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CHAPTER 6.  QUALITY ASSURANCE



SECTION A.  GENERAL



6A.01  PREFACE



	Consumers expect more from their Government in terms of quality service.  This emphasizes to Veterans Services Divisions (VSDs) the need for ever-increasing quality mindedness.  Our focus must be squarely on the expectations of the consumer, and our energies must be dedicated to the delivery of quality service that meets, as closely as possible, those expectations.  VSD employees must make quality service a "way of life."  We must be driven by a desire to surpass the expectations of those we serve.  



6A.02  PURPOSE



	a.  Effective quality assurance and positive action to improve quality levels are required for all VSD activities.  Methods used to determine quality levels and to improve quality on an organized technical basis will vary with the nature and volume of work performed.  The methods may consist of regular supervision and training, mandatory or optional reviews and spot checks, controls of various kinds including cost controls, or formal control procedures such as statistical quality control and quality improvement review.



	b.  The quality review system is intended to assist supervisors in monitoring the level of service to those persons served by VSD within available resources.  This system requires that quality observations be performed on a continuing basis in all areas of operations.  It does not require that evaluations encompass every work unit within VSD; it specifies only the minimum number of formal evaluations required for management to assess the quality of each specific activity.  The quality assurance program is neither designed nor intended for use as the sole measure of individual employee performance.  While more work units can be reviewed, the number of reviews should be limited by the amount of time available to management as compared to the benefit achieved by additional reviews.



6A.03  SCOPE



	a.  This chapter outlines the principles, procedures, and criteria for quality assurance and measurement of VSD activities, exclusive of education services.  Principles applicable to measurement of VSD education services operations are contained in M22-3.
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	b.  M20-2, "Quality Control," provides basic instructions and procedures to be used in the development and maintenance of program and field station quality control activities.



6A.04  PRINCIPLES



	a.  Quality assurance should prevent mistakes (errors) through improved performance.  Neither the determination of the quality level nor the inspection of completed work and the correction of erroneous work units constitutes quality assurance.  "Correcting" mistakes is not the same as "preventing" mistakes.  If the purpose of quality review were to find and correct all mistakes, then 100 percent inspection would be required.  When work units are reviewed for quality and little effort is made to find and eliminate the causes of deficiencies, effort is wasted and quality is not improved.



	b.  The quality of a sample of work units drawn from a continuing process or flow of work items represents only an estimate of the actual quality level of the operation.  There may be considerable variation in sample estimates without any change in the actual quality level of an operation.  An estimate of the quality level based on a single, small sample of work units will not provide enough information for a valid quality evaluation.  A series of relatively small random samples can be used to determine the best quality a process or a procedure can produce.



6A.05  RESPONSIBILITY



	a.  The Veterans Services Officer (VSO) is responsible for quality assurance at the division level.  The responsibility cannot be delegated; however, quality service delivery is the responsibility of every employee.



	b.  Every supervisor is required to know how well each employee under his or her supervision performs assigned work.  He or she must provide special reviews in all areas where serious quality defects or excessive costs are known or suspected and take whatever action is indicated to assure that all work performed is of acceptable quality.  In the absence of quality goals prescribed by higher authority, local goals will be established as necessary to assure quality work performance.  The quality assurance program will work only when deficiencies are identified and documented.  All quality reviews required by this chapter will be documented.
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	c.  Personnel conducting quality reviews may not evaluate their own work.  Authority to conduct quality reviews will be delegated to supervisors or established lead positions.  There may be some exceptions to this requirement, such as when an activity is under management of a self-directed work group, but only when peer review is acceptable to group members.  The reviewer will document any deficiencies identified on VA Form 27-6530a, Quality Improvement Review Worksheet.



	(1)  When there is a delegation to other than a supervisor, local provisions will be made for section chiefs or other higher level supervisors to validate 5 percent of the quality evaluations at random intervals.  Where it is not possible to validate cases which were previously reviewed, such as with telephone interviews, the section chief or higher level supervisor will personally conduct 5 percent of the required evaluations.



