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SUBJ: TRIP Implementation





1.   On March 24, 2000, the C&P Service released Fast Letter 00-24 announcing the availability of the TRIP Level 1 training package. The purpose of this letter is to provide all regional offices with guidance on implementing TRIP- Level 1 training.





2.  Regional offices should begin discussions with their Service Organization partners immediately to establish a training plan.  Regional offices can only offer this training as it is not  mandatory.  Service organizations cannot be forced to participate in TRIP.  Please provide a copy of your plan to your Office of Field Operations analyst by COB 5/2400.  Stations should develop their training plan and schedule based on available resources and current workload situation.  Your plan should include, but is not limited to:





Date you plan to begin training.


How you plan on administering the 31 hours of training? (1 day a week?  Every Monday? all 31 hours in one week?). 


How many FTE do you anticipate dedicating to the training?


Where you plan on holding the training?


The name and position of your TRIP Coordinator.


Which Service Organizations have expressed interest in receiving the training from your station?.


How many Service Officers do you anticipate training for level 1?


Any assistance you will need from OFO or C&P in administering the training.





3.  Each regional office should also keep an accurate account of the number of man hours expended administering level 1 training. 





4.  During the week of May 15, 2000,  the C&P Service will be sending each regional office a hard copy of the TRIP Training Package.  Regional offices are responsible for the duplication of this package to support their training.





5.  In addition to providing training at your regional office, each station is encouraged to solicit interest in regionalized training at the Baltimore Training Academy for any of their service partners.  Based on interest in this approach, regionalized training for large groups will made available throughout the year. There are two sessions currently 
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scheduled: September 5 through September 9, 2000 and November 13 through November 17, 2000.  Each session can accommodate 80 participants.  Service


organizations will be expected to fund their own travel expenses if they choose to take advantage of this training approach.  Training at the academy will be facilitated by a team comprised of C&P Service employees and field employees.  Travel for field employees will be funded by  the C&P Service and OFO.





6.  A third avenue of training that should be made known to your service partners is the certification of designated service officers to conduct training sessions for their respective organizations.  This “train the trainer”  approach will work as follows: Once a service officer successfully completes a Level of training, he or she can be recommended by the parent organization as an instructor.  VBA would retain jurisdiction over the post-testing and certification process. 





7.  As your regional office begins to implement level 1 training, your TRIP coordinator should establish and maintain an excel spreadsheet that contains the participants name, mailing address, organization, all individual lesson scores and the participant’s overall score.  A TRIP training report format will be provided to your regional office in the near future. Once received , this report should be used to maintain and forward results to  OFO and the C&P Service.  VACO will maintain a central database containing all test results.





8.  Attached is document prepared by the C&P Service and OFO addressing some of the most frequently asked questions regarding TRIP.  We hope this document will  clarify some of the field’s questions.  Future documents addressing common issues and questions are planned as the TRIP initiative progresses.





Please refer any questions you may have regarding the training materials to the C&P Service (VAVBAWAS/CO/TRIP). Any questions you have regarding the implementation of this training or the reporting requirements should be directed to Charlie Woolford (202-273-6468) or Jon Skelly (202-273-7225) in the Office of Field Operations.








/s/


 


							


Patrick Nappi					


 Deputy Under Secretary For Operations 				
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TRIP IMPLEMENTATION





Introduction





1) What does TRIP stand for?





TRIP stands for Training, Responsibility, Involvement and Preparation of Claims.





2) What defines a TRIP claim?  End Product? VITAL or non-VITAL issue?





Any claim from a participating representative can be processed under the TRIP program regardless of end product, VITAL issue, or type of claim.





Establishing the Program





1) How do I establish TRIP in my office?





TRIP is a partnership between VA and the service organizations.  Your Director, VSCM and others concerned should meet with the supervisors of all service organizations affiliated with your office.  





2) What does TRIP offer to VA’s service partners?





Representatives will gain enhanced service to their claimants.  ROs and representatives will witness improvements in accuracy, efficiency, and timeliness of claims processing.





Participants





1) Who can attend?





Any accredited representative who desires TRIP Training. Secretaries or other service organization support who are not accredited may attend the training at the discretion of the regional office, but cannot become certified.





2) Can I add another accredited representatives even though that representative was not selected by their organization to attend?





VA does not have a problem with additional participants.  The issue of selection for participation is an internal organizational issue which needs to be addressed by each RO and service organization.
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Workflow Issues





1) Does a special team handle TRIP claims in a VARO?





RO management will decide how the workload and workflow will be established at the local level.





2) What happens if we haven’t merged and don’t have teams?





TRIP training does not require teams.  Training will occur regardless of the structure of the RO, although it is anticipated that most ROs will be in a case management environment by the end of calendar year 2000.





