatives, 

• 	 Determine training needs in the short term, during transition and· in the rqised 
. business state ofthefutur~ ... . 

ii 
Ii

• 	 Evaluate different training media, and il 
;1, 

. I! 
• 	 Develop training strategies for each ofthe thra new positions defined under the BPR 
~& 	 . 

ii 
The team was comprised ofa diverse mix of regional office personne~ training and hQnian 

r~source specialists, service organization delegates, union representatives 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 crclttive 

I.1so utlons. 	 " 

The team analyzed existing training tools and materials and evaluated each against a " 

set 
of criteria that was developed. They were also mapped against the high level tasks, skills.i and 
competencies that were developed for each of the three new BPR positions. None of the exiSting 
tools meet the team's standards of a valid, reliable instrument that can produce measut;able 
performance results. Several ofthe tools, however, are sufficientlyweU-developed to be usabie as 

• • ••• 	 Ian mtenm training instrument. . 	 ') 
. . I' 
' j 

'I 

A set of training tools have been packaged for recommended' use in the short term a$ 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 perS~hnel

. , 	 ,\ 

transition into the combined veterans claims examiner/veterans benefits counselor position of 
veterans service representative (VSR). Where gaps in recommended training tools exist,i the 
team has proposed the development ofsuitable, additional materials. 

" 

. 	 .~' 

. H 
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A training requirements analysis was penormed through a study of transition staffing 
proj~ons and a functional review of the three new positions. This exercis.e and other analyses 
validated the need filr training tools development to proceed in anordedy, structured way, 
utiliziilg the ISD (IJlS1tructional 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 evOlutiOJll to fewer supervisors and more coaches. Coaching sJ:cnls are valuable for all 
employees assuming leadership roles. The training team has made recommendations concerning 
the provision for training in these areas as well (see page 8). . 

3. Why InstructioDlaI Systems Design (lSD)? . 

The field' ofirtlstructional systems design provides a framework wher~y instruction can be 
developed in a systelDatic.way. It addres~ all of the areas noted in the Naval Training Systems 
Center report where VBA training needed improvemen~ as well as providing specific direction for 
measuring the cb.ang;e in petformance as a result of the training. Over 30 years of experience in 
government and miJiitary,private industry and educational institutions prove the effectiveness of, 
using the ISD metltudology. The structure allows for tasks to ~ specified, learning objectives 
for those tasks to be foaJSed, aDd tr8ining effectiveness to be measured ·through petformance 
testing. ISD developed courses can be specifically measured in terms ofcost for development and 
delivery as well as student performance outcomes. ' 

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

. requirements for GF'RA. 

SystematicaUy designed instruction requires substantial development tUne. In. this type of 
training, we are specifically training to the performance of tasks. We are not training a "body of 
knowledge. " So, ml 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 curr,ent training materials are not well-documented. The results of such an 
investment are wClrthwhile in the long run. Effective training tests outcomes rather 'tluin 
attendance by eDSUJring that the ability ofthe students is tested and measured. 

All of ili,e packages will be designed using the Instructioruil ,Systems Development 
methodology. For each position, a job and task analysis will be the first items completed and will 
be the basis for de'veloping the instructipnal 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 addrensed for adult learners. An analysis which outlines the best mix of media and 
methods to preselnt the material will be completed. Media and methods include classroom 
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, ii 
instruction, small group learning, cooperative learning, computer-based instruction, inte~active 
video teletraining, paper-based learning materials, electronic job aids, etc. Valid and r~liable 
perfonnance-based tests will be developed to ensure that learners can perfonn the job tas~saitd . 
that learning can be effectively transferred from the training environment to the actU~ job. 
Certification will be required for all three BPR positions (see Section 5). ' ;f', . 

The VSR package will train all the tasks required in the current VCE and VBC pos~tions. 
The Basic Rating Package and Advanced, Rating Packages will ,train the Rating-certifiedlVSR 
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, Ceftiry 8. 
Case to the Board ofVeterans Appeals, is planned for release this summer. ;1 

K 
ii 

It is assUmed that an RVSR will have completed the VSR training package prior to 
becoming an RVSR The DRO training package will be taken by advanced, experi~ced 
personnel who have the skills required ofVSR and RVSR positions. In addition, it ~y Ul.clude 
such topics as negotiation skills, dealing with angry customers, advanced interviewing'techniques, 
conducting hearings, and others identified in the tas~. analysis. It may also include in deptH case 
training to provide skills in expert level rating decision-making. 

" , 
I 

A field instruction and facilitation course will prepare field instructors to facilitate :lliese . 
training packages. The role of the instructor. changes dramatically from primary lecturer to 
facilitator, with skills in grading and certifying, cooperative learning, on-site facilitatio~. of . 
Interactive Video teletraining cla$ses,~. In order for these training packages to be su~sful, 
VBA must have skilled facilitators and instructors available in the field. i\' ' 

,l • 
'I4. Why Contract Support? 
'1 

, j! 

The volume oftraining materials that require development between now and 2002 ~ceed 
the present capacity of our education and development staff. Furthennore, it is not practi4a! to 
maintain a staff ofthe' 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 teclmi4ues, 
instructional systems design, behavioral and cognitive learning, multimedia learning techniques, 
etc. Supplementing our staff with coritract support makes sense, as this pennits us to tap the 
experts to assist in the development of effective, efficient, proven training instruments.'t A 
potential source for this training development support is through the Veterans He8Ith, 
Administration's RMEC system. VBA should consider the efficacy of using these YHA 
resources. 

\1 
Contractors work directly with subject matter experts (SMB) throughout the development 

process. They observe actual perfonnance on the job, review all documentation and get apprpval 
ofSMEls at every stage ofthe process. This arrangement allows 5MB's to contribute where their 
knowledge is greatest in terms of knowledge of job and' processes, while the instructipnal 
designers contribute to finding the best way to transfer the job skills to students. :\ 

" '. , ,I 

I' 

:1 
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When consideJration is given to the lirni~tions 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 ~s will be able to 
perform at a higher effeCtiveness level, which directly'applies to the GPRA goal of having a 
highly skilled workfurce. 

PERFORMANCE'MEASURES 
• Decreased time tel train 
• 	 PeIfonnance testing ofstudents 

(Refer to page 15 ofthe report.) 

The commitment to 'beingi an organization that values training and learning requires that added 
staff resources be dedicated to the functions of development, contract oversight, validation, 
maintenance, upkeep and 4elivery ofquality training. Specific recommendations ~made in this 
area as well. 

S. CredentiaiinglCertification 

Part of the training team's initial charter called for the development of suitable training 
programs with certification ofskills at the completion ofsuch training. An integrated approach to 
the topic of Certifi~ltion 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 1the development of lSD-based training materials, 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 component, as it will 
demonstrate ability to peIform skills uponcompletion. ' 

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 shon term, the 
, training team has endorsed a set ofmaterials for use while others are being developed. In addition 
to recommendations for training materials for the short and long t~ there are several other 
recommendations that are incorporated in this part ofour report. An are importarit to the future 
of clanns processing in VBA and will have an impact on the delivery of bcitefits and services for 
veterans. 
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6.1 Sbort Term Training Materials 

The training team has developed a list of training materials to be used in tbe): sbort 
term. Each was mapped against the tasks and skills requirements for each of the 3 kej BPR 
positions. These materials are recoIlltIlended for. use, prior to the time that the ISD-dev~loped 
training tools will be ready for release. It needs to be emphasized that the short tenn trytining 
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 p~' tools 
is shown below. A plan is under consideration to add these tools to the Intranet under aBPR 
Training Webpage. Additional tools are described in App~dixB. . :! 

, 
" 

"YOU'RE MY CUSTOMER, I'M 
YOURSI" 
RATING TRAINING FOR NON­
RATING PERSONNEL . 
TELEPHONE INTERVIEWING 

"UNDERSTANDING THE 
PROCESS" 
"SUMMARY OF SIGNIFICANT 
HOLDINGS OF THE UNITED 
STATES COURT OF VETERANS 
APPEALS" 

x 

X 

X 

X 

X 

X 

DEVELOPMENT GUIDE FOR X 
COMPENSATION AND PENSION 
BENEFITS 

"GOVERNMENT LIFE INSURANCE X 
PROGRAMS FOR VETERANS AND 
MEMBERS OF THE UNIFORMED 
SERVICES" 

X X 

X 

X X 

X X 

X X 

I.! 

)

,'., 
! 

.. 
Table 6-1: List ofPrimary Training Mat~rials to be Used in the Short-term 

" " 
It may be helpful to describe a feW of the materials listed above in greater detail. :; The 

VCR training pac~ge recently developed is. considered to be a cornerstone for tr~ition 
training. It is supplemented by other materials noted ab()ve. In addition, an area of emphas~s for 

, 

8 ..... -.­. ". 
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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 orgaIlization 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 chang(~ 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 orgarW!:8tion 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 all. divisions, management, support and non-management in the same classes. Disks and 
bard copies offull lesson plans, complete with overheads, instructor and student guides, handouts 
and exercises were s(~nt 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 sp'onsor of ibis package and may assist with identifying members of the 
development and instructional teams. 

The Advisor prognm, 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 fonn query capability). The team believes that Advisor has the 
potential jor enharu:ed use, particularly as we transition to merged adjudicative and veterans 
assistance fuDctions. One of the present limitations of the Advisor program is the difficulty' of 
updating sections without contractor support. With the advent of the Intranet and Internet, the 
ease with which ame:ndments can be made enhances the attractiveness ofthis tool. It is proposed 
that major segment:s of Advisor be placed on the Intranet. In addition, Advisor should be 
expanded to include other useful, readily available information for VSRs; .Advisor as an enhanced 
job aid can serve us well, particularly in transition. See Appendix C for a list of improvements 
that are recommendc~. 

Another arefl 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 ofa 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 another regional office than 
the one where trairung 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 suPPOl'lt 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 desirai:>ility of developing a set of satellite broadcasts on teaming and coacruri~ roles 
is also being considered. . 

.1 

As the organization transitions to its reengineered state, with merged adjudicative and 
veterans assistance functions, the leadership of this combined operation will require training' in the 
management of the component parts. As well, training segments are recOmmend~ for 
development on change management, the overall BPR implementation plan, the duties ofthe three 
new key positions and how each will function in the new organizational structure. (i . 

d
:1 

The availability of interactive video sateUite training presents a number of opportimities 
for training. This training approach is suitable for a wide range of training classes. Tradi~ional· 
classroom activities are also valuable and will continue to playa vital role in training for the short 
and long terms. 
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6.2 Long Term Training Materials 

. lSD-based tnlioiog packages for each ofthe three new BPR positions are recommended. 
The combination of methods and media to be used pennit. 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 aPR Training implementation Schedule 
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6.3 Other Issues 
,I 

Successful implementation of the BPR vision requires a commitment to increised, 
targeted training resources. These resources take the form of increased staff fO~1 the 
Compensation and Pension Service Training Operations. The projected needs in thisoperi:ltion 
are summarized below: , :1 

. 11 

Training Operations 9 FTE minimum 

With the above staffing leve~ the following could be accomplished: 

1Wo centralized training classes each month 
1Wo satellite broadcastsper month 
On-site training once per qui:trter 
Develop andexporthard-copy training materials 

,(Delivery oflSD-based training instnnnents according to schedule 
q 

I 

, 'I 

An organizational structure to support, the development oftraining instruments ,is 'aIr~dy 
present. The program sponsor, C&P Service, has a staff element. a1ready inpJace to carry ~ut: the 
mission. As well. the Employee Development and Training function also exists.' However, ~ese 
elements should be properly staffed to perfOim. the level ofoversight and execution required. 'ror 
this reason, additional staffing should be provided to' ensure successful development, execu1ion 
and maintenance ofeach short ~ and Jong range project outlined. ':!, 

, A commitment to Imbed training devices, such as help systems, tutorials and job ~d.s. ' 
in all information technology reieases is also needed. This recommendation is supported by,;the ' 
BPR information technology team as a logical inclusion in all software releases. I 

6.4 Justification 
, " 

The National Performance Review (NPR) has recommended that employee training! 
i 

be 
, made a fixed percenta8e of personal services budgets to ensure adequate training within each 
agency or department. The latest estimate tb8t was available when the President' s Managem~t 
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%, while sq~e 
private sector companies are approaching 3 to 5 %. ' II 

I' 
i 

As a follow-up to that meeting, VA later 'indicated that reporting of our traini,ng 
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 d,ata 
for FY 96, representing as close as could be determined our estimated training costs. These d~ta 
include such things as direct and indirect staffing costs, travel, contractor support, spa,be, 
materials and other overhead, and are summarized on the next page. (Additional background cost 
data and a description ofthe data gathering techniques and calculation assumptions may be foJrid 
in Appendix D.) :1 
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Figure 6-2: EstimatedFY96 C&P. Training Costs I 

The data demonstrate that a significant outlay of bUdgeted funds went toward supporting. 
C&P related training endeavors. That portion ofthe :figures which equate to staffing dollars spent 
in FY 96 represent approximately 2.90.4 of total salary dollars devoted to' compensation and 
pension related funding.· The majority ofthe costs for FY 96 C&P-related training is attributed to 
salary costs: In fac~ aInlost 90% ofthe regional office related costs were·tied to salary·expenses. 
Fully 57.04 million of the 58.04 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 mentoringlon the job assistance for trainees.. 

REGIONAL OFFICE TRAINJING COSTS FY 96 

,. , 

Instructcir Preparation and Delivery 51.12 million 
Trainee Training Tune I 1.75 
lns1tructor OITIMentoring 1.98 
TnllineeOIT 2.19 
All other training costs 1.00 

. , 

Total costs . 58.04 million 

. Table 6-2: Regional Office Training Costs FY96 

Fully 7()oA, of the regional office indirect costs were related to the orr 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 structure<! 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~riod in 
FY 97 were compared with stations' estimates to provide transition training. It is project~d that 
the majority of time devoted to transition training will be for those converting from ~C and 
VCE positions into the new VSR position. It is projected that the majority of time dev~ted to 
transition training will be for those converting from VBC and VCE positions into VSR pQsition. 
Based on the experience of one office which· recently merged operations, transition trampg for 
existing VBCs to VSR positions required approximately 400 hours. The training time required 
for existing VCEs to transition to VSR required approximately 80 hours. An unknown vari~ble in 
this equation is the pace of training anticipated. The resultant decrease in productivity that is 
anticipated will need to be monitored to minimize the overall impact to our Customers. Lo~t time· 
for training is equivalent to about 350 FTE. -:: 

il 

The chart below-outlines anticipated costs for C&P BPR training initiatives. The '6utlay 

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 lSD-based training tools for the 3 key BPR positions, whic~ 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. ;; Such 

releases will benefit VBA for the reasons outlined in this report. \\ 


The most reliable performance measurement categories that can be related to the us,e of 
ISD-deveioped training materials are decreased time to train employees on essential tasks::of a 
particular job (unit cost impact) and measuring training effectiveness direcdy throiugh 
performance tests ofstudents, on a task to task basis. \1 

• :1 

!, 

II 
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PERFORMANCE MEASURES 
,., ,-:-­

Decreased time to train employees TBD 

Performance testing ofstudents TBD 

It is estimated that ISO-developed training tools permit students to learn the material 30% 
faster than through traditional means. The advantages that accrue include improved staff 
utilization, particubarly in the out years once the ISO packages are fully developed and fielded. 
Some near term imp,rovements will be evident, as well, since the individual training modules will 
be released as they arefina1ized. 

Effective traiining tests outcomes rather than attendance by ensuring that the ability of the 
students is tested alild measured. As part of the development of ISO-based training materials, 
testable criteria will be built into the instruments. For the first time, VBA will have training tools 
that demonstrate ant ability to perform skills upon completion of the trairiing. This will permit 
certification ofcompetence in being 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 metrio;, such as improv~ents 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, JlBA IlUlSt increase its 
established commiit~ through the adoption ofproven training strategies, and devote the 

. resources to the tUveltJpment, delivery and maintenance ofeffective training packages. 

The BPR training implementation team presents the following recommendations: 

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

- Rec:omrriend 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 ofnine. 
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I[ 
'I 

Recommend that full funding and support to accomplish the developmentl of this 
training be identified and provided to facilitate delivery to the field and nlinimize 
delays. This includes both contracting costs for development of training p~ckages 
and costs ofproperly managing. monitoring and administering those contracts. 

:; 
-I 

- Recommend that a course for training coordinators in the field be desigtl~d and 
delivered to provide those coordinators with the facilitation skills neces~ary to 
ensure successful implementation of the training packages. ,: 

• 	 Recommend solutions to assist with the transition period as· stations 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 training 
opportunities 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 ti-aining 
includes, but is not limited to, customer service training, the Advisor program, le$t and 
coach training, leader training, interactive video telecasting, and the VCR training 
package. 

I: 
• 	 Recommend that the Veterans Service Organizations be included and involved iin the 

planning, development and implementation of all -training .in order to facilitat~ their 
partnering role in the BPR vision. - ;'; 

:1 

• 	 . Recommend that enibedded training devices be included in all informational tecruklogy 
rel~s currently under development or planned for development. . 

.,. 

II 
I 

'.1 

"I 
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APF·ENDIX A. TRAINING TEAM MEMBERSHIP 


PaiCourtney Director, Montgomery, AL 
(Team Leader) 

Wayne Taylor Chief: Training Operations, C&P Service 
Washington, DC 

Steve Griffin Instructional Systems Speciali.$ 
Employee Development. and Training 
Orlando, FL . 

Audrey/sett Training Coordinator 
Central Area, Livonia, MI 

Suzanne Brandt Employee Development Specialist 
Employee Development and Training 
Orlando, FL 

RU;hard Kesteven Assistant Director, Newark, NI 
I 

Ken SwinSon Service Center Manager 
Salt Lake City, UT 

Mike White Assistant VSO, Providence, RI 

Tom Furukawa Service Center Manager 
Portland, OR 

/AOnard Kirksey NFEE Union Rep, Indianapolis, IN 

Bart Marrone AFOE 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. ofVeterans Affairs 

Philip Zellner Senior Analyst 
SRA Corporation, Arlington, VA 
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APPENDIX B. SHORT TERM TRAINING MATERIALS 
Training Materials for Interim Period 

VCEtoVSR: One copy ofeachVCR Training Package • 	 Target audience is jouriieyman VCE's and 
ofthe fourVBe's• 	 Preliminaries 
volumes wasA systematic approach to • Development and ratirigs are nOt addi:essed 

training VSR's developed 
• 	 Release of Infonnation 

mailed to eachin this package· 
by Western/Central Areas 

• 	 Telephone and Interviewing Techniques 
Area, each. • This training should be followed with orr• 	 VAl's

in 1996. This four Regional Office,• 	 Educational Benefits 
volume package includes C&PNASand

III 	 Loan Guaranty Benefits 
the Academy andlesson pJans, pre/post ·Development can be covered using the• 	 Insurance Benefitsassessments and job aids ED&T.Development Guide for Compensation and• 	 Burial Benefitsin a modular fonnat Pension Benefits manual developed by C&P 

adaptable to individual Service iIi March 1995. VBCto VSR:office needs. 
• 	 Preliminaries 
• 	 Simple Detenninations 
• 	 AdvanCed Detenninations­
• 	 Creative use ofWIPP 
• 	 T ' 

Training ,Certify A Case To the • 	 Consists of4 computer-based training lessons where • 	 Target audience for this course is highly 
Board Of Veterans packages and 
Appeals 

groups oftwo to three students go through the exercises experienced personnel who certifY cases that 
together. CBT will behave been prepared for the Board. 

delivered to all• 	 Instructional period lasts approximately 24 hours in ­
" __ .. 1....: -~.n ~;;n;nofi llUI.U...- .................. ~ 
 !:!'l"Iining, Regional Offices 
package designed using duritlg July,• Pretest and Posttest consists ofperforming the job in a 
the instructional systems 1997~ - ­training environment. Each test takes at least a full day. 
design methodology. • 	 Students completing the course will be certified in this 


job task. 


B-1 	 June. J997 



TRAINING TEAMREPORT 

.J I Hj' 

_ __ --.~= ., c-=Training-modules-on=allbenefits -~~ "-~~,-: _cl-t<>hl",,,~,.."r1';c;~-.;;+t., 

AooIllputer-based training • Fact Sheets 
tool and job aid designed • Dictionary 
by Veterans Assistance • Form Query 
Service. Useful to run on a PC in the background. 

_Information may be used in response to telephone and 
personal inquiries on general benefits. 

"You're My Customer, 
I'm Yours!" 

Customer Service Focused 
• Interna1 and External Customer 
• Customer Service Standards 

Two-day, cross-functional • Cultural Change 
training • Includes videotape, "The Invisible Man Meets the 
Includes student and Mummy" 
instructor guide, videotape, • Hearing the Customer's voice 
overheads, exercises • Communication Skills 

• Dealing with Angry Customers 
• 

Rating Training for NOD­ IText for rating training for non-rating personnel in the basic 
Rating Personnel concepts and principles ofthe rating activity. 

Should be used in 
conjunction with a trained 
mentor proficient ,in rating 
issues. 

Text is designed to be self-paced, and by devoting 4 hours 
per day, 5 days per week, should take a minimum of8 
weeks to complete 

Enhancements are under consideration to 
broaden its functionality, particularly as a 
transition training tool. 

• Some ofthe organizational charts included 
are outdated 

• Communications topics are introductions, a 
good follow-up would be VBC training 
guide and Reader Focused Writing course 

• May be useful to use video tape and 
selected exercises to custOmize training 
"segments" to meet individual needs 

• Not designed to teach a trainee ~ 
specialist everything needed to do the job. 
Much ofthe text in this book is from TG­
21..75-1 which is rescinded; however, much 
ofthe material contained therein is still 
relevant 

• Specifics on rating claims cru:i be learned 
by studying the procedures descn'bed in 
M21-1, Part VI, Rating Board Procedures. 

• Issued in March 1993, it has not been 
updated since that time. 

All stations received 
-th~-:-sOfhvate: ---­ .-­

Some updates are 
coming 
See page 9 ofreport. 

One Copy distributed 
to each Area Office. 
Distribution among 
Regional Offices 
varied. 
See page 9 ofreport. 

One distributedcopy ", " 
to each Regional-:' -
Office in 1993. . 
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Telephone Interviewing "'I­ MS Powerpoint presentation program 
Techniques ' ,', - Includes colorful attention-getting slides that are 

Classroom tra.inin$ 
program which can be 
modified for station needs 

accompanied by both a detailed lesson plan and a 
booklet with color presentations. 

- May be used for both experienced public contact people 
as a refresher tool and for new employees as an . 
introduction to public contact. 

. - This would also serve as a training tool program for 
VCEs becoming VSRs. 

A3.S" disk 
containing all three 
was provided to all 
participants during 
the meeting ofall 
VSD coordinators 
at the vBA 
Academy 

''" ':-:7~, 

Table B·}: Training Tools andJob Aids 

:.. 
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'"Understandingtlie C ~~ -='-I~ Shorfwell::WiitteriniilidHooICthai cruibe easily understood 
Appea1s Process" by veterans, service representatives and VAemployees. 

VA pamphlet 0 1-95~1 
produced by the Board of 
Veterans Appeals in 
April, 1995. 

"Summary of 
Significant Holdings of 
the United States Court 
of Veterans Appea1s" 

Third edition, published 
February 1996. 

Booklet of summaries of 
cases that have bad a 
significant impact for 
VBA. 

Development Guide for 
Compensation and 
Pension Benefits 

Explains everything from Notice ofDisagreement to 
remands and offers valuable tips to the reader. 

Recommend that it be easily available at the desk site for 
easy reference. 

Decisions cover such areas as: 

• well-grounded claims 
- duty to assist 
• credibility oftestimony 
• clear and mistakable error 

• etc. 

Should be mandatory reading for VCElVBC, VSRs, Rating 
VSRs, Rating Techs, Rating Specialists, Hearing Officers 
as well as anyone else wis1$lg to infonn themselves on 
current COVA thinking and trends. Division Chiefs and 
above should have at least famiJiarity with it, leaving the in­
depth understanding required to each organizatjon~s needs. 

Focuses on issue oriented development requirements 
- General development prqcess 
- Compensation 
- Live pension 

RCference for,development I_ Death claim 

-Should be used in conjunction with 
other reference materials such as 
M21-1 and 38 C.F.R 

Should be reviewed regularly for 

Station Publications Officer 
should be able to obtain 
copies through the depot, 
stock number P92422. , 

This document can be found 
electronically through 
ARMS and can be printed in 
hardcopy. 

One copy distributed to eacl:i 
regional office. Available : 
throughC&P Training 
Operations. 

action for rating activities, • AMIE Quick reference guide 
March 1995 

updates and changes 
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Print copy available from 
Booklet 
Medical References Includes commonly used medical terminology as follows: Excellent reference. but not all 

C&P Training Operations.inclusive.• Medical Symbols 
• 	 Prefixes commonly used in path010gy 

Abbreviations section only is• 	 Suffixes commonly used in pathology 
available on ARMS.• Tests, Signs and Reflexes 

• Medical abbreviations 

Excellent general information, but .. , Available through the 
Insurance Programs for 

Includes infonnation on:"Government Life 
Insurance Service, located at 

Veterans and Members 
does not include infonnation on 
reading individual policy information the Philadelphia Regional !• Program Information 

of the Uniformed Office and InsLirance Ceot.er~screens in the Insurance Temlinal• Program Descriptions 
Services" System• Program Statistics 

• Policy Provisions 
Infonnational booklet • Points of Contact 
about Government Life 
Insurance published by 
the Insurance Service, 
January. 1997 

Table B-2: Referencesfor Training Materials 

;,.~.. ,. ~ 
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T opic:­ - .. -­ Keeping America's Promise 

--:..---::: -.:;-- ':':-=:::. 

InforrnationlEmployee 1996 
Orientation 

Quality Service in the Public Sector Private Industry Training Film 

How to Deliver Superior Customer Service 
1991 
The Power o/Vision 
1996 

Topic: Teams Implementing Self-Directed Work Teams 
1996 {Video and WI 
Straight Talk on Teams-managing Conflict 
1996 

Topic: Special Issues Home Street Home: Touching the Lives o/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 GulfHealth Issues C&P Service 
1996 

Topic: Technical Training REPS: Restored Entitlement Program/or Survivors VA Film 
1990 

',t 

" 
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SupplemenllO VA Schedulefo,. Roling Dlsabililles 
Series include the following tapes: 

Special Monthly Compensation Vol. I, IT, m 
Musculoskeletal System Vol. I, II, m 

. GynecQlogical System 
.Digestive System 
Genitourinary System 
Cardiovascular System 
Respiratory System 

Mustard Gas in WWll Vets 
1993 

AdvancedAMIE, Where Teamwork Makes the Difference 
1996 

C&PService 

C&P Service 

Veteran Transition Assistance Program 2 C&P Service 
, . 1996· .­

Estate Administration, Capacity to Manage Funds, and Fund Usage C&P Service 
Three Trainin2 Videos. 1996 
Physician Training C&P Service 
1997 

Veterans ofForeign Wars IAnatomy and Pathology ofthe Cardiovascular System Local VFW Service Officer . 
Tr!:l;n;nn Films 
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Table B-3: Training Videos 

Self-Directed Work Teams... The New American Challenge by Jack Orsburn, Linda Moran, Ed Musselwhite and John Zenger 
1990 
Team Fitness - A How-to Manual for Building a Winning Team by Meg Hartzler and Jane E. Henry 
1994 ' 
The Team Member Handbookfor Teamwork 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 Century 
1987 

Table B-4: Recommended Training Books 
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APPENUIX C. ADVISOR PROGRAM JE.XPANSION IDEAS 


1. Update and Conoect Self-AssessmentQuestions 

Revise.and d.~velop 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. 

2. ReviewlRevise C'ompensation Module 

Initiate complete review and revision ofthe current module to include development ofnew 
scenarios. The scope as well as the steps necessary to implement this enhancement have been 
defined. 

3. 	 Compensation and Pension ProjectlOaims Development 

Initiate development of basic introduction for claims development. This module will 
include eligibility requirements and rules of evidence. The . scope and steps necessary to 
implement this el:lhancement have been defined. 

4. Revise Insurance Module 

Initiate complete review and revision of the existing module. The scope and steps 
necessary to imp,lement this eDhaneement have been defined. The Little Rock Regional Office 
.has completed a first draft ofthis revision. 

S. 	 Develop Releasc~ ofInformation Module 

Initiate development ofa 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. 

6. 	Develop Custorner Service Module 

Develop an addition to the current system to expand training capability with scenario­
based questiom.. The scope and steps necessary to implement this enhancement have been 
defined. The Baltimore Regional Ofij.ce has been tasked with the initial documentation. 

