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Director (00/22)

VA Regional Processing Offices

Atlanta, Buffalo, Muskogee, St. Louis

SUBJECT:  Revised Checklist for Quality Assurance Reviews

We are enclosing the revised Claims Processing Quality Review Checklist which we will use for reviews beginning with FY 2002 (4th Quarter FY 2001 through 3rd Quarter FY 2002).  We made this revision to provide more focused information on the area of notification, which presently constitutes the most problematic area of Education quality performance.

What Has Changed?

In the new checklist, we have

· combined the areas of eligibility and entitlement into one question, and 

· divided the areas of due process notice and other notification issues into two questions.

How Will This Change Affect Accuracy Measures?

This change will have no effect on the Payment Accuracy Rate, which is the only claims processing accuracy measure on the Balanced Scorecard.

To determine whether the change would affect other measures, we rescored the cases from the 3rd quarter of FY 2000 through the 2nd quarter of FY 2001.  The results are shown in the enclosed table.  Based on the rescoring, we believe this change will have no significant effect.

This change will not affect the Service Accuracy Rate because

· no cases had both an eligibility error and an entitlement error, so combining these areas will not reduce the total number of cases with eligibility/entitlement errors; and

· the few cases which had both due process and other notification errors will now count as two errors, but this will not increase the total number of cases with service errors.

This change will not materially affect the Overall Success Rate because

· the number of additional errors found will be small, and 

· some situations previously called as errors will now be considered correct due to recent changes in notification procedures.  (See RPO Letter 22-01-15.)

If You Have Questions

If you or your staff have any questions about this change, please contact James M. Palanchar, Education Service Performance Management Team, at 202‑273‑7148.




/s/




William D. Fillman, Jr.




Acting Director, Education Service

cc:
Jim Whitson, Associate Deputy Under Secretary for Operations (East)


Mike Walcoff, Associate Deputy Under Secretary for Operations (West)

Enclosures

COMPARISON OF SCORING WITH OLD AND REVISED CHECKLISTS

(3Q FY00 - 2Q FY01 CUMULATIVE)


307
316
331
351
NW

Cases

Reviewed
375
339
377
388
1479

Errors Using

Old Checklist
99
136
103
60
398

Original Overall

Success Rate
94.72%
91.98%
94.54%
96.91%
94.62%

Additional Error With

New Checklist (Note 1)
2
4
5
1
12

Not An Error Under

New Procedure (Note 2)
4
5
4
3
16

Net Change in

Errors Charged
-2
-1
1
-2
-4

Adjusted Overall

Success Rate
94.83%
92.04%
94.48%
97.01%
94.67%

NOTES: 

(1) case with both due process and other notification error

(2) permanent revisions to notification procedures

I.  IDENTIFICATION INFORMATION
A.  Station
3##

B.  Review Date
 Sep-01

C.  Reviewer
XXX
D.  C#
 ###-##-####

E.  End Product
 2##

F.  Disp. Date
 ##-##-##
II.  DATA INTEGRITY ISSUES  (NOT SCORED)











Yes
No
1.  Was the action/award document of record?







2.  Was the date of claim input correctly?








3.  Was the correct end product properly claimed?







III.  CUSTOMER SERVICE ISSUES

A.  ACCURACY (SCORED)











Yes
No
1.  Was development correctly done?






  Y

2.  Were the eligibility and entitlement determinations correct?




  Y

3.  Were the payment determinations correct?





  Y

4.  Was the claimant correctly provided due process notice?




  Y

5.  Were all other internal and external communications correctly accomplished?


  Y










SCORE:
 100%
B.  TIMELINESS (NOT SCORED)



Days to Complete:
 1
IV.  PAYMENT
Amount Paid:  $0.00

Amount Due:  $0.00

Mispayment:  $0.00
V.  COMMENTS