3) Does TRIP supersede PARDS, SOAR, or any other established RO programs?





TRIP will eventually replace all similar RO programs.  Local programs should be continued until completion of Level One of the TRIP initiative. 





4) How does a station convert from a RO program to TRIP?





 Regional offices must implement TRIP training.  The workflow procedure will be determined by the RO and the service organization.  Service to veterans should not be allowed to suffer during the changeover.





5) What happens if TRIP efforts adversely affect workload or workflow?





RO management will address this issue within their respective Service Delivery Network.  Ultimately, with resources currently used to develop claims being free to make decisions, TRIP should impact positively on workload. 





6) Can TRIP cases be part of brokered work?





There is no prohibition against brokering TRIP cases.





Claims Issues





1) Do TRIP claims need special identification such as colored cover sheets?





The RO will determine such workflow mechanisms.  It would seem beneficial to identify the development that has taken place by the representative in order to minimize duplicate efforts.  Certain development, such as requests for service medical records and physical examinations, will remain the responsibility of the VA following Level One training.
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2) Do TRIP claims have to be ready-to-rate claims?





No.  TRIP claims should be fully developed claims to the extent that a  service organization representative can develop the claim.  Some claims may require additional RO action.  The closer local staffs work with the service organization representatives, the better the product and the less additional work required.  Communication and cooperation between the service organization personnel and VA RO personnel are essential to the success of the initiative.





3) What happens if a claimant changes the POA in the middle of a TRIP  claim?





The claim will have been developed from the onset.  A change in POA will not affect the outcome of a decision.





4) Is there a percentage of claims that have to be submitted as TRIP claims in a particular office?





No.  However,  VA hopes that TRIP claims will become the majority of claims received.





5) Who handles follow-up actions when screening cases?  Does this depend on who initiated the development?





Any necessary development will either be handled by RO personnel or Service organization representatives.  RO personnel will most likely perform this duty based on generated Work- In-Process lists.  However, it is not unreasonable to expect that such follow-up could be undertaken by Service organization representatives.  Remember that development actions undertaken by Service organization representatives does not relieve VA from its statutory duty to assist.





6) How long can a VSO hold onto a claim?





A  service organization representative should not be holding onto claims.  The TRIP Committee will review various local options and forward suggestions. 





7) Can a service organization representative who develops a TRIP claim represent the claimant on the claim in a subsequent process, such as in a Decision Review Officer (DRO) format or appeal?





Yes.  The function of service organization representative is to properly develop a claim for benefits so that the end result will be accurate and efficient service to the claimant.  A VSO under TRIP cannot administratively disallow or render a decision on any claim.  TRIP in no way affects the service organization representative’s advocacy for the veteran.
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8) Can TRIP claims be contract VA examination claims?





There is no prohibition to the type of examination requested or performed under TRIP.





9) Can VSOs hold claims after development?





No.  Service organization representatives must fully develop a claim upon receipt and forward to the RO.  Service organization representatives do not practice holding onto claims. 





10) Who has the date stamp?





All claims will be date stamped by the VA.  The VA date stamp establishes date of claim.





11) Will Service organization representatives use VA letterhead?





No.  Service organization representatives will not use VA letterhead.  





12) Will VSOs be given access to AMIE under TRIP?





Not at this time.  AMIE is a VHA system and access cannot be restricted by service organization POA.  Major reprogramming by VHA will be required to grant access to service organization representatives.  However, service organization representatives perform duties at the medical centers and can obtain medical information directly.





13) Will service organization representatives receive sensitive level access to VA systems?





No.





14) Who updates suspense dates if service organization representatives only have inquiry access following Level One training?





VA personnel.
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Training Coordinator Concerns





1) Will I get the backing of management and the cooperation of National Service Officers (Service organization representatives)?





Yes.  The Under Secretary for Benefits has instructed RO management to provide TRIP training to any accredited Service Organizations that request it.    Remember, regional offices can encourage participation, but can not force service organizations to participate.





2) Who handles RO personnel and service organization representative conflicts?





RO management will be apprised of any problems.  The Office of Field Operations needs to be informed of the problems that arise in order to brief the national organizations.





3) Can I train VSOs side by side with new VA hires such as Veterans Service Representative?





Yes.  When TRIP is fully implemented, all training will use the same materials.  It is intended that both groups can be trained at the same time.  Training classes which are comprised of both VA employees and VSOs will provide different perspectives which will be beneficial to the claims process.





4) How will we communicate with each other regarding the progress of TRIP?





Conference calls, satellite broadcasts, or e-mail.





5) Is TRIP designed for in-house or can regional office (RO) employees travel to remote areas?  Can training be set up at VA Medical Centers?  