	(2)  The purpose of validating is to judge the accuracy and reliability of the reviewer's quality checks and reports.  If, on the validation, a different quality code is identified from the one originally recorded, or if a deficiency is found in a case where none was originally recorded, a new VA Form 27-6530a will be prepared by the validator and reported on DOOR.



	d.  The VSO will ensure that corrective action is taken to address the causes of quality defects.  Formal training will be devoted to any areas where a pattern of defects is noted.



6A.06  QUALITY MINDEDNESS



	a.  Quality assurance procedures provide basic tools for quality review and improvement, but the attitude of employees is more important.  Quality mindedness includes not only employees' pride in work but also the employees' realization that they have a personal stake in VA's quality reputation.  It means that employees must have a complete understanding of the reasons for the establishment of quality goals.  It means that employees and management both recognize that quality is as important as quantity.



	b.  Intermediate supervisors tend to concern themselves with those problems that appear important to top management.  Unless top management shows continued interest by deed, as well as word, not much will happen in the balance of the organization.  This interest must be genuine, and it has to be borne out by action, by periodic meetings to discuss problem areas, by a wholehearted effort to seek out and eliminate or reduce the causes of deficiencies, and by a judiciously balanced and 
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sustained interest in improvement, including recognition of individual and group achievements.



	c.  It is crucial to the success of the quality assurance program that:



	(1)  Critical reviews are accomplished;



	(2)  Each review is documented;



	(3)  Periodic evaluations of quality assurance results are performed; and



	(4)  Any necessary followup action is taken.



6A.07  CENTRAL OFFICE VALIDATION



	Quality data will be verified by independent sample evaluations of VSD work processes and operations made by Central Office personnel during program surveys and staff visits.  It is also possible that Veterans Assistance Service personnel will call for quality data to be reviewed at Central Office.  Telephone calls by Central Office employees into the telephone interview activity may also be conducted.  



6A.08   DOCUMENTATION OF QUALITY IMPROVEMENT REVIEWS



	a.  All quality improvement reviews required by this chapter will be documented per the following subparagraphs.  All documentation may be completed on computer providing that, at a minimum, all required fields on the VA Form 27-6530a are included.  



	(1)  VA Form 27-6530a, Quality Improvement Review Worksheet.  A VA Form 27-6530a will be completed whenever one or more defects or areas for improvement are noted during a quality evaluation or validation of a noneducation services VSD work unit.  It may also be used to document all quality reviews when a locally developed checklist is not preferred.  The reviewer will complete items 1 through 13 or 14, as appropriate.  



	(2)  Other Worksheets.  When the quality review does not disclose deficiencies, a locally developed worksheet may be used in lieu of the VA Form 27-6530a to document the review.  This worksheet may include whatever information is locally useful, so long as it includes, at a minimum, the information from the VA Form 27-6530a.  Exhibits 1 through 4 reflect sample worksheets.
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	b.  Worksheet Completion.  For instructional purposes, if a specific regulation, manual provision, or local directive governs the situation, the citation of authority will identify that regulation or provision specifically rather than make a general reference to M27-1, MP-1, etc.  (Use of a quality review worksheet is optional for locally established quality reviews.  However, use is encouraged due to the need for trend analysis in these areas.)



	c.  Copy Distribution.  Worksheets will be forwarded to the employee(s) concerned for comment and signature, when determined to be appropriate.  The VA Form 27-6530a comes as a 3-part form.  Locally developed worksheets will need to be reproduced for any necessary distribution.  When all comments have been recorded, including those of the validator when required, copies will be distributed as follows.  NOTE:  A copy will be placed in the principal guardianship folder (PGF) only if corrective action is indicated on the worksheet.  



	(1)  Control and Trend Copy.  Copy 1 will be used as a control to ensure that any necessary corrective action is taken.  



	(2)  Employee Copy.  Copy 2 may be provided to the person subject to review.  If two or more persons are involved in the review and documented on a single sheet, an additional employee copy (copy 2) and, when appropriate, an additional PGF copy (copy 3) may be made for each person.



