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�
Chapter 2.  Pension Maintenance Center (PMC) Procedures


1.  Jurisdiction of Cases


� PRIVATE INFOTYPE="OTHER" � 


Introduction�
This topic contains information on the jurisdiction of cases at the Pension Maintenance Centers (PMC), including





the type of work performed by the PMCs


the type of work not performed by the PMCs


electronic folders (eFolders)


mandatory use of Virtual VA


compensation claims received after pension entitlement is established


beneficiaries entitled to both compensation and pension


hospital adjustments and Compensation and Pension Record Interchange (CAPRI) reports


burial claims


Parents’ Dependency and Indemnity Compensation (DIC) claims, and


matching programs cases.�
�
 


Change Date�
August 2, 2004; Change #01�
�
  


a.  Type of Work Performed by the PMCs �
The Pension Maintenance Centers (PMC) perform work related to running pension awards.  No compensation issues are processed at the PMCs.  





The type of pension work performed by the PMCs includes





eligibility verification reports (EVRs)


income adjustments, including adjustments based on VA Form 21-8416, Medical Expense Report 


grants of Special Monthly Pension (SMP) not requiring a rating decision


Income Verification Matches (IVM)


Social Security Verification Matches


Social Security Number Matches


Prison and Fugitive Felon Matches


Civil Service Verification Matches


Railroad Retirement Verification Matches�
�
Continued on next page
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� STYLEREF "Block Label" �a.  Type of Work Performed by the PMCs� (continued)�
Total Disability Income Provision (TDIP) Review matches 


adjustments based on VA Form 20-6560, Notice of Benefit Payment Transaction, or VA Form 20-8270, C&P Master Record-Audit Writeout not requiring a rating decision


claims for accrued benefits not requiring a rating decision


hospital adjustments to pension awards


Committee on Waivers and Compromises (COWC) cases based on pension overpayments, and


adjustments to Parents’ Dependency and Indemnity Compensation (DIC) awards.�
�
 


b.  Type of Work Not Performed by the PMCs�
The PMCs do not perform work which requires establishing pension eligibility, service connection, or other rating action(s).  The HROs must process these claims.





Types of cases not performed by the PMCs include





original live pension claims


original death pension claims


reopened pension claims requiring a rating decision


SMP claims requiring a rating decision


Parents’ DIC claims requiring a rating decision


claims for accrued benefits requiring a rating decision


DIC claims from surviving spouses and children


compensation claims


claims for both compensation and pension entitlement


burial claims, and 


competency determinations.�
�



c.  eFolders�
The PMCs maintain electronic folders (eFolders) in the Virtual VA environment.  This allows images scanned from original source documents to be stored electronically.





Either the HRO or the PMC can fax mail and other data into Virtual VA, although eFolder indexing and maintenance is the responsibility of the PMC. �
�
Continued on next page


�
1.  Jurisdiction of Cases, Continued





d.  Mandatory Use of Virtual VA�
It is mandatory that HROs check Virtual VA before contacting PMCs to request pension-related documentation or respond to pension claim inquiries.  PMCs will not provide information by fax or telephone if the documentation needed is in the Virtual VA system.





If an HRO is unable to answer a pension inquiry after reviewing Virtual VA, the HRO should request PMC personnel at one of the following e-mail addresses to respond to the inquiry:





VAVBAPHI/RO/Pension Center (Philadelphia)


VAVBAMIL/RO/Pension (Milwaukee), or


VAVBASPL/RO/Pension (St. Paul).�
�
 


 e.  Compensation Claims Received After Pension Entitlement is Established�
HROs are responsible for processing claims for compensation, even if the claims folder is located at a PMC, and the claimant is receiving pension.





When a PMC receives an original or reopened compensation claim on a claims folder in its possession, the PMC will permanently transfer the claims folder to the HRO.





If entitlement to compensation is established as the greater benefit, the HRO will maintain possession of the claims folder.  If pension is restored as the greater benefit, the claims folder will be transferred back to the PMC.�
�
 


f.  Claims for Both Pension and Compensation Entitlement�
When a veteran claims entitlement to both pension and compensation benefits, the claim and claims folder will remain in the HRO’s possession unless and until the PMC requests transfer of the folder.  This applies even when pension is awarded as the sole benefit entitlement.  �
�
Continued on next page
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g.  Pension-Related Hospital Adjustment Reports�
PMCs are responsible for making hospital adjustments to pension awards.  