7. 	 Add Additional Fact Sheets 

a. 	 Expand FOIm Query to include a copy ofthe form itself: not just a list ofform titles. 

b. 	 List the presumptive conditionS for former prisoners of war, C.F.R. references and 
effective da.tes. 
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c. 	 List the presumptive conditions for radiation related illness, C.F.R. referen¢rs and 
effective dates. 

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

, :t 
i 

e. 	 List the applicable rules for service connection for unexplained illness, C.F.R. ref~rences 
. and effective dates. 'i 

:\ 
f!

f. 	 Include entitlement infonnation for the various state veterans benefits. 
:i 
11 
it 
'! 

Ii,: 
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APPENDIX D.CpSTS ASSOCIATED WITH TRAINING INITIATIVES 

FY 96 Estimated Train.ng Costs 

Data was g~Lthered pertaining to training related expenses for FY 96. Data was provided 
by four regional oiIices (Montgomery, Portland. Providence and Salt Lake City). These data 
were then extrapoll:Lted based upon the assigned ratio of C&P-related staffing devoted to these 
fi1cilities to derive a national estimate oftraining expenditures. 

Categories of training related data and the results are depicted in'the chart on the next 
pages. In addition lto 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 ofestimated costs for C&P training related 
activities for FY 96-. 

FY 96 overall C&P staffing obligations, as adjusted for the inclusion of VSD staffing 
devoted to C&P-re:lated 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 2.9010 ofall available staffing obligations. 

lacremental 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 ofthe report. More detailed data relating to these projected costs is shown on the, last 
chart. ' 

June 1997 
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Table D-l: Projected Total Training Cost 
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Montgomery 

Regional OfIice 

Portland Provldenee Salt Lake Subtotals 
INSTRUctOR TIME 

PREP COSTS~SaIary Ratelhr x hours to 

prepare x 1# ofinstructors'" 


Salary RateJhr= 

Hours to prep= 

## ofInstructors "" 


DELIVERY COSTS-saJaty RateIhr x #I class 
hourstauglrt x #I ofinstruetors-

Salary Ratelhr= 
## dass bra taughta 
## oflnstnac:tors "" 

GUEST INSTRUCTORS"'Tota! Dollars paid, 
Salary x #I guest instru~ 

Total Dollars paid, salary = 
## guest Instru.ctors= 

FULL TIME TRAlNING EMR=-SaIary per 

annum x % time spent on C&P' 


VBe activities x #I employees= 

Salary per Annum= 

"10 time spent on C&PNBC activities 

##employees 


VBA MENTOR TIME 

OITIMENTOR-saJaty Ratelhr x hours 
nmcwinrldiseussingfassisling x #I oftrainocs­

Salary Ratelhr= 
. ## hours reviewlprepfdisalss= 

## trainees= 

TRAINEE TIME 

SALARY COST~SaIary ratelhr x #lhours spend 
in travel and in class x #I oftiainees 

(OT paid iCappropriatc)­

Salary rateJhr= 
## hours spent In travel and dass= 
#oftrainees= 

OIT=Sa1ary ratelhr x hrs mentored x 1# oftrainees= 
Salary rateJhr= 
## hours mentored= 
#oftralnees= 

2,048.80 617.19 996.80 
$24.92$19.70 $2939 

104 1.75 20 
1 12 2 

3,624.80 1,295.841.410.72 
$24.92$19.70 $2939 

184 4 26 
1 12 2 

0.00 0.00 0.00 
$0 $0 SO 

0 0 0 

47951.00 0.00 0.00 
$47,951 $0 $0 

lWIG 0% 0% 
1 0 0 

59,872.19 16458.40 25912.92 
$21.09 $2939 $17.58 
123.43 35 134 

23 16 11 

21,009.79 0.00 0.00 

$14.57 
131.09 

11 

$0.00 
0 
0 

$0.00 
0 
0 

56530.22 29730.96 26443.56 
$13.89 $24.29 $17.94 
176.95 76.S 67 

23 16 22 

0.00 I 31662.791 
$0.00 

0 
0 , 

; 

0.00 1 ~31.361 
$0.00 

0 
0 , 

0.00 1 0.001 
$0 

0 

0.00 I 471951.001 
$0 

OOA 
0 

0.00 I 101~.511 
$0.00 

0 
0 

69,321.~ I 90,330.791 
$20.83 

'/ 
21 

0.00 
$0.00 

0 
0 

I 1121704.741 

Dfl 
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CONTRACfORS 

OONTRACTORSooCosts paid to contractors 
for a C&PNBC trainini: product 

Total contractor cost: sol sol 

TRAVEL '. 

OUEST PRESENTER=Expenses paid 
Espmses paid= 

TR.AINEEIINS=Travcl 'expenses paid to go ' 
to ccntml6lcility 

(Academy, Area facility, host regional 
oflice) x 1# trainccs= 

E:IpCIISfS pald= 

OONSULTANT=Sum oftravcl cost paid to 
SNE's and others hired to develop training 

Trm:I c:osCs paid== 

I sol ' sol sol $2,40111 

sol sol sol S4,92~1 

sol sol sol soli 

SPACE COSTS 

OFF-SITE-=Total 61ci1ity cost x % oftime used for 
C&PNBC training (rent:+ins+u1ilities)= 

Total radlity cost= 

'" CiDie apmt on c&.PNBC ac:tivlties 

'ON-SITE-Total traininf' room apaoo SLUe:lt% of 
time used fur C&PNBC! training­

lotal tnIDIng I!'OOII1l space SWC== 
" time apmt on a,PNBC ac:tivlties 

2OT"'Total facility cost ;{ % oftime used for 

C&PNBC projects= 


Total fadlity cost= 


'"'. time spent on a~PNBC proJec:tF= 


SnJDIOISATELLITE=Cost ofspace used fOr 
reh~p~on= 

Space cost for reiMnailprep= 

C&P SERVICE=Space cost (SLUC) for 

training activity= 


Space cost for trailidng activity: 


, 0.00 0.00 0.00 0.00 
SO SO SO SO 
0 0 0 0 

2.258.40 5,880.90 0.00 1189.00 
$11,292 $19603 SO $1789 

20% 30% 0% 100% 

19138.30 0.00 0.00 0.00 
$382,766 SO SO $0 

5% 0% 0%. 0% 

June 1997· 



TRAINING TEAM REPORT 


MATERIAL 

HARDWARE=Equipment purchased for training x 
% used for C&.PNBC= 

Total equipment cost: 
% used on C&PIVBC tralnlng= 

SOFrWARE-=Cost of program! purchased offshelfx" used fur C&.PNBC training= 
. Tota1 equipment cost: 
% used OIl C&PIVBC proJeds= 

BOOKSIMANUALSISUPPLIES-Reproduction 
.. :costs. purchalle costs. indidentals= 

Tota1 ClOSt or reprod, purcb ek= 

SATElLITE 

BROADCAST=Cost to broadcast, all inclusive= 
Tota1 ClOSt Co hroadcast: 

PROCTOR COST= 
Tota1 proc:tor cost:, 

SATELLITE COSTS 

OTHER OVERHEAD 

OTHER OVERHEAD-Total ofunllllWll or other 
ClOSta associated with training­

Tcn.i ofodIer overhead C'OlIts= 

n .......... '" OVERHEAD COSTS 

TOTAL COST 

1,250.00 8573.60 0.00 0.00 
$6,250 $10717 $0 $0 

20% 80% 0% 0% 

0.00 0.00 0.00 0.00 
$0 $0 $0 $0 
0 0 0 0 

~___$I •• s~w~I___$_2_10.1____$O~I___so~II~~~~ 

~_____so.I__~$~ol~___$o~I__~$oll~__~~ 

L-____~$0~1____~$0.1____$~0~1__~$01~1__~~ 

$1.5601 sol $01 $01 . 

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

The VBA's Business Process Reengineering (BPR) business plan incorporated pension 
simplification as part oeits 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 'prepanng a legislative proposal tosimplilY the' current pension 
program.· In addition, the rules team has been tasked with analyzing.current regulations 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 ofpreparing a fully' defined pension simplification proposal. The rules 
sub-team was assigned the responsibility. of· identifYing any legislative or regulatory changes 
required to implement the new claims processing vision' and also to identifY and prioritize any 
other legislative or regulatory changes needed to improve claims processing. 

'2. Pension Simplification Summary ... 
2.1 Overview 

Business I-rocess Reengineering incorporated pension simplification as an essential part of 
VBA's new vision for the processing ofcompensation and pension claims. p;ension 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 'whtm 
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 organization which works better and costs less.. 

. The team dealt ,with somem,.es conflicting goals of creating a system that is easy to 
administer and one that benefits veteranS. TrYing to create such a program without substantial 
changes to the rliLte 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. Us.ng 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 o~ 
reopened entitlement is established. Also, without the timely 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 inequities. 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 while providing consistent and fair benefits to veterans and 
surviving SpOUSI~ pensioners. 

June /997 
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2.2 Specific Legislative Proposals 

Section 306 and Old Law Pension 
II 
II 

Proposal 1. 'Eliniinate IncOme Limitations for Section 306 and Old Law Pension 

Proposal .'2. ' Discontinue H~spital Adjustments for Section306 and Old Law p~Lion . 
;i 
,I 

. Disability Determinations 	 11 
p 

11 

Proposal 3. PreSUme Permanent and Total Disability at a Designated Agel 
~ I 
'I 

. ..' ..[ 
. . 	 .,'. " 

Proposal 4. Presume Permanent and TotalDisability for Nursing Home Patient~ 
II 

, 	 . I . 

Proposal 5. ACcept Social Security Disability Determinations 	 1\ ,. 
'I 


Income Determinations 'I
It 

II .. it 

- . ii 

Proposal 6. 	 Build Medical Expense Coverage into Maximum Annual Pension ~te; 
Provide Medical Expense Exclusion only for. Nursing Home Patient~ 
. 	 " . '. l! 

Proposal 7. Build Dependency Allowance into Maximum Annual Pension Rate 1 
, . :l . 
'. . . :i· 

. ProposalS. Allow End ofthe Year Adjustments for Nonrecurring Income Adju~ents
I; , 
:1 

Proposal 9., Eliminate the 45 Day Rule for Surviving Spouses, 	 )1 
;, 

. 
;1 
.1 

Specific Regulatory/Procedural Cbanges II 
. . '. ~ I 

Change 1.' Allow Extra Scheduler Pension Ratings by Rating Decision-Maker :\ 
. '. . . il 

. Change 2. 	 Eliminate.Eligibility Verification Reports (EVR) for Pensi~ne~s Rec~iving 
Federal Annuities and for Pensioners in MedicareApproved Nursing 
Home \1 

. 	 "~ 

Change 3. Allow Contemporaneous Notice for Information Received from An~ 

Federal Agency or Federal Employee Ii 


:\ 


~ 
~ 
:1 
\I 
:1 

l 
1 The age at which a veteran is presumed to be permanently and totally disab,led is still under . ., 	 ~ 

study. ' 

'I2 	 June 1997 
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2.3 Grandfathc~ring , 

PreVious pension legislation contained grandfather provisions for those on the rolls when 
new legislation passed. Consequently, we have three pension laws to administer. This pension 
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 cuiTent labor 
intensive pension program changed by this proposal will only exacerbate tlle 'adniinistrative 
difficulties that exist now. Pension simplification proposals must apply to all recipients of 
Improved Pension. 

, 2.4 Crucial Proposals 

There are three crucial pension simplification initiatives 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 dependellCY 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, benents under the 

, current program. While there are no benefits costs associated with these proposais, there are 
significant savings in the administration of the pensions program. The third eliminates' the current 
income limitations for au 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 p~ion 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 effectively, 'administer three pension programs with fewer 
resources isofsedous concem' , ' 

2.S ',Risks andl Otherbsues 

Radical change to the current pension, program' is' not necessarY to achieving a simpler, 
more streamlined pcos.ion claims process. However, some adjustIrients are certainly needed to 
create a more equitable program for pensioners that also requires less maintenance by V A The 
pension simplification proposals outlined in this report will help to streaInline 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 pcmsion processing. As staffing levels decline, pending workloads' will increase, 
affecting our ability to 'timely process 'claims for all veterans and beneficiaries. 

1 • ,~ 

2.S.1 Availablle 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. , 
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;1 

'I 
I :1'

2.5.2 Medical Coverage by VA 	 ': 

VA.. provides an ~pportunity: t~ veteran pensioners ~hich is not readily aYailabl~\ to many 
other people in this country, naniely, medical treatment in the most extensive medical care 

" 	 • 11 

network in the United States. The Veterans' Health Care Eligibility Reform Act of. 1996 is 
, 	 rt 

moving V A in ·new and important directions for the future of health care. The concept of one 
V A should move us further down the path of providing health care to anyone entitled to V A 
benefits, including spouses and surviving spouses., \1 

;1 " 

2.6 	 Acknowledgment 'I 

. . il 
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'I 

'I 

,3. 'Rules Simplification SUJD.Diary ,I
I 
, 
:1 

3.1 Overview 	 \1 

, 	 ~ 
The BPRbusiness plan identified a neW process for handling compensation and:1pension 

claims.' Appropriate rules must be in placeto 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 important part of the new 
claims processing vision. In addition to legislative proposals to simplifY pension prese~fed in a 
separate section of this report, reglIlatory' changes were identified which would stre~ine the 
pension process. The business ease identified a need to review and clarify regulations 'that are 

• '. " 	 11 

vague andlor impede the claims process. Additio~al regulatory changes were identified based on 
items identified in the business case, input from field stations, and suggestions from the ~le team 
members.' '\1, 

3.2 Goal ofRule Simplification 	 il ' 

• IdentifY Regulatory Changes Ne~ded to Support the New Claims Processing ViSioJ ' 
,1
II 

• ClarifY Vague Regulations 	
li
Ii 
:1 
h 

'. IdentifY Rule Changes that Simplify the Claims Process 

• Write Regulations in Clear Language 

~[ 
'I 
" 
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3.3 Benefits of Rule Simplification 
I' 

• 	 Fair and Predictable Decisions 

• 	 Improved Quality ofDecisions 

• 	 Consistency in Interpretation ofVA Regulations 

• 	 Regulations that Can Be Under~ood By VA Employees, the Vetet:an Community, and 
Service Organizations 

• 	 Simplify Claims Processing 

3.4 Rule Changes to Support BP~ Vision 

As 	we move to the BPR vision of claims processing, vA must establish or revise 
regulations to mee:t the requirements of the Administrative Procedures Act. ' While this team has 
outlined a list of nde changes required to support the new claims process, it is not intended as an 
all-inclusive list. \Ve expect further regulatory changes to be identified as VBA transitions to this 
new way of doing business. The following list ofrUle changes to support the vision also includes' 

, pension regulations that need to be changed to support pension simplification. , 

Rule Changes to Support Visi~n 

1.' Allow COl1te~poraneous Notice for Information Received from any Federal Agen~ or 
Federal Employee, " I , , 

2. 	 Allow Contemporaneous Notice for Self-Reporting via Telephone, Fax, or Other 
, Electronic Means 

3. 	 Allow Del::isionReview Officer to Revise Decisions Based on the Same Evidence 

4. 	 Allow Extra-Scheduler Pension Ratings by Rating pecision-Maker 

5. 	 Allow NSO to Certify DD214 

6. 	 Change :Method to File Notice ofDisagreemimt or Substantive Appeal 

7. 	 Change M:ethod to Withdraw Appeal Issues 

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

9. 	 Eliminate: Requirement to File Claim in Writing 

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


- Authority ofDecision' Review Officer 
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'I 
" 

U , iiRequest for Clarification or Expression ofDissatisfaction 
" " 

- Infonnal Conference 	 11 

~ 
" \11. 'Establish New Regulations for Veterans Service Repres~ntative' 
:1" 

," 	
, " 

3.5 Rule Cbangesto Clarify or Simplify Claim's Processing 	 II 
;1 
i 

Clarifying regulations identify those rule changes 'which Will result. ~ clarity ofVA policy. 
, ' 	 ,I

Rule changes to simplify the claims process identifY rules that can be revised or eliminate to 
improve the claims process. ' ; 

, J 
Clarifying Regulations 'I 

"I, 

1. 	 Clarify Individual UnemployabilitY Criteria 

'2. Clarify Regulation on,Findings ofMental Unsoundness'in Suicide Cases" 

... II
1 

'3. Define Convalescence for Paragraph 30 Ratings 	 ,H 
, " " , ',' 	 "II 

4. Clarify Regulations on Service Connection by Aggravation ofPre-Service Conditio~ 
, , 'I 

Statutory or Regulatory Changes to Simplify Claims Processing 'Ii 
, , ' 	 ':!H 

1. Allow Basic Vocational Rehabilitation Eligibility Determination to be Made by VR&C 
. ," , '. 	 if 

:1 ' 
2. 	 Allow Recognition·ofCourt-Appointed Guardians ,( 

3. 	 Establish Entitlement to Clothing Allowance Payment by Rating When- Veterans M~~ the 
Requirements of38 C.F.R 3.810 (a)(I) Ii 

lJ 

- 4. 	 In Claims for Apportionment of Compensation or DIC Benefits, Allow Onl~ the 
Additional Payment for, Dependents ­

S. 	 Increase Estate Limitation in Incompetent Veteran Cases Subject to Reduction tl, 
t! 

, , . 
6. ProVide' for NSC Burial Allowance Payment to Next of Kin (Estate of) When FN(!)D is 

, ,"Processed ' , 	 11 
h 
;\,4. Pension SimplUication Report 	 ! 
'\ 

II 
4.1 ,BPR Business Case 	

:1
,i . 

. 	 '\ 
, 	 ' " ~ 

The BPR business plan identified pension simplification as a key element to the succ¢ss of 
the new claims processing vision. The business case identified the fact that a disproporti'bnate 
share of resources are used in activities related to pension maintenarice. Assumptions made ~ the 
business case revolved around legislative changes that would change the way income is computed 

i, 

:i ' 
I 

" 
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. 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: eliminatiori. of the dollar­
for-dollar adjustffit~nt; use of prior year's income as the basis for paymeni; redefinition of the 
application ofmedica1 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 
discontinuance ofilncome verification for section 306 and old law pension.' 

The BPR Implementation team was tUked with reviewing, in detail,· these various 
proposals to dete:mline 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 otltline 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 msults' of additional research into this crucial assumptiori and the. effect it has on 
the ultimate pension proposal. . . 

-5. Current Pension Laws 

Pension i:; a· benefit paid . to'. a veteran because of permanent and total nonservie&­
, . connected disabiUties or. to a surviving spouse or child because ofa veteran's Jionservice­

connected death. Basic eligibility. is. based on· wartime setvice and recipients 'must meet tlpecific 
income and net worth limitations. . . . 

VA currently adnlinisters three peDsion programs: 

•. Improved Pension (Public Law 95-588) 
. : ' 

• Section 306 pension (Public Law 86-211) 

• Old Law pension 

5.1 Section ~I06 and Old Law Pension 

The Section 306 and Old Law pension programs are protected programs. The last date 
. eligibility could be established for Old Law pension was June 30, 1960, and for .Section 306, 
December 31, 1978. 'Section 306 or Old Law pensioners receive a protected rate provided their 
income does not exceed the applicable income limit. While the rate of payment was frozen, the 
income limit is adjusted each yearby 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 pensio'n and about 4,190 were in 'receipt of Old Law pension. The average 
age ofthese pensioners is 75. Each ofthe above laws has different inco~e computation rules and 

7 June J9~7 
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limits. Although no change can be, made to the rate' of payment under these progr~ each 
recipient must renew eligibility each year. Over 57,000 EVRs were sent to these elderly ~ecipients 
in December, 1996~ Moreover, over 100,000 reminder notices were sent to these tecipients 
askitlg if there had been any signifieant'changes in entitlement factors. ' iii , , , 	 'I 

, "" 	 , h 

,Under the provisions of 38 C.F.R 3.551, veterans in receipt of pension benefltsunder 
. f 	 . . " . i . 

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, this requirement was eliminated byregulation for ,:clnproved 

, , 	 " ' " , ~ 

Pension veterans. " '~\ 

'I
:\
5.2 Improved Pension 	 Ii 

Anyone who currently files, a claim for pension must qualify under the Improvedl\Pension 
program. '" When'entitlement' to Improved Pension is established, VA awards benefits which bring, 
the pensioner~s totalineome up to an established support level. A veteran must be ~le to: 
secure and follow substantially gainful employment because of a disability or disabilities vv.hich are 
likely to be of a,permanent nature and not the result of his or. her own willful.mlsconcluct.' In 
addition, the veteran's annual income cannot exceed an established Maximum'Annual I!Pension 

, 'Rate (MAPR). : Likewise, pension is not payable to those who have assets, (e.g., the value of real 
" estate not the claimant's single fariilly dwelling, valu~ofpersona1 property, cash, stockS~ 'bonds,· 
. bank'accounts)'that can be use4to provide adequate inaintenan~~ ;j 

. 'ii, 
,[ 

Improved Death Pension 'is a needs-based, benefit payable to surviving spo~e,s, 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 ben~ts 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 level for a single person, currently designaied as $7,763. ~' 

II 

5.3 ' Disability Determination 

, Under the Improved Pension program, a rating decision is required in every :Icase to 
establish eligibility based on a permanent and total disability. This is true, regardles~ of the 

" 	 ",' , , ,)

veteran's age and disabilities; For' example, a,lthough need for regular aid and atten4ance is 
conceded based on nursing hom~' patient status, the basic decision, as to permanent ~d total 
disability itself still is depend~nt on a rating decision. Medical evidence, often including an 

, " 	 ~ 

examination at a V A facility, is required in every, cas~· .	!i 

II 


5.4 Income Determinations 	 ::
II 

. 	 !! 

The current pension program was designed to ensure claimants a minimum inco~e level 
each year, referred to as the Maximum Annual Pension Rate (MAPR). Claimants whose jncome

" 	 I ' 
from all sour~s excee~s this MAPR are not entitled to pension. This' pension program i~ based 
upon a theory that for each dollar ofincome there will be a corresponding reduction in the ~ount 

. . . .' 	 ':! .
". 	 . '. " 
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·of VA pension paidl. Determination of the rate payable under the Improved Pension program 
involves two criti~~ elements: (1) the Maximum Annuar Pension Rate (MAPR) and (2) the 
Income for VA Pu.rposes (IVAP). The rate payable for any given mqnth is . determined by 
subtracting IVAP from the MAPR and dividing by 12. 

The MAPR varies with the claimant's status. There is a different MAPR if the veteran is 
rated housebo~d (HB) or in need ofAid & Attendance (A&A). The MAPR is increased for each 
established dependent and, in the case ofveterans only, the MAPR is increased ifthe veteran had 
WWI or Mexican lBorder Period service. Surviving spouse MAPRs are increased for special 
monthly pension (HBand A&A) and for children. 

The IV AP is determined by .adding together . all countable inCome and Subtracting 
. deductible expense!!. Most income is countable under the Improved Pension program although 
· there are certain ~pes ofincome that are not included in a claimant's countable income, such as 
welfare or profits firom Sale of property. There are two general types of deductible expenses -­
:those that are dedUi:rted f1:'om specific income (e.g., business expenses which can only be deducted 
·from business income) and the more common types ofdeductibleexpenses(medi~ expenses and 
expenses oflast illness and burial) which can be offset against any type ofincome. ' 

If there is ,Il change in a claimant's countable income, the IVAP and the rate of VA 
pension payable is ilsually 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 interestor odd job 
income), the adjus1ment is normiilly made as of the beginning of the c8.J.endar year based on the 
total amount of int:ome received from· that source during the calendar· year. If thec1airnant is 
receiving pensio~ Ireceipt of additional incOme will result in an overpayment unless an immediate 
report ofthe income is provided to VA ~d VA immediately adjusts the pension~ward. 

5.4.1 45 Day Rule 

. The current pension program provides an effective date for death pension benefits which is 
the first day of the month in which the veteran's death occurred, ifthe claim is received within 45 
days after the date of death; otherwise the date ofreceipt of the claim. Ifa'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 rompute the Income 

· for VA Purposes' flY AP).. As a result, those surviving spouses who are better informed regarding 
V A income computation requirements are able to "shelter" income (usually life insurance 
. proceeds) by filing their'claims after the 45-day period has elapsed. 

! . 

5.4.2 Income fOir 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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·MAPR for a spouse. Since this income must be used in determining the veteran's IV AP, the 

veteran's pension may be reduced or terminated due to circumstances over which the vete~an has 


. no control and of which the veteran probably has no knowledge. A claimant's depe,pdency 
situation affects both of the major determinants of the rate payable-Max4num Annual ~ension 
rate (MAPR) and Income for VA Purposes (IVAP). ;j 

'1 
Effect on'MAPR::1 

.~. .; ii 

The number of established dependents is one of the status factors:iliat dete~esthe 
applicable MAPR For eJqUDple, theMAPR for a veteran without depelidentsis S8,486;~! If the 
veteran has a spouse or child, the MAPR increases to SII, 115. The MAPR is increased for each. 
additional child. . . . , ·:1 

· : . . . IId . 
. '. I 

If a veteran and spouse . live ' in . the same household or if they live apart· but ~e. not· 
estranged, the veteran's MAPR will be increased because ofthe spouse. Ifthe veteran and~pouse 
are estranged but the veteran nonetheless makes ''reasonable support contributions" to the Spouse, 
the veteran's MAPR will be increased because ofthe spouse. The only time the vetenin's ¥APR 
is not increased because of the existence ofa spouse is when they are estranged and the ~eteran 
does not provide the estranged spouse with "reasonable support contributions." The regu).ations 

. do not define' what constitutes "estrangement" Or what constitutes "reasonable Shpport 
'. • . " '. ,', ' . (!contributions. .. . .. .' . " .''. . . d 

'. '. ".' :i'" 
. A veteran's MAPR; is mcreaSed' for each established child in the veteran's legal ~stody 

.and for each established.child who' is not' in the veteran's legal custody if the yet~ran is 
"reasonably contributing" to the child's support. The regulations do not define what is cotJidered 

. . ~ 

. "reasonably contributing" to the child's support. However, the regulations (38 C.F.R 3~S7(d)) 
. do state that custody ofa child shall be considered to rest with a veteran or. surviving spd~se "if 
· that person has the legal right to exercise parental control and responsibility for 'thewelf~e and. 
care of the child." Therefore, a veteran's MAPR will be increased for a child who is no~! in the. 
veteran's actual custody and who receives no support from the.veteran as long as there has been .. 
no legal action termfuating the veteran's right to "exercise Parental control ,and responsibil,ity for 
the welfare and care ofthe child.'; . . ~I 

. A spouse or child who is not living with a veteran and to whose support the veterJ. is not 
reasonably contributing may. file for. an apportionment of the veteran's pension .. Wh~n this 

· happens, Adjudication employees"must write to both the veteran and the apportionment c'~t 
requesting complete information about their income, assets, and living expenses. At th~ same 
time, a future withholding of the veteran's benefits is established for ~O days from the firsti of the 
month after the month during w.hich the letters are released: When responses are receiv<# 'from 
both the veteran and apportionment ~laimant, an apportionment decision is made and both (parties 
are notifi~ of the decision. In the event of a favorable decision, an award is established 'for the . 
apportionment clain.J.ant and the 'vete~'s award is adjusted. If either party disagrees ~th the 
decision, contested claim procedures must be applied. The apportionment i~sue may be tevived 
by either party whenever there is a change in either party's circumstances. Each revisitatio~ ofthe ., 

~ i ' 

:1 
.·1. 

':j 
'I 
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issue requires new development and a new appealable apportionment determination. Similar 
procedures apply :where a child files for an apportionment ofa surViving spouse's pension. 

Effect on IVAP . 

The basic mle is that countable income ofestablished dependents is included in the IV AP. 
Therefore, the addidon ofa dependent increases the rate only if the dependent's countable income 

·is less than the aIILOunt' by which the MAPR is increased because of that dependent. If the 
dependent's counulble income exceeds the amount by which the MAPR is increased for the 
.dependent,·the addition.ofthe dependent actually lowers the rate ofpension. 

. 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 " spoui,e are estranged but the veteran nonetheless make~ "reasonable support 

'contributions"to the spo\lse, the spouse's income is included in determining the veteran's rate of 
,1 . 	 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 estraJ;lged spouse with 
:~'reasonable SUppOlt contributions." . . ... 