	(3)  PGF Copy.  Copy 3 will be retained by the person(s) subject to review until any necessary corrective action is taken.  It will then be annotated and returned for review and filing in the PGF if one has been established.  (Due to the legal nature of the fiduciary program, copies of quality review worksheets showing necessary corrective action must remain in PGFs.  These are necessary to reflect the status of the case and rationale for actions taken.)  Copy 3 may be disposed of immediately (Records Control Schedule VB-l, pt. I, item no. 13-052.100) when prepared for other than the Fiduciary and Field Examination program or when a deficiency is not noted.
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	d.  Trend Analysis.  Quality review worksheets should be periodically analyzed to ascertain whether trends have developed, to review the results of actions taken with respect to trends detected, and to determine what additional actions, if any, may be needed.  Copies of evaluation worksheets should be held in a current Quality Assurance File (hard copy or computerized) until the next analysis.  Quality improvement review worksheets not indicating a deficiency may then be disposed of in accordance with Records Control Schedule VB-l, part I, item no. 13-068.300 (after 6 months).  Worksheets reflecting deficiencies should be kept in accordance with Records Control Schedule VB-1, part I, item no. 13-068.200.  
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CHAPTER 6.  QUALITY ASSURANCE



SECTION B.  VETERANS ASSISTANCE ACTIVITIES



6B.01  AREAS OF QUALITATIVE MEASUREMENT



	a.  Quality refers to key characteristics of performance, work units, and decisions which can be measured or counted.  For Veterans Assistance activities, primary characteristics are timeliness, accuracy, completeness, and technique.



	(1)  Timeliness measures an interval between a discernible point in time and the time a Veterans Services Division (VSD) service was provided or completed.



	(2)  Accuracy involves determining whether or not the information and assistance given were free from error.



	(3)  Completeness involves determining whether or not all the information or assistance was provided.



	(4)  Technique involves assessing the broad areas of interviewing and communication skills.



	b.  The procedures included in this section provide a system for analysis of Veterans Assistance work units and operations.  Reviews will be conducted at all regional offices, VA medical center locations, and VA offices where such activities take place.  (For the purpose of this section, "VA office" includes all locations where there are two or more VSD full-time technical personnel assigned on a permanent basis, and one individual serves in a supervisory capacity.)  Timeliness and quality data for VA offices will not be reported in the Distribution of Operational Resources (DOOR) system, but will be maintained in VSD for local management and Central Office review.  Specific areas for quality review are as follows:



	(1)  Personal Interviews At Office (regional offices and VA offices)



	(2)  Telephone Interviews-Telephone Interview Activity (regional offices)



	(3)  Correspondence (regional offices and VA offices)



	(4)  Veterans Assistance Inquiries-Resolved (regional offices)
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6B.02  QUALITY EVALUATIONS



	a.  Veterans Assistance work units selected for quality sampling should be reviewed in applicable areas of timeliness, accuracy, completeness, and technique.  Timeliness is a significant indicator of quality in VSDs.  Emphasis is placed on prompt service; timeliness is usually reviewed separately and more frequently than other quality factors.



	b.  When evaluating telephone interviews, the reviewer will not interrupt the veterans benefits counselor (VBC) by interjecting himself/herself into the interview.  The reviewer, only as a last resort, should enter into the conversation only when a grave disservice would result if such action were not taken.



6B.03  TIMELINESS



	a.  Sample sizes and goals for timeliness are outlined in the table below:

_______________________________________________________________

	Type of Work Unit	Sample	Goal			



Personal Interviews�	10 percent of	Interviews will

At Office (Regional	visitors to each	be initiated

Offices and VA Offices)	location	within 20 

			minutes



Telephone Interviews - 	100 percent of	Interviews will

Telephone Interview	answered calls	be initiated

Activity (Regional		within 180 

Office)		seconds



Correspondence	100 percent of 	Final responses

(Regional Offices	replies to 	will be completed

and VA Offices)	incoming cor-	within 10 full   

		respondence 	workdays

		(excluding	

		Privacy Act mail)	



Veterans Assistance	100 percent	Inquiries will

Inquiries (VAIs)	of resolved VAIs	be completed 

-Resolved (Regional		within 10 full 

Offices)		workdays						





NOTE:  For DOOR system reporting purposes, exclude data collected for VA offices.
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	b.  Timeliness Measurement.  For work processes with elapsed time measured in full days, timeliness will be computed by excluding the date of receipt and including the date of completion or by using the Julian calendar.



