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SUBJ:  Innovative Approach to Communicating Veterans Benefits Information





VBA needs to be proactive and creative in communicating information on veterans benefits.  We recently received an employee suggestion that supports the VA goal of “One VA - World Class Customer Service” and exemplifies the type of innovative approach VBA can take to assure veterans and their families receive accurate and timely information about benefits.  Video examples of One VA topics have been presented at the One VA Conferences.


 


A VBA employee has proposed that VA regional offices work cooperatively with VHA medical facilities in their catchment area to use existing videotapes and develop new ones, as necessary, containing information about VA benefits, services, and cross-cutting issues.  These tapes may be viewed by veterans waiting for services at a regional office or medical center.  The information to be presented could include basic information on medical and other benefits, eligibility requirements, recent policy changes, etc.  This would be an effective way of communicating the new VBA toll-free education inquiry telephone number or the procedures veterans should follow to register for medical care.  It can also be an effective way of communicating and reinforcing VBA’s core values and customer service standards.  To enhance the effectiveness of communicating information on benefits and services, the information in the videotapes should be “keyed” to a fact sheet readily available in the waiting area.





This approach can also be used to communicate local cross-cutting VA information of concern to veterans visiting the regional office, medical center, or cemetery.  A change in the location of a VHA clinic or its operating hours, a change in the service center location or telephone number, or temporary modifications to parking arrangements at a cemetery would be useful information for a veteran or a family to know prior to visiting either a VBA, VHA, or NCA facility.
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4.  This proactive approach to communicating information on veterans benefits also has the potential to reduce the demand placed on VA customer service personnel.  A veteran watching a videotape and reading a fact sheet on eligibility requirements for VA pension while waiting for treatment at the local medical center is likely to need less time with a VSR learning how to file a well-grounded claim for pension.





5.  In your ongoing dialogue with directors of the VHA and NCA facilities in your area, please explore whether the above approach can enhance your service to veterans.








						  /s/





Patrick Nappi


Deputy Under Secretary for Operations