Once a month (on not later than the third business day of the month) HROs will





obtain pension-related hospital reports via the Compensation and Pension Record Interchange (CAPRI), and


send the reports to the Hospital Adjustment Coordinator at the associated PMC in accordance with the instructions contained in Training Letter 03-05 (Revised).





Important:  Veterans Service Center Managers must ensure compliance  with this schedule, so that the PMCs can review and adjust pension awards timely.





References:  For more information on the


PMC Hospital Adjustment Coordinators, see Training Letter 03-05 (Revised).


alignment of PMCs and HROs, see M21-1MR, Part V, Subpart iv, 1.2


reduction of Aid and Attendance during hospitalization, see M21-1MR, Part III, Subpart v, 6.C (TBD) or M21-1, Part IV, Chapter 18, Subchapter IV, and 


schedule for obtaining hospital reports, see M21-1MR, Part III, Subpart v, 6.H.32 (TBD) or M21-1, Part IV, Chapter 18, Addendum A, “AMIE Report Timetable.” �
�
 


h.  Burial Claims�
HROs are responsible for processing burial claims.  The Triage Team at the HRO of jurisdiction handles burial claims for veterans who were in receipt of pension.





A burial claim received at a PMC will be promptly mailed to the HRO.  If the PMC maintains the deceased veteran’s claims folder, both the mail and the claims folder will be transferred to the HRO.�
�
Continued on next page
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i.  Original and Reopened Parents’ DIC Claims�
Original and reopened Parents’ DIC claims are under the jurisdiction of the HRO.  The PMC will forward these claims and the claims folders, if maintained by the PMC, to the HRO for resolution of the Parents’ DIC claim.





The HRO will retain possession of the claims folder unless the PMC requests transfer.  �
�



Note:   Parents’ DIC claims involving death in service are processed at the Philadelphia Regional Office and Insurance Center.   �
�
 


j.  Matching Program Reports�
The PMCs receive and process all reports from matching programs involving pension recipients.  VA Forms 20-6560 and 20-8270 which do not require rating action are sent to the PMC of jurisdiction.  Matches involving compensation entitlement must be processed at the HRO.�
�



Reference:  For more information on 


matching program processing, see M21-1MR, Part X, and


IVM procedures at the PMCs, see M21-1MR, Part V, Subpart iv, 2.6.�
�



�
2.  Fiduciary Cases	


� PRIVATE INFOTYPE="OTHER" � 


Introduction�
This topic contains information on fiduciary cases, including





Principal Guardianship File (PGF) jurisdiction


HRO jurisdiction over fiduciary cases


actions requiring completion of VA Form 21-555, Certificate of Legal Capacity to Receive and Disburse Benefits


receipt of evidence by a PMC requiring action by an HRO


establishment of end products


establishment of work products


Fiduciary and Field Examination (F&FE) actions performed by either a PMC or an HRO


claims folder reviews, and


notifying the F&FE activity of master record changes.�
�
  


Change Date�
August 2, 2004; Change #01�
�
 


a.  PGF Jurisdiction�
Principal Guardianship Files (PGF) are never maintained at a PMC.  The current PGF jurisdiction procedures remain in effect. �
�



b.  HRO Jurisdiction Over Fiduciary Cases�
The HRO has jurisdiction over Fiduciary and Field Examination (F&FE) actions requiring





a field examination to appoint a fiduciary, or


completion of VA Form 21-555, Certificate of Legal Capacity to Receive and Disburse Benefits.�
�
 


c.  Actions Requiring Completion of VA Form 21-555�
Actions that require completion of a VA Form 21-555 include





the appointment of a fiduciary


a change of fiduciary, and


a change in the type of fiduciary.�
�
Continued on next page
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d.  Receipt of Evidence by a PMC Requiring Action by an HRO�
The table below describes the actions required when a PMC receives evidence which will require 





completion of VA Form 21-555, or


a field examination to appoint a fiduciary.�
�



Step�
Action�
�
1�
The PMC determines where the claims folder is located.


