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Directors 


All VBA Regional Offices and Centers





Subject:  Recommendations of the Chairman of the Claims Processing Task Force





1.  The Chairman of the Claims Processing Task Force has submitted several interim recommendations to the Secretary to help improve the claims process and address some of the perceptions that have been expressed by various stakeholders.


 


2.  The Secretary and I fully endorse these recommendations, which are consistent with current VBA policy.  During the Task Force’s visits to several Regional Offices (RO), they found that some stations are not applying existing procedures and are not taking full advantage of some of the flexibilities that I have been authorized to drive down the claims inventory. 





3.  The Task Force observed that some stations and/or employees are applying a “first in-first out” approach in processing claims, which is not consistent with the inventory management guidance that the Deputy Under Secretary provided at each of the case management orientation sessions.  A basic tenet of VBA’s inventory management is that cases should be worked when they are ready to be worked.  The Chairman of the Claims Processing Task Force specifically recommended that ROs screen their rating work so that pension, DIC, death pension and Paragraph 29 and 30 claims are expedited.  He also recommended that ROs screen their authorization actions to expedite the “quick” and “no action needed” cases.


 


4.  The Task Force noted that some field stations were not taking full advantage of the specialization flexibilities provided in my March 29, 2001 letter on the Compensation and Pension (C&P) workload.  The authority to specialize within teams based on employee skill levels has always been an option.  The additional option to temporarily form teams or units to process specific types of claims was extended to you in my March 29, 2001 letter.  Directors and Veterans Service Center Managers should review the composition and experience of their teams and staff to determine if specialization would temporarily increase their effectiveness.  Managers must ensure, however, that employees continue to be provided developmental opportunities through training and by rotating them through the various tasks they must learn to advance to the journeyman level.
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5.  Additionally, the Task Force observed that some stations are not following the procedures outlined in M21-1, Part VI, Chapter 3, paragraph 3.31, which directs RVSRs to make a partial rating decision when sufficient evidence has been received to grant any benefit at issue.   





6.  The Chairman of the Task Force also recommended that we immediately modify the national PCGL letter package to help effectuate the new simplified notification process that was explained in C&P Fast Letter 01-41, dated May 22, 2001.  The C&P Service will provide revised language for the existing national PCGL notification letter for rating decisions within the next 30 days and a more comprehensive PCGL notification package by the end of the fiscal year.  





7.  To ensure that these recommendations are being implemented consistently throughout the organization, I have directed the Office of Field Operations (OFO) to conduct conference calls with each Service Delivery Network to discuss the actions that each Director has taken to implement the recommendations.  As OFO and C&P staff have occasion to visit field stations, they will take those opportunities to review the actions you have taken in response to these recommendations, which may include specific case reviews.   





8.  We appreciate the extensive fact finding and analysis that the Task Force has conducted to date, and we will continue to work closely with the Task Force to identify ways that will allow us to improve the claims process and reduce the inventory of pending claims.











							/s/


Joseph Thompson





cc:  Associate Deputy Under Secretary for Operations (East)


       Associate Deputy Under Secretary for Operations (West)


       Acting Director, Compensation and Pension Service 