Although. the basic rule Is that a dependent's countable incOme is included when 
determiDing income for payment purposes, the dependent's income can be :ofi'set by the deductible, 
expenses such' as fiunily 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 incom~that equ8Is the 
amount ofgross income for which a Federal income tax return niust be filed by an individual 'who 
is not married, not asurviving spouse, and not a head of household. Another exclusion removes 
from consideration the ~ouilt ofa child's earned income that equ81s the amount paid by ~e child 
for tuition, fees, books, and' materials, ifthe child is pursuing a ~urse ofpostsecondaly education 
or vocational'rehabilitation or training. . . ' . ..'. 

" 	 .' . ','.. . 	 . 

A third exclusion removes . from coDsideration the amou.nt of a child's income (earned or 
unearned) if'VA determines that it would cause a"hardship" to count the child's income. The 
regwations. state that hardship shall be held to exist when annual expenses necessary. for 

· reasonable fanilly maiDtenance exceed the sum of countable annual fanilly 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 exPense:, with countable income plus VA pension entitlement: The amount by which 
annual expenses necessary for reasonable family maintenance exceeds the'sum of countable annual 
.family income pluls VA pension entitlement can then be deducted from children's income. 

Finally, even if a child's income is not excludable under any of the provisions mentioned 
· above, it still might not be counted in detennining the veteran's or surviving spouse's IV AP if it 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 'reasonablyavailable~ 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 "'exp~nses necessary for re~sonable 

family maintenance' include expenses for basic necessities (such as food, clothing, shel~er, etc.), 

and other expenses, determined on a case-by-case basis, which are necessary to support a 

reasonable quality of life." This results iri unequal treatment between pensioners with I'children 

living in the household and pensioners with children 'lot living in the household.' ;\ 


:! 

5.5, 'Unreimbu-:sed Medical Expenses (UME) " 
:( 
i" 

'. 

U~der . the proVi~ionsof'the 'current 'pension law, veterans and. ;surviving s~ojse~ are . , 
, ' . ' \1,.. 

entitled to reimbursement of medical expenses which they have paid and. havent?t been 
reimbursed from any source. ' Applications for reimbursement are generally filed by the d&mants 

. " . h 

at the end of the calendar year in' Connection with the annual Eligibility Verification. Jteports 

(EVR). Ifclaimarits do not receive an EVR because they met one of the discretionary categories, 

they file it separate application. Receipts for these cl~ed expens~ ar,e not required in d,rder to 

receive this reimbursement. However, based upon a recommendation ,by 'the Office:lof the 

Inspector' Genera.( 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 review~ with, 

the amounts claimed.' Therefore, reCeipts must be mainta,ined by claimants, even tlroughAhances 

are that they will not be required. Even with the receipts, VA has no way ofverifying whether or 

not the claimed ,expenses were reimbursed by another source such as a private health ~urance 


" plan. 'Further" if claimants 'do not receive an EVR b~ they met one of the discretionary, 
categories; filing,~ application for UnreimbuisedMedical Expense (UME)reimbursemeneresults 
~ a ~uest. for income 'verification, thus negating' the savingso~, not sending E~' in 
discretIonary cases. .' .'.. , ,'j' 

, , 
. . '. , .' '. . ,~. 

, Claimed Unieimbursed Medical Expenses which exceed 5% of the MAPR are reimpursed 

by deducting them from the IV AP upon which' benefits were, paid. fo.r' that calendaij year. 

Claimants with no countable income cannot be reimbursed for medic81 expenses they paid ~(iuring 

the.year,as there is no IVAP from which to deduct the expenses. This results in an inequ.i~ in the 

payment of these benefits which hurts the most financially disadvantaged veterans. In addition, 


." , ,". ' j) 

those claimants whose income exceeded the MAPR ,may apply' fur consideration of;IUME, 
reimbursement in order to reduce their NAP, thus entitling them to' reimbursement of m:edica1 
expenses;' Again, the theory behind the current pension program is that allclainia.rits 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 cons)dered 
reduces the equitability of this law. ' ':: 

,, . . I,. 
. ~. . ' ' , n 

The current pension program 81so provides a higher income level for the most serjously 
disabled pensioners; 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 leyel of 

, disability, their claimed monthly medical exp,enses will be higher: Additional benefits are ~'ready 
paid in these cases to insure an acceptable standard oflivihg throughout the year. However,i\these 
pensioners can also request iUrther benefits based on a claim for unreimbursed medical expeq;ses. 

i: 
1 
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5.6 Income RI~porting 

5.6.1 Eligibility Verification Report (EVR) 

A benefici:ary 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 income: will 'change or 
when marital or drependency, status changes. " ' , ' 

( 	 , 

For the IIlOstpart, VA relies' on claimant self-reporting for the information needed to 
,! '"determine cOuntable income and deductible expenses. Claimants are advised when they come on ' 

the p~n roUs that they are required to notify VA ofincome and depeDdency cI,langes and they 
are reminded oftbis obligation at least twice annu811y. In addition, certain beneficiBries receive an 
annualEVR. 

VA uses the EVR to verify the' continued entitlement of pension recipients. 'The Secretary 
, ,has discretionary authority with regard to requiring annual EVRs. ,Currently, EVRs are required 

for Improved Pension ~es in three instances: ... 
. .' 	 . 

• 	 When the: social security number ofa beneficiary or his/her spouse has not been verified by 
" ,the Social Security,Administration ' 'i;.' 

• 	 When thE: beneficiary receives income other than Social Security
, 	 ' 

• 	 When' V A ,determines ~t submission of an EVR is necessary, to preserve ptogram 
integrity , ':,", 

: 	'5.6.2 Information from Other Federal Agencies ' 

,On a reg;Uiar basis, VA receives information from several Federal agenciJ concerning the "', 
,; , status of V Abflneficiaiies. Once ayear VA receives the Social Security,Ad.miPistration (SSA) 


, Social Security i(SS) payment data for each pensioner. This is done concurrently With the cost-of­
, liviIig adjustment (COLA) processing so that the SSA furnishes VA payment data~that has been 

,increased by the COLA percentage. VA ,also matches against Intenial Revenue Service (IRS) 
, unearned incOITle 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 eases are also matched annually with Office ofPersonnel Management (OPM) 
records of persons receiving Civil Service ~ty (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 fo~ these benefits are ' 
received at a dilferent time ,than VA and SSA COLAs. ' 

Due to current due p~ocess requirements, vA must send a' 60-day notification letter to 
pensioners receiving a Federal benefits advising them of the information that was received and 

I ' 
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that it will result in a reduction in benefits. The pensioner must be allowed a 60-period to show 
why their benefits should not be reduced. At the end of the 60 days, benefits are reduc~d effective 
the first of the month after the increased Federal'annuity is received, creating an.overpa}tment. 

. 	 'l 

'. . !l .. 5.7 Contemporaneous Notice 	 , " 1 
~'~>1:: ':'::~'~f 	 ,,·:,·-;-:·:,'·:·<,If 

VA remilations require a 60~ay preterminationlreduction notice wh~na;p~nsio~ benefit is 
subject to reduCtion or termination unless written, factual, unambiguous infohna:tion as 't()income,. . 
net worth,. dq>~ndency or marital status is submitted by the beneficiary. .S~ce ,the~exception . 

. requkes·that·aU,communication be in writing, beneficiaries who call10caloflices tojfreport an . 
increase in income or.reduction in dependency status are asked to submit wrlnen. n9tification. 
This requires ~dditional effort on the part .of the 'beneficiary and' delays,·.a4j:ustmehts which 
iJlcreaSesthe amount of overpayment. . . . . . ..' ~,;,i , ,;' " !l. ',. .. . 

;' :; ," . ~ 	 1~ . 
lj 

.5.8 	 Exampl., of Current System :;i . 

. '.1.'." ' ".,.'" iIil .-,,'. 


Under the current system,·· there exists the ·possibility that there ...will· be: multiple 
adjustments to the monthly pension rate throughout the year. This renders the iyst~m neither 
undemandable ~or predictable. The fbllowing example.illustrates this POint.,,' ':\ 

• 	 A veteran has a monthly annuity income from Civil Service (CSA), a small· monthly ,private 
pensioni,and yearly income from a small savings account. He pays: monthly' medical 
expenses, including a prem.i.Uul fo~ health insUrance. ':l . 

. : . 	 . . . .' . . ',' '} 
• 	 IIi ApriL' the veteran's CSA is increased due to a annual cost-of-living.adjustIIi~hi. The 

Regional, Office (RO) is notified of this increase through a matching program. llnder due 
process :requirements, . a letter is sent to the veteran notifying hUn that VA :has been 
informed of this change in income and that his VA pension will be adjusted d9wnward 
effective:May 1, to reflect this increase in income. The veteran is advised:that qehas 60 
days from the date ofthe letter (April 15) to respond ifthe rates provided for the;\CSA are 
incOrrea.~ Since' no reply was received by June 15, the amount. of VA p~nsion is 
retroactively reducedeffecttve May 1, thus resulting in at least a two':'month overPayment.' 

. The' cumulative overPayment is automatically deducted 	 from the check th~\ veteran 
. . Jul Ireceives m y. ',. 	 : It 

, . 	 ~ 
• 	 In August, the veteran notifies VA that he reCeived a' small inheritance in Ju&e. The 

amount is not large enough to terminate his eligibility to pension, but does re~uire an 
adjustment in the pension rate,effective the first day of the month following the rttonth in· 
which the incoIlle was received. In August, an adjustment is made to reducethei1monthly 
rate of pension effective July 1, which results in an overpayment. The amow1;t 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 ~epay it. 
The Committee on Waivers determines that additional information is necessary an~ begins , 

. development on the 'waiver claim. 	 Based upon information obtained from the 'vet~ran and 
because the showing of hardship is a criteria for granting relie£: the veteran's claim for 

It
Ii 
il 
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waiver of 1the overpayment is granted. A check for the amount, of benefits withheld in 
September is issued to the veteran. 

• 	 In Janu!U'Y, 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 
claims as b.ismedical expenses the amount of the monthly health insurance premiums: The 
'premiums ate'less than'the 5% deductible for Unusual Medical Expenses. Theveteran's 
benefits an, adjusted to reflect the change in interest income resulting in an overpayment in , 
the accowit which is recouped from the next monthly check. Several weeks later the 
veteran 1U,s'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 chumed now exceeds the 5% deductible, the veteran's benefits are a~justed again 
to reflect lliower Income for VA Purposes (IV AP) for the preceding year and' a check for 
retroactiv4~ benefits equal to the countable medical expenses is iSS\led~ 

The award adjustments required in this case include four different income computations 
:and six differ(fnt])ension check amounts for a 13 month period. In addition, the v~~ran received 
two checks forrj~oactive benefits, neither of which he could rely upo~ either as to amount or 
entitlement. Obviously, this veteran's pension benefits are neither predictable nor certain, and are 
very difficult to understand. 

, " 

1 	

6. Pension, Approach and ~tematives . 

6.1 Approach 

The goals a/Pension Simplification are: 

.EIl$ure l'I~liability/verifiability of payments 
. 	 .'" 

• 	 Establish understandable rules of entitlement and eligibility 

• 	 Make th1e'payment predictable " 

• 	 Reduce :administrative costs 

• 	 Reduce overpayments 

• 	 Reduce reporting burden for elderly/disabled beneficiaries 

To gather perspective and data on the possible reform alternatives available, 
information from the following sources was gathered and analyzed: 

, 
• ',Adjudi'cation Commission Report 	and its recommendations pertaining to pension 

refonn 

• 	 Business PrOcess Reengineeiing-:'A'Case for Change 
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• 	 Cost projections 
" 

\1 

11 

• 	 Data collected by four regional offices during ,a three-week period to obtain information ' 
about the award adjustments based on EVRs and UME claims . il 

;. 	Da:ta ~fromthe BDN.Information included: cOntinuing medical,expenses:i income 
sources ,-- and amounts, dependency information, and speCial ,- monthly \1 pension 
information - , :\ 

• 	 Focus gwup-results from veterans and widows receiving pension ,I 
:1 
!i 

• 	 IGand ;GAO reports on overpayments :1r 	 .' " 
'I 
I 

• Legisla~ve history. of VAs three pension programs 	
, 

I(
:l 
ii,

• 	 Recommendations from previous task force on pension reform II 
(I 

. - '. 	 :1· 
• Statistical informati?n on ~e number of beneficiaries, amount of pension.pene~ts paid, 

and number of penslOn clauns processed " .' - i\ ­

._ 	 Subject inatter experts from the C&P Service and from four·Regional Offices :\: 
I­

:1 
6.2 Alternatives Considered ~ 

4
Ii6.2.1 Flat Rate il 

This proposal simply pays evel}'one who meets ,disability and income criteria ~e same 
basic rate. The, basic rate payablecoulci be augmented if the recipient is in need of lld and 

, Attendance or Housebound benefits. Medical expenses are not a factor. The program ~uld be 
designed to save money, to be revenue neutral or to pay more in monthly benefits thaIi VA is 
paying now. The only adjustment that would be required is when income from all !Isources 
exceeds the limit established by legislation~ Income updates would merely consist of da~ entry , 
with no award adjustments required. A single and a married rate would be set at a ~at rate 
depending on marital status.. This approach discounts varying degrees of need. Incomel can be 
verified as currently required. . . . ill 

II 
This proposal was not adopted because different levels of income or resourtes are, 

disregarded. The poorest would be paid the same amount as someone with other ad,di~onal 
sources of income. Too many veterans would be disadvantaged using this approach. II 

. , . 	 ~1 
6.2.2 Income Bracketing· 	 .... ~ . 

This option provides for predictability of benefits and pays pension at the s~e rate 
established for the income bracket. This approach requires less maintenance work than the 


. current system and does not penalize needy beneficiaries if some additional income is r~Fived, . 

unless that income moves them to another bracket. Rates of payment presume that all pension 


~ 
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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 uncome fluctuations that put a beneficiary into another bracket co¢d be delayed 
to the first ofthe folloWing year. ' , 

This proposal was not adopted for reasons similar to the flat rate proposal. ' The flat rate in 
each bracket can Ildvantage some veterans at the expense ofthose in more need.' Moreover, those 
close to the bracket limit would have their monthly rate substantially reduced if income changes 

, force movement into the next income bracket. 	 ' 

(" . , 6.2.3 'Received Year, 

This opticm uses all income received and unreimbursed medical expenses incurred during 
the, prior yeat' '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 predictable for twelve months. Income 'changes reported on EVRs and 

, ,! "'IVM could still' result in an overpayment, but the amount of ther ~overpayment could, be 
. i 'significantly less ~th.an under the current system. ' 'A VA Inspector General (IG) repcirt 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 chang~s that ,frequently occur 
throughout the year. This option, unless special rules were adopted, also requires ,delaying Social 
Security COLA iadjustments for one year. Also, if income falls during the,year an increased rate 

,of pension is deluyed ui1ti1 the first ofthe following year. , i,:, 

','" :",., , . " " ". . . ." , " f' . ' 

Despite ,its 'manY benefits, amajor hurdle that this option could not oVercome was the , 
, \ 	 structuring ofpa~ents for those initially put on the roles. ,Over two years of income history are 

required before payments can be reasonably' structured on a received year basis. Moreover, 
reopened claims pose a similar problem before atrue received year can be established for payment 

, ,purposeS. This proposal relies on the ability ofVA 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 qased on existing methods. 

, ' In the e:nd, this proposal was not adopted because of the administrative burden the 
, 

i; 
establishment ofthe prior year income amount in original and reopened ~laims posed. 

6.2.4 Have Scaci81 Security Administer Pension for VA 

The Adjudication Commission recommended that the Social Security. Administration 
(SSA) and VA expl~re means to standardize the definitions of total disability. 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 program:; available to needy persons. This concept envisions a' kicker to ,be added to the 
retirement, diS<lbility or Supplemental Security Income (SS1) benefits for a disabled veteran or 
needy surviving spouse. The kicker could be designed to beat 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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and standardize SSI and VA income requirements for ne~d-based programs. SSI is n4~ designed 
to require adjustment with each dollar income change but .does offset certain amountS(~\'of income 
received from oth7r government sources. \1 

This proposal w~ not adopted because there did not appear to be a clear ad~antage to 
· veterans to move VA pension processing to the Social 'Security Administration. '" ;i 

· , ,,' . " , 	 .. , )1 

· ,6.2.5 ,Conclusion 	 . . 
. 

1\ 
, 

... 
~·I 

, ".J:: 	 :t ;'1., ,,': , .... II ; 
All of the above options are more understandable for claimants. Payments iiare more 

J. 	 predictable. Overpayments are substantially reduced. Reporting burdens for: the claipumts are 
les~ened; Administration ofthe program becomes easier and less labor intensive. Ho~ever, the 
first two optiOI1$ do not provide equitable pension benefits to veterans based on actUal financial 
,need.' Dollar-for-dollar.adjustments are Jair but very expensive to administer.·,Basing~lpayments 
on ~ected inCQme virtu8lly guarantees overpayments. Experience over the years has sl)own that 
recipients don't'report income changes in a timely manner. Hence, they are often;loverpaid ' 

, because oftardy reporting .. Also, because ofthe volume ofother pending' claims, adjust~ents are 
. .,' 	 .... d ' 

not always timely. " . '. . ',. • 'ii . - . 	 . ' ~ 

,I 

7. 	 . The New P~gram, '1 
. ~ u ' 

'The pension' 'simplification. proposal described in this sectlonwill' result ,~i a. more 
streanilined 'pension program' that' will better serve our veterans' and their dependeqts.· The 
medical eligibility portion of pension entitlement. will be eased with the acceptance \pf, social 

·security disability determination, presumptive permanent and total (P&T) disability ata designab~d 
· age2 and presumption (P&i:') due to nursing home patient status. The Ma.ximumAnnu~ Pension 
Rate (MAPR) will 'be "increased to 'p'rovide additional benefits for medical ex:p~es' and . 
dependents. 'Th,i~ Will provide each pensioner with more available iricomeeach month. ;i Pension 

· maintenance workload . will be reduced by the elimination of unreimbursedmedicalii expense 
adjustments and dependency adjustments. Income reporting burdens are reduced:by. ellimnating 
eligibility verification reports to pensioners receiving civil service annuity,. railroad retire~ent and 

· those pensi~ners .in Medicare nursing homes. Pension recipients under the Old Law an41 Section 
306 programS will be allowed to receive their benefits without change until their dea~p. or the ! 

surviving spouse or childmairies. ill" 

i, 

This proposal does not advocate creating a new pension program. It propose~' certain 
revisions to t~e Improved Pension program which will simplify the program and eliminate!'many of 
its more burdensome features. The proposal' contemplates that the provisions of the\ revised 
p~ogram would be effective for all Improved Pension r~ipients on the rolls' as ,of the ~f(ective 
date ofthe' change. Since some ofthe proposed changes require legislation and some reqtiire only 
regulatory chariges, it is likely that different provisions of the initiative package will have ~ifferent ' 

, , 	 • II 

effective dates. ' ' 	 ii, . 
, . , 	 ','1 

2 The 'age at which'a veteran is presumed to be permanently and totally disabled is'still unJ.er 
study.. 	 II 

" 
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The propo:;ed revisions do not require new computer systems nor '. do they require 
extensive reprogramming. of existing systems;'. We estimate' that all· required systems and 
procedural change!; could be made within siX months of the date that the necessary legislative and 
regulatory changes are made. ' 

7.1 Section 30lS andOld Law Pension 
" 	 . 

Pension redpients uilderthe Section 306 aJidOldLaw programs will be allowed to receive 
their benefits withclut change until their death. The only exceptions will be that marriage would 
.result in loss of elltitlement for a surviving spouse or child and election of another VA' benefit 
would result in }()Ss of protection. Implementation of this change will mean that Eligibility 
Verification Repo,rts (EVRs) for Section 306 and Old Law are eliminated' and' that these 

, i beneficiaries are Eocc,luded from all matching programs. Pensioners wilihave no obligation to 
. report any changes in, entitlement factors to VA except marriage for surviving spouse and child , 

payees. I 

,BenefitfJ fior Section 306 and Old Law pension will no longer be .red.1ltedbased on 
hospitalization by VA' ThiS will remove the inequity that exists in the law and nlake all veterans 

,	reCeiving' peIwon subject to the same rules when hospitalized,by VA : A legislativ~ change is 
reqUired to remove this iilequity. ThiS will provide Section 306 and Old' Law pensioners with an 
equitable and COllSi$tent monthly benefit so that they can maintain their resid~ces and other 
financial obligati(l'ns dUring ·periods of hospitalizatioti This will also reduce VA's administrative 

. costs associated with this activity.' . , 
" 

7.2 Disability Determinations 
, 	 , 

Under thc~ revised pension program, a veteran who reaches a designated3 age will not be 
'required to subIil1itmedic~levidence of disability or undergo physical examination. . VA will ' 
assume such a veteran, is entitled to pension as long as'income is within applicable llinits.VA will 
accept a Social !{Security 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 responsibility of the 
rating decision.;.rnaker. 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 
,examinations. These: changes will ultimately expedite the payment of pension to our neediest 
veterans. 

7.3 Unreimbuned Medical Expenses (UME) 

A simpll3r, more equitable system for addressiitg medical expense needs ofpensions is 
envisioned in this plB;D. No longer Will pensioners be treated differently because of their income. 

3 The age at which ~eterans are presumed to be pennanently and totally disabled is still under 
study. 
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il 
" 

, , 11, 

Today, pensioners with no countable income for: V A purposes have no income to offset their 
expenses. On the other hand, pensioners with other sources of income are reimbursed for paid 

, , ' 1 
medical expenses. The current system provides for un,equal treatment to the most di~adY~taged. 

, , ,I 

- ~ 
The new plan recognizes that all pensioners have medical 

" 

expenses but at the' ~~e time 
recognizes that V A has created a: pension rate structure that accounts for our more: disabled 
recipients. A higher income limit has been established for pensioners considered houseboUnd orin ' 
need of regUlar; aid and attendance~ Equally as important is the, fact that our veteran, ~~nsioners' 
have access to:the hu"gest' h~th cm:e system in the, country and can avail themselv~s of this 
medical care an~ prescription medication. , ' .', ' ,';\ ' 

'Underthis,plan, a one-time , addition will'be made to the Maximum Annual Pension Rates 
, - ~ , 

(MAPR) for veterans and surviving spouses. This increaseis based on the amount ofb~efit VA 
currently makes for unreimbUrsed medical' expenses. Thereafter" the annual costiOf-living, 
adjustments (COLA) will account for necessary increases. This plan provides pensio*ers with 
'more available money each month to handle their financial needs including medical exp~nses. It 
, also encourages use ofVA as the prlmaiy health care provider. It eliminates reporting b~dens of 
submitting a separate claim each year for reimbursement. This new way of addr'essin~.medical 

,expense needs eliminates one of the major defects of the current program; namely,VA's,\inability 
. to verifY whether the claimed medicaI expense was reimbursed by a private souree; ,1\! 

. , lj 
\' 

" 
The, plan does recogniZe that oUr pensioners who are patients in nursing homes have, 


exceptional expenses associated with that care. For this reason, pensioners in nursingh~in~s due, 

to disability will be eligible for a donar-for-dollar reduction in their countable income b~bd upon 

these nursing home expenses. ;\ · 


:1 
, 7.4 Income Determinations il 

. 11 

, The pension simplification plan will build a dependency allowance into the pension rate 
structure and eliminate the various Maximum Annual Pension Rates (MAPR) used for dependent" , 
children. Cost-Of~living adjustments will ensure this dependency allowance keeps current With the, 
economic environment of the country. This will result in a simpler rate structure and ~educed 
reporting requirements for pensioners. No longer will pensioners be disadvantagec;l b~Pause a 
child has income nor awarded additional benefits for dependents for whom the pensioner does not 
provide, support. The income ofan estranged spouse will ~ot longer be uS,ed against the V~terans. 
PenSion payments will only be affected by the income of veterans and that of their spo~s~ or the 
income ofa surviving spouse. \1 

" :1 
, ' , . , ' . II 

A veteran's basic Maximum Annual Pension'Rate (MAPR) will be determined sQlely by 

the veteran's disability status and whether the veteran's spouse was established as a dep~ndent. 

However, additional MAPR "add-ons" for World War I and Mexican Border Period veterlms will 


, , '" , ', '1 

continue, as will the special MAPR for veterans married to veterans:' A surviving spouse'siMAPR 
'>' I 

will be determined solely by bisor her disability status. II 
\,
l'
Ii 
'II, 
~ 
'\
li 
II 
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Under the lP~Oposed reform, the only possible Improved Pension dependent would be a 

spouse who resides in the same household as the veteran or who is separa~ed from the veteran 


.	solely because one: ofthe spouses is institutionalized for medical reasons (e.g., a nursing home 
patient). VA would notincrease the MAPR for out-of-household spouses ot any children.. 
Likewise, V Awould not count the income ofan out-of-household spouse or any child in 
determining the claimant's income for VA purposes. Pensioners would get increased benefits 
because ofthe increase to the MAPR In addition, they would no . longer have to report child 
income~ dependency changes or school attendance information. Their peIision payments would 
,only be affected by their income and that oftheir spouse. The complex rules that govern current 
. payments for depcmdents will be eliminated~ VA will no longer require invasive information about 
the domestic sitUations:ofpensioners. We will simply request infoimation to establish a spouse 
and any income ofthat.spouse. .. . 

. , . . . 	 . 
Under the proposed revision ofthe pension program, nonrecurring income \viiI still be 


counted for a full 12 months but VA would defer counting this income until the first ofthe 

calendar year afte:r the :c:alendar year during which the income was received. 


The "45 day rule" will be eliminated. A surviving spouse's effective date will always 
relate to the first· of the month of ~e veteran's death if the original ,death pension' claim was 
received within one year of the veteran's deatll. . 

. The vast majority ofpension overpayments result from pensioners' failure to promptly and 
'accurately report changes in entitlcmient factors. A major focus. of the new claims process vision 
is partnership bc~een veteranS, ,their representatives and VA·. This partnership requires VA to 
·prQvide our pensioners with. a clear Understanding of how the program work$ and what their 

'·responsibility is to that program. As our pensioners become better infortned, understand their role 
in how pension benefits are paid, and have easier access to VA to report changes, the number of 
overpayments Vlillde~ease. Also, as VA continues to pursue more ~fficient ways to use 
electronic inforno.ation from other Federal agencies, we will reduce the incidents of overpayments 
and improve ow' service to our pensioners. . .. 

. 7.S ' Income Reporting 
. . 	 . . 

Public Law 103-271 gave the Secretary discretion in requiring annualBVRs. This 
discretionary au.thority will be extended to eliminate EYR's fot VA pen,Sioners whose only income 
is a matchable Federal benefit. In addition, pensioners ~n Medicare nursing homes will also be 
exempted from the EYR process. 

Pensioners in receipt ofFederal benefits matched with VA will have their VA pension rate 
adjusted' automatic:ally at the time of their annuity COLA adjustment.,. V A will give 
:contemporaneous notice of pension reductions where the reduction was based on information 
furnished by tbe.claimant, the claimant's representative, or where the information was furnished 
by a VA emplc)yee or another Federal agency. Preterminationlreduction notice will still be given 
'prior to reduction in other situations. This will avoid overpayments to pensioners who. are in 
receipt ofFede:ral benefits. 
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:\ 
" 	 . . :1 

The contempor~eous reduction exception in. VA regulations should also be·lended to 
eliminate the requirement that information regarding incoinechange or dependency (1reduction 
received from the beneficiary.or fiduciary be in writing, This will allow telephone notqication of 
changes. The:result will be less' of a bu:-den for. the beneficiary .and a reduced ineidents of 

. 	 "'Ioverpayment. • ' , 	 , ' . I , 
. 	 '. i,. ,; ~. 	 ,!h' '.; i.:, .\ ' 

"',', . 

7.6;: LongTennStrategy - Hybrid EVRIIVM 	 ;;".l!:.'i 
" 

i.::':~~~ . . 

A goal1of pension simplification is to eliminate the need for EVRS from the 'Jmproved:
. '. 	 r, . 

Pension program and use the Income Verification Match (IVM) as the primary\i tool for 
, monitoring pro~ integrity. Unfortunately, VA needs unearned income information from IRS 
and.earned incOme from SSA early in the calendar year, following the tax year the inrme was 
received. ' \1 " 

Ii 
':'1 ' 

Obstacle 	 ·!1 
Ii 

, . 	 ~ 
SSA earned income information from employers is received on a piecemedl b~is. Only 

approximately SO percent ofearned income information for the previous tax year is ofreford with 
SSA in July of the following year. By November of the Calendar year following the taX year, 90 

, percent ofth~ earned income information is ofrecord; ,'. 	 I!, 
,'c '.' .' , 	 , . . . . Ii 

IRS indiCates that they' start building their "furormation Return File" ·from data '[provided 
by unearned income payers in Febniary following the tax year. The databaseoNmearried income 
information is NOT available until"July and then it is oruy approximately: 80 percent~niplete.·· 
IRS continues· to build the database, until December. of the .Year following the tax year.;; At' that 
time they consider the file complete. ' . . ". '. .II . 