�
�
�
�
If the claims folder is  …�
Then the PMC sends the HRO the …�
�
�
�
�
located at the PMC�
claims folder, and


evidence.�
�
�
�
�
not located at the PMC�
evidence, and


notice of the location of the claims folder.�
�
�
�
�
�
2�
After obtaining the claims folder from the PMC or another office, the HRO processes the F&FE action, including





preparing a rating and/or an award, if necessary, and


taking the appropriate end product.�
�
3�
Did the HRO receive the claims folder from the PMC?





If yes, go to Step 4.


If no, the HRO transfers the claims folder back to the office of jurisdiction.�
�
4�
Does pension entitlement continue?





If yes, the HRO transfers the claims folder back to the PMC.


If no, the HRO maintains possession of the claims folder.�
�



Note:  After the issue is resolved, the office that took the F&FE action will fax the source documents into Virtual VA.�
�
 


e.  Establishment of End Products�
The HRO of jurisdiction will establish the necessary end product upon receipt of the evidence from the PMC, using the earliest VA receipt date stamped on the evidence as the date of claim.�
�
Continued on next page
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f.  Establishment of Work Products�
The Fiduciary Activity at the HRO will establish their work product, if any, using the date that the request (VA Form 21-592, memorandum, etc.) is received as the date of the work product.�
�
 


g.  F&FE Actions  Performed by Either a PMC or an HRO�
All F&FE actions that do not require completion of VA Form 21-555 or a field examination will be performed by the PMC or HRO that receives the evidence.  





F&FE actions that can be performed by either a PMC or an HRO include, but are not limited to





changes to the benefits delivery network (BDN) 601 screen via the change of fiduciary (CFID) command (not due to a VA Form 21-555 change)


a change of address of a fiduciary, and


a change of address of a Supervised Direct Payment payee.�
�



Important:  All VSRs at the PMCs should be authorized to use the CFID command.�
�
 


h.  Claims Folder Reviews �
If a claims folder review is needed to resolve the issue, and the folder is located at another office, the evidence will be sent to the office maintaining the claims folder to





complete work on the claim, and 


incorporate the evidence into the claims folder.�
�



Note:  After the F&FE issue is resolved, the office that took action will fax the source documents into Virtual VA. �
�
 Continued on next page
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i.  Notifying the F&FE Activity of Master Record Changes        �
Whenever a PMC or an HRO makes changes to a fiduciary’s master record, the office must furnish the F&FE activity holding the PGF a print of the





BDN 601 screen, and/or


any master record inquiry (MINQ) screens which reflect the master record changes.�
�



Important:  It is imperative that the F&FE activity be furnished a copy of the award or other action which results in a change involving an incompetent beneficiary or his/her guardian.�
�
 


�
3.  Appeal and Remand Procedures


� PRIVATE INFOTYPE="OTHER" � 


Introduction�
This topic contains information on appeal and remand procedures, including





appeal and remand workload responsibilities


DRO review


hearings


review of information stored in electronic format


certification of appeals to the Board of Veterans’ Appeals (BVA)


storage of printed eFolder documents during claims folder transfers 


destruction of eFolder prints, and


storage of documents pertaining to the appeal.�
�
 


Change Date�
August 2, 2004; Change #01�
�
 


a.  Appeal and Remand Workload Responsibilities�
The PMCs are responsible for the appellate workload generated by their actions and for the remands the Board of Veterans’ Appeals (BVA) issues to them, unless the appeal or remand





requires a Decision Review Officer (DRO) action and/or a local hearing


involves entitlement to both compensation and pension, or


requires a rating decision. 





In these instances, the PMC will 





flash the claims folder to show that an eFolder exists


temporarily transfer the case to the HRO, and


transfer the Veterans Appeals Control and Locator System (VACOLS) record to the HRO.�
�
 


b.  DRO Review�
If a DRO review is requested, a DRO at the HRO of jurisdiction will conduct hearings and prepare any associated decisions.�
�
 


c.  Tele-Video Conference Hearings�
When a claimant requests a personal hearing, and a DRO review is not required, the PMC will schedule a tele-video conference hearing with the claimant (and representative) and a PMC employee(s).