	(1)  Personal Interviews-At Office (Regional Offices and VA Offices).  Timeliness is measured for the personal interview activity as a whole, rather than for an individual counselor.  Therefore, the amount of "waiting time" before an interview is initiated is the measure of timeliness.



	Type of Evaluation:  Each month designated sample lines on VA Forms 27-7288a, Daily Record of Veterans Assistance Interviews, will be reviewed for determination of the number of untimely interviews.



	(2)  Telephone Interviews-Telephone Interview Activity (Regional Offices).  Timeliness is measured for the telephone interview activity as a whole, rather than for an individual counselor.  Therefore, the amount of "waiting time" before an interview is initiated is the measure of timeliness.



	Type of Evaluation:  Each month the number of calls which exceed the 180 second threshold will be taken from management information reports associated with telephone interview activity call-handling equipment.



	(3)  Correspondence (Regional Offices and VA Offices).  Quality assurance procedures will be applied to responses to incoming correspondence only, excluding Privacy Act mail.  (Income verification requests from State and local government agencies are routine use and are considered incoming correspondence subject to formal quality assurance timeliness review.)  Timeliness will be measured from the date correspondence is received in VSD to date of release.  To avoid followup letters or telephone calls, Veterans Services Officers (VSOs) may use interim replies to acknowledge receipt of correspondence which cannot be answered within the standard, but the date of the final reply will be used to measure timeliness.



	Type of Evaluation:  Each month VA Forms 27-7288c, Daily Record of Veterans Assistance Activities Correspondence, used to record outgoing replies generated by incoming correspondence will be reviewed for determination of the number of untimely replies.
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	(4)  Veterans Assistance Inquiries-Resolved (Regional Offices).  



	(a)  Regional Offices.  The required sample for timeliness is 100% of those inquiries completed by the regional office during the month and excludes any education inquiry in which the claim is processed at a Regional Processing Office (RPO).  Timeliness is computed by the Automated Veterans Assistance Inquiry System (AVAIS).  The Completed VAI Report will be reviewed and the percentage of inquiries over 10 days reported under "Station" will be transferred to the DOOR system.



	(b)  Regional Processing Offices (RPOs).  The required sample is 100% of the inquiries completed each month including all education inquiries where the claim is processed by the RPO.  Timeliness is computed by the AVAIS.  The Completed VAI Report will be reviewed and the percentage of inquires over ten days reported under "Total" will be transferred to the DOOR system.



	Type of Evaluation:  Review of AVAIS generated Completed Report and Chapter 30 Completed Report.  End of month reports will be used for DOOR/quality assurance documentation.
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6B.04 QUALITY



	a.  Sample sizes for quality are outlined in the table below:

												

Type of Work Unit	Sample										



Telephone Interviews,	When prior fiscal 

Telephone Interview	year telephone 

Activity (Regional 	interviews totalled

Offices)	100,000 or more, 

		50 incoming telephone 

		calls.  When prior 

		fiscal year telephone 

		interviews totalled 

		fewer than 100,000, 

		25 incoming telephone 

		calls.  (Exclude calls 

		on Special Service 

		Lines.)



Correspondence (Regional	10 or 100 percent of

Offices and VA Offices)	responses to 

		incoming 

		correspondence,

		whichever is less.

		(Exclude Privacy 

		Act mail AND 

		income 

		verification 

		letters.)



Veterans Assistance	50 or 10 percent 

Inquiries	of resolved VAIs,

(Regional Offices)	whichever is less.

		(EXCEPTION:  A minimum 

		of 25 VAIs must be reviewed.)