:1 ' 

Solution. 	 ~ , 

. 	 ' ,'. p , 

IRS and SSA must have improved or upgraded information technologysystems:1 in order 
to allow VA to obtain information about unearned and earned income shortly after the: tax year , 
ends. Once this happens, VA can eliminate the EVR process and rely on the Income Vetmcation 
Match (IVM) as the primary program integrity tool f?r the Improved Pension program, , \\ . 

7.7 Example of New System' 	 li 
I'

Using the previous example in section5.S: 	 il· 
• 	 A veteran has a mon~y ann\rlty income from Civil Service (CSA), a small monthl~ private 

pension and yearly income ,from a small savings account:· He pays 'monthlyi[medical 
expenses, includiitg a premiu,m for health insurance. .:i 

" .', 	 ~ 
• 	 In April, the CSA is increased due to a yearly cost-of-living adjustment. Under!lthe new 

pension provisions an adjustment has already been made in the veteran's pension,[benefits 
it 

II 
'" 'I 

, , 
, .' 
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and notifictLtion has been sent regarding the new monthly pensio~ rate effective' 5-1-97. 
No overpayment: is created. The letter to th~ veteran has informed hinqhilt ifthe' rate is 
incorrect the Regional Office should be notified immediately. , The veteran is also informed 
ofappellate: rights. ' 

I ' • 	 In August, the, veteran notified VA that he received a small inheritance in Jime. The 
amount is not large enough to terminate his eligibility to pension. .The veteran's award is 

! adjusted effective January 1 of the following year to include this additional income. The . veteran is notifi,ed' of the adjustment in his' pension rate for the following year. No . 
overpayment is created. 

• 	 In January, the veteran's Eligibility Verification Report(EVR) is received. At this time he 
indicates' an, increase in the amount of interest income receiveq during the past year. 
Benefits for the current year are' adjusted to show this increase in interest income. A slight 
overpayme:nt is created and the veteran is notified ofhis appellate fights. " 

. 1 Using this example, the veteran's award will reflect adjustments on January 1, May 1, and 
January 1, with monthly rate changes in those months only. Benefits are thu~ predictable and 
consistent, and, the, program is far easier to understand. In addition, pension benefits now have a 
built in amount fhr medical expenses' to provide the veteran with extra income to use toward 

'medical expenses, as they occurred rather than waiting for reimbursement. , 

:8 . . Rules Sbnplification Plan 

'S.l Rule Change Categories 

In connecltion with the establishment ofthe BPR claims processing vision, either at the lab 
sites or at any, VA loCation where claims are processed, all procedures intended to apply are 
required to be p:roniulgated in the Federal Register. This is mandated by the Administrative 

I 	. 'Procedures Act (5 U.S.C 551et seq.). Although the rule changes listed in thisrepprt are required 
to sUpport the new clairils processing vision, it is not intended as an all-inclusive list. Weex:pect' 
:further regulatory changes to be iden~ed as VBA transitions to this new way of processing 
claims. 

The rules simplification implementation plan separates rule changes into two categories. 
, The first category identifies legislative or regulatory ch3.nges that need to be made to support the 
:new claims proc:essing vision. Pension simplification regulatory changes that do not require' 
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'I
'I 
I 

legislative approval are' included here.. The secOnd category includes legislative or re~latory 
:changes that would. clarify:existing VA policy or enhance or simplify the claims process. Many of 
these issues were identified mthe BPR business plan while others were identified by ·field llstation 
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8.2 Detailed List ofRule Ch toS - _.-rt._..V"-- ­

Criteria 	 Current Rule Type Chanee I Whilt eban2e is needed' 

None 	 Decision Review Officer. There are no existiDg regulations that Regulatory Write a regulation(s) Olltlining the authority of the Decision Review 
outline the authority ofDecision Review Officer. Officer to itlclude (but not limited to) Dift'erence ofOpinio~ and post 

decision hearing. 
38 C.F.R Eligibility Verification Repurt (E\'R). The Sa.reta.7 h~!:Regu1atoryOn an aruluall::mis, VA pension caSes are also matched with OPM 
3.277(c) di.scret:ionary authority with regard to requiring annual EVRs. reamIs of perSons receiving CSA and Railroad Retirement Board-

Currently. EVRs are not required for pensioners with no inc:ome (RRB) recordS of people receiving ~ benefits. Expand the 
or who have only social security income. discretioniIy EVR authority to include these Federal annuities and 

pensioners in a Medicare nursin~ hOllie. 
38 C.F.R Enra-Stbedular Pension. Currently. veterans who do not meet Regulatory Allow extra-schedular pension decisions to be made by rating decision 
3.321(b)(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 ifthe evidence shows they are unemployable by , to delete reference to the Adjudication Omcer and to expand the 

reason of disability. age. occupational background and other authority to rating personnel, to' approve extra-schedular permanent 

related factors. Such ratings are prepared by the rating,decisions lind total disability ratings. 

maker but must be approved by the Adjudication Officer. 


38 C.F.R Finality of, Decision. ' Decisionis final and binding and not Regulatory Change regulations to allow differenCe of opinion authority to certain 
3.104& subject to revision on the ~e factual basis expect by duly field personnel. (Note: regulatory changes are in progress.) 
3.105(b) , constituted appellate authority or except as provided by 38 

,C.F.R 3.105. 
None Informal Conference. There are no existing. regulations for an Regulatory Write regulations to outline an infonnal conference process. 

infonnal conference. 
38 C.F.R Information Provided by Other Federal Agencies. Currently. 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 

C.F.R 3.103(b)(2),. VA must send out a 6O-day source of the information is a Federal agency or Federal employee. 
preterminationlreduction notice to VA pensioners who are in Preterminationlreduction 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 oider to adVise them that the' increase' to ·their empl~. " 
annuity will result in ll'reduction or termination ofbenefits. 

38 C.F.R Method to File a ~otice of Disagreement. A notice of Regulatory, Liberalize regulation to allow a notice of disagreement to be received 
20.200, 20.201 disagreement must be ieceived in writing. 'in writing, by telepbone or by other electronic means. ' 
38 C.F.R Method to File'€laiDL Current regulations.require a formal or 'Regulatory "Elitnjrulte· the Tequirement that the 'Claimant file ,a claim in writing. 
3.1(p) informal communication inwritirtg requesting a determinatiOn. This can be accomplished by deleting the last two sentences of the 

ofentitlement or evidencing a belief in entitlement to a benefit 	 current re~on. , . 
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Criteria Current Rule '1'!Pe gllin~ I \VIIat cIla.ngeis needed -­

38C.F.R PreterminationlReductio.a Notice. Currently, VA regulations Regulatory C~e the regulation to accept ~eous notice in any 
3.103 provide that before contemporaneous notice can be used. the 

iDformation must be written, factual and unambiguouS. 
instance where the information is provided by the claimant. This can 
be accomplished by amending 38 C.F.R, 3.103(b)(3)(i) to remove the 
requiremeDt that notice be provided to VA in writing. These changes 
willal,low benefit' adjusbitentsto'be made more timely, reducing the 
number of debts. It will elimin8te confusion to c18imants who are 
often bothered by the fact that information they have reported to VA 
has not been acted upon and, require some other action on their part. 
Cbantrin~ this reauirement will lead to imDmved customer service. 

38C.F.R 
3.203 

Proof of Serviee. A copy of an original document is acceptable 
if the copy was issued by the Service Departinent or if a copy is 
certified as a tIne copy by a public custodhin ofrecords. , . 

Regulatory Expand this to' allow National Service Organizations and State -and 
COunty Veterans servIce Officers to certify copies of service 
documents. 

None Request for Clarification or Expression of Dissatisfaction. 
There are no existing regulations for a: request for clarification or ­
expression of dissatisfaction. 

Regulatory Write regulations to outline a request for clarification or expression of 
dissatisfaction process. 

None _Veterans Service Representative. There an: no existing 
regulations that outline th~ aUthority of the Veterans Service 
Reoresentative. ' 

Regulatory Write a regulation(s) outlining the authority of the Veterans Service 
Representative. ' ' 

38C.F.R 
20.204 

Withdrawal of Appeal Is~e. Current regulations require the 
appellant to withdraw a notice of disagreement or any appeal 
issue in writing. 

Regulatory Change requirement that an appeal issue can only be withdrawn in 
writing. Liberalize regulation to allow a notice of disagreement to be 
withdraWn in writing, by telephone or by other electronic means._ 

Table 8-1: Outlille ofRule Changes to Support Vision 

" 

.~==-""-·_=o-=--" =c~ . '.c _=_-'- ,-",__-.c...c~.;;.'-'C~=
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8.3 Detailed List of Rule Chan--,-~ tl:tat CIJlJ'ify 0(" Simplify the Oaims Process 

Citation Current Rule I Type Change I What Change Is Needed and Why 

38 C.F.R. 
3.306 

·}-.J!en·Y. 
Brown (93­
245)_ 

Aggravation of' NSC by ,SC ' The regulation pertains to Regulatory Payment of compensation would be ,limited to conditions caused by 
aggravation of a pre-serve disability. TheComt has, interpreted service or conditions ,pte-eXisting service that were aggravated by 
this regulation beyond the intent of SecretaIy by its interpretation service. Aggravation or incremental uicreases in disabilities not pre-
that service connection can be piOvided, for a condition ' ,existingServiceihat are nOtservic:C-oomiected which might be 

estab~ed aft~. service which ,is aUiavated by ,a serVice'" .', /' attn"!»utable to; seni~ected ~i!!ptnlity CAnnot be .considered 
co~ecti~n condinon. .' " " , ' ".' , semce connected. This would, c1arifY the ·regulatory gmdance and 

, ensure that comPensation benefits are paid in .accordance to existing
statutoiy n::auit'Cments. ' ,'" ' " .,' ' 

3SCF.R. Apportionment. VA rnles currently allow all or any part of a Regulatory ,'I D~' ,spec:ial apportiODlD.ent ,determination which allow 
3.450-3.461 veteran's' VA compensation to be apportioned on behalf of 

hislher spouse. children or dependent parents. ' VA rnles also 
allow the apportionment ofall or any part of a surviving spouses 
DIC benefits. ' 

payineritbeyond the additiOnal am.cmDt'attribtited for the dependent 
Special apportionment decision ,reqU:ii:mdeve1opment of financial 
resouroes, ,obligations and special needs. of ,the parities. Allow 
'apportionment of,the precise ,additional aUowable for the dependent 
only. This wOuld promote consistenqiii decisions as well as 
predictability and, equity. ,P:mceSsiJig time for these claims would be 
sitmific8DtIvshortenecl immovin2 customer service. 

38 C.F.R. Clothing Allowance. VA pays an annual clothing payment to Regulatory I, Presume entitlement to clothing allowance based on a rating decision 
3.3810 veterans with SC disabilities that require prosthetic or orthopedic 

devices or medications that wear out or'damage clothing. 
Payment ofthis benefit is dependent on filing an application. 

finding ofanatomical loss or loss ofuse ofa hand or foot with use of a 
prosthetic or orthopedic device. Payment of the ACAP would be 
established ibaSea on the"bmng decision without need for an 
application by the veteran. ' An application would still be required 'for 
~ent based on the other criteria established in the rerodation. 

38 C.F.R. 
4.30 

38 U.8.C. 
5502 

-

Convalescence for Par. 30 Increases. The CWTent, regulation 
proVides that total ratings will be assigned. for, sorgeI)' 

necessitating at ,least one month, of convalesce. The, term 
. "convalescence" is..notdefined 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
tune?) -WOrk, etc. Since the meaning is not presently clear, it is subject 
to -inconsistent application ,by ratingspecia1ists. Clarltymg the, 

_I":don will lead to consistent@IJPlicationofthC:il:gu1ation. 

~:::~~~ard;:~ld~:escasem:J,",." Regulatory 
detennine ifthe court appointed gd8rdian is best for· the veteran. 

Accept court appointed" guardians without need for separate ,VA 
-'approWb<",1"ThiswouId ;1mntnVP.:,c.tinl.e1iness"aDdreduce worldoad.':. , ' . . , ---r""'~"~ .. " ' '7 .. , ' , 

Almough any benefit to the veteran would be transparent. VA could 
respond to ,~ ct3ims more ,quickly by aqcepting' the Court 

• ~ .. ---.-~! 
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Citation Corrent Role Type Chan~ I mat Clt811ge is Needed. and WbY--'" ...... . 

38 U.S.C. .Estate Limit. VA suspends compensation and pension benefits Legislative I Increase limitations .to higher leve1s;.The $1;500. dollar limit·was 
5503 when an incompetent veteran with no dependents is hospitalized establishe4 in 1933. Nooost-of-liv:ing adjustment has ever been .added 

by VA and the veteran's estate is·$l.SOO.The suspension lasts to this. amount .In .today's' environm.ent,:itdoes not represent a 
until the estate is reduCed to $ SOO or the veteran is released from· substantial sum of .money•. Raising. the' amount will provide a 
the.hospitaL ··~·::,w.,.,·...,."..··~,... .~le economic bastHoJlSSist-a:meraIl'Cfischarged from VA care 

but still be at a law level as an estate valne. 
38C.F.R. Individual Unemployability. Payment atthe 100 percent rate· RegulatoJ)' The regulations should be revised .to provide clear procedureS and 
3.340, 3.343, . '. can be granted if the veteran is unable to secnre Or follow gainful substantive standards for making' this determination.' (Note: 
4.16,4.18 employment due to a SC condition provided Specmc.schednlar regulations arC in Progress.)· . 

levels' are met or 'an extra schednlar rating is approved by 
VACO. . 

38 C.F.R. Mental UllBOnndness in Suicide. In instances of suicidal death . Regulatory Either make the presumption or mental UIISODIldness hold true in all 
3.302 in seIVice.· a presumption of evidence of· mental Unsoundness suicides. or attempted suicide caseS. Or more ~ly define 

which 8.rises tieCauseof the suicide or suicide attempt negates a circumstimcesthat . could lead a rational . person to self-destruction. 
. finding of Willful misconduct. That presumption of mental Exmnples of this might be a teImina1illness, :financial difficulties, or 
unsoundness can be overcome by affiimative evidence showi11g a death ofa loved. one. . . 
reasonable adequate motive. 

38 C.F.R. NSC Burial Payment.. Benefits are paid through an application Regulatory Change. the role to allow' the one-time nonsemce·(;()Dnected burial 
3.1600 process which involves detennining the proper payee and benefit to be paid to the veteran's estate. . Additional betid'its for SC 

developing supporting evidence including verifying the payment bniiaI woul~ reqinre a claim. . This would simplify the process and 
ofbnrial expenses. reduce the number'~ foJders established and hand-offs. Payments 

would go out i.mmediately when 8. FNOD was input. Simplify the 11\' 

r process, eliminate the filing of bmial applications and receipts from 
funeral h,omes;. it would' reduce the ili:nnber of light-weight 'folders 
built. and'result in Overall savings' nationwide.for the storage of XC 
folders. This provides the· VA bmial benefit simply and quickly 
without the need for an applicati.QD. . '. 

'38 C.F.R. Voc;:ational Rehabilitation EUgibDity. Cw:rent rego1.a1ions Regn1at0Iy Once;a,rating.-determination.has:beelunade, VR&C·statf should 1» 
21.50 (d) provide that all determinations regarding basic eDtitlemel1t and givenauthom,\tomake.anybaSiceDdtJement decisions 'for Chapter 

the be··· dguuung aD: din daten g. es of'. vet 'basi" ~:'·12' '.'a. eran: s C ": ~"" ..... ...... . '. ". .311....o:....4:·ts.· ............:.. "'" ....... :. ::;..: ... ; ........ :";' ~..... , ,,0'.., U\3.1~ .,., •..••. ;> .•.•• ~"·.4<.., ... ",.3l:\...~ •.,"'="..•-;.... ~ .. , .......,....~ 
'ad ofeli •• be made . ·riateAd· ·catiOn.:staft:. .. :·· '. ··:'~::"·"::::i.~~~:.;.::~~/:";·~r,ib<,;'::;;..i~~,·"-;C;i;".;,.. ....::.::...:: 

Table 8~2: Detaliedlist ojRUleChanges thtit CltirifyorSimpl1fy theCIafmsPrdcess·,..,:· .....;,::.· .. : ." . . ;.. , 
..:.-::::_":..:...-_~"::.::.:=~__~-::-:-;:'.::..:.-;.~.::..:=~-.::::'_:=~_-~ ~.~.~ ::::o:L._:;:---=--_=~-=--=--c.":.~~::::-::~.=.~.::::!~~~=:-~':.~~~-":.~--:.. ---:-~ ... -.--~~~~~=-'::'~::;:-~..:...~:--..:.:>..:.:.,:..-;.~;.~.--,::::-:-- .. -~-- :~ .o't-. ~.: _:~:;.:i:.:;.~~;.. __ :...:.~::;::::.-:~-::._.:::_7"":=-~~~-~:.....-.-""":7.:::::.= 
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8.4 Revision to Ra~ing 'Schedule " 

The busine,ss caSe identified a need for making the ratIDg schedule more objective. V A has 
: been involved in II comprehensive review of the rating schedule. One of the major> objectives to 
l this review is to Blake ~erating criteria mote objective whenever possible. The rating schedule is 

: ' ." ,:organized by body Systems. Eight body systems have been revised and: published as final rules. 
, < J .':Fouradditionalbody systems have been pu,blished as proposed rules 'and the remaining four 

'systems are inactive development. ' " 

,. , ' 

:Table 8-3: Rating Schedule Changes - Status as ofJune 1997 " 

9. Impleinentation Strategy 

9.1 Statutory C~ange 

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

• Increasl~ estate limitation in incompetent veteran cases subject to reduction under 38 
C.F.R to an amount greater than $1,500 ' 

29 , June 1997 
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9.2 Pri~rity of Regulation Ch~nges 	
" 
'I 
;1 
'\ 

By its v,ery natUre, the regulatory process is long and involved With much u~certainty 
along the w.ay;'i~ In order to accomplish the· regulatory cbanges outlined in this report,~ a staged 
releaseapproac!lWil1 betaken over the next five yeats. The regulat,ory changes have be~n divided 
into four groups: A fifth grouping includes those regulations that need to be further defined and,

",", 	 " . ,I

have beendefei:red for lab site review (See section 9.2.). Rule 'changes :dealing' with tQ,e'appeal . 
.process will n~ to be cOordinated with the Board of Veterans' ApPeals. Rulechang~s' dealing 
with VOCatio~:ltehabilitation Wmneed to. be coordinated With that Service;' ' . ~ : 

, 	 'I 
, First Group'{Vision) , 	 :: 

" ,,' " ",' 	 "::1 

• Accept Ipformation from the Claimant via Telephone, Fax, or Other Electronic M;eans 
, .~ , ..., \ 	 , it 

• 	 Allow Gontemporaneous Notice for Inf6rmation Received from any Federal ~ency or 
Federal ~mployee ' . Ii 

. ·i· 	 ..... 'f 
• 	 ,Allow Difference ~f Opini~n Authority for Decision Review Officer' :! 

!I• 	 Allow Eka-Schedular Pension RatiIigs by Rating Decision-Maker I , i[, ' .' 	 \!
II

• ' 	Allow NSQ to CertifY DD214 I' 
~, 	 II 

. t' ~ " • 	 . ' .:, 

• 	 Allow Inforn:l8.tion Received from Claimants via Telephone, Fax or Other Eleqtronic 
Means·t9 be Used as a Basis:to Reduce or Terminate Beneflts .' .• , '. J 

• 	 Elimina:t~ EVRs for Other Federal Annuitants or Medicare Approved Nursin~ Home 
Patients:' ' ;1 

il 
'I 

• 	 Eliminat~ Requirement to File Claim in Writing, 

Second Group 	
Ii 
II
" 

• Allow Basic Vocational Rehabilitation Eligibility Determinations to be Made by VR&C 
, " " 	 , :1 

II• 	 Allow NSC Buria) Payment to Next-of-Kin Without Need for an Application 
I;" 
11 

• Allow Rrcognition ofCourt Appointed Guardians 	
a
il 

• Clarify ~egulations on Service Connection by Aggravation ofPre-Service conditi~~S 
','
,I 

Third Group 	 ,il 
II 
ii, 

• In Clairits for Apportionment of Compensation or DIC Benefits, Allow Diu" y the 
Additional Payment for Dependents' ,1 

'I
ti 
j
Ii 
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, 	 I 

• ,Change M:ethod to Withdraw Appeal Issues 

• 	 Clarify Individual Unemployability Criteria 

Fourth Group · 

• 	 Clarify Re:gulation on Findings ofMental Unsoundness in Suicide ~es .fl 
I. 

, ~.• .Define Convalescence 

• 	 Establish Entitlement to Clothing Allowance Payment by Rating 'When:;Veterans Meet 
Requirements of38 C.F.R. 3.810 (a)(I) 

9.3 Lab Site Involvem~t in Rule Changes 

, Lab sites have 'been established to test various concepts outlined 'in theclidms processing 
vision. The lab ~ites will provide. valuable information. about: how new rules and procedures 
'should be formulated 'or existing rules and procedures changed to create thechlims processing 
'environment envisioned in.FY 2002.: A change m~hanism must be developed.to support ~s 
,c~'" 	 " , 

New reglilatiobs for the post deciSion reView process are critical to the sri¢cess ofthe ne"w 
claims process vi$ion. In addition; new regulations are needed to address theauthoritjofthe 
VetenmsSeMC(' Representative. .Th~ detailed description ofthe new claims process provided in 

,the Work DesigJllmplementationPI8n will form the foundation onwhicb the new regulations will 
·be formulated. The implementation planning schedule .assumes a six-month period to clarify the 

post-decision n~view; process and gather information prior to. formulation. of ·the necessary 
"regulations. Ref~resentatives from the lab sites will work with the indiviCiualstasIced with drafting 
the actual regwations. This shoUld be;, a very interactive process. ' " 

Althougb the nile team did not identify a need to change the regulations dealing wi$ duty 
'to assist or well groundedclaims, procedures involving these concepts are,still cdDfusing to many 
;tield stations. . In· fact,' the Court is still working out the concept of well grounded claims. 
Bec&l.lse the Court is :interpreting the statute, VA is .bound by the interpretatiQn unless a change to 
the statute is made. •The lab sites can help formulate new proced~es in these areas that fit the 
new claims pro(~essing vision while ensUring compliance With the intent ofthe law. 

The list below identifies 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 beneficial to the 
formulation of:,ome"ofthe suggested rule Changes. ' 

Deje"edjor/.ab Site Input 

• 	 Change Method to File Notic:e ofDisagreement or Substantive Appeal 

• 	 Establi!lh N~ Regulations for the Veterans Service Representative 
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• Establish New Regulaticms for Post Decision Review Process to Include: 

Authority ofDecision Review Officer 

- Request for Clarification or Expression ofDissatisfaction 
,~ r' , 

11 

, ,::. :1. Informal Conference' 	
" 

:' ~',. ~; :! :.~:• ;. :: I I:~:r: . 1': 

9.4 	 Design.ted BPR Regulation Team . ,i. ~,.'.~ II; 
. Ii. .... . . . J 

A critical success factor to accomplish these re~atory revisions is allocation of ~cient 
resources to acComplish .the changes outlined in this report plus any additional changes identified 
by the lab sites. The current Compensation and Pension (C&P) Service structure does ~ot 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 andilPension 
Servicetodraft·;proposed regulations, review exiSting Adjudication Procedures manuals for. rules,

'., . . -	 . It 

coordinate witli:General Counsel, analyze public comments and finalize. the regUlation. The BPR . 
. .. ' • " • " . .... • 	 '. 11

regulation staff!will foC1:ls only on regulatory changes outlined m this report ·as well asap.y other 
required regulatory changes' identified by the lab sites: Regulations Will.be' required ilfor any 
legislative proposal related to BPR that is subsequently enacted. The most notable is the:.ipension 
simplificationiqitiatives. This staff will be responsible for those regulations as wen is $e ones 
outlined in this report. .. !1 

'. .... . . . .' il' 
. . . The Creation ofa separateBPR st:B.ff,will allow the current regulation staff meDiliers to 
continue their very important work ofrevising the rating schedule and other regulatoryis~~ not 

. part of BPR It also recognizes the fact the Compensation and P~nsion Service has n~erous 
priorities relating tO,regulations that ~e not BPR-related.. Coordination between thetwq\ groups·' 
is essential to producing' consistent regu1atory guidance and identify· overlapping issues. The 
'implementation schedule assumes four full-time employees assigned to this staff; The pian also 

assumes a threeQlonth lime fralnetoassemble and train the staff. . •... il. . 
.' . • . . ' 	 1,

Essential to the success ofthis endeavor is a close working relationship with the Office of 
General CounSel (dGe). A joint .commitment to the success of BPR· will result ill clear, 

.. understandable regulations produced in'a timely fashion. In addition, we can be sUre that~e meet 
the legal requirementS of the Administrative Procedures Act. Ideally, designated staff members 
from General Counsel should' be assigned to any BPR. related tegulatory change. In aadition, 
VBA a,nd aGe must commit to an aggressive timetable for review and concurrence fdr these 

," 	 If
regulatory changes. 	 II 

. 	 ·a 
. ,. 	 ;1 . 

A number of suggested changes involve regulations not controlled by the Comp~psation 
and Pension Service. Negotiations' with the Board of Veterans Appeal and the Vo¢ational 
Rehabilitation and Counseling Service would be needed to address those suggested reg6!atory 
changes under their control. q

III . 

Ii 
:1 

:l 
1i 
:1 

'j 

.

i . 
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. 9.5 Risks 

There is considerable uncertainty and unknown factors invoived 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 chari.ges may not be accOmplished within the time frames projectedby the team. A 

. ireal possibility exists' thatsoine proposals might neVer be adopted. This. could have significant
': I '. consequences to the successful implementation of the BPR vision by FY 2002. .' Con:ui1itment to 

., implementing theHPR vW()nmust include all elements within VA who: participate in the rule 
making process. . . '. . . 

Without adequate resources assigned to the taSk of accomplishing the legislative and 
regulatory changes outlined in this report, milestones for accomplishing these tasks will not be 
met. This has. the I)otential ofimpactiDg other activities or milestones ofinterdep~nd~t activities. 

j' 

, 
,
: . 
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10. Items for Consideration by the Compensation and Pension Service 
'I 

rO.l .' Potential Legislative Changes. 	 II 
. 	 I, 

'. The team identified a number ofpotentlallegislative initiapves that ,were beyond the s~ope . . . . 
. of the team ch8J:'ter.. The items. discussed below are referred for review and $Ubsequent a~on 

deemed appropriate by the Compensation and Pension Service. . . il . 
.' 	 . ',jr . . . .... .' . . ." '....' .... . .' 1\ . 

• 	 EfTective dates. (38 U.S.C. 3010, 5110, 5111, 5112) Under existing regulations, we: hayea 

plethora ofpossibilities ofbeginning dates ofbenefits and ending dates ofbenefits or dates!of 

reduction further complicated by mandatory payment dates as opposed to effective dates. ii 

.r '. .' ~. '. . .... . .' . il . 

What Change is Needed and Why. Effective dates should be simplified SQ that they Fe 
uncomplicated .and predictable. Such simplification would promote consistency and . 11 

accuracy and would mean fewer delays in delivering services to our customers. II 

.SChOOIChil~~n. (38 U~S.C. 101 (4» VA benefits can be paid'for children between the ~ges 

of 18 and 23 while they are pursuing a cow:se of instruction at an approved"' educational 

institution, . . '. 11 


. '. II 
What Change is Needed and Why. VA should consider whether to redefine a chil~ 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. .(Thj.S suggestion. does not pertain to DEA benefits under Chapter 
35): This would be consistent With the approach used by SSA VA's obligation! to 
provide :,additional benefits for dependents would end when a child is legally consideredj'l an 
adult unless the high school is not completed. ' 

. . 	 i 
, 

• 	 Special Monthly Compensation. (38 U.S.C. 1114) There are numerous ·possible level~' of 

special monthly compensation .. so many, in fact that 54 possible SMC rates and codes :\ne 

listed,with ~8 ofthos. having both a basic rate and a hospitalized rat.. . . II 


What Change is Needed andWhy.SMC should be stratified into far fewer levels such 
as athfee tiers approach. Determining entitlement to SMC has become far too comp~~x. 
.This would need a special effort to develop. the simplification model and subsequ~nt 
legislative proposal. '.' . il 

10.2 Dissemination of Information 	
1\ 
11 

;1 

One of the primary responsibilities of the Compensation and Pension SerVice is to pro~de 

infonnation to claims processors. This infonnation must be complete, timely and relevant. ~.he 


C&P Service sllould have direct control over the means of infonnation delivery as well as :~its 

production. Although the ~rrent ARMS system does provide the most current versions llof 

procedural and regulatory infonnation, it does not have universal appeal to the user. Electropic 


. 	 .1 

distribution of All Station letters is faster but the process is essentially the 'same as when ~pe 
letters were serit by mail. As our electronic environment grows and improves, we need to t*e 

~ ! 