The PMC will coordinate the tele-video conference with the Assistant Veterans Service Center manager or designee at the HRO.�
�
� PRIVATE INFOTYPE="OTHER" �Continued on next page
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d.  Local Hearings�
If a local hearing is specifically requested, and a DRO review is not required, a designated qualified employee (as determined by the Veterans Service Center Manager) at the HRO will conduct the hearing and prepare any associated decisions.�
�



e.  Reviewing Information Stored in Electronic Format �
Appeal information stored in an electronic format will be reviewed electronically by the PMC or HRO.  If review of the actual claims folder is necessary, the office of jurisdiction will request a transfer of the folder.


�
�



f.  Certification to BVA�
The table below shows the action needed when an appeal under a PMC’s jurisdiction is ready to be certified to BVA, but requires a local power of attorney (POA) review.�
�



Step�
Action�
�
1�
The PMC  





prepares VA Form 8, Certification of Appeal, and


temporarily transfers the claims folder to the HRO for local POA review via the Control of Veterans Records System (COVERS).





Notes:  


COVERS should be updated to show the date of temporary transfer to the HRO and the date of expected return to the PMC.


The VACOLS record should remain with the PMC when the appeal is ready to be certified.  





Reference:  For more information on VACOLS, see the VACOLS User’s Guide at http://152.124.238.193/bl/21/publicat/Users/Index.htm#bmv


�
�
2�
The POA at the HRO





reviews the claims folder, and


prepares VA Form 646, Statement of Accredited Representative in Appealed Case.�
�
Continued on next page
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� STYLEREF "Block Label" �f.  Certification to BVA� (continued)�
�



Step�
Action�
�
3�
The HRO permanently transfers the claims folder back to the PMC via COVERS.�
�
4�
The PMC 





reviews VA Form 646


updates the VACOLS record


notifies the claimant of the certification and transfer, and 


routes the claims folder for transfer to BVA.�
�



Reference:  For more information on certification of appeals to BVA, see M21-1MR, Part I, Chapter 5, F (TBD) or M21-1, Part IV, Subchapter X.�
�



g.  Storage of Printed eFolder Documents During Claims Folder Transfers�
The office of jurisdiction is responsible for storing, in a manila folder marked “Virtual VA documents,” any eFolder document printed in conjunction with shipment of the claims folder to BVA or a higher appellate level.  





The outside of the manila folder containing the eFolder material should be annotated with the claim file number for identification purposes.  The folder should not be entered into COVERS.





Note:  Virtual VA documents should not be incorporated into the claims folder because they would duplicate information available to the PMC and HRO electronically.�
�
 


h.  Destruction of eFolder Prints�
Once the appeal is final or action on the BVA remand has been completed, the information printed from eFolders will be destroyed.�
�
 


i.  Storage of Documents Pertaining to the Appeal�
Upon resolution of the appeal, all documents pertaining to the appeal will be faxed into Virtual VA by the office of jurisdiction.  This includes evidence and decision documents.�
�


















4.  Claims Folder and Mail Handling Procedures		


� PRIVATE INFOTYPE="OTHER" � 


Introduction�
This topic contains information on claims folder and mail handling procedures, including the





transfer of claims folders to a PMC, and


handling of mail.�
�
 


Change Date�
August 2, 2004; Change #01�
�
 


a.  Transfer of Claims Folders to a PMC�
Unless otherwise noted in this chapter, claims folders will be transferred to a PMC only at the PMC’s request.  If an HRO receives mail relating to a running pension or Parents’ DIC award, the mail should be forwarded to the PMC for review and necessary action.





Note:  COVERS will be used for the transfer of claims folders between all PMCs and HROs.�
�
 


b.  Handling of Mail�
The table below shows the action required when a PMC or an HRO received mail.�
�



If the mail is received by a (an) …�
And the …�
Then the …�
�
HRO�
mail 


involves pension-maintenance issues, but


does not require review of the folder for processing�
HRO will transfer the mail to the PMC.