						

NOTE:  For DOOR system reporting purposes, exclude data collected for VA offices.



	b.  Quality Measurement.  Deficiency codes identified in appendix A will be assigned to work units as necessary.



	(1)  Telephone Interviews, Telephone Interview Activity (Regional Offices)



	(a)  Selection of calls will be at local option.



	(b)  Scope of Review.  Every aspect of the interview will be evaluated, to include:  initial greeting, efficiency,
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 effectiveness of use of available resources (e.g., various Target screens, pamphlets, manuals, human resources), tone, empathy, control of interview, accuracy and completeness of information provided, and proper use of any forms, form letters, or applications.



NOTE:  When both sides of telephone conversations are observed, evaluators are prohibited from recording any information, such as name, address, or file number which could be used to identify the caller.  The interviewer, however, may record whatever identifying information is necessary to provide applicable information and/or services.



	(2)  Correspondence (Regional Offices and VA Offices)



	(a)  Correspondence actions to be evaluated each month are to be selected randomly from any of the replies recorded on the VA Forms 27-7288c (or computerized substitute) used to record outgoing replies generated by incoming correspondence (other than Privacy Act mail or income verification letters) during the month.  VA Form 27-7288c will be disposed of in accordance with Records Control Schedule VB-1, part I, item no. 13-091.200.



	(b)  Scope of Review.  Evaluation of correspondence will include a review of the incoming letter to ensure accuracy and completeness of response (including enclosure of appropriate forms, applications, or pamphlets) as well as review for punctuation, grammar, spelling, and neatness.  This review will also consider whether the correspondence was answered in the most appropriate manner; e.g., by dictated letter, form letter, endorsement, return of the incoming letter with a pamphlet attached, VLET, glossary letter or paragraph.



	(3)  Veterans Assistance Inquiries-Resolved (Regional Offices)



	(a)  All Regional Offices.  Inquiries to be evaluated each month will be selected at random from the inquires completed during the prior month.  The Completed Report generated by AVAIS will be utilized for sample selection.  Cases for quality review will be selected from the detail listing of the "Total" completed and will include those inquires processed by an RPO.  (Excludes inquiries processed by another RO.)  Cases will be selected at random from the listing using a computerized random numbers generator or the tables contained in M20-2, Appendix C.  (Changes to AVAIS have been requested to permit automatic selection of cases subject to review.  When these changes are installed, a quality review sample will be automatically selected on the first working day of the month by AVAIS and cases contained on the Quality Control Report will be selected for review.)
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	(b)  Scope of Review.  Evaluation of VAIs will include a determination of whether the VAI was properly taken or prematurely resolved.  The review will encompass completeness of the VAI, accuracy and completeness of response, and appropriateness of method of response.



	c.  Other Quality Reviews.  In addition to the work activities listed above and in subchapter 6C, stations should consider conducting formal reviews and establishing local goals for other major Veterans Assistance activities such as accountings; personal interviews; patient interviews; forms, form letters, applications; Privacy Act/FOIA processing; and work-study.



6B.05  NATIONAL SERVICE LEVEL



	The acceptable level of telephone service is as follows:



	Type of Activity	Definition	Service Level			



Abandoned Calls,	Calls answered 	No more than

Telephone Interview	by call handling	10 percent

Activity (Regional	equipment but 	abandoned

Office)	abandoned by the

		caller prior to

		speaking with a

		counselor



Blocked Calls,	Call attempts	No more than

Telephone Interview	unable to access	10 percent

Activity (Regional	call handling	blocked

Office)	equipment due to

		all circuits in

		use.



								



NOTE:  The projected percentage of blocked calls will be determined by annual telephone traffic studies conducted by servicing telephone companies.  (Computation of blocked call rates is under review.) 
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SECTION C.  FIDUCIARY AND FIELD EXAMINATION ACTIVITIES



6C.01  QUALITY CONTROL METHODS



	This section outlines the principles, procedures, and criteria applicable to F&FE (Fiduciary and Field Examination) activities regarding SQC (statistical quality control) and elapsed-time reporting. 



