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CHAPTER 1.  GENERAL





1.01  PURPOSE





	The purpose of this manual is to prescribe performance measurements and standards applicable to Compensation and Pension activities in Adjudication Divisions.





1.02  APPLICATION AND SCOPE





	a.  The performance and standards by which Adjudication Divisions will be measured encompass:





	(1)  Qualitative Standards and Reviews including Quality Improvement (QI) and Quality Assurance (QA)





	(2)  Timeliness Goals and Timeliness Measurements





	(3)  Productivity Measurement





	(4)  Systematic Analysis and Evaluation of Operations





	(5)  Management Effectiveness





	b.  Periodically, personnel of the C&P Service Field Operations Staff will prepare Staff Analyses reviewing these specific performance indicators for each field station.





1.03  DEFINITIONS AND TERMS





	Appendix A provides a "Glossary of Terms and Definitions" to establish a common base of understanding of the subject matters of this manual.





1.04  ADJUDICATION DIVISION TRAINING PROGRAM





	a.  In addition to training new employees, regional offices must adjust to ongoing changes in laws, regulations, and procedures.  Employees must be kept abreast of these changes as well as refreshed on problems identified during quality reviews.  The Compensation and Pension Service Training Operations Staff (212C) assists local managers by offering centralized training courses, developing standardized curricula, providing training materials, and preparing training guides that can be used to enhance local programs.  By using this resource, local managers can provide training for all personnel that is far more consistent and standardized so that quality goals may be more fully realized.





	b.  Refresher training, skills enhancement training, and TQM training are essential to ensure that employees at all levels understand not only what is required of their positions to provide efficient service to claimants, but also how their individual efforts contribute to the completion of individual claims, their local office goals, and the overall mission of VA.





	c.  The goal of training is to enrich employees' skills so that claimants receive the high quality, timely service they expect.





1.05  BENEFITS DELIVERY NETWORK CONTROL CODES





	a.  To maintain uniformity in the control of pending claims, organizational elements will be identified by numeric-alpha designation for sections and units.  In a 3 section 6 unit division the identifying �
codes would be:





			211A		212A		213A


			211B		212B		213B





	b.  Although not required, experience at several offices suggests significant improvements in workload management can be gained from the BDN end product control system by establishing a detailed guide for DISPing claims "in process."  Such a guide provides a common code for the different types of evidence sought on a claim.  With this additional information, Veteran Benefits Counselors (VBCs) are able to resolve some Veterans Assistance Inquiries (VAI) without obtaining claims folders.  This guide also facilitates the WIPP review process by providing the reviewer with pertinent information on which to take action as well as reducing the number of folders requested from files.





1.06  PUBLICATIONS





The following information is relevant for managers.





	MP-1, part II, chapter 17, Performance Measurement and Standard





	MP-1, part II, chapter 18, VA Management Review and Improvement Program





	MP-5, part I, chapter 713, Equal Employment Opportunity





	Circular 20-92-18, VBA WORK MEASUREMENT AND WORK RATE STANDARDS.





	Circular 20-92-19, VBA GROSS PRODUCTIVITY AND MEASUREMENT SYSTEM


	AND STANDARD AND LOCAL BASE WEIGHTS AND EMPLOYMENT FACTORS.





	Training Guide 20-92-1, DOOR (Distribution of Operational Resources).
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