Reference:  For information on handling mail related to F&FE actions, see M21-1MR, Part V, Subpart iv.2.2.�
�
Continued on next page
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� STYLEREF "Block Label" �b.  Handling of Mail� (continued)�
�



If the mail is received by a (an) …�
And the …�
Then the …�
�
HRO�
claims folder is located at a PMC, and


mail


involves pension- maintenance issues, and


requires review of the folder for processing�
HRO will transfer the mail to the PMC.


�
�
HRO�
claims folder is located at the HRO, and


mail


involves pension- maintenance issues, and


requires review of the folder for processing�
HRO will transfer the mail and the folder to the PMC.�
�
PMC�
mail involves


compensation, or


other rating issues�
PMC will transfer the mail to the HRO.�
�
PMC�
claims folder is located at an HRO, and


mail


involves pension maintenance issues, and


requires the review of the folder for processing�
PMC will


request transfer of the folder from the HRO


complete action on the mail, and


maintain possession of the folder, if the action mail results in a grant of pension as the sole or greater benefit, or


return the folder to the HRO, if pension is not granted.�
�
� PRIVATE INFOTYPE="OTHER" � 





5.  Committee on Waivers and Compromises (COWC) Procedures


� PRIVATE INFOTYPE="OTHER" �   


Introduction�
This topic contains information on Committee on Waivers and Compromises (COWC) procedures, including





transitioning the COWC workload to the PMCs


faxing and electronically inserting information into Virtual VA


information needed to process a COWC request


processing COWC requests without the claims folder


processing COWC requests with the claims folder


Debt Management Center (DMC) referral documents


transferring referral documents to the PMCs 


tele-video conference hearings


local hearings, and


handling notices of disagreement (NOD).�
�
 


Change Date�
August 2, 2004; Change #01�
�
 


a.  Transitioning the COWC Workload to the PMCs�
On March 1, 2004, the pension-related Committee on Waivers and Compromises (COWC) workload will begin to be transitioned to the PMCs.  





The table below shows the guidelines to follow for transitioning the COWC workload to the PMCs.�
�



If a pension-related COWC request was date stamped as received …�
And the COWC request is located …�
Then the COWC request will …�
�
before March 1, 2004�
at an HRO�
remain at the HRO.�
�
before March 1, 2004�
at a PMC�
remain at the PMC.�
�
on or after 


March 1, 2004�
at either


an HRO, or


a PMC�
be referred to the PMC of jurisdiction.


�
�



 Note:  If a pension-related COWC request is received at an HRO, and the claims folder is located at a PMC, the request will be forwarded to the PMC. �
�



 Reference:  For more information on COWC procedures, see 


MP4, Part I, Chapter 8, and


38 CFR 1.955-1.970.�
�
Continued on next page
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b.  Faxing and Electronically Inserting Information into Virtual VA  �
HROs will not transfer the claims folder to the PMC to process COWC requests.  If information from the claims folder is needed, the PMC will request that the information be faxed directly into the Virtual VA system for processing.





If a document has been created electronically and is available for access, the document will be inserted electronically into the Virtual VA eFolder.�
�



 Note:  Only COWC-related documents will be faxed or electronically inserted into Virtual VA.�
�
  


c.  Information Needed to Process a COWC Request�
Information from the claims folder needed to process a COWC request includes the





source documents submitted by the claimant


award print, and


notification letter.�
�
 


d.  Processing COWC Requests Without the Claims Folder�
After processing a COWC request without the claims folder, the PMC will





scan or electronically insert the COWC decision into Virtual VA, and


forward a copy of the decision to the HRO to incorporate into the claims folder.�
�
 


e.  Processing COWC Requests With the Claims Folder�
When a COWC request is processed with the claims folder, the office that made the decision will





fax or electronically insert the COWC decision into Virtual VA, or drop the electronic copy of the word document into the eFolder, and


place a copy of the decision in the claims folder.�
�
Continued on next page
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f.  DMC Referral Documents �
The Debt Management Center (DMC) will continue to send all disability benefit referral documents to HROs until programming changes are made which will distinguish between pension-related debts and compensation-related debts.