6C.02  STATISTICAL QUALITY CONTROL (Exclusive of Elapsed-Time Reporting)



	The FBS (Fiduciary-Beneficiary System) will select a statistical sample of PGFs (principal guardianship folders) and nonprogram field examinations to be reviewed each month.  A list will be generated on the first day of the month that the FBS is accessed.  The list will contain file numbers of the selected sample of nonprogram field examinations and PGFs for which a field examination or account audit was completed during the prior month.  To maintain validity of the random sample, no additions, deletions, or substitutions will be made.  Designated personnel will evaluate each case on the list during the month.  



6C.03  SCOPE OF SQC REVIEWS



	a.  SQC reviews will be comprehensive.



	(1)  Field examination reports will be reviewed for adherence to policy, overall adequacy and clarity.



	(2)  Correspondence will be reviewed for neatness and grammatical correctness as well as substantive content.



	(3)  Administrative forms such as VA Form 27-4707, Estate Summary, and VA Form 27-3045, Estate Action Record, will be reviewed for completeness and accuracy.



	(4)  Accountings will be reviewed to ensure compliance with State and Federal laws and compatibility with VA policies as well as basic arithmetic correctness.
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	b.  The review of the PGF selected for SQC because of an account audit or field examination will encompass all material in the folder dating from the previous similar action.  For example, if the action causing selection of the PGF was a field examination, and accountings had been audited or correspondence written during the period between the current and previous field examination, those accountings and letters would be included in the SQC review.



	c.  The review of nonprogram field examination reports will consider the completeness and adequacy of the report.  A determination of whether or not the request should have been returned without a field examination will also be made.  



6C.04  DISTRICT COUNSEL REVIEW OF COURT-APPOINTED CASES



	When VSD (Veterans Services Division) personnel have completed SQC review of the selected PGFs involving court-appointed fiduciaries, those cases will be referred to the District Counsel for further review.  Any informal exceptions, comments, or suggestions regarding legal or nonlegal matters that are offered by the District Counsel as a result of this review will be brought to the attention of the VSO (Veterans Services Officer) for purposes of trend control, training, or any corrective action indicated.  If the comments are applicable to any of the quality categories and codes outlined in appendix B, the VSO may either take formal exception through use of VA Form 27-6530a or informally bring the matter to the attention of the employee concerned.  VSD employees will not perform this legal review on behalf of the District Counsel, either informally or under delegation of authority.



6C.05  VA FORM 27-3045, ESTATE ACTION RECORD



	VA Form 27-3045 will be annotated, dated, and initialed by the reviewer or validator each time an SQC review or validation is completed.



6C.06  WORK UNITS SUBJECT TO ELAPSED TIME



	Each field examination (excluding specials) completed during the month will be subjected to elapsed time measurement.  Cases for which FBS G06 screens (Action Pending Records) are annotated as completed during the first through the last calendar day of each month will have the elapsed time automatically computed by the system.  
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6C.07  MEASUREMENT OF ELAPSED TIME



	The elapsed time required to complete a field examination work unit is measured by the FBS as entered on the FBS G06 screen as described below:



	(1)  Initial Appointment--Minors and Adults



	(a)  Original.  Date of receipt of VA Form 21-592, Request for Appointment of a Fiduciary, Custodian or Guardian, through date of certification of fiduciary or recommendation for direct payment (release of VA Form 27-555, Certificate of Legal Capacity to Receive and Disburse Benefits).  Elapsed time for cases not requiring certification is measured from the date of receipt of VA Form 21-592 through date sufficient information is provided to the requesting element to allow for them to take appropriate action.  This date will be entered in the completed block of the GO6 screen.



