February 12, 2001

VBA Letter 20-01-5

Director (00)

All VA Regional Offices and Centers

Subject:  Review of Case Management Participation

1.  As of the end of calendar year 2000, staff members at a total of 43 VBA stations have participated in the case management training sessions held throughout the country, in anticipation of the deployment of case management in their offices.  The schedule for the roll out of the remainder of VBA stations begins again in late February, with all staff at these thirteen offices scheduled to have completed case management training by May of this year.

2.  The Organizational Systems Design (OSD) Model, frequently cited in discussions concerning the reengineering of the compensation and pension claims process calls for a “renewal” of reengineering efforts, in order to ensure the ongoing alignment of systems to support an organizational design choice.  The renewal phase also encourages the continuous improvement of the initiatives and its supporting systems.  

3.  To this end, the Office of Field Operations (OFO) and the Business Process Reengineering (BPR) staffs have been conducting a review of Claims Automated Processing System (CAPS) reports and other data that measure your station’s level of participation in each phase of the case management process.  Preliminary results of this “remote review” of each station’s participation have disclosed a wide disparity in case management compliance.

4.  For example, recent CAPS reports show that some stations appear to be under-utilizing the BPR diaries input through CAPS.  The lack of use of this diary may indicate that cases are not being routinely “case managed.”  This BPR diary is important because it enables the VSR to take appropriate 60-day follow up action on pending claims.  Follow up action of this kind is generally characterized by a telephone call or a letter informing the claimant of the status of his or her claim.  We believe the proactive claims processing facilitated by the use of the 60-day diary helps to define the level of desired personalized service envisioned by the Under Secretary and offered by the case management process.  
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5.  As part of the renewal phase of this initiative, we will continue to remotely monitor your station’s participation in the case management process.  If a quarterly review of CAPS and WIPP reports indicates a low usage of CAPS or an under-utilization of BPR diaries, we will contact you concerning the measures you plan to take in order to ensure your station’s compliance.  If ongoing reviews fail to show substantial improvement in your station’s level of participation, a site visit will be scheduled and a sample of cases will be audited according to the Compliance Review guidelines.  These guidelines are an amendment to the Case Management Service Guide and will be issued to the field shortly.

6.  These OFO/BPR remote reviews of case management compliance will continue through the end of this year.  However, beginning in 2002, this review process will be turned over to the Service Delivery Networks (SDN) as we believe that the ultimate responsibility for a station’s participation in this process rests with SDN leadership. 

7.  Additionally, we strongly encourage your staff to use the management reports available through various data systems like CAPS and WIPP, in order to internally measure compliance.  Local reviews conducted by your coaches, team leaders, and other staffs who work most closely with your VSR’s, will yield valuable management information and help you to ensure your station’s compliance with these important guidelines.  







         /s/








Patrick Nappi







Deputy Under Secretary
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