After receiving the referral documents, HROs will access BDN to determine which ones pertain to pension-related debts.    �
�



g . Transferring Referral Documents  �
HROs will log in and log out the DMC pension-related referral documents received on March 1, 2004 or later to show that they are being transferred to the PMCs.  The Automated Committee On Waivers and Compromises Control Program will be used for this purpose.�
�
 


h.  Tele-Video Conference Hearings �
When a claimant requests a predetermination personal hearing in connection with a COWC request, the PMC will schedule a tele-video conference hearing with the claimant (and representative) and a COWC member.





The COWC chairperson will coordinate the tele-video conference with the Assistant Veterans Service Center Manager or designee at the HRO.�
�
 


i.  Local Hearings�
If the claimant indicates that he/she would prefer to appear in person at the hearing, the PMC will transfer the COWC request to the HRO to





hold a local hearing with the claimant, and


resolve the COWC request.





If the claims folder is not located at the HRO, the HRO should access Virtual VA and BDN for information needed to resolve the request.  A temporary transfer of the claims folder may be requested, if necessary.





After completing action on the COWC case, the HRO will fax the decision into Virtual VA.�
�
Continued on next page
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j.  Handling NODs �
A notice of disagreement (NOD) received on a pension-related waiver denial will be handled by the COWC that made the decision.  �
�



Reference:  For more information on PMC appeal and remand procedures, see M21-1MR, Part V, Subpart iv, 2.3.�
�
 


�
6.  IVM Procedures		


 


Change Date�
August 2, 2004; Change #01�
�
 


a.  Processing IVM Reports at the PMCs�
The table below outlines the procedures the PMCs follow when processing IVM reports.�
�



Step�
Action�
�
1�
The Hines Benefits Delivery Center issues all IVM reports to the PMC.





Note:  The PMCs process all IVM reports issued for both pension and individual unemployability recipients.�
�
2�
The PMC reviews the initial reports.





Reference:  For more information on initial screening of IVM reports, see M21-1MR, Part X, 9.6.�
�
3�
Are verification of income and further development needed?





If yes, the PMC goes to Step 4.


If no, the PMC takes action as shown in M21-1MR, Part X, 9.6.b.�
�
4�
The PMC establishes the IVM folder.





Reference:  For more information on establishing IVM folders, see M21-1MR, Part X, 9.6.e. 





Note:  The PMCs 


must maintain the orange IVM security folder in a locked file in accordance with M21-1MR, Part X, 9.1.e, and


may not scan (image) any secure material from the IVM folder into Virtual VA.�
�
5�
The PMC develops for information needed to verify the income information.





Reference:  For more information on IVM development, see M21-1MR, Part X, 10.  �
�
Continued on next page
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� STYLEREF "Block Label" �a.  Processing IVM Reports at the PMCs� (continued)�
�



Step�
Action�
�
6�
Will benefits be reduced or terminated based on the results of development?





If yes, the PMC takes action as shown in the table below:�
�
�
�
�
�
�
If the reduction or termination involves . . .�
Then the PMC . . .�
�
�
�
�
pension�
retains and processes the IVM match case.�
�
�
�
�
IU�
forwards only the non-secure information from the IVM folder to the HRO of jurisdiction for


due process, and


necessary rating action.�
�
�
�



�
�
�
If no, the PMC


clears the appropriate end product (EP) 154 or 314


removes the IVM file indicator from the M11 screen with a CORR transaction


sends a letter to the beneficiary advising that benefits will remain unchanged


annotates the copy of this notification letter that EP 154 or 314, as appropriate, was taken, and


stores the IVM folder in accordance with M21-1MR, Part X, 9.1.e.�
�



Note:  All IVM-related material should be retained in the IVM-folder, except for award prints, which are kept in the beneficiary’s claims folder per M21-1MR, Part X, 10.9.b.





References:  For more information on


processing IVM reports, see 


M21-1MR, Part X, 9, and


M21-1MR, Part X, 10


due process procedures, see M21-1MR, Part X. 10.3, and


EP credit, see M21-1MR, Part X, 9.5.a.�
�
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