	(b) Successor.  The appointment of a successor fiduciary is included under the same elapsed-time requirements as original initial appointment cases.  When the successor appointment or recognition is made as the result of receipt of information indicating a need for a successor fiduciary, the elapsed-time interval begins with date received in VSD and ends with date a successor is certified.  When the successor appointment or recognition is made during the course of a regularly scheduled fiduciary-beneficiary field examination the elapsed-time interval begins with the date the first interview of the investigation occurred, as indicated in the field examination report and transferred to "REC IN VSD" field on the FBS G06 screen, and ends with date a successor is certified.  NOTE:  If the date of interview is not annotated in the report, the elapsed-time interval will be measured from the date the FBS G06 screen was originally generated or prepared.



	(2)  Fiduciary-Beneficiary Field Examination.  Date received in VSD to date completed report received in VSD from field examiner.



	(3)  Nonprogram Field Examination.  Date of receipt of adequate request for field examination through date completed report is sent to the requesting element (completed block of the G06 screen). 
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6C.08  ELAPSED-TIME GOALS



	Elapsed-time standards for field examinations are as follows:



		Type of Work Unit					Standard



		Initial Appointment					45 calendar days



		Fiduciary-Beneficiary					120 calendar days



		Nonprogram						60 calendar days
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QUALITY EVALUATION STANDARDS FOR

VETERANS ASSISTANCE ACTIVITIES



	The areas of inquiry arranged under the different categories are designed to reflect what is considered an acceptable quality of service.  They are not to be considered as absolute requirements or inflexible criteria.  These code numbers are designed to fit all Veterans Assistance work activities.



	a.  Subelement:  Telephone Interviews (Code 20)



	Area of Inquiry



	(1)  Provisions of the Privacy Act/Freedom of Information Act are met.



	(2)  Information from automated systems is interpreted and analyzed accurately.



	(3)  Accurate information is provided.



	(4)  Complete information is provided.



	(a)  The fullest possible answer is given to each specific inquiry.



	(b)  All benefits related to the specific inquiry are discussed.



	(c)  Other benefits to which the client may have entitlement are developed.



	(5)  Technical jargon is avoided.



	(6)  The client is advised to submit all supporting evidence.



	(7)  The client is advised of subsequent VA procedures and anticipated timeframes.



	(8)  Appropriate forms, form letters, applications, or pamphlets are mailed from the Telephone Interview activity.



	(9)  Entries on forms, form letters, and envelopes are legible. 



	(10)  Followup action is taken when appropriate.
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     (11)  Appropriate greeting and identification are used.



	(12)  The client is treated in a respectful and empathic manner.



	(13)  The interview is satisfactorily controlled, avoiding prolonged irrelevant discussions and topics not pertinent to the interview.



	(14)  The interviewer remains objective.



	(15)  Sufficient information is elicited from the client to accurately determine the nature of the inquiry and information sought.



	(16)  Other (explain).



	b.  Subelement:  Correspondence (Code 30)



	Areas of Inquiry



	(1)  Provisions of the Privacy Act/Freedom of Information Act are met.



	(2)  Information from automated systems or in the claims folder is interpreted and analyzed accurately.



	(3)  Accurate information is provided.



	(4)  Complete information is provided.  (All benefits related to the specific inquiry are discussed.)



	(5)  Technical jargon is avoided.



	(6)  The client is advised to submit all supporting evidence.



	(7)  The client is advised of subsequent VA procedures and anticipated timeframes.



	(8)  Appropriate forms, form letters, applications, or pamphlets are used in response to a written inquiry or as an enclosure.



	(9)  Entries on forms, form letters, applications, and envelopes are legible.
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	(10)  Followup action is taken when appropriate.



	(11)  Correspondence is correctly analyzed.



	(12)  Information contained in the written response is properly phrased to convey the intended meaning.





	(13)  All incoming documents (except originals) are date stamped on receipt.  Original documents are returned to the sender after a certified copy is made.



	(14)  Other (explain).



	c.  Subelement:  Veterans Assistance Inquiries (VAIs) (Code 40)



	Areas of Inquiry



	(1)  Provisions of the Privacy Act/Freedom of Information Act are met.



	(2)  Information from automated systems or in the claims folder is interpreted and analyzed accurately.



	(3)  Accurate information is provided.



	(4)  Complete information is provided.