TRIP Training was originally designed to be conducted at regional offices.  We hope to develop a methodology to train outbased VSOs at a later date.








Training Schedules and Class Size





1) Is there a time limit on the completion of TRIP training?





Not specifically.  However, the RO and participating service organizations must immediately begin to develop a plan and schedule for the implementation of TRIP training. This plan should be submitted to each stations OFO analyst by COB 5/19/00.
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2) Is there a limit to the amount of participants in a session held at my regional office?





No.  It is recommended that the class size be kept within the 10-15 range. 





3) What is the best training approach for Module 1 at my regional office?





Each participant should have their own computer to use during the training.  Naturally, this depend on your station’s training environment.





4) Do the lessons have to be taught in sequence?





Past experience has demonstrated that Benefits Delivery Network (BDN) System (Module 1, Lesson 1) and ARMS (Module 1, Lesson 3) should be taught first.  Lessons in the development section utilize BDN and ARMS.


Additionally, the first four lessons of Module 2 should be taught in order.





5) Can a service organization representative select individual lessons?





No.   A  service organization representative must attend all lessons.  





6) Can a  service organization representative “test out” of TRIP Training?





Yes.  The “test out” certification test is the regular certification test.  If the  service organization representative scores below 70 percent, the service organization representative must sit through the formal training.  This effort should be downplayed.      





Training Package





1) What does the TRIP Training Package consist of?





TRIP Training package has two modules: Module 1 for Computer Systems  and Module 2 for Core Development.





2) How many lessons are there?





There are five lessons in Module 1 and ten lessons in Module 2.





3) What if I find that the package needs to be updated with current laws or regulations?





Please e-mail your comments to the C&P Service’s TRIP MS Exchange Mailbox at VAVBAWAS/CO/TRIP.
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4) How long is the training curriculum?





Roughly 31 hours in length.





5) What happens if a service organization representative misses a lesson?





Conduct a remake of the lesson that fits your schedule as well as that of the service organization representative





Certification





1) What is certification?





A process whereby accredited TRIP partners who elect to receive training by VA and demonstrate gained knowledge are entrusted to share in the preparation of claims for veterans benefits and to use VA systems for that purpose.





2) When are the certification tests administered?





The certification tests should be administered after each lesson.





3) What is the score needed to become certified?





A participant must obtain a cumulative average of 70% or above.  Therefore, a participant does not have to pass every lesson in order to be certified.  





4) What proof do the participants receive that they are certified?





Each regional office will provide a certificate of certification for Level One of TRIP Training accompanied by a letter to each successful participant.  The letter can cite the overall score and the lesson(s) in which the participant scored below 70 percent.





5) What happens to those participants who scored below 70 percent?





The participant will receive a notification letter regarding the score and the option to retake the training when it is next offered by the regional office. The participant will be afforded an opening in the next TRIP session held at the RO to retake the training.  A participant may only retake the training one time. 
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6) What are benchmarks and reviews?





A benchmark is a tool used to judge the level of knowledge the group has and adjust the instruction to that level.  A review is a tool used to judge the level of knowledge the group has acquired as a result of training.  Benchmarks and reviews are not meant to be graded or used as a score for certification.  Rather, these tools should be reviewed with the participants immediately after the completion of each tool.  Avoid a lengthy discussion of the benchmark exercises as the material will be covered in the lesson. 





7) Is the certification test open book?





No.





Record Keeping





1) How should we set up our records?





An individual manila folder or envelope should be maintained for each participant in a locked area.  Each folder will contain all original certification tests.  Additionally, a spreadsheet should be maintained which contains the participant’s name, mailing address, organization, all individual lesson scores, and the overall score.





2) Why does VACO need electronic data?





VACO will maintain a master database of all participants who are certified for each level of TRIP Training.





3) What do we do when the TRIP training is completed? 





The RO Training Coordinator will ensure that all records are accurate and forwarded to VACO for control purposes.  





4) How do I report all TRIP training?  Is there a specific format?





Training reports will be issued to each regional office.  These feeder reports will be completed and forwarded to VACO to be included into a central database.  Questions regarding the reports should be sent to the VAVBAWAS/CO/TRIP mailbox. 
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Regional Offices should maintain the necessary data mentioned in the cover letter using there own excel spreadsheets until the TRIP training reports are sent out from the C&P Service.





Other





1) Is there a QI or STAR review for TRIP claims?





There is no special review of TRIP claims.  Reviews under STAR are “outcome” based - only the final product (decision) is judged.  If the decision was made without proper development, it is erroneous under STAR.





2) Who is the CO point of contact (POC)?





The TRIP POC in OFO is Charlie Woolford. In the C&P Service it is Joe Salvatore.  












