II 
~ 
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.	advantage of that techriology. Exploring possibilities' for improved CQ~unicationvia VA's 
Intranet access can be dOne now. The team recommends thatfurther stUdy be conduCted on the 
dissemination of infonnation from· the.Compensation and Pension·Service~o the field. 

11. Rules Re'viewed Pertaining to the Vision 

The followlln:g chan outlines the new claims processing vision and identifies rule changes 
needed to support that vision.· .. 

SI03(a) 

Telephone, Fax, .Internet Evidence 

and 

No change reawn~ 

No change .required . 

Allow ReductionfTermination 
Action based on Telephone 
Call from Claimant 

Responsibilities/obligations of 3.103,3.159 No change required 
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IIKe~ue:St for Clarification or . 
ofDissatisfaction 

lIl"leluce. ofDisagreement (specificity) 7105 

Time Lirilit to File NOD .. 7105 

M~hod to File . 7105 

of D~on Review Officer 

Delegation 

Righi ofClaimant to Produce 
Evidence . 

Ilnti:mn.al Conference . 

Evidentiary Rules 

Difference ofOpinion 

Eliminate the19.26, 
20.200, 
20.201 

. ••. 'n 
wnting 

20.302, 
20.303 
20.2.00, 
20.201 

No change required. 

No change reqUired 

19.26, No charige required ' 
20.204 
No Existing . Need New Regulation. 

3.100, 
3.1 
3.103,3.156 

No reqUired 

. change required 

No Existing Need New Regulation 

3.103(b)(2), 
& 3:105(d) 
& (e), 19.26, 
19.31, 
19.37, 
19.38, 
20.304 
l.105(b) 

No change required 

Change Rules ......" .."". 
Difference ofOpinion , 
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. ! 

:Table 11-1: Rules ReviewedPertaining to the Vision 

No chaDge required 
Other evidence . 
Evidentiary rules 

Right of Claimailt to Produce any 3.103 

3. i03(d), 
 No change required 

3.105(d) & 
(e), 19.26, 
19.31, 
19.37, 
19.38, 
20.304 


Officer Hearing Decision 
 No Existing Need New Regulation 

No change required· 

.••• j 

.' 

.' 

; ~ 

No change reqUiredincluding :Form:9 

ubstantl've ApPEml 

19.35, 19.36 No change required 
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Appendix A. I.Jst of Participants 

C&P Service I'ension Sub-Team Members 
mm,~~l.rw: '%}ffir,~,~;,w<~~~,~«)'.1;z"*"J~~"%t.~~,~m;~'~¥~1

f f(:1l <~"f~~ :.4 rtft 11'~~' "*1::-::::;:;:::~' ,..::<::...:~~~.~{:~ ~f t· $rh~.f".. ..>{<..~;~::x.:7' .::>:,~~t~::!:':.;.·}~\ ..~.;r:v ~ ~-.;..~~t-U >,~~~,~ ~,{~s.."""~\';$~~v'-::'~~':":...<".(:l:z~''':;.'-&:~~~'''f·..~':v~~~WI~~~~:t.&::::::-...~<.. ~~ 
_ ...... ~~~..... ....., ...~ 

Steve CW:Ilbea ' 

Cheryl Deegan , 
I 

Joyce Oreaving 

Kathleen iHamilton 

Harriet Heywood 

Carolyn Hunt ; 

Paul Tro~wridge 

Doug~tli.lin 

Cathy Schwedes 

~ ...~ ....V' NY M"~"~ 

VARO Louisville 


VACO, C&P Service 

(Team Leader) 
VACO, C&P,Service 

VACO, Budget 

VACO,OGC 

VARO Hartford 

VACO, C&P Service 

VARO Milwaukee ..8RA 

C&P Service R.ule Sub-Team Members . . .: ' " 

i 
" 

~11.''l·'J''?~~~'' P~w:;9.:]W:~~w,?::%?:;~m~;':-1:¢::?ft~~%'W'''''l'~~''~':::'~~~iW<~':'i~1 
~~ ~fJ:l~1l~~ tr~ytil~Yi.i.r~'i~~~~~~~~j~t~~~l~t ~!J ~~~i~ ..~~>~m}t~~'(~'~~~~;1~~t">'}~n}Jt;~

;.;:X:$•••?>..~~: •• :-.~....+: #.~9..;>":::.....;:;>;>..;..~y.<;.. >... »:-?..:~:-.,,{<:••:·.....;v;'7l'*,.-!,...-v:.......>x::·.«,,'0.,«¢ ... {'..X:W«..4,,.,,,;«W:xy.; :,;.:~»>~ 
Kay CoJJins . VARO, Boise 

Cheryl rteegan VACO, C&P Service 
~ (Team Leader) 

Don81d 1Bngland VACO, C&P Service 

Thomas Gessel ·VACO,OGC' 

U~Henderson· VARO.Newark 

Sue Anil Ihrke VARO, Sioux Falls 

.John M,cNeill VFW 

Cart Ray . V ARO, Huntington 

Philip Z:ellner SRA 
, ' 
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Appendix B. Implementation Timelines and Milestone Charts 


Ru.Ia & R&p Clumaes to Support BPRVWoa 
, 	 ' 

~auu... 

,IDc:reaso &tale Limilctica il1111compcteucy Cucis 

vADraft afLesWlliYe Proposal 

" .. O~~ApproVaI 
VA Writos Pi'aposcd RquIttioD 

OMS R.cMew &; ClDlIIII'JI:It Period 

VA Writos Filial R,=au1atiaa 

OMS R.cMew lit:. P,.1b1icatiaa'il1 cFR 
R~a.IIlf8. 

Di1lCrmcc af~~.uthority «<DR.O 

VA Writos Proposi:d Rqp.JlaIion 

OMSR.eViewIlt:.C~Pcriod ' 

VAWri~F:mII~~~: 
OMSR.cMcw &;l'~il1cn , . !. 

FIIlIt Oroup (Noce_:r~CbqcafarVIlioa) 

kcept I~'ioiaTelepbano.Fa: 

AllowCaalei:nparmi_NaIico 

Allow Jb:trI.ScbccIuI.RIIiDp byRatiDa speCia1iJt 

AllowNSOatoCcniitYDD'l14 , 

Allow Pbaao &; Fa:'1Ilfo to Adj1Ist Bc:Iidic. ' 

BI.imiDat'e EVRf«Ireclcni ~NH 

,B!iiniDIto RIqmt to File CIaia1 il1 Writms ' 


Aaemb1e &; TniIBPR.TOIII1 

VA Writos ,Pmporod ResuJatiaa 

, oMs R.cMcw &; caiweatPaiod 

VA Writos, Filial R.qpIIatian 

OMS Rc:view lit:. PublictdioI! il1 CFR 

Lab Site lDput 
r " 

Cbanac Method to File NOD or subStanIivo'Appcal 
,j 	 EstablishNew Rca for DecisiOil R.cMew 01Ilccn 

Establish New Rca for VSR 
Establish New Rcas!of PDR Procca 

VA Writes Pnlporod RqiIlatiaa 

OMS R.cMcw &: Commeiu Period 

, VA Wri~ Final ReaWatlon 
OMS R.cMew 4: PlibIic:atiOl1 in CFR 

C&P BPR Ruies &; R.eguJatlOIU Implementation Schedule 

nt7 FYJ8 n!lf noo nOI ' n02 
m~m~Olmm~O!m~O!mm~Olmm~OImm~ 

'~' 
?:r~it~~ 

i 

• 

·(C&P BPR Rules & Regulations Implementation Schedule continued on next page) 
. . 	 . 1 

Figur~ B-1: C&p, BPR Rules & Regulations Implementation Schedule 
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Other Deslnble Rep Chan..,.. 

Second Oroup 

Allow VR&C to rnaIc§ B&sic BJiaibility Deteanin. 
Allow SC only for CQDd CauscdlAgnrv by Service 
Allow ~Iion~COIIItAppomtCd Guardians 
Provide me Burial Allaw. PayI:IIaIt to Bstatc 
Rt.c!uco Due Pn:Ica:s T~Limit to 30 Days 

VA Writes PropOied Regulation 

OMB RevieW oII:~Pcriod 


. . VA Writes Yuill Regulation 


OMB Review oil: PublicatiOn inCFR 


ThinlGroup 


Cllaogo: APPortiOlll!!Cl!l Rules 
Change Mdbod to FUc NOD 
C1arifY Individual Unemployability Criteria 

VA Writes ~Regulation 

OMB Review oil: Ccmmc:ntPcriod 

VA Writes Yuill RCguIation 

OMB Review A Publication in CFR 

. Fourth O!uup 

&tabIishEmitlemmll to ACM byRating 
C1arif'y Rea OIl MaifaI "I1IIsouIIdnas in Suicide 
Define CODYIIlcsccDce 
. . V A writes Proposed Rqpilation 

• OMB Review A Ccmmc:ntPcriod 

VA Writes FinIII Regulation 

OMS Review A PublicatiOl1 inCFR 

. :" 

\1 

C&P BPR RUles '" R~.UolII ImplemenbUon Scbedule ~: 
~ ~ ~ ~ ~~ 

QI J2Lm J2LQ1 0103 Q4 01 01 01 Q4 OJ ..QlJ:11M...Ql1J;l1 03 04 

: 

." 

,', " , .. 
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Figure B-1: C&P BPR Rules & Regulations Implementation Schedule (continued) 
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. . 

C&P BPR Rules & Regulations Implementation Schedule 

Rules & Regs Changes to Support BPR Vision 
Statutory. Changes _ 

IncR:ase Estate Limitation in Inoompetern:y CaSes 

Reglllation Changes 

Differeni::e ofOpinion AuthOrity for DRO. 

First Group (Necessary Reg Changes for VISion) 

Accept Infonnation via Telephone, Fax 
Allow Contemporaneous Notice 
Allow Extra.&bedular Ratings by Rating Spccia.list 
Allow NSOs to CertifY DD214 
Allow Pbooe & Fax Info to MJUSl Benefits 
Eliminate EVR. for Federal Allnuitants,Medicare NH 
EIiminati! Reqmt to File Claim in Writing 

Deferred for Lab Site Input 

Cbaugc Method to File NOD or Substantiw Appeal 
Establish New Reg for Dceison Review Officer 
Establish New Reg for VSR . 
Establish New Reg for PDR Process 

Other Desirable Regs Changes 
Second Group 

Allow VR&C to make Basic Eligibility Determin. 
Allow BC only for Cmd Caused!Aggrav by Service 
I)Ilow Recognition ofCoUrt Appointed Guardians 
Provide NSC Burial Allow. Payment to Estate 
Reduce Due Process Tune Limit to 30 Days 

Th.ird qrimp .. 

Cbaugc ApporIiomnCll1 Rules
-:. Cbaugc Mdhod toWithdraw Appeal Issues 

Clarify Individual Unemployability Criteria 


Foorth Group 

Establish Entitlement to ACAP by Rating 
Clarify Reg on Mental Unsoundness in Suicide 
Define eonvalesc:encc 

"~ "~ "" "0013 04 01 02 03 04 01 02 03 

---- ­ - ­ -- ­
--~~~ 

r 

Figure B·2: C&P BPR Rules &. Regulations Implementation Schedule 
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APPENDIX C. PENSION SIMPLIFICATION INITIATIVES 
I , 

The followilng nine pension simplification proposals are required to change' the current 
pension program to a simpler' and more'cost-effective program that better, serves our, veteran 

, community, as· wen as the taxpayers.' The changes outlined here can only be accomplished 
, through amendments to Title 38 U.S:C. These proposals do not create a new pension program, , 
only change the existing 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 cu.rrentlabor-intensive program changed by these proposals will only exacerbate 
the administrative litraitjacket that exists now. We propose that these changes go into effect 
January 1, of the calendar year following enactment. . . 

, 

Proposalt. ,Ellininating Income Limitations for Section '306 and Old. Law ' 
PensiolllRecipients ' . 

Statement Ilf the Issue 

,This proposal woUld eliminate annual reporting requirements for Old LaW and'Section 306 . 
pension recipierl.ts~ , ' 

Background 

SOOtlon '~30() 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, ILO c~es are made to the protected rate unless there is.a loss ofa dependent. 

, 
The current Improved Law pension program became effective in 1978. It'superseded the 

Section 306 pension program, in effect from 1960 to 1978. Prior to 1960, the Old Law pension 

,program was in effi~ct. Each ofthese laws has different income computation rules and limits and 

with the passag~ of succeeding pension programs, recipients were not required to convert to the 

new law. 


Of VA's approximately 750,000 pensioners: about 171,000 are in the Section 306 or Old 
. Law pension programs. The average age of pension recipients under either one of these two laws 

is 75. These are eIderly people who' have received Section 306 or Old Law pension for over 20 
years without a 'significant change in income or dependency status: 

In December, over 57,000 Eligibility Verification Reports (EVR's) were sent to these 
elderly pension redpients. Over 100,000 "reminders" were released asking about changes in 

. entitlement factors even though the average percent of .beneficiaries tenDinated due to income 
changes'in a given year has been less than five percent over the past ten years. ' 
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• 	 Eliminate the reporting burden for elderly pension recipientS who have had a 'static income 
,for many years. ' . " ' " il ' 

, 	 ' " ~ 
• Simpliryadministration ofthe Old Law and Section 306 pension programs.' ';1, 

,I 

BenefitS of Refonp 
Ii 
,I 

e 	 ,Removal oran administrative burden from elderly, 'disabled beneficiaries. . 1\ 
!\ 
le , Administrative costs will be reduced. 	 \\ 

, 	 ~ 

eThenumberpfEVRs will be reduced by nearly 33% (57,132 of 174,369) wit~ minimal 
'program integrity risk, resulting in 57,000 fewer entitlement decisions. \!\ 

Specific Legislative Propos'al 	 ... I 
i\ 
'I 

Legislative action would be required to eliminate income limits for Section 306!land Old 
Law pension recipients, net worth limitations for Section 306 pensioner, and EVR reqi#rements 
for Section 306 pensioners. Elimination of the requirement for EVR submission for Old Law 
pensioners may be accomplished by amendrilent of38 C.F.R 3.256 and 3.661(b). EIimi8ation of 
income limits for Section 306'and Old Law pension and net worth limitations for S~Oh 306 

, pension would require conforming' regulatory amendments to 38 C.F.R 3.3(a)(2)(vi) and 
, ' 	 1 ' 

'(b)(3)(iv), 3.26,3.28, 3.29(a), 3.660, and 3.661(b). 	 ' l: 
, . 	 ;i 

Cost Estimate 	 ij. ,:.
il 

, .,.' ~ 
, ,',',', 'I 

Shown below is, the estimated caseload and benefit cost of this proposal, assu~g an 
effective date ofJ~L18IY' 1, 200~. . , ' ";\ 

H 

'EX ' 

2000 
2001 
2002 
2003 
Total 

Veteran 
," Caseload ' 

570 
1,000 

' 1,300 
1,510 

Survivor 
Caseload ' 

,1,080 
2,000, 

' 2,750 
2,750 

' Estilnated Benefit 
' Cost (Smillions) 

1.9 
3.5 " 
4.8 

U 
$ 15.9 

It 

iI" 
\!
,I 

11 
\1 

:1 
11

ii
:\ 
\/, 

I \\

;! 
\1
L 

Figure C~J: Estimated Caseload and Benefit Cost01Proposal J ' 
'\ 

1\ 
" u 

The average number of ~erminations due to inc~me for both Old Law and Secti~n J06 
veterans and survivors was calculated over the past ten years. Data was taken from the monthly 

, ,)
;, 

, ", :- ')It 
" 
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COIN CP":103 reports. I Information concerning terminations due to a change in dependency 
status was not' avtlilable for Section 306 beneficiaries. However, because the average age of 
Section 306 veterans is ,74, there will be few terminations due to changes in dependency status. 

'The ratio of terminations to caseload was computed and a ten year average calculated. As 
expected, the aver.ilge percent of terminations due to income was low, le~s thart 2.4 percent for 
veteran Prior Law cases and 1.3 percent for Prior Law survivors. These percents were applied to 
the projected casleload 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 8ge-sp(~ific; Department of Defense mortality tables were provided by OMB. 
Survivor's age-sptlcific mortality statistics were taken from the Office ()f Resource Management 
contingent liability model. The number ofterminations 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 n;tultiplied.by the projected average benefit payments ,shown in the 1998 President's 
budget. This provided the estimated number and amount ofterminations which would be avoided 
through implementation' ofthis provision. 

, ' 

... 

," 
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Proposal 2 •. ' Discon~i~ue Hospital Adjustments For Section 306 and Old Law Pension 

Statemen.t of the Issue 
, ),. ' 

This proposal would remove the requirement for 'pension reduction for Old Law and ' 
Section 306 pensioners who have been hospitalized' for tWo full calendar months. Removing this 
requirement would make their benefits equitable with Improved Law pensioners. . 

. Underthi;' proVisions of 38 C.F.R. 3.551, veterans in .receipt of pension benefits under 

prior pensionlaws who hav~ neither a spouse nor dependent child are subject to reduction of their 

monthly pension benefits when they have been hospi~d at VA expense for two :full. calendar 


'. I· . . . 	 .months. . '. 	 '. . . ..... . 

As of S(:ptember 1996, there were 17,377 veterans:with no 'dependenta in receipt of 
,Section 306perunon and 336 veterans with no dependents in receipt of Old Law pension benefits 

.(compared to 247,711 Improved Law veterans with no dependents),' In order to ~prevent possible 
overPayments in these claims, VA hospitals are required to notifY the regional office (RO) when a 
veteran'receiVing pension under one'ofthese programs is admitted.. Then, controls are established 
and hospitalization status is mpnitored 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 qtoving 

. toward providin,g outpatient care and are not hospitalizing veterans for the long periods oftime as 
"seen in the past. Therefore, we are spending scarce resources at both the VAMCs and ROs to 
control for redulcU.onS which, in most cases, will not be necessary.. 

When veterans in receipt of pension under one ofthese two programs, but.not in receipt 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 rerit or mortgage payments, 
utilities, insuran.ce premiums, car payments etc. Veteran's in receipt of pension are, by definition, 
not possessed of l~ge 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 ofutilities 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-going expenses 
be considered less important. 

Goals of Reform 

• 	 ProVid(: equ~ty 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 maintain their r&sidences 
and dignity during a period ofhospitalization. II 

If 

Benefit."of Reform 	 :1 

.' 
.-Veterans will receive aconsistent' inco~e during periods of hospitalization to. ~eet the 

. ongoing expenses ofmaintaining aresid.enee... . .... ... ..' :\ . . 
, - . • • . i; 

•. AdminiStrative costs will be reduced. jl.".. II 
Specific Legislative ~roposal '" It 

. n . 
. . '. '. .'. . 'I. 

Legislation would be required to discontinue ho~pital adjustments for the Section'p06.and 
Old Law pension programs. Conforming amendments to VA regulations at 38 C.F.R. ~.501(l), 
3.551(b), (c), and (t), 3.552(e) and (j), and 3.556 would also have to be made. 

. .., '. . 
. . . . . - i\' 

Cost Estimate II " 

! 
" 

The benefit cost of this proposalis insignificant because feW veterans are hospital,ized for 
the requisite length oftime. . .. :1. 

,I 
'I 

Ii
1, 


\\ 
lj 
" 
,(

': 
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Proposal 3. Presumed Permanent and Total Disability at Age 654 

,Statement of the Issue 

This propclsal ~ould restore the statute whereby a veteran is eligible for pension on the 
,basis of having attained age 65, without need for mediCal evidence demonstrating permanent and . 
total (P&T) diSability. 

i As a result of OBRA 1990, the presumption of permanent and total disability at age 65 
was eliminated. :f~ven veterans who may be presumed to be entitled to ai~ and attendance due to 

, ,. ; nursing home' patient status' must first be rated permanently and totall}: 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 ofveteran pension applicants who meet 

I: "the income alid taetworth requirements but are not totally disabled will meet the occupational 
; , ,background and other Criteria necessary to qualify for disability'pension. ... 

, I 
. ~ Goals: of lRefo~ 

" 
, 	 ' 

'. Expedite the ,payment of pension to veterans who, virtually without exception, will be 
, found entitled after the .rating procedure. " 

I • • • '. . ' 

• 	 , Provide fL: mote effi~ent and 'effective claims process by eliminating a non-value 'added 
rating activity. ' ' 

Benefits ofReform 

• 	 The burden ~n veterans in obtaining medical evidence will be removed. " 
, 	 ' 

, .' 	Cost,' Savings :will,be realized through reductions in the number, of VA examinations 
required. ' 

, .i • 	 Improves' customer service ~y reducing the time required to process disability pension
. , . . 	 . 

cases. 

Specific LegiSlative Proposal 

This initiative would require an amendmentto 38 U.S.C. 1502(a) to include a presumption 
of pennanent and total disability at age 65. Following this change, 38 C.F.R 3 .340(b) and 4.17 
would have to be amended. 

4 The 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 revised at the conclusion ofa special data collection effort. 
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ICost Estimate r 
, ':\' 

Shown below is the estimated caseload and benefit cost of this proposal, assuming af,anuary 1, 
2000 effective date. ' 1\ 

, il 
1\ 
;1 
!I.Veteran , Estimated Benefit 
!, 'I'Caseload " Cost ($millions), 
,I 

2000 10,000' 54.3 ;1
h 

'2001 10,500 77.7 'l 

112002 11,000 83.0 
2003 11,400 87.5 ~. "" 

ilTotal $ 302.5 I':1 
I: 

, . . . f 
'Figure C-2: Estimated Caseload antiBene/itCost ofProposal 3 :1 . 

, 

l~ 
This estimate assumes that the Omnibus Budget Reconciliation Act of 1990 'tOB~ 1990) 

provision which requires disability determinations for veterans over the age of65 did n~t have an 
impact on the number of veterans over the age of 65 who apply for the pension progra:m. ' This 
assumption implies, that veterans Qver the age of65, who meet the Improved Law pensio~income 
requirements, CllI'rimtly apply for pension benefits, regardless of medical status.' The number of 
pension denials due to the 1990 OBRA provision was reported by each regioniJ. ()mce~~m1991 
through 1994. The annual number of denials was CQmpared to, the number of pension ~ssions 
for those 'over the age of65 for years 1991 through 1994. The, number ofaccessio~;by ,~e, 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 pro~ss. The 
average ratio for years 1993 and 1994 was applied to the number of over age 65veterari pension 
accessions to estimate'the number of past denied cases which wpuld become eligible uPder this 
provision. To estimate the nUmber offuture clabDs which would be granted, an historicall average 
ofover age 65 pension acc;:essions was multiplied by the 1993 and 1994 average ratio ofdbnials to, 
accessions. This estimate does not factor in those pension denials who would laterl!become 
eligible for benefits, thus the projected caseload may be overstated. The estimated popill,ationis 
decreased each year to account for mortality, using veteran age-specific mortality tables. The 
average age ofveteraris who are over the age of65 in receipt of Improved Law pension i~ almost,

I 

74 years. The average age of those veterans who are not eligible due to the disability 
determination requirement is assumed to be 74 years. The projected caseload was multiplied by 
the Improved Law average benefit payments shown in the 1998 President's budget to estifnate the 
cost ofthis provision. 11 

II 

! 
\1 
u,I 

ii, 

"', , 
. 
; , 

} 

, 'j 

C-7 




RULES AND PENSION SIMPUFICAII0N TEAM RE,PORT 


, Proposal 4. ;Pl'eslllme Permanent and Total Disability for 
, Nursing Home Patients 

Statement of the Issue ' 

This p~oposal would eliminate the need for a rating decision to 'determine. basic pension 
eligibility for those veterans who are in a nUrsing home. ' 

38 U.S.C. 1502 sets forth the criteria for pension determinations with respect to disability., f 
The statute limits: pens~on entitlement to a person who is considered to be permanently and totally 
disabled if such person is unemployed as a result of disability reasoqably certain to continue 
throughout the life of the disabled person or is, suffering from, any disability which is sufficient' to 
render it impossible fo'r the average person to follow a substantially gainful occupation but only if 
it is reasonably certain that such disability will continue throughout the life ofthe disabled person; 
,or,any disease,Ctr disorder determined by the Secretary to be of such a nature or extent as to 
justifY a deteImination that such person suffering therefrom is permanently and totally disabled. 
'However, this statute also provides that a person shall be considered to be'in need of regular aid 
and attendance ifsuch a person is a patient in a nursing home. 

The proposed amendment would not seriously threaten progra:rU integrity. An individual 
who is a: nursing home patient would almost certainly qualify as permanently and totally disabled. 
There is little ':likelihood that such, an individual would, eventually leave the nursing home. 

, However, procedures are already in place for reevaluating entitlement when notice of discharge 
from a nursing home is received for a veteran whose aid and attendance is based on nursing home 
status. ' 

Goal of Reform 

Correct an inequity that exists in the statute which requires. a rating determination to 
establish basic pension entitlement but does not require a rating determination when the higher 
level ofpensiotl is payable based on nursing home patient status. 

Benefits of Reform 
./ 

• 	 Customer service to needy, disabled veterans would be improved by eliminating the need 
for arating decision. 

• 	 Claims processing time would be reduced because it would no longer be necessary to . 
develop medical eyidence or prepare a'rating decision, 

C-s: 	 June /997 
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Specific Legislative Proposal 
,) 

H 
. . f-

This initiative would require an amendment to 38 U.S.C. 1502 to include iteceipt of 
nursing-home Care as a criterion for permanent and total disability. Confonning charlges to 38 
C.F.R 3.340(b) and 4.17 would also be needed. . .~ 

Cost Estimate 1\ 

II 
No additional benefit cost or savings are associated with this proposal. ,[

1.1 
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Proposal 5. Acc1ept Social Secunty Disability Determination 

Statement of the Issue 

Thisprop1osal would accept a Social Security Administration (SSA) determination of . 
eligibility to disability benefits, on its face, as entitlement to disability pension benefits 

t: administered bythc, VA' 
, " 

, Under the pro~ions of 38 C.F.R3.314, pension eligibility requir~ that veterans provide 
..us with medical e'lidence 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 aff()rd 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 eligible for Social Security Disability 
benefits, often on 1the basis ofVHA reports. ' 

This proposal would elimimitethe 'need to obtain medical' examjnatio~ reSulting in faster' 
'claims processing. SSA recently discontinued the award of disability benefits based upon drug or 
,'alcohol abuse, briJrlging award eligibility in line with current VA'requirements. SSA also requires 
a level of "permanency',' of the disability in order to grant SSA disability benefits. There is a five­
month waiting pf,riod ,required by'ssA prior to granting this benefit and after the benefit is 
granted, SSA car1efully monitors the claimants',earnings reports to ensure that employability has 
not been' regained., In addition, sSA periodically reviews their claimimts records to ensure 
continued medical eligibility to disability benefits. In some cases, they review the records within 
six months, while other claimant,s may not undergo medical review until seven years have elapsed. , 
>Through the use ofIncome Verification Matches (IVM) and SSAmatches, the Department is 
aware of changes in earnings, as well as SSA disability benefits. These matches provide the basis 

, for pension p~ogJ!am integrity. . 
: .. 

Goals, ofReform 

• 	 Make the eligibility determination easier for veterans to U1iderstand by making it consistent 
with tJte Social Security Disability program. 

• 	 Provide the veteran with a determination at the earliest possible date with the least 
possible'i~dence gathering requirement imposed upon the veteran. 

, 	 , 

'Benefits 'of Reform 

• 	 The veteran's evidence gathering burden will be reduced. 

• 	 Benefits will ~e received in 11 plore timely manner. 
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II 

• 	 It will subject the veteran to fewer medical examinations. II 

It 


• The number of employees:required to administer the program will:'be reduced. 	 J~ 
'\ 

• 	 There will be consistency between the VA programs and the Social se~~I\ Disability 

Program. .' ,':\ 

.Specific Legislative Proposal , 	 " ',' 'il ' 
This initiative can be aCcomplished by adding a provision to 38 U.S.C. 1502 that, 	for VA 

pensi~n purpo.s~s, a ~ersonlllllY be ~nsidered to bepe~en~Y; and totally ,disabled ~\pt: So.Ctai 
Secunty Administration has determmed that such person IS eligible for SOCial Secun~ disability 
benefits ,as a result ,of a permanent and total disability. Conforming changes to regula~ons at 38, 
C.FR 3.340(b)and 4.17 would a1so be needed. il 

Cost Estimate 	 :1
il 
II 

No additional benefit cost or savings are associated with this proposal. II 
II 

I. .' 	 . 
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Proposal6~ : Build Medical' Expense Cover~ge in~o Maximum Annual Pension 
Rilte and Allow Medical Expense Exclusion qnly for; Continuing 
Nltlrsing Home Patient Costs 

, \, 

StatemeDt ofthe Issue 
. 	 . 