	(5)  Technical jargon is avoided.



	(6)  The client is advised to submit all supporting evidence.



	(7)  The client is advised of subsequent VA procedures and anticipated timeframes.



	(8)  Appropriate forms, form letters, applications, or pamphlets are used in response to an inquiry or as an enclosure.



	(9)  Entries on forms, form letters, applications, and envelopes are legible.



	(10)  Followup action is taken when appropriate.



	(11)  The inquiry is correctly analyzed.



	(12)  Information contained in a written response is properly phrased to convey the intended meaning.
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	(13)  The fullest possible answer is given to each specific inquiry.



	(14)  The inquiry was appropriate and necessary.  



			VAIs are completed accurately on creation.  For example, all appropriate identification items are completed.  Telephone numbers are listed when appropriate.  The amount received is noted on questioned amount inquiries.  The type of course is identified on school inquiries.  Other pertinent information is recorded, e.g., date of claim.



	(15)  The inquiry was properly closed.



			Inquiry formats are fully completed during resolution.  For example, actions taken to resolve the inquiry are annotated completely.  Attempts to reach the inquirer by telephone are annotated.  Entries are properly dated and initialed.  The entries of date answered, method of answer, and name of employee are completed.  The inquiry is not answered prematurely.  Interim response is properly annotated.



	(16)  Other (explain).
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QUALITY IMPROVEMENT REVIEW SUMMARY

TELEPHONE PROGRAM



STATION______________________DATE__________________DOOR REPORT______



NAME OF REVIEWER_____________________________________________________



NAME OF EMPLOYEE (Optional)____________________________________________



1.  PROCEDURE 

			Code 

	____  Privacy Act/FOIA Provisions Met			01

	____  Appropriate Greeting and Identification  			11



2.  COURTESY 

			Code 

	____  Respectful and Empathic Manner			12

	____  The VBC Remains Objective			14



3.  KNOWLEDGE  

			Code 

	____  Info on VDT Is Interpreted & Analyzed Correctly			02

	____  Accurate Information Is Provided			03

	____  Complete Information Is Provided			04

	____  The Fullest Possible Answer Is Given To Each Specific Inquiry		4a

	____  All Benefits Related To Specific Inquiry Are Discussed			4b

	____  Other Benefits to Which the Caller May Have Entitlement are Developed	4c



4.  TECHNIQUE 

			Code 

	____  Technical Jargon is Avoided			05

	____  All Necessary Supporting Evidence Requested			06

	____  Claimant Advised of Subsequent VA Actions/Timeframes			07

	____  Appropriate Forms, Pamphlets, etc. are Mailed			08

	____  Entries on Forms, Form Letters, etc. are Legible			09

	____  Follow-up Action is Taken When Appropriate			10

	____  The Interview Is Satisfactorily Controlled 			13

	____  Accurately Determined Callers Question			15



	Code

5.  Other (Explain)			16

				

				

Overall Evaluation			
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QUALITY IMPROVEMENT REVIEW SUMMARY

CORRESPONDENCE



STATION____________________DATE__________________DOOR REPORT_______



NAME OF VETERAN	File Number			



NAME OF REVIEWER_____________________________________________________



NAME OF EMPLOYEE (Optional)____________________________________________





1.  PROCEDURE 

			Code 

	____  Privacy Act/FOIA Provisions Met				01



2.  KNOWLEDGE  

			Code 

	____  Info From Automated Systems or C File is Interpreted & Analyzed

	Correctly				02

	____  Accurate Information Is Provided				03

	____  Complete Information Is Provided				04

	(All benefits related to the specific inquiry are discussed.)

	____  Info Contained in Response is Properly Phrased to Convey the Intended

	Meaning				12



3.  TECHNIQUE 

			Code 

	____  Technical Jargon is Avoided				05

	____  Client is Advised to Submit Supporting Evidence				06

	____  Claimant Advised of Subsequent VA Actions/Timeframes				07

	____  Appropriate Forms, Pamphlets, etc. are used in Response to a Written

	Inquiry or as an Enclosure				