          DEPARTMENT OF VETERANS AFFAIRS
         Veterans Benefits Administration

           Washington DC  20420

November 17, 2000

VBA Letter 00-20-43

                                                                                             In Reply Refer To:  28

Director (00/28)

All VA Regional Offices and Centers

Subject:  Questionnaire in support of the Vocational Rehabilitation and Employment Service.

1.  Veteran access to VA services is a high priority in the strategic planning process.  In the Vocational Rehabilitation and Employment (VR&E) program, facilitating veteran access is crucial to assuring that our veterans receive the information and assistance they need to successfully complete vocational rehabilitation programs.

2.  VR&E has developed an access initiative that spans several years and provides options to improve veteran access.  Because of the scope of this initiative, which includes improvements in information technology, a Capital Investment Plan is required.  VR&E has contracted with the Booz-Allen-Hamilton (BAH) consulting group to help develop this detailed plan.

3.  Much information has been provided by VR&E Service to assist BAH in this process.  However, there is some information that is needed directly from VR&E field staff.  Accordingly, we request that each VR&E Officer complete the attached questionnaire.  The questionnaire is a MS Word document and should be completed electronically and returned to the BAH e-mail address, noted on the first page, no later than COB Wednesday, November 22, 2000.  

4.  We appreciate your assistance.  Questions regarding the requested information may be directed to Jim Reed at 202-273-7420.
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Nora E. Egan






Deputy Under Secretary for Management

Enclosure

Booz·Allen & Hamilton is conducting a Cost Benefit Analysis and preparing a Capital Investment Proposal for the Vocational Rehabilitation and Employment Service's (VR&E) Access Initiative.  As such, we need to establish process, workload, and costs associated with the current "status quo" vocational rehabilitation system.  The following data collection form has been generated to collect this data, and we appreciate your prompt response, (COB 11/22/00).  Please send your responses to Anne Muindi-Shemenski (muindi-shemenski_anne@bah.com) or Lori Coates at coates_lori@bah.com) or fax (703) 902-3130.  If you have any questions, please call Anne @ (703) 902-4920 or Lori @ (703) 917-2814.

Name/Title: ___________________________________________

Organization/Division: __________________________________

Location: _____________________________________________

Phone Number: ________________________________________

E-Mail: ______________________________________________

Please complete the following data collection form with as much information as available.  The first category attempts to capture general information on the case management system.  The second category collects specific data on the customers at your Regional Office and other facilities.  The final category focuses on the business processes at various stages of case management (application, evaluation, planning, rehabilitation services and independent living, and employment services):

11
General Information

2
Customers
3
3
Business Processes
3


If there is not enough room on the data collection tables, (1) expand the tables to create enough room or (2) submit additional detailed information on a separate page.

1 General Information

1.1 What outreach initiatives are in place to inform veterans of the vocational rehabilitation programs? 

1.2 What are typical case management work hours? 

(a)
Number of days per week ______

(b)
Days of week case managers have appointments ______ (Sun., Mon., Tues., etc.)

(b)
Number of hours per day ______

(d)
Hours of the day case managers have appointments _______ (e.g., 9 am to 5 pm)

1.3 What percent of the case managers work outside the typical work hours? _______%

1.4 What percent of the Chapter 31 veteran population needs access to a case manager outside the typical work hours? _____ %

1.5 Government FTEs – Please complete the following table for the VR&E personnel who interact with Chapter 31 veterans at your locations during the vocational rehabilitation process. (include supervisory and management personnel)

A. Provide the job title that most closely fits each job (Vocational Rehabilitation Counselor, Counseling Psychologist, Vocational Rehabilitation Specialist, Employment Specialist, or Support Personnel)for each VR&E personnel performing functions during the process.

B. How many FTEs support the process?

C. What is the corresponding average GS-level?

D. Break out the time FTEs identified in (B) spend on each of the VR&E functions.

A

Job Title
B

# FTEs
C
Average 

GS-Level
D

% of Time Spent on each VR&E Business Process




Application 
Evaluation 
Planning 
Rehab Services & Independent Living
Employment Services





































1.6 What VA information is required to perform the VR&E functions?

Type of Information Requiring Access


Location of Information

(e.g. database, PC, etc)
Business Process Supported

















1.7 What external (non-VA) information is required to perform the VR&E functions?

Type of Information Requiring Access


Location of Information

(e.g. database, PC, etc)
Business Process Supported

















1.8 Are there any video conferencing tools in existence within VR&E? If so, please list them.

2 Customers

2.1 What percent of Chapter 31 veterans in your service area are located within:

5 miles of a VR&E facility (Regional Office or outbased location)_____

15 miles of a VR&E facility (Regional Office or outbased location)______

50 miles of a VR&E facility (Regional Office or outbased location)_____

Greater than 50 miles of a VR&E facility (Regional Office or outbased location)______

3 Business Processes

3.1 What customer contact channels are used by VR&E staff at your location, how often, and for which VR&E business processes (Application, Evaluation, Planning, Rehabilitation Services and Independent Living, or Employment Services)?

Contact Channel
Frequency
Primary and Secondary Business Processes

Face-to-face/In Person



Telephone



Mail



Fax



E-mail



Brochures/Information Packets



Internet/Web Site



Second hand contact: contractor report



Second hand contact: contractor face-to-face meeting



Second hand contact: contractor phone call/conversation



Other:  



Other:  



Other:



3.2 Contractor Support – Please complete the following table for any contracts or contractor staff supporting the functions of the vocational rehabilitation process for each of your facilities.

Facility/Location
# Contractors (FTE)
% Time Spent on each VR&E Business Process



Application
Evaluation
Planning
Rehab Services & Independent Living
Employment Services









































3.3 Required Travel:  What percent of the process requires travel by either the Case Manager or veteran?

Process
% Travel required by Case Manager
% Travel required by Veteran
Average Monthly Distance Traveled (in miles) 

Application




Evaluation




Planning




Rehabilitation Services and Independent Living




Employment Services




3.4 How much time is spent processing reimbursement transactions per month _____? What is the average GS level processing these transactions? _____

3.5 How much time is spent re-entering data into the VR&E system due to lack of laptop computers at the veteran's location?

Process
Avg time spent re-entering data (per case)
Average GS-level entering data
Average # transactions processed at the veteran's location 

Application




Evaluation




Planning




Rehabilitation Services and Independent Living




Employment Services