This 	 proposal, would eliminate retroactive adjustments for: Unreimbursed 
, 

Medical 
. . ~ . :Expenses (UME) with the exception ofnursing home care costs.' 

The cUrr(!:nt system requires pensioners to file an appljcation each year for reimbursement 
of UMEs. The.1e applications are filed, whether or not the pensioner is required to file an 
Eligibility Verific:ation' Report (EVR); Before the UME process can b~ completed, full income 
information for the year in question must be provided, which requires most beneficiaries to file an 
EVR, negating the savings' envisioned by decreasing the number of, EVRs filed each year. 
,Currently pensioners with little or no income are already receiving the full pensiqn rate allowable 
'and do not receive the benefit of medical expense reimbursement. However, ill the case of a 
veteran with income, medical expenses are used to reduce their amount of countable income, 
providing an inclreased pensio~ rate: This creates an inequity between veterans with and without 
mcome. 

Claimants.are not usually required to provide receipts with UME claims, which rai~es the 
question of program: integrity.' As a result of an Inspector General, (lG) report, VA is now 

,required to ,reqlLlest receipts from a sample of claimants each month. However, even when 
receipts are requestec;t, 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 ~or receipt ofmedical care. 

Under tJtis proposal, the Maximum Annual Pension Rates (MAPR) for veterans, surviving 
, , spouses and diependent 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 thf~ir'countable income based upon these nursing home expenses. This will create a 
simpler, more equitable system for addressing medical expense needs of pensions and eliminate 
the inequities present in the' currerit reimbursement system. This proposal recognizes that all 
pensioners havf~ medical expenses but at the same time recognizes tha~ VA has' created a pension 
rate structure that accounts for our more disabled recipients. A higher 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 he.alth care 
system in the c;ountry 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 heLthcare 
provider. It eliminates reporting burdens of submitting a separate claim each ~ear for 
reinlbursement., This'new way of addressing 'medical expense'needs eliminates one ,of tile major 
defects of the qurrent program;' namely, VA's imibility' to verify whether the claimedj medical 

, . expense was reiinbursed by a privat~ source., 	 \ 
, , 

Goals o,Reform ,; 	, ":1 
" 	 ': ill 

• 	' Provide ,pensioners with additional funds on a monthly basis to pay f()r medica~ons and 
medical?I"e. 'J 

, " 11 

• p~vi~e~ equi~lemethOd Of~gni7jng medical eXpense needs. . . ." •• il 
• 	slID.~Ji!Y the medIcal expense re~burs~ment process and, ~e It easIer for ~!eterans, 

SUrviVIng spouses and depen4ent children to understand. . \i 

I! 
• 	 Create a,system that ensures program integrity. -

IIBenefits of Reform 

• 	 VA MediCal Center use will be encouraged. 

• 	 Dollar-f6r-dollar medical adjustments wil1no longer be necessary in most cases. ' 

. . 	 , . \ 

• Program integrity will be improved, by eliminating the need to verify claimedredical 
expenses.'. " ," ' " ".' ,:1 ' , :' 	 ' " .,' if 

,'; 	 l.i 

• 	 All pension beneficiaries will be provided with additional pension be~efits for Jneclical 
, 	 " I 

expenses. ' 	 ii" 
, "j 

• 	 Evidence and reporting requirements will be reduced for beneficiaries. :1 

,:, ' 	 , , II 
• 	 Additional monetary assistance will be provided for those, pensioners' with e~cessive 

medical eXpenses due to nursing home expenses. ' ,',' :;1 

1\ 

" • 	 The MAPR forsufVl,·ving spouses will be closer to the poverty level. I' 
i 

• 	 Administrative costs ofthe program will be, reduced. 

Specific Legislative Proposal 	 11 

'I 
• 	 . II 

This initiative would require a, legislative change to 38 U.S.C. 1503(a)(8) which 'ptoVides 
'for exclusion from income for improved pension purposes of amounts equal to amounts paid by a 

, 	 01 

veteran, veteran's spouse, or surviving spouse, or a surviving spouse or by or on beh3lf of a 
, 	 'I 

\1 
II 
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veteran's child for unreiinbursed medical expenses, to the extent that such amountsexceed.five 
percent of the InaJcimum 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 :regulations at 38 C.F.R 3.272(g) would have to conform to elimination of the 
,statutory ineome-e)cclusion for unreimbursed medical expenses; 

, 
i 

'. ~ 

..Cost Estiulate 

. ,'In order to re. cost neutral, a medical expense add-on of S881S per year was' 
established. This aidditit)n to the pension MAPRs would provide the same total amount ofmedical 

. benefit to, the entire 'Improved 'Law pension population as provided under the current 
reimbursement sys,tem, excluding nursing home care costs. 

:!, To calcu1ate.~e medical expense additio~ nursing home costs were ,excluded fr01.ll the 
'base population-because nursing home costs would continue to be reimbursed using the current 

methods. A sample, of 5,000 veterans and spouses with recurring medical expenses :was taken 
from the l:D.neSDMC.• Using the Hines sample, the following criteria was used to estimate the 
number in a nursing ho~~: ... 

1. 	 Veterans 'with dependents (independent of SMP code) with claimed medical expenses> 
, S10,000 (153 c8s~); 

2. 	 Veterans with.ilo dependents with A&A with claimed medical expenses> S10,OOO (540 
cases); and • ' 

3.. Surviving spouses, independent of dependency code with A&A ynth 'claimed .medical 
expenses >SI0,000 (477 cases). . 

, 	 j . These, cases (1,170) were marked and analyzed. The average medical benefit paid due to 
. nursing home Cli(~;was 'computed by taking the annual rate paid with ~edical expenses and 

sUbtr11Ctmg thearinual'mte paid without medical expenses. The average paid due to nursing home 
care was applied' to lite estimated nursing home population (693 veterans paid an average' of 
S10,234 and 47~rSurviving spouses paid an average ofS7,680): 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,oio surviying spouses are in a nursing home 

(28,900 total). 

. Nursing bome cases were deleted from the sample to focus on those beneficiaries who Win 
not receive the nursing home, reimbursement. There were a total of 3,831 cases not in a nursing 
home who fec«~ived 'a total medical benefit of almost $9.1 million, an average of $2,364 per 
Sample case (Sl,645i for veterans and $3,617 for surviving spouses). From the Improved Law 
pension pOpultltiOn,' an estimated 59,320 veterans and 35,160 sUrviving spouses received 

, .5 	 This add-on rate is based upon reported 1996 medical expense information. 
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, ,1 
recurring medical expenses payments' and were not in a nursing home. The 'average rec~fring 
medical benefit was 'multiplied by the estimated population to, calculate a total of over, $226.6 

• ". . II 

million paid in; 'recurring medical expenses to those not in nursing homes ($98.3 millioQ for 
veterans and $~78.3 million for spouses). . ," ,!\ , 

,I:,' , ' , , ','" ,.' .': Ii 
An Electronic Data Collection Instrument (EDCI) collected a sample of 1,091 cases 1(736 

veterans and 355 spouses) with medical expenses, both recurring and one-~e~ Of th()se,l: 561 

cases bad strictly one-time medical expenses (51.4%). From this information, tb:'atio hfone~~e 


, expenses, to reCurring medical 'expenses' was assumed. Because the population 'of beQ.eficiiuies 

receiving recwPn~,expenses was known, the ratio ofone-time to recurring medicalex:periseSi can. 

be applied to eStimate 129,710 one-time payments in the Improved Law pension i>opul~tion 


(86,370 veterd and 43,340 spouses). ' 11 

" ~ 
, From anoEDCI sample of561cases (391 veterans and 170 spouses) withione-time medical 

costs, the average amount paid waS compUted as $1,573 for veterans and $1,352 for survi\ring 
• • \' • ~ • . I. I! 

spouses. This amount was computed as follows: ' II, 
,i ..., :t, 

'\ ' 

If the claimed amount was greater than the MAPR, then the paid amount was equivalent 
to the IYAP before the adjustment... ::;' ,,' ,... , , II 

.' il 
If the cla1nled amount was less than the MAPR, then the paid amount was equivalent to 

, the,cl~ amountless the ~ve percent medical deductible. " " ' ,', .:. '\\ 

The average medical, amount paid due to one·time expenses waS multiplied by I!the 
estimated number ofclaimants to estimate the total amount paid out in one-time medical expeiises 
as $194.4 millioh{$l3"5.8 million for veterans and $58.6 million for spouses). , .' . ,', !t 

, ! ' ' '. .' ' ': ..... , , il 
The EDCI sample was used.to examine the difference between medi~expenses 'cl~ed 

in 1996 by pensioners with recurring medical expenses and expenses expected for 1997.' The ~ata 
showed that 51 percent of those with recurring medical expenses also claimed one-time expe~es. 
The 51 percent, was applied to the projected nuniber of, pensioners ,with 'recurring·, in~cal 

. expenses in the Improyed Law pensionpr.ogram to calculate the estimated additional cost of 6.ne~ 
time medi<;al expenses ($60.1inill?-on forveterans,an~ $23.8 million for sWvivors). ' , 11 

, " '. . . ;\ 

" ,At this point: in time, the' estimated total annual, cost of medical reimbUrsements lifor 
Improved Law pension beneficiaries is $769.9 million; $504.9 million for those not in a nursjng 
home and $265.0 million forthose that are in a nursing home. The total annual cost ofme<H,cal 
reimbursement for those pensioners who' are not in a nursing home was divided by the tqtal 

, number ofImproved Law pension beneficiaries who were on tlie rolls as of September 1~96 
(572,817). This calculation yielded a cost neutral medical increase in theMAPR of $881. I 

'Ifthe medical increase in the MAPR was $1,000, the firSt year cost ofthis propo~al is over 
$67.9 million. Ifthe MAPRincrease was set at $1,200, the first year cost of this proposal wdWd 
be almost $182.5 million. These estimates were calculated by multiplying the $1,000 and $1,~00 

. I' 
II!,
II 
11 
J 
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, , 

MAPR increase amounts by the September 1996 caseload and subtracting the current total annual 
cost of medical expenses for those not in a nursing home. 

... 
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Proposal 7. Build Dependency Allowance into Maximum Annual Pension Rate 

Statement of the Issue 
"~J~' , . .' '.: '."; ". .,. 

This proposal would' build a, dependency allowance into the pe~ion rate' structure and 

eliminate the variol1s Maximum Annual Pension Rates (MAPR) used for dependent children. 


" The effect lei dependent has on a claimant's rate of Improved Pension depends on a large ' 

,number of corpplidated 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 supp0Jr1contributions" to the spouse,' whether the a child is in the veteran's legal 
custody or not in l«~al cUstody and whether the veteran is "reasonably' contnbuting" to the child's 
support.' A veterfLD'S ~R may be mcreased 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 n~legal action ' 
terminating the veteran~s right to exercise parental control and responsibility for the welfare and 
~e ofthe child. " 

Coun~le ilncome of established dependents is mcluded in the pensioner'slYAP; The' 

addition of a depeIident increases the pensioner's rate only if the dependent's countable income is 


, less than the ~ount by which the: MAPR is increased because of that dependent. 'If the ' 
dependent's coUnt:!ble ;,ncome exceeds the amount by which the MAPR 'is 'increased for the 
dependen~ the ad(litionof the dependent actually lowers the claimant's rate of pension.• ' The ' 
CUtTent rules consider the income ofthe spouse if there is no estrangement and wen if there is ali 

,eStrangement providing the veteranmakesreasQnable support contributions", to the spouse. The 
only time,the spouE:e's m;come is not included in detennining the veteran's rate ,of,pension is when 
they are, estranged, and, the veteran does not provide the estranged spouse with, "reasonable, ' j'" 

support contributions.", ' , . 

Although the basic rule is that a dependent's countable income is included, in the 
claimant's, the dependent's income can be offset by the claim~t's deduc:tible expenses such as 
family unreimbursed medical expenses and expenses oflast 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 ofa 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 education or vocational 
rehabilitation or training, and (3) the amount of a child's incorp,e (earned or unearned) that it 
would cause a "hardship" if counted. Finally, even ifa child's income is not excludable under'any 
ofthe provisions mentioned above, it still might not be counted in deten:Dining the veteran's or 
surviving spouse's IY AP 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 thep~nsion ra~e' structure '. 
and eliminate the various Maximum Annual Pension Rates (MAPR) used for depende~t children, . 
Cost-of-living adjustments will ensure· this dependency allowance keeps curren~ with the 
.economic environment of the country. The only possible Improved Pension depende* 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 nufsing home 
':patient). VA would not count the incOme of an out-of-hous~old spouse or aJy child in 
• determining the chLimant's income for VApurPoses. 	 .\i 

. . '.' . 	 II 

. This will .result in a simpler. rate structure and reduced reporting requir~ments . for 
pensioners. . Pensioners would' no longer have to report child income, dependency c,hanges or 
.school attendance information..No longer will pensioners be disadvantaged because #child has 

. income nor award additional benefits for dependents for whom the pensioner does n~t provide 
· .. support. The income of an estranged spouse will not Jonger 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 CUITentpayments for d~pendents 
will be elimiriated. VA will no longer require invasive information about'the domestic:isituations 
of pensioners. We will. simply ·request information to establish a spouse and anY income of that 
spouse. . .' . . . 	 . ' II 

;: 

:1 
GoalsofReform . 

.l , • Simplify the'system to make it more predictable and understand~ie for claimanJt .' 
. 	 , , '., ...... .' 1\ 

• Make it possible for claimants to receive all the benefits to which they are'legati~ entitled 
~~o~t.the as~ce ofan ~eri~ced~dvocate and without responding to a ~attety of 
mtruSlve questions about family relationships and finances. ., .' )\ 

. ." '. . 	 ' .. ' ...:\.,'. 	 '" 

• 	 Provide for more equal treatment of similarly situated claimants by reducing the rl~ber of 
adjudicative d~terminations that are based on highly subjective criteria and l\ on legal 
standards that vary from state to state.. .,' \\ 

• 	 Expedite' the claims process by reducing the number ofcomplicated determinati<~~ based 
on extensive development. ;\ 

:1 

H
Benefits ofReform 	 if 

;j 
. I 

.' 	'Clairriants Will be better able to understand the system. J 

• 	 Claimant~will b~ able to predict their pension rates with a greater degree of ~ertainty. 
,Additional benefits for children will be built into· the basic pension rate structure. il' 

• 	 There will be fewer rate changes. 
. " 

Ii
I 
I 
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• 	 Claimants will no: longer be· required to report status change and income information for 
dependents (unless the dependent isa spouse living with the veteran). 

• 	 Claimants will no longer be required to report onthe extent to which they provide'support 
for their dependents. . 

• 	 Claimants will no longer be required to report expenses they pay for "reasonable family 
niaintenance" and to report the extent to which their children's income is ','reasonably 
available" to· them. ' 

• 	 Veterans will no longer have their pension rates affected by the income of an estranged 
spouse 

• 	 Pension rate: determinations will no longer be determined by state laws regarding who has 
"legal custody" ofa child. ' 

Cost Estimate6 
: 

... 
This proposal will be cost n,eutral. 

Specific'Legisla~ive Proposal 

This initiative woUld require 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,l;pouse and/or children, possibly 38 U.S.C. 1522 to remove references tQ the 
income of a veter.a.n'schildren, 38 U.S.C. 1541 to modifY laws governing pension rates for 
surviving 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 veter.a.n 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. 

:. ":": . 

,\ 

6 The amount of the dependency add-on rate is under development. 
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Proposal 8. Defflrred ~Counting of One-:Time Nonrecurring ~come 

, i 

statement ,of the Issue 

This prOPo!ial would defer counting of nonrecurring income until the first of the calendar 
year following receipt. ' , 

, 

Under the current pension program, one~time, nonreCUrring income (e.g~, inh~ritance, 
lottery winnings, etc.) is counted on the VA pension awafd for 12 months from the first of the 
'month after the mf)nth during which it is received by the claimant If the, claimant'has a running 
pension award, rec:eipt of nonrecurring income will result in an overpayment unless the claimant 
reports the income and VA makes an adjustment'to the pension,award imniediate1y~

I 	 ,. .. . 

Under the proposed revision of the pension program, nonrecurring 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 an~ the likelihood of an overpayment 
resUlting from the adjustment will be diminished. ' , 

, " i 	 '.f 

This chan!~e woUld have the additional salutary effect of simplifying pension awards and 
reducing the niunber ofpension award lines in the computer. Currently all irregular income (e.g., 
interest income, odd job income) is counted from the beginning of the calendar year and it would 
further simplifYtlle system to also count all nonrecurring, income from :the first, of the calendar 
year. 

Goals ,ofJ~eforn... 

• 	 Provide a more' predictable pension benefit payment. 

• 	 SimplifY the method of accounting for nonrecurring income, in determinirig pension 
awards. 

• 	 Reduce tbe amount and occurrence ofpension benefit overpaym~nts.
, , 

i 

Benefits of Reform 

• 	 Number and amount ofpension overpayments will be reduced. 

• 	 The amount ofpension award lines in ~he VA system will be'reduced. 
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Specific Legislative Proposal Ii 

. :\ 


This initiative would require amendment to 38 U.S.C. S112(b)(4)(A) and 381ic.F.R 
3.271(a)(3) and 3.273(c). '. \ ' 

. II1 

Cost Estimate '.' . . ", 11, 

This proposal niay result in an increase in benefit costs because beneficiaries with!:lexcess 
income would not be tenninated from the pension rolls until the first of the following year. 

. Because the number and amount of income adjustments due to one;.time nonrecurring indbme. is 
. not available,·the benefitcost"ofthis provision can not be estimated. :1 

'. ' .' " ' ' , .' ' ". .' ~I 

However, by ch'angiog the meth~d of accounting for nonrecurring inC(tm:e,' the nuniber of 
pension (lverpayments would be reduced,' resulting in a decrease in the' amount of pensi~p debt' 
which is:waived. The occurrence of overpayments would be reduced by. delaying' the effective 
date ofaward reductions until the first ofthe following calendar year. ~I 

i~ 

\1 
:1 

I 
i 

, } 
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Proposal 9. Eliminate the 45 Day Rule for Surviving Spouses 

Statement of the Issue 

This proposal would change the effective date for death pension benefits to the first day of 
. ,the month in whicll the veteran dies if the claim is received within, one year'after the date ofdeath. 

Currently, 38 C.F,R. 3.400(c)(3)(ii) provides the effective date of death pension benefits as the 
. . . first day of the month iIi 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 resulted 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 reeeivedduring 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 filiug their claims 
after the 45-day p,~riod has elapsed. 

Goal of Reform 

Treat incclme received by all surviving spouses' equally by eliminating this unintentional 
.loophole. - . 

Benefits ofReform 

• 	 Claimants in similar circumstances will received similar benefits. Their income, rather than 
their knovvledge ofthe C.F.R's, will determine their entitlement to pension. 

• 	 Income re:ceived during the first year of entitlement will be countable, thereby eliminating 
entitlemer'tt of those whose income would otheCwise bar the same.. 

Speei~e Legis~ative Proposal 

This initintive would require an amendment to 38 U.S.C. 5110 (d) (2) and a subsequent 
conforming regulatory change to 38 C.F.R. 3.400(c)(3)(ii).

-	 . 

Cost Estiimate 

Information on the number of survivors who- file for death pepsion benefits at least 45 
days after the d~~te of the veteran's death is unavailable.. _ Also, the amount of income changes 
during this 45-dt~y period which may result in reduced benefit levels is unknoWn. Therefore, the 
benefit cost ofthas provision can not be estimated. . 
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Appendix D. ' Pfmsion Simplification Assumptions, 

The key assumptions used in the pension simplification proposal are outlined below. They 
address the GOE I;ost and timeliness gains associated with the vision of processing, pension 
claims. The assumptions1fall into two categories; workload and flow probability/processing time. 

D.l 	 Worklda\d .Assu~ptions
:, :, ':" 
, I' ,', '." ,.' , ' 

1. Tbe~wolrkload for EP ISO (Income, Estate, and Election IssuesYwilI be reduced 
by 70+ I)ercent. ' '.' 

.~, i .' 

This assumption was the subject matter experts' (SMEs) estimate ofthe 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 
,expens~" arid nursing home fees Will be the only allowable continiting 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. 
Thereaft~r, the MAPR will be adjusted based oli anriual cost2.of-living adjustments' 
(COLA):"'" 

1. 	 Tbe:wol'kload for EP OSO (EVR) and EP 1SS (EVR Referrals) will be ftduced by 
19.4ipercent andS1.5 percent respectively. ' ' , 

, 1p' , ," 

.' ,This assumption is based on three'pension simplification initiatives:' discontinuing 
income,vemication for Section 306 and Old Law, eliminating, EVRs for pensioners in . 
receipt.ofCivil S~ce Annuity, Rail-Road Retirement Benefits, and in Medicare nUl'Sing , 
homes, and 1~1imjnating retroactive adjustments for UMEs.,' During December 1996, from 
approxiniately 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 (S7,132), represented 32.7 percent of the EVRs released. 
Assumirig that 90 percent of the EVRs released for Old Law and Section 306 pensioners 
are cleared l.mder:EP 050 and 10 percent are completed underEP ISS, the workload for 
EP 050 and EP J.SS will be reduced by 29.4 percent and 3.3 percent respectively. The 
data collected from a special run at the Hines Data ProcesSing Cent~r shows that the only 
sources of ulcome for 6.2 percent,of the pensioners currently receiVing an EVR' are Civil 
Service Annuity and Rail-Road Retirement Benefits. As a result, 5MBs expect'a 6 percent 
reduction in EP ISSs due to eliminating these EVRs. Moreover, the data collected from 
the electroni,c data collection instrument showed that 43 percent ofEP IS5s were referred 
due to medical' expenses. Since pensioners will no longer be required to file medical 
expenses:in the future, the number ofEP ISSs was further reduced by 43 perCent. 
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, 	 ,,~ 
3:, The workload for EP 154 '(Income Verificati~n Match) wiJI be reduce:r: by 23.8 
percent. ' , , ' li 

II 
I' 

, ' 	 "I 

This. assumption is bas~d on the initiative to, discontinue income veriflcation for 
Section:,306and Old Law. Section 306 and 014 Law pensioners represenf23.8\percent of 

, the total pension population. S:tvffis assumed that this caseload proportion is f:consistent 
, , with the proportion of IVM discrepancies for Section 306 and Old Lavi'pensi9ns to the 

total number ofincome discrepancies. 	 ' 1\ ' 
,,' 	 \1 

, , , " 	 ',,' ~ 

4. 	 Theworldoad for EP 600 (predetermined Notice Cases) will be redu~~ by 85 ' 
Percent.' , ;\ ' 

, 	 1 
I' 

This, assumption is, based ,on the pension simplification initiative to ;\eliminate 
, contemporaneous notice for reduction or termination. Based on SMEs' expe~ence that 
"the majority of EP 600$ are due to pension cases versuscOmpensatio~ !\cases, a 

conServative estimate that 85 percent ofthe cases will be eliminated was projecte4. 
, 	 ~ 

D.2 	 Flow ProbabilitylProceSsing Time Assumptions .. t\ 


,l\ 

1. Theproi)abUity that a rating is required for EP '18() (Original Disability fension) 

willbe reduced by 57 percent., ' ., \\ 

This ,assumption represents a combined, reduction based on three llpension 
simplification ,initi~tives: presuming P&T at age 65,' accep~g social ~isecurity 

, ' determiriations, and granting pension based on nursing home status~ R.ecognizingiitl'iat the 
" ' 

, number of d~als is not accounted for, S:tvffis used' the ratio of the number of'~ension ' 
accessions for those other the age 65 to th~ total number of disability pension'a~ssions 

, ",'. ".1 
(50 percent) to compute the percent reduction due to P&T lit age 65. Given~tthe 


: number ofpensioners, under age 62, who file for Social Security before applying~for VA 

benefits is unkD.own, SMEs assumed a conservative estimate of 5 percent.l'hirdly, 


,because the number of pension applicants who are already in a nursing home wh~n filing 
'an original pension claiIn is unknown, a cautious 2 percent estimate was pr&jected. 
Although the probability that a'rating is required for EP 120 (Reopened PeD$ion)~l also 
be affected, SMEs were unable to quantify the reduction. '~ 

. . 	 ';' ~ t 
, . 	 ' " ~ 

2. The deyelopment processing time for EP 180 will be reduced by 30 percen~l\fOr 50 
percent of the QSes. ' " .! 

This assumption is based on 'presuming P&T at age 65. 'As 'stated 'above,\\S:MES 
assumed a 50 percent reduction in the llUmber of ratings required, for EP 180. Si4illarly, 
the time requiI:ed. to develop evidence for these cases'will also be affected. A 30 p;ercent ' 
reduction was forecaSted based on, S:tvffis' experience on the percentage of.' total 
development processing time' devoted to requesting medical eVidence. Althou~ the 
development processiDg time required for EP '120 (Reopened Pension) will also be 
affected, 5MBs were unable to quantify the reduction. These calculations will be ~edone 

, 	 I 

\ 
i 
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following the anatysis of the special pension data collection project to determine the best 
presumptiv·e age.: 
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Appendix E~" Pen!;ion Focus Group Summaries 

The Custo~ej'lEmployee Satisfaction Team was chartered to solicit the views of both 
veterans andsUtviving spouses regarding the VA Pension Program. Two fo~s groups for each 
demographic. w<:~ held in two cities, Cleveland ·and Detroit. They; were held on' March 31 and 
April 1, 1997.:fhe groups ranged froineight to twelve participants all familiar .with the program;" 

. A standard series of questions were asked to each group. The questions weredenved from the 
members ofthe:BPR :Pension Team, and CustomerlEmployee Satisfaction Team. 

E.I . Synopsis of tlile two veterans' focus group sessions. 
, .• I 

1. . What aspects ofthe pension program are satisfactory? 
.: 	 . ; . . 

The overwhelming response was satisfaction with the program. A few of the 
participants e:q,ressed that the program had supported them when no one: else would help 
them financia~y; i.~. 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 ifthe pension program was a 
necessity to their survival, their response was a unanimous "yes." ;. \. : 

I " . 
, . ~ " 

I 

2. What aslJects of the pen~ion program need improvement? . 	 . 

The JPartiCipants communicated they would like to see· the 'pension program . 
improved by basmgthe ineome'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 information about the program and other benefits offered by YA · 1 .•. '. 

l.· What is your 'opinion of the information gathering process? 

The majority ofthe veterans said they seek assistance with the forms they need to 
complete. they expressed that the assistance they had received either at the Y A or at a 
YSO, was very helpful. The participants also stated that although, they are required to . 
provide quit1e a bit ofpaperwork, they are used to it. 

- 4. 	 Given the potential of having your rate changed several times throughout the . 

year, wc)uld you prefer a single pension rate for 12 months based on your prior 

year's illlcome? 


The majority of the participants expressed the preference for a single pension rate 
for the 12 nnontbs.. They felt that changing it throughout the year is hard for them to 
budget and would allow' extra time for them to prepare .. However, one veteran did say, 
''take it all' 2~t once." 
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'. . . :1 
'. q

5. Do you believe your surviving spouse should receive the same benefit rate?'1 

. The.overwhelming response' w~' to pay the same benefit and medical ib their 
.surviving spouses. A few of the veterans also felt more money shoUld be all9tted if 
children were involved as dependents. However, one gentleman stated that she :I~hould 
probably'only receive halfofthe amount since he wouldn't be around any longer. :i 

6. What is your understanding of why medical expenses are claimed? II:\ 
II 

The veterans expressed different understandings of why medical expense~ were 
claimed. Some thought they were reimbursed dollar-ror-dollar, others stated if they 
'receive the maximum amount that they don't get reimbursed., One gentleman askecil "why 
should we have to pay fur medical? Ifwe served, we should get it free." . .' ii 

:! ... , (Note: A question and answer period was held at the end of each focus grbup to 
, ; 

help inform the veteran ofthe medical benefits.) . .., , il 
. . . ,... , . " ~, . ', 

7. " Would' you prefer a fIXed rate to off set your mediad expenses or to report your 
actual· medical expenses? Why? :: 

II 
" . "I, 

Overall, the participants felt they would prefer to report actual medical exp1enses. 
They stated, that at their particular age, it would be hard to determine what Jut apprdpriate 
fixed rate would be. .Some veterans stated they are very healthy, while others u~e the 
medical system .Qften. "'. ,.' .,' . . ' ,. ' , ':\ 

" ' I f 

8. Would your opinion change if the fIXed rate was based on age or healtb? 
" 

(I 

, ", ..' '." . . .' '.,. ii 
The veterans stated their opinion'didn't change .if the fixed rate was based o,~ age 

or health. However, if the rate was to become fixed, they believed it should be basM on· 
health. . ' \1 

I 

, 9. 'Wbat is your understanding of tbe reporting' responsibilities of cbange of 
income? 1\ 

III,
• " " " II 

"One veteran stated that he was aware ofthe reporting responsibility once he pad a 
'problem. However, the unanimous statement was that the VA shouldn't "nickei and 
dime" them. Also,' remarks were made in regard to raising the limit allowed for ~ther 

,income sources. Iiil 

. , . Participants that . were familiar with the changes said they just' submiit the 
appropriate forms. When asked if the forms were easy to understand arid co'mplete, the 

, • J 

answer was once again ''yes'' because they seek assistance from the VA, ' \j1 

il 
,\1 

11 
)1 

I! 
:1 
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10. Would you prefer to report your income to VA each year or have your income 
reported lto VA by an outside source? 

. . 


, Some veterans felt that they wouldn't mind ,reporting it themselves. Others said 
, th,ey would like it reported so they don't have to deal wi~ it.' vi, ' 

, " 

11. 	 , Whafwas the impact on your ability to pay your expenses if your benefits were 
reduc:ed .Iue t~ VA hospitalization? 

I .' 	 . . 

" The majority of veterans' stated the only source of income waS their VA pension. 
Thus, o1te veteran' stated that just because they are in the hospital doesn't mean that the 
bills st0l", The eXample he proclaimed was, "rent and utilities are still due.'~ They 
expressed concern that they wouldn't have any income if the benefit was reduced while 
,hospitalized. ' ' 

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

, f, 

The Jpartielpants who had experienced the overpayment process,' stated they were 
"devastated when it happened~", They stated· that tflere was' no warning, of an 
overpayzDerJ)t,~ just informed andsubtracted dollar-for-dQllar. One veteran stated, "I 
needtoieat, so lean't afford to have them take more money from me." A few of the 
vet~hadl 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 a 

, payment plans could be arranged and it made the repayment process easier for him. ' 
, 

E.2 	 Synopsis oJ'the two surviving spouses' focus group sessions 
, 	 ' 

1. 	 ' What aspects of the pension program are satisfactory? 

The surviving spouses felt that the Pension Program was essential to their 
, everyday edstence. 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 applieq, the processes ofreceiving their 
check was very timely. However, some of the widows had stated that they were not 
aware oftlle sp~ific benefit until a mend had informed them they might be eligible. One ' 
woman who wept, stated that her husband had been d~d for four years, and she just 
began the program last year. She stated that· she, didn't even know it existed until 
someone tl>ld her that she might be eligible. She told the group that she wasn't entitled to 
~y back pay, and her children had to support her for the three prior years. 

2. 	 'What aspects of the pension program need improvement? : 
, , 	 I 

, 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: commUnication on benefits to the widows immediately after tli~ death 
, of their spouse, and more money each month. One woman stated that she can't Ipay her 

bills with the $191· a month that the VA pays her. \1 
., 
~I 

- 'i3. 	 What is your opinion of the information gathering process? 
1\ 

;\ 
, .-The widows stated that the information gathering process was quite easy. lYIost of 

the ladies·expressed that once they receive a form in the ~ they visit the VA or:~ VSO 
Representative for assistance. They said that the assistance they had received frdm VA 

. '. ,

'.'" i had always been v~ry good. However, a few of the surviving spouses stated that sbme of, 
the information requested like previous marriages, and' discharge papers were IDu-d to 

-	 , I, 

address, because these issues were never discussed with their husbands. 1\ 

~ 
4. 	 Given' the potential of having your rate changed several, times throughoht the 

.. 	 year, would you prefer a sin~e pension rate for 12 months based on you~l prior 
year's income?'. i\ 

I 
" 	 ~ ,. . 	 Although this question was hard· to understand, the participants felt tha~ they 

j. 	 would prefer a single pension rate for the 12 months with it being adjusted the foll~wing 
year. They stated that they didn't have much variation in their income because they.1 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 bc:come·.overdrawn due to the fact shethougbtsbe had the money but ~t had 

. already been Withdrawn.· ' -' , '. . :\. 	 . 

, 

il 	 f 

I ~5. What is your u~derst8.nding of why medical expenses 'are' claimed? 
q 

. 	 )1 

Many of the participants. expressed a lack of knowledge of the medical exPense 
process.. A few had stated that they were told to inquire at another agency, like SSA;\ The 
widows that did claim medical expenses said they just send the receipts and aren'~[ sure 
what,happens after that. ',The surviving spouses asked many questions' about me,dical 
expenses that were followed up at the end ofeach session~ \\ 

:\ 
6. 	 Would you prefer a fIXed rate to otT set your medical expenses or. to report your 

actual medical expenses?' 1\ . ., 
,.' Ii 

The widows stated they would prefer the actual, dollar-for-dollar reporting. lPtey 
felt that it was too bardto estimate what potential costs may be incurred,.and it woul,d be 

. easier for thelll to send in receipts. \\ 

7. 	 Would your opinion change if the fIXed rate was based on age or health? 
\1 
:j 
Ie 
i' 

The overwhelming response frQm the participants was that this should be base~ on 
health not age. Their opinion didn't change regarding the fixed rate at all. They feJt!;that 

. the actual cost should be claimed. ' iJ 
'I
li 
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8. 	 What is yOur" understanding of, the reporting responsibilities of change of 
inco.e? 

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

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

A majority of the participants stated they would rather report the income 
themselves. They ,expressed that by doing it themselves, they would know exactly.what 
was going OIll and would mow it Was done correctly. However, two of the participants 
expressed the~ wouldn't mind someone else doing it, and they understand that they get the . 
information from ap outside so~ to compare anyway. . 

10. 	 Have yo III ever had an overpayment and why? Wbatis your understanding of 
the waiv,er process in overpayment cases? 

The widows that had overpayments stated that once th~ mistake was made, the 
VA just ask(~d for, the money back, or in the case of direct deposit, withdrew the money . 
without notification .. One.pa.rttcipant stated the VA made ,her feel "like a criminal". when 
they asked for the: money back. They didn't rea1i.te that a waiver was possible and would 
have prefem~d that the VA split the re-payment process over a period oftime. . 

: 	 '. . 

i 

Other COmll!1ents an~ suggestions: . 

In' clJnclusion,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: funeral 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 survival. ' . 
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Appendix F. Glossary: 

F.l List ofAbbreviations: 

A&A 

ACAP 

ARMS 

BDN 

BPR 

BVA 

C&P 

C.F.R 
The Court 
COLA 
CSA 
DEA 
DIC 
EDCI 
EP 
EVR 
FNOD 
FY 
GAO 

. GOE 
HB 
IRS 
IG 
IVM 
IRS 
IU 
NOD 

NSC 

NSO 

OBRA 

OOC 

OMS 

RO 

RR 

RRB 

SRA 

SC 

·S:ME 

SSA 

SSI 

U.S.C. 

Aid and Attendance 
Annual Clothing Allowance Payment 
Automated Reference and Manual System 
Benefits Delivery Network 
Business Process Reengineering 
Board ofVeterans' Appeals 
Compensation· and Pension 
Code ofFederal Regulations 
Court of Veterans Appe81s 
Cost-of-living Adjustment 
Civil Service Annuity 
Dependents' Educa#onal Assistance 

. Dependency and Indeninity Compensation . 
Electronic Data Collection Instrument 
End Product . 
Eligibility Verification Report 
First Notice ofDeath . 
Fiscal Year. . 
General.Accounting Office 
General Operating Expense 
Housebound 
Internal Revenue Service 
Inspector General 
Income Verification Match 
Internal Revenue Service 
IndiVidual·Unemployability 
NotiCe ofDisagreement 

. NonseVice conneCted 
National Service Officer 
Otlmibus Budget Reconciliation Act 
VA's Office ofGeneral Counsel 
Oflice ofManagement and·Budget 
Regional Office 
Railroad Retirement 
Railroad Retirement Board 
Systems Research and Applications, International 
S~rvice connection or service connected 
Subject Matter Expert \. 
Social Security Administration 
Supplemental Security Income 
United States Code 
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UME 
VA 

,VAMC 
VARO 
VBA 
VHA 

'. VR&C 
VSO 

:VSR 
.! :WWI 
, 

- .. , 

.. \. 


1\ 
\1 

Unreimbursed Medical Expense 
·1 

II" '. 
Department ofVeterans Affairs !~ 
Veterans Affairs Medical Center 
Veterans Affairs Regional Office 
Veterans Benefits Administration 
Veterans Health Administration . 
Vocational Rehabilitation and Counseling . 
Veteran Service Organization. 
Veterans Service Representative 
World War I 
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F.2 Definitio... of'Terms 

45 Day Rule 

588 Pension 

Adjudication COmIms,sion Report 

Aid and Attendance " ' 

Apportionment . 

ARMS 

BDN 

This refers to the current requirement which only applies 
to surviving spouses _applying of detith pension. . It 
requires that,. a claim be field withii1,45days i df;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·veteran'sdate 
ofdeath will be payable only form date ofclaim. . 

Another name for the Improved P~nsi(mProgram which 
was enacted by Public Law 95-588.. ,'.' 

. The Report. prepared by. the' Veterans' Claims 
Adjudication Commission. This Commissioniwas 
established pursuant to Public Law 103-446. The 
Commission was charged with studying the VA system 
for adjudication ofclaims for veterans benefits..' . 

Increased pension is payable to veteran and surviving 
spouse determined to be in need ofthe aid and attendance 
of another person. Increased compensation is also 
payable ~o a veteran. or hislher spouse who meets this 
criteria. Increased DIC is payable to a surviving spouse 
in need of aid and attendance. A person is considered to' 
be in need of regular'aid and attendance if such person is 
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 ofanother person. 

All or any part of pension or compensation benefits may 
specially apportioned between the vet;eran an dependents 
or the surviving spouse and dependents based on the facts. 
in the individual case as long as it does not cause undue 
hardship. 

Automated Reference and Manual System. The current 
electronic storehouse ofV A directives. 

Benefits Delivery Network. The current payment system 
used by VA to process benefit payments. 

J .. 
) 
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Board ofVeterans' Appe81s 

Business Process Reengineering ­
A Case for Change ' 

C&P Service 

Committee on Waivers 

Contemporaneous Notice ' 

DD214 

Dollar-for-dollar'adjustment 

Eligibility Verification Report 

. , t; 

Extra Schedular Pension 

Federal Register 

il 
H 

The functional area of the VA that makes final decisions 
, 1I 

on appeals under the authority of section 511 ofTi~e 38 
U.S.C. !I 

11 
'I 

, Title of the report that details the new claims proc~ssing 
vision for compensation and pension claims,that re~lted 
from VA's reengineeririg project. ' ' \1 

, 11 ,
:1 

The Compensation and Pension Service is the Vet~ans 
Benefits Administration organization responsiblelj for 
administering the compensation and pension pro~. ' 

r 

Each regional offices has a Committee on Waiversil and 
, " 

, Compromises. This Committee is responsible for tnaldng 
, decisions on any waiver or compromise requests received 

from abeneficiaty.' , Ii 
,"\ 

I, 

Contemporaneous notice is considered to have ~een 
received when the beneficiary provides VA with a 
written. factual, unambiguous iriformation as to incO!ne, 
net worth, dependency or marital status. ~ 

, '., ",' . ' . ' :11 

The form number of aveterans discharge documents\!for 
the military. \ 

, i ' 
U~der the Improved'Pension program, the pension ra~~"is 
reduced by one dollar for every dollar that is considered 
cOuntable income by VA il 

The method,used by pensioners report their income Ld 
net worth information annual to VA ' '1\' 

1, 

Veterans who do not meet the basic disab$ty 
requirements for'pension may still establish entitlement if 
the evidence shows that they are unemployable by re~6n 
of disability, age, occupational background an otijer 
, ' p
related factors. lj 

11 

The Code of Federal Regulations is a codification of the 
'general and pennanent rules published in the Fede~al 
ReSister by the Exec1:1tive departments and agencies :pf 
the Federal Government. i1 

II 
a 
1I 
H 
11 

il 
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Housebound 1 Increased compenSation or pension is payable toaveterati 
, or surviving spouse who is considered. housebOund due to 

disability. The requirement of "permanentlyhousebound" 
will be considered to have been met when the veteran 'is 

. . ,. ,! 

substantially Confined to such veteran's house (ward or 
clinical areas, if institutionalized) or immediate premises 
due to a disability or' disabilities which, it 'is' reasonably 
certain will remain throughout such veterahis lifetime. 

Improved Pension 	 The pension program that was enacted by PUbic Law 95­
588. This prograin was designed to :enSure 'a niinimum 
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', 'pension
paid. . 	 . . ,', ':' 

Income for V APutJ)oses , That amount' of an individuals income that is used to 
, ' , I determine the monthly rate of pension benefits under the 

,Improve4 Pension program. 

Income Verification. Match The Internal Revenue Service (IRS)' maintains unearned , 
income records including ,reQI'ement income and the 
Social Security Administration (SSA) m8intains earned 
income records. 'This Income' Verification Match 
compares income reported to VA by 'pension and parents' 
dependencjtand indemnity compensa~on (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 v~terans ,in receipt of 

compensation based on individual unemployability (IU). 

Individual Unemployability Total disability ratings for compensation may be assigned 
,when the ,schedular rating is less than 100% when the 
disabled 'veteran is ,unable to secure or follow a 
substantially ga:inful occupation as' a result of service­
connected disabilities. 

i 

Income for VA Purposes 	 In Impr()ved Pension cases. the level ofcountable income 
determines the rate of VA benefits that can be, paid. The 
higher the claimant's countable income. the lower the rate 
ofV A benefits payable. 

F-5 	 June 1997 
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,Maximum Annual p'ensiori Raie" The, Maximum Annual, Pension Rate (MAPR) for 1,\ any 
" given claimant is, determined by type of payee (vet~,ran, 
'surviving spou.se', or 'child), number' of establi~hed 

dependents,entitlement to A&A or housebound ben~fits 
and entitlement to the Mexican border periodIWorld \Var 
I supplement. A change in any of the above fa~ors 
changes the MAPR and, consequently, the amoun~ of , , 1 ' 
pension payable. ' ' , i\

' 	 I 

,Medical Expense Exclusion Unreimbursed medical expenses which exceed 5 per~ent, ' , 	 , 'I' 
of reported annual ~come can be deducted from lithe ' 

" ,; " ! 	 countable VA income. ' Ii ' 
I: 
'I 

Income received or anticipated on a one-time basis during 
-	 ~ 

a 12-month' period. ' 	 ;1 
, '\I '" , " . , ' i 

Old Law Pension The pension program in effect prior to the -enactmen~i of 
.; the Section 306 pension,program. The last 9ate eligibility

, 	 . J\ 

. . ~ 	 could be established for this program was June 30, 1960. 
, ' -" 

Paragraph 30" ' 	 This refers to 38C.F.R '4.30 which provides that t~tal 
ratings will be assigned for surgery necessitating at l~t , 
one months ofconvalescence. ' ' 11 

, 	 ~ 

. ' 	 \1 

,Permanent and Total Disability (for A veteran is considered to be perinanently and tou¥,ly 
, : pension) .,' disabled ifhe/she is u,nemployable asa result of disabmty 

, reasonably certain to' continue throughout the life of the 
, dis8bled person, or issuifering from any disability whi¢h 

is sufficient to render it impossible for the average pers~n 
to follow a substantially gairiful occupation" but only ~I it 
is' reasonably, certain that such disability will con~e 
throughout the life ofthe disabled person. 

;Prefern:Unation/reduction notic'e , ,Current regulations require Written notice tqbe sent tJl a 
beneficiary prior to any reduction or t~rmination ?f 
benefits. The beneficiary has 60 days to respond bef~fe , 

, the VA makes the adjustment. 	 il , 	 i ' 
11 

; ,ProteCted Programs 'j , Rates payable under Section 306 and Old, Law pensi~n 
were frozen as ofDecember 31, 1978 with the enactment 
of Improved Pension. Although the rates ~e frozen, t~e 
income limits are, increase by ,the cost-of-livirig 
adjustment. As long as the pensioners ,income stays 

, within this limit, the frozen rate is paid. ' " :1' 

\1
I 

:\ 
Ii 
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Rating Schedule 

Reasonably available 

Section 306 

Unreimbursed Mediau Expense 

VA Medical Center 

, 
_. ' 

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 deteilriined 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 severity of the several grades of 

- disability. 

This refers to the amount of a child's income that is ­
readily applied to meet the vet~ran's or Surviving spouse's 
family expenses. ­

The pension program in effect prior 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 ofJanuary 1, 1979. _ 

A.pensioners countable income can be reduced by the 
amount of medical expenses -paid -by 'the pensioner for 
which no reimbursement _has' been-made. The amount I 

claimed must be in excessive.5 -percent of the .pensioners 
maximum annUal pension amount. ­

Part ofthe Veterans Health Administration system where 
veterans can -receive health care on an inpatient or­
outpatient 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 fi'c)m business driven to customer driven will depend in large part on our ability 
to capture and integr:ate the needs and expectations of these two groups with our business needs. 
In recognition of th'e need to integrate these two groups into the process, the Customer and 
Employee Satisfacti('m T~ was formed as one of the Business Process Reengineering (BPR) 
implementation teams. ' 

1. Customer and :Employee Satisfaction Team Charter 

The Custom'er and Employee Satisfaction team. consisted of representatives fi:om VA 
Central Office, VARO, a'representative from a National Service OrganiZation, a Nation~ ~or 
Union representativc~ and:contractor support from SRA, International. This team was chartered 
to: ' 

• Conduct focus groups with employees on Division Merging 

• Conduct focus groups with customers 

• AdmiDister sur:vey i~ents as requested by other BPR teams, 

, • J!)evelop a customer satisfaction index 

., I:)eveI9P an employee satisfaction index ' 

In addition to these tasks, this team, was also tangentially. involved with the nationwide 
survey entitled "Ve:terans' Satisfaction with C&P Claims Process" and the "ONE VA Employee, 
Survey". This teanl administered a nationwide survey ofall bearing officers, select Senior Rating 
Specialists andrep1resentatives from the Disabled American'Veterans (OAV) and Veterans of 
Foreign Wars (yFW)on the concept of de nOvo review by Decision Review, Officers (ORO). 
This team also Conducted focus groups with pension recipients and surviving spouses receiving 
death pension. 

i 

2. National.Cusltomer and Employee Surveys 
• 'I ' 

The "Veterans' Satisfaction with C&P Claims Process" mrvey was condu~ed in the fall of 
1996. Individual reportS by stations were completed by the end ofMay, 1997 and a consolidated 
report for the ,nadon should be completed by the end of July, 1997. This survey will be 
conducted in the fi!ll ofevery year. While it will not be possible to ,directly link the results of this 
survey to specific ~ements of the new claims process, it is our. belief that as the new ·system is 
implem~ed, th~le should be some measure of improvement in the overall satisfaction veterans 
have with tile pmcess. 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 swveys which may help infurther lilg any 
improvements in satisfaction to the new claims process.· \\. 

The "ONE VA Employee Survey" commissioned by the Secretary ofVeterans ~s 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. Sibce this 
survey is very global in its focus and reports on employee percePtions, it may not be po~,~ible to 
directly link employee satisfaction to the new claims process using this instrument. How~er, we 
can review overall levels of employee satisfaction in the AdjudieationIVeterans Seivices Divisions 

. II . 

and as with the veterans survey, we would hope to see indications of improvement as BPR is 
implemented. ;\ 

11 

Jlle 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 new:1 claims 
process. This new authority is cummtly being tested· at nhie Regional ,Offices.' A written ;:survey 
was sent to Hearing Officers and select Senior Rating Specialists at all VA Regional ~ffices, 
including the test sites. This survey instruinent was also sent to each field office of the D~sabled 
American Veterans (DAY) and the Veterans of Foreign Wars (VFW). We recorded a:1l000/O 
return rate from VA employees involved in this survey and a 75% return rate from the vderans ' 
service organizations. Most respondents, particularly those from the test sites and frdm the 
service organizations, thought this new process would be' favorable to veteranS and that v~erans 
would perceive it as such. They felt that the new process would give veterans "one more ~ite of· 
the apple" and would therefore b.e to the veterans benefit to participate in this process., Sulpe the 
DRO would have the ability to change a rating based on the same evidence the,originaI !,tating 
Specialist used, there was some indication that this would cause' friction' between th~ ,two 
positions. There also was a similar indication that there would be a need for more DROs with this 
process than VBA CUlTentlyhas now in the form of Hearing ·Officers. A· copy' of the $urvey 
questions and responses are located in Appendix A ':1 

3. Local Surveys and r ...... Grob~ . II 
, ;1 

FoCus groups were conducted at four sites concerning, the issue of mer~ the 
Adjudication (ADJ) and Veterans Services Divisions (VSD). Merging of these divisions :is the 
basic organizational design ofthe new claims process. The focus groups were conducted at1three 
non-merged sites and one merged site. At the merged site, employees were not,satisfied wif.h the 
new organization and attributed their dissatisfaction to the perception they had t~t there \li~ no 
effective leadership in merging the divisions. Employees were also not satisfied with the:lskills 
training they received in preparation for the merger. While they understood the con~pt of 
merging, focus group participants did not feel that the concept waS the reality at-their station;! 

: ' , , 1.1' 
. . I 

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 w~t the 
merging meant., It was not clear to these employees that there was an overall 'plan for 'merging 
the divisions nor was it clear'that the goals were realistic. Secondly, en:iployees 'were con~ea 
about the amount arid quality of training they would receive in preparation for the merging qf the . 

" 

,i
I 

II 
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divisions. Employees wer~ 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 mf~rging transition. Thirdly, employees were concerned about their personal 
safety. Since many had not had much face...to-face contact with veterans, they were concerned 
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 gJ'oups 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 Vlfas 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 ~ the current 
reporting requirements were burdensome. . Additional details about these focus groups can be 
found in Appendix E ofT8b 5, Rules and Pension Simplification Report. 

4. Customer Satuifaction Index 

In the new claims;process, customer satisfaction is a key measure ofsuccess. Instead of 
measuring success based :on our own internal procedures, the new claims process and the new 
Government Perforirnance and Results Act (GPRA) both mandate that we develop ways to 
measure how satisfic~ our customers are with the way claims are handled. 

. The development' of a cUstoDier satisfaction index requires identification of the variables 
involved in defining and measuring customer satisfaction. Since we are in the early stages ofthis 
process ofdefining lthe variables d.mt make up "satisfaction" it will not be possible at this poiDt to 
develop a customer satisfaction 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 
Satisf8ction with C&P (;laims Process" survey, there were certain indicators that when taken 
together were highly predictive of overat:l satisfaction with handling ofthe claim. It is clear from 
these preliminary n'Po~ that the index cOuld not include the variable "results ofthe outcome of 
the claim" Since whether'or not a claim was granted or denied seemed to carry the most weight in 
determining satisfa.mon.· Since there is no appropriate, identifiable way to influence the outcome 
ofa 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 directly link any improvements to 
particular elements ofth,e new claims process. ' 

S. Employee Satisfaction 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 
detennine employee satisfaction. The "ONE VA Employee Survey" ·was devel()ped using an 
Office of Personnel Management (OPM) Organizational Assessment Survey·(OAS) as its basis. 
The OAS itselfW~LS developed to collect employee perceptions on 18 different dimensions.. It also 
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assesses dimensions included in two reputable private sector surveys. Since the O¥ was 
developed with considerable theoretical and empirical support' for its dimensions, use bf these 
dimensions should be considered in the development of an employee satisfaction index. since the 
employee survey is currently planned to be administered every other year it may also b~1 helpful 
in designing focus groups, further employee or climate oriented surveys, and other specifi~ survey 
instruments to gauge overall satisfaction. However, statistically valid data needed to dev,~lop an 
employee satisfaction index are not available at this time. 

:\ 
6. 	 Recommendations t 

1\ ' 

It is clear that as the new claims process is implemented over the next five years, cJstomer 
and employee participation must be vigorously pursued as each new "product" is rolled ou~l With 
this goal in mind, we make the f~llowing recommendations: II 

II 
• 	 The Compensation and Pension (C&P) Service must "own" both customer and ~ployee 

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 ~e goal 
of integrating these results into the design and implementation of the new claims p;ocess. 
C&P Service will provide the structure, time lines, objectives and budget for the s4rveys, 
focus groups and other methods ofdata collection. iii 

II 

• 	 The responsibility for developing and conducting the surveys and focus groups willlireside­
with the Office of Resource Management (ORM) since this office has' the r&ident 
expertise for developing these instruments. ORM should be supported by field andlother 
CO personnel in development and administration ofthese instruments. .' \1' 

• 	 The nationwide customer surveys should continue to be conducted in the fall ofeach:!year. 
. 	 II 

. . 	 ,I 

• 	 The VBA portion 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~wid~ with 
similar frequency. '. . '.. \\ 

d 

• 	 Focus groups should be conducted at the lab sites annually and the data gathered should 
be compared to the baseline data. . . 1\ 

j, 
,'. I! 

• 	 Before each initiative for the new claims process is implemented, a base line survey should 
be conducted and a follow-up survey should be completed Within six(6) months ~f full 
implementation ofthat initiative. The survey may be either written or telephonic and may 
have focus groups conducted in concert with their administration. ..~ 

• 	 As the data from the nationwide C&P veterans sUrvey are compiled and- the re~orts 
developed, the design ofa Customer satisfaction . index will be pursued using the 
information in that survey as,~ guideline~r deVeIoping,the appropriate variables, l' 

il:[ 
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• As the data from the "ONE VA Employee Survey" becomes available, the design for the 
employee sati!;faction index wilt be pursued. 
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APPENI)IX A. CUSTOMERIEMPLOYEE SATISFACTION 


DE NOVO SURVEY 


A.I Background 

The de novo survey was developed by the Business Process Reengineering .. Customer Employee 
Satisfaction Team to· assiSt in evaluating the concept of the ORO position proposed as a part of 
the "Reengineering Claims Processing" report of December, 1996. Copies of the survey, along 
with a brief explanation of the post decision review process, were submitted to each of the four 
Area Office's for distriblltion to all RO's within their jurisdictio~. Hearing Officers and two 
Senior Rating Spechwsts iTom 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 determille where the extra survey came iTom). Therefore, we are showing a 100010· 
response rate. 

Of the 119 surveys sent ~o the various Service Officers, 89 were completed and tabulated for a 
75% response rate. 

The fonowing 9 offices were recently selected to serve as lab sites for this "difference of opinion" 
or fide noVo" concept and these,offices results while included in the overall Regional Office (RO) 
survey results, haVI~ 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 \\ 
II 

The following is a detailed analysis of each question with the number of resporlses per 
question and percentage rate. Remarks from survey participants are attached at the concl4sion of 
all ofthe survey questions. 

1. There wiD be fewer notices ofdisagreement: 

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'~Know 
Did not complete 

2. There will be fewer appeals: 

All Regional Offices: 

Strongly Disagree or Disagree 
Agreed or Strongly Agreed 
Neutral 
Don't Know 
Did not complete 

II 

il 

96 51.6% 

75 40.3 

15 8.0 
10 

2 


11 28.9 

19 50.0 

8 21.0 

1 

2 


37 42.5 
.: 40 46.0 

10 11.5 
2 
o 

52 27.3 

121 63.6 


17 8.9 
7 
1 

. . .".... ".,. - .. Junt 1997" 
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Lab Sites: 

Stroni~ly Disagree or Disagree 
Agreed or Strongly Agreed 
Neutrial 
Don't Know 
Did n4)t complete 

Service OrgBlllizati9ns: 

Strongly Disagree or Disagree 
Agre(ld or ~trongly Agreed 
Neutral 
Don't Know 
Did not complete 

3. There wiJllNl fewer bearings: 

AU Regional Offices: 

Strongly Disagree or Disagree 
Agreed or Strongly Agreed 
Neutral : 
Don'tKndw 
Did rIot cOmplete 

Lab Sites: 

StroIlgly Disagree or Disagree 
Agreed or Strongly Agreed 
Neutral 
'. I 


Don"tKnow 
Did lnot complete 

Service Organizations: 

Strongly Disagree or Disagree 

Agrc~ or Strongly Agreed 

Neutral 

I 


Don.'tKn9w 

Did not cOmplete 


8 

27 


3 

3 

o 


21 

56 

9 

3 

o 

52 

106 

24 

12 

4 


7 

19 

11 

3 

1 


23 

49 

Il 

3 

1 


21.0 
71.0 
7.8 

24.4 
65.1 
10.4 

28.5 
58.2 
13.1 

18.9 
51.3 
29.7 

27.0 
57.6 
15.2 
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!I 
:1 

II
I, 


II 

il 

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 

7 
168 

13 
10 
o 

o 
36 
3 
2 
o 

3 
66 
16 
3 
1 

3.7 
89.4 

6.9 

o 
92.3 

7.7 

3.5 
76.6 
18.8 

:1 

1\ 

il
I: 

!I
I, 

'I5. Claimants will believe that their claims are more fairly evaluated: Ii 

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 
1 

5 
23 
10 
3 
o 

13.5 
65.9 
20.5 

13.2 
60.5 
26.3 

'I1,
'I 

II 
'I 

:1 
I, 
i' 

'I 
1\ 

\ 
I 
i 
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Service Organizations: 

StroniJly Di'sagree or Disagree 8 
Agreed or Strongly Agreed 57 
Neutr.aI 21 
Don't Know 3 
Did not complete o 

9.3 
66.3 
24.4 

6. This wUl mafte decision making at the regional offices less adversarial between the 
claimant and the V.A.: 

All Regional Offices: 
i 

Strongly Disagree or Disagree 
Agreed or Strongly Agreed 
Neutral 
Don't Know 
Did not complete 

Lab Sites: 

Strongly Disagree'or Disagree 
Agrec'~ or Strongly Agreed 
Neuttal 
Don't Know 
Did Illot complete 

Service Orgslllizations: 

Strongly Disagree or Disagree 
Agreed or 'Strongly Agreed 
Neutral 
Don't Know 
Did not complete 

54 29.3 
87 46.5 
43 23.3 
14 
o 

10 27 
19 51 
8 21.6 
4 
o 

22 27.8 
40 50.6 
17 21.5 
10 
o 

7. Decision Re1view Officers will grant benefits more often than at present: 

All Regional Offices: 

Strongly Disagree or Disagree 
Agrc;:ed or Strongly Agreed 
Neutral 
Don'tKn9w 
Did :not complete 

35 19.3 
122 67.4 
24 13.2 
15 
2 
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11 

11 

:\ 
1 
! 

;\ 

Lab Sites: II 

il 
Strongly Disagree or Disagree 
Agreed or Strongly Agreed 

4 
23 

12.5 
71.8 

,I'I 

! 

Neutral 
Don't Know 
Did not complete 

5 
9 
o 

15.6 11 

il 
:1 
I, 

I 
Service Organizations: 'I 

I 

Strongly Disagree or Disagree 16 22.2 II 
Agreed or Strongly Agreed 34 47.2 , 

I
Neutral 22 30.5 , 

Don't Know 17 
Did not complete o i 

il 
\1 
I 

8. Final regional oW"", decisions will more dosely .....mbl. "BV A thinking" on Jines: 
. II 

:1 

All Regional Offices: 
\1 

Strongly Disagree or Disagree 58 35.1 
Agreed or Strongly Agreed 69 '41.8 
Neutral 38 23.0 \ 

I f 

Don't Know 30 I
Did not complete 3 ! 

ILab Sites: 

Strongly Disagree or Disagree 13 37.1 :1 

Agreed or Strongly Agreed 
Neutral 
Don't Know 
Did not complete 

16 
6 
6 
o 

45.7 
17.1 

Service Organizations: 

Strongly Disagree or Disagree 
Agreed or Strongly Agreed 
Neutral 
Don't Know 
Did not complete 

25 
28 
22 
12 
2 

33.3 
37.3 
29.3 

A-:6 JunJ 1997 
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9. There will be fewer remands from BV A: 

All Regional Offices: 

Strongly Disagree or Disagree 
Agreed or Strongly Agreed 
Neutr,w 
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 
Agrec=d or ~trongly Agreed 
Neub'al 
Don'lt Know 
Did n.ot complete 

63 34.4 
96 52.4 
24 13.1 
13 
2 

11 31.4 
19 54.2 . 

5 14.2 
5 
1 

11 13.2 
62 74.6 
10 12.0 
5· 
1 

10. There wiD be a decrease in the average length of time for a claim to proceed from 
the initial alJplication to the final BV A decision. 

All Regional Offices: 

Strongly Pisagree 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:'tKnOw 
Did illot complete 

57 32.4 
84 47.7 
35 19.9 
18 
4 

10 29.4 
17 50 
7 20.6 
4 
3 
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:l 
" 

1[Service Organfzations: 	
11 

II 
Strongly Disagree or Disagree 26 32.1 
Agreed or Strongly Agreed 41 50.6 ;1 

iNeutral 14 17.3 	 I 

IDon't Know 7 , 

Did not complete 1 I 
1 
I'111. Fewer Decision Review Officers will be needed: 
n 
,1

All Regional Offices: 	 I 

Strongly Disagree or Disagree . 129 80.1 I 
Agreed or Strongly Agreed 7 4.3 	 H 

'1Neutral 25 15.5 	 11
!Don't Know 34 

Did not complete 3 '1 
III 
'1 

Lab Sites: 

Strongly Disagree or Disagree 31 91.2 
Agreed or Strongly Agreed o o 
Neutral 3 8.8 
Don't Know 7 
Did not complete o 

Service Organizations: 

Strongly Disagree or Disagree 44 71.0 
Agreed or Strongly Agreed 2 3 2 

I 
I 
I· 

" 

I 
I 
I, 

Neutral 16 25:8 i\ 
Don't Know 24 Ii 
Did not complete 3 :1 

12. The relationship wlll improve between Decision Review Officer and the RatiJg
I 

Specialist: 	 : 
! 

All Regional Offices: 

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 
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Lab Sites: 

Stron~;ly Disagree or Disagree 
Agreed or Strongly Agreed 
Neutntl 
Don't Know 
Did not complete 

15 
3 

14 
8 
1 

46.9 
9.4 

43.8 

Service Organizations: ' 

Stron!~y Disagree or Disagree 
Agreed or Strongly Agreed 
Neutral 
Don't Know 
Did nc)t complete 

27 
13 
29 
13 
7 

39.1 
18.8 
42.0 

" Using this concept, 'what percentage of notices of disagreement will result in granted claims 
solely on the basis of "difference of opinion" % 

All Regional Offices: Average - 22% 


Lab Sites: A'verage - 13% 


Services Orgimizations: Average - 20% 
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APPENDIX B. DIVISION MERGING FOCUS GROUPS 

Houston, Texas 

March 10-11, 1997 


The Custom1erlEniployee Satisfaction Team was chartered to solicit the views of 
employees regarding the, merging of the Adjudication Division and the Veterans Services 
Division. The How.10n 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 ofthe 
CustomerlEmployee 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, Ratirig Specialists and mail & file 
clerks. The grades rimged from OS-3 to OS-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 received fr()m all: four sessions. 

The focus groups were conducted by a team consisting of Stephanie Kron, SRA, 
Facilitator; lack Froi;t, and Tricia Moore, both of VA Central Office, SooDe. The following are, 
the questions that WClre asked and a synopsis ofthe feedback. . 

.1. 	 What is youfr level ofsatisfilction with the current divisional organization? . , . . 

The overwhelming response from· employees mq;ressed dissatisfaction with the 
current divisional organization. The employees felt that goals were unclear, the stress level 
was very hig~ change that was occurring led to confusion and low morale with an 
increased ex)ectation level ofpressure to produce. The·employees feh inadequate due to 
poor training and an overall fear of the unknown. They felt that currently the structure 
was poor, buck passing, with aheavy workload and not conducive to veterans. 

. However, ~hose who were currently satisfied were some of the newer employees 
who were ojpen to change. Some were comfortable in there jobs and. if they were to 
continue, theiy would be pleased. Some thought that the specialization was better because 
they could thcus ~d master the tasks. Although one stated that specialization does not 
allow for a vvell rounded employee. Another employee stated, "too many layers, and it is 
time for cWlge." : 

2. 	 What is your undentanding of the AdjudicationiVeterans Services Division 
Merger? 

Ove~all, the participants felt the merge was unclear, with no real definition, lack of 
clarity, with doub,ts 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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I

II 
would be a jack of all trades. Some employees were concerned that it would ndt be an 
actual merge, "just movement of bodies. II Most employees had little knowledg~ of the 
merge and were not clear what would be expected of them. II 

I 
I 

3. Wbat potential positive results are there in merging? i 
I 

I 
J 

The employees felt that they would all be striving for a common goal, arl<t there 
would be an increase in customer satisfaction with greater personal satisfactiorl. The 
merge would add variety to the workplace with a potential for promotion. They W:?uld be 
learning and sharing knowledge which might ease the fiustration of the two divisions, as 
well as, the collective training that could result in an enhanced self-worth. The~ felt it 
would decrease the claims processing time, thus improving service to veteranS. The 
merge might also ease the historical tensions between the two divisions and would:igreatly 

. increase their understanding of each others responsibilities. i[ 

4, What potentiA1 negative results are there in merging? II 

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 on:!claims 
processing. This could impact on both the timeliness and quality of their decisions!.l They 
also felt that the training process must allow time for acclimation. They stat¢<! that 

peoples resistance :0 ~bange could h,e an inhibitor, , .. , .. ~ 
For the adjudicators, speaking to the veteran may, inhibIt' therr ability to work 

cases. Because they anticipate more distractions and less "quiet time," they wOuldi\not be 
able to work cases as thoroughly and quickly. They also stated some se~e of 
apprehension at the potential ofbeing threatened having to actually interact with vetbrans. 

I 
S. What positive results are there in merging for customers? I 
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7. In your opiniion, what would hinder .the merge? 

The views expressed by the employees include lack of: management support, 
equipment, fbnds" adequate training, knowledge of the merger, and information 
dissemination. In ,addition, they also indicated a further hindrance would be employee 
resistance to c:hange and not having a fully communicated detailed plan. . 

8. ID 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 detiuled plan must be developed, training should be administered, equipment 
procured andl installed, and open communications must occur. 

9. What type or training is necessary for merging? 

The '~mployees felt a need for standard, timely, continual, quality training. 
Specifically, they mentioned: one-on-qne, mentoring, role-playing, hands on, and team 

( training.' Th;ey feel training should be available to all employees and" not discriminately 
offered.. 

In th4~ opinion Qf" the" VBes, they indicated a need for clmms development and 
processing ttaiiting to include the very basics. From the VCR perspective, they indicat~ a 
need for croiJS-training on all other business lines" and refining their sOft skills to assist in 
dealing with the public. " 

They also relt that once the training program had been implemented, there should 
be a way tc, evaluate and validate the training.. In addition, they indicated needing 
adequate absorption time to ensure a thorough imderstarlding ofthe material. 

10. What type fllftraining will you need? 

The ~mtployees 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 mdning; 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 oln what not to do; specifically the example highlighted was the reader focused 
writing proj~:ct having been initiated with great fanfare, but later ignored with little follow­
through. 

June 1997 " 
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11. What would you consider an acceptable or'an appropriate method to detenri,ine skill 
level once the two. positions (VBCNCE) have been combined? II 

\1 

The debate that followed this question indicated some fairly strong opinions which 
were in opposition to one another; i.e., team and/or peer reviews, testing, role,\ playing 
interviews, performance quotas, self-evaluations, SQC, random sampling and dllstomer 
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 abili~. 

12. What one recommendation would you suggest to facHitate merging? 1 
'I, 

, 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 mergeh" The 
following is a list of the answers received: 11 

I 
• Proper, quick and complete communication; 

• People need to be well trained; 

• Have the necessary equipment ready; 

• Develop a timeline, plan and goals; 
11 

Ii .,• Attempt to ensure minimal disruption ofon-goi~ work pro~ II 
I 

• . Treat employees with. respe\:t and have patience with the human condition; rd 
• Just do it. i 

Seattle, Washington 

March 12-13, 1997 


I 
II 

The CustomerlEmployee Satisfaction Team was chartered to solicit. the vi~ws of 
employees regarding the merging of the Adjudication Division and the veterans g'ervices 
Division. The Seattle RO was selected as a merged station. A standard series of questiorls were 
presented to the employees. The questions were derived from the members iff the 
CustomerlEmployee Satisfaction Team, the HR Team and the Training Team. Each eri;lployee 
group consisted of 10 employees. The employment background of these employees were,iRating 
Specialists, Veterans Customer Representatives and Veterans Benefits Counselors: 'fhe;'grades 
ranged from OS-5 to OS-12. There were four sessions, each two to two and one half hours in 
length and held during a two day period. This report is a compilation of the feedback rbved 
from all four sessions. ' 11 

II 

ilI, 
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. 	 ' 

The focus gJ~oups: were conducted by a team consisting of Stephanie Kron, SRA, 
Facilitator, Jack Frost, an~ Tricia Moore, both of VA Central Office, Scribe. The following are 
the questions that were asked and a synopsis ofthe 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 plannilng, Le., equipment, goals, Jeadership and work environment. Thus the 
employees fellt frustrated, stressed, overwhelmed and distracted. Also, the loss of top 
management lmd an inconstant direction has left the employees feeling abandoned. 

2. 	 What is yCllur ~ndentanding of the :AdjudicationNeterans Services Division 
Merger? 

The employees understand the service center concept which they were informed 
ot: but it is nClt 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 als.o expressed the merge would provide better service to veterans, however the. 
tools and equipment were not available, thus impeding the merge. 

3.' 	What posithre res~lts are there in merging? 
", 

The clverall positive result of the merged.divisions is the respect employees have 
for each othc,rs jobs and improved employee interaction. . Some of the teams members 
stated they are able to exchange more information and enjoy working in ~ variety ofareas. 
Another posiitive aSpect was employee empowerment and possible promotion. 

4. 	 What negati.ve results are there in merging? 

There: were numerous negative results expressed by the employees. Specific 
examples noted were increased noise leve~' increased interruptions and overall chaos 
among the ((:ams.. 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 ~ot allow an adequate amount of train.ing or allot enough time for such 
training. :' 	 . 

5. 	 What positi've results are there in merging for customers? 

The c:mployees standard response was the ability to speak directly to the veteran 
and explain 1the 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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, :1 ' 

They also had a sense the customers were pleased to get an answer quickly kd the 
employees felt they were making a difference. ~ 

6. What negative results are there in merging for customers? 
II 

, 1 

The unanimous response was the lack oftraining provided to the employeesl which 
would ultimately produce inaccurate and poor information to the veteran. Another 

,perceived negative result was that the veterans who make frequent contact i~eceive 
preferential treatment over those who are patient. The overall sentiment by the ;lgroupS 
was ''the squeaky wheel gets the grease." I 

7. In your opinion, what hindered the merge? 
i 
I 

- The employees felt the number one issue that had hindered the merge was :lack of 
training. Other predominate' themes included inadequate tools, unrealistic gdals-all 
production oriented, and no support from management. I 

8. In your opinion, what helped the merge? 

The responses provided did not address the issue of' what had helped in their 
. ·1 

merge, rather what would help in future merging. Among the suggestions providea were 
an employee mentoring program. As described, this would allow accessible, on4n-one­
training between peers throughout the day. However, management must modify the 
production goals during the transition period. Another suggestion from the grotip, was 
for management to, "sell the vision then sell the program." " 

9. What type of training is necessary for merging? 
, I 

The need for training was stressed throughout the sessions. However;I some 
specific examples of training necessary for merging include a combination of iformal 
classroom, mentoring, computer and on-the-job training. They stated the Iformal 
classroom training should not be limited to just "book" training but also include h4ds-on 
computer training utilizing case simulation. The employees also expressed a need for a 
formal VSR training syllabus to be developed to assist with the necessary developtftent of 
a well rounded' VSR They also felt any training program that is administered n~s to 
have an evaluation to ensure its quality. I 

As stated above more one-on-one training seems to be the most beneficial:,to the 
employees. They also expressed that some ofthe mandated training was not very effective 
because at times the employees knew more than the trainers. They also seem to th$k that 
getting back to the basics is a necessity. 1 

i 
!I 
I 
1 
\ 
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10. What would you consider an acceptable or an appropriate method to determine skill 
level once the two positions (VBCIVCE) have been combined? 

The participants 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 cai;es, meetings with the coaches/supervisors and'monitoring telephone calls. 
They also expressed that whichever type of certification would be determined, make sure 
structured gt'lidelines 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. 

II. What ODe recom~endation 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 merger?" The 
following is 8. list ofthe answers received: . 

• Be prepared with equipment and money; 

• Do a lot of thinking before doing. Plan; 

• Train the people first; 

• . Show seriqu~ s~de ~d coinlnitment by management; 

• Standlardization oftraining; 

• Give us back unit chiefs and take away the coaches; 

• Provide stress management; and 

• Embrace. 

Waco, Texas 

March 13-14,1997 


The CustomerlEmployee Satisfaction' Team was chartered to solicit the views of 
employees regarding the merging of the Adjudication Division and the Veterans Services 
Division. The Waex> RO was selected as a non-merged station. A standard series of questions 
were presented to the employees and were derived from the members ofthe CustomerlEmployee 
Satisfaction Team, the HR Team and the Training Team. Each group consisted of 10-12 
individuals who arc~ employed as Veterans Benefits Counselors, Veterans Claims Examiners, 
Rating Specialists, Cleri~ support or File Clerks. The grades ranged from OS-3 to OS-12. 
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There were four sessions, each 2 hours in length and held during a two day period. This j~port is 
a compilation ofthe feedback received from all four sessions. \1 

1\
I, 

The focus groups were conducted by Ms. Janis Wood, Facilitator, from the Phoenix 
VARO and Ms. Barbara Sheridan, Scribe, from the Waco VARO.. The participants were i~ven a 
brief introduction of how a focus group is conducted, ground rules and the purpose: I of the 
sessions. The following are the questions that were asked and a synopsis ofthe feedback.• ' 

, 	 • ;1 

1. 	 What is your level ofsatisfaction with your current divisional organization? II 

Overall, employees were fairly satisfied with their current organizational stt!ucture. 
However, most felt that there was still a great deal of room for improvement. COncerns 
centered around morale issues due to lack of communication, excessive wJirkload, 
inadequate training, insufficient employee· recognition and continuous ctuufges in 

. processing procedures by management. The majority of employees who commented on 
the recently initiated team concept felt that it would bellS a positive change and of:lbenefit 

to our wstomers. . ' II. 
2. What is your understanding ofAdjudicationN eterans Services Division merg~r? 

Ii 
Most participants felt that the merger was combining the Adjudication and 

Veterans Services Division into one unit that would work together as a whole and provide' 
"one-stop-shop" or case· management service for the veteran. Employees exPressed 
concerns that the idea was not completely thought out and questioned how backlogs 
would be handled, lack ofpersonnel to provide the one-on-one service while still riteet.ing 
production and inadequate technology. Most employees felt they had been giv~n little 
information about the whole concept but that the intent was to provide better~1 faster 
service to the veteran. 1\ 

II 
3. What potential positive results are there in merging: 	 il

I 
- for yourself ,! 
- for employees I 

- concerns/fears? 
II 
II 

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 yeteran 
and a possible increase in grade. In addition to the items employees mentidped as 
positives for themselves; for other employees, they anticipated a more well-rounded 
knowledge of the VA and the entire claims process, enhanced communication b~tween 
employees and an overall increase in niorale. Concerns and fears expressed ~cluded 
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 $at the 
merge will not last. .:. !I 

. 	 .. \1 

ii 
I' 
I! 
11 

B-8 	 June 
!; 

1997 
II 
I: 
'j 



CUSTOMER AND EMPLOYEE SA 71SFAC710N TEAM REPORT 


4. 


S. 

6. 

7. 

8. 

What potential nemative results are there in merging: 
- for yourSelf 
- for empl~yees 
- concerns/fears? 

A common thread. throughout all of the focus groups were, concerns expressed 
regarding job retePtion, increases in backlogs and stress and personal safety. Overall 
feeling that ifnecessary training and enhanced technology are not provided during merger, 
claims proce:ssing ,will be delayed and information provided to our customers· will be 
inaccurate. I»articlpants expressed doubts that management will provide the time needed 
for the merg~: to be successful or that if the merge does not prove successful that changes 
will be allowc~. . 

I 
I 

What posithre res,ults are tbere ill merging for'customers? 

Empl-lYees consistently stated that the positive results for customers could be an 
increase in tiineliness and the ability to deal directly with a V A employee who can handle 
their claim/questions, 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 basis. 

Wbat negative results are tbere ill merging for customers? 

. The nega~ye ~p~ expr~ssed. for ~e customer were: ,initial decr~ in 
timeliness dUle to employee learning curve, erroneous or incomplete' infoi1ri8.tion given, 
inconsistent handling of cases and concerns that customers who continually Contact the 
office wiU receive preferential treatment. There was also some discussion that the 
veterans maY' incuJ;" costs to obtain material needed to expedite their cases, such'as medical 
evidence, which did not occur in the past. ' 

, 
In your opitlion what will binder tbe merge? 

Parti-~pants stated the biggest obstacles would be lack of training, poor or 
insufficient I)lanning, employee's resistance to change, unrealistic goals/expectations by 
management, ina9equate equipment (especially telepho~e), computer technology and 
physical spa(~. 

In your opiilion ",hat wUl belp the merge? 

Emplloyees consistently noted the need for in-depth training, proper planning for 
the merge a:nd 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 reguiatiilns surrounding compensation and pension. w~)Uld be required to successfully 
merge the two divisions without hiring additional personnel. Increased and consistent 
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tI 
communication from Central Office/management was also needed for employees to retain 
a positive attitude. (I 

9. What type of training is necessary for merging? 	 1\ 

Adequate, consistent and in-deptb training was stressed by the Partici~ants in 
response to not only this but nearly all of the questions during these focus group ~essions. 
Specific training desired was: cross-training in all aspects of the V A but m~nly the 
AdjudicationlVeterans Services Division functions, communication/personal m.terview 
techniques, basic and advanced computer skills, stress management, crisis inte&ention, 

···basic customer service, typing and VAjargon. 	 II 

The participants also felt that the training should be delivered through a v~ety of 
.methods including on-the-job, video, computer, reference manuals or handbooks ~ that 
sufficient time must be given for employees to receive this training. il 

10. What would you consider an acceptable/appropriate method to determine s~ level 
once the two positions (VBCNCE) have been combined? II 

. 	 I· 
. 	 I 

Employees indicated that there were a variety of methods they could r~mmend 
to assess achievement levels including evaluation against performance standards,!1 quality 
assurance, supervisory observation, customer feedback, peer review, atten<J4nce at" 
training or some combination· of these. Although no one of these had un4nimous 
approval, . the most often mentioned was supervisory review· of quality and II overall 
production. There were. Concerns expressed that whoever the evaluator might be" that 
there are assurances they have adequate subject matter knowledge II 

. 	 '\1 
i 

II. What would you recommend to facilitate merging? 

Participants felt that effective planning, communication, training and time Jere the 
most important elements to ensure a successful merger. Other recommendations m'hluded: 

II 

:1 

• Establishment ofa master computer program. 
I'\ 
Ij

• Adequate telephone equip[Qent. 
\\,: 
I• Buddy or mentoring program. 	
I 

" 
II• 	 Designated trainers. Ii 
i 

• Involve Service Organizations. 
:1 
I: 

• Inform our customers ofthe merger. 	 :1 

• Patience,· 
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CUSTOMER AND EMPLOYEE SA l1SFAC110N TEAM REPORT 

Oakland, CA 

March 17-18, 1997 


The CustomerlEmployee Satisfaction. Team was chartered to solicit the views of 
employees regarding the merging of the Adjudication Division and the Veterans Services 
Division. The Oakland RO was selected as the second non-merged station. A standard series of 
12 questions were PR:sented to the employees. The questions were derived from the members of 
the CustomerlEmployee Satisfaction Team, the HR Team and the Training Team. Each employee 
group consisted ofeit,ht to ten employees. The employment background ofthese 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 during a two day period. This report is a compilation of the feedback 
received from aU 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 following are the questions that 
were asked and a synopsis bfthe feedback. ' 

1. 	 What is your level ofsatisfaction with the current divisional organization? 

The overall response. from the employees was satisfaction with the current 
organizJltionaJ structure. A new employee stated that. they liked everything.about their 
job. Many 6~li the curretlt·oCganization allowed them to enhance. their specialization. . 
which in tum :allowed them to serve their customers well. . " ,,' . 

A few employees stated some dissatisfaction dueto pressure to produce which led 
to additional lrtress: And. some of the fiustration expressed was attributed to the drawn 
out process of waiting for additional information required to process the claim, which 
could be rectiJcred by speaking directly to the veteran. 

2. 	 What is your understanding of the AdjudicationNeterans Services Division 
Merger? 

The oyerwhelming response from the employees was lack of understanding. They 
had a very va.gue 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 rniser8bly. They hoped this merger would have a definite, well thOUght out 
plan and would no~ be a repeat ofthe previous. 
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3. What potential positive results are there in merging? \1 

11 
II
!, 

The potential positive results employees stated were potential grade increase, 
better understanding of each others position, and potential of eliminating dupli8ation of 
efforts and steps in the process. Another potential positive aspect that was expre~sed was 

II 

the ability to work a case from beginning to end, which would lead to better satisfaction 
for themselves and the customer. ii 

4. What potential negative results are there in merging? !\ 
11
.' 

Overall, the participants thought the potential negative impact for ~elves 
would be additional pressure and stress to produce while going through the t~sition 

period. II 

They also expressed concern with the hiring freeze and that the deCrease in 
resources would lead to more work for themselves, with no alteration of the pr&duction 
numbers. Also, they expressed concern that the appropriate tools would not be prbvided. 

. . . .~ 

Some of the adjudicators stated they would prefer not to be on the pho~. They 
also thought that if they were to speak to the veterans directly, they may lose ti~e rating 
cases, which would impact their level of production. Constant interruptio~ would 
negatively impact the quality ofthe cases as well as cause delays in processing. : 

S. What pot~ntial positive 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,:iand the 
customer would have direct contact with the decision makers. jl 

6. What potential negative results are there in merging for customers? 
Ii

II 
: 

The employees expressed the increase in telephone calls would a,urumsh 
production, which would result in additional backlog ofcustomer cases. In the op;~on of 
the employees, the customers that repeatedly call and visit the office would :,!Ireceive 
preferential treatment, and those who were patient would suffer. i 

I,.' 
7. In your opinlon, what would hinder the merge? III 

il
I 

The employees felt that some of the hindrances would be lack of: management 
support, equipment, training, and communication. They also stated the understarlding of 
human nature's resistance to change, which they felt would be a large hindran, to the 
merger. \i 

!I 
il 
!l 
!I 
i 
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8. In your opinion, what would help the merge? . 

The fI~sponses to this question included, a strong commi,tment 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. 

9. 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 OIUY as' good as the mentor. Training that is administer~ 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 re:feren~ materials readily available and easy to comprehend. 

. )0. What wouldl you consider an acceptable or an appropriate method to determine skill. 
level once tbe two positions (VBCNCE) have been combined? 

: . 

The· responses received were for testing, peer review, quality assurance and 
customer satisfaction. However,' the participants expressed both' positive and negatives 
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 th" r~ty 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. 
Nevertheles!" the majority stated that one method would not appropriately determine their 
knowledge and skill leveL 

11. What one riecommendation would you suggest to facilitate merging? 

The following are in response to the hypothetical question, " If you could suggest 
one item to the U,ndersecretary ofBenefits, --to help in a merging situation, what would it 
be?" 

• Total commitment from management. 

• Open communication and provide details. 

• Havl~ a definite timeline, and include changes when' needed. 

• Guarantee proper training. 
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• Take pressure off while in training. 

• Employees are customers also. Get involved with the employees. 
:1 

• Don't just look at numbers, look and listen to the employees. 

• Just go for it. 

l 

:i 

il 
",. 
i 

1 

1\ 
11 
11
I., 
I 
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APPENDIX C. CUSTOMER AND EMPLOYEE SATISFACTION TEAM. 


Jack Ross!1 Team Leader 

Sandy Epps 

Iack Frost 

Lynn Heitman 

Tricia Moore 

Barabar Sheridan 

MarkWinn 

Ianis Wood 

Stephanie Kron 

VARO Cleveland 

VARO Albuquerque· 

VACO. VSPS 

VACO, CFO staff 

VACOHRM 

Union Rep, V ARO Waco 

DAV 

VARO Phoenix 

SRA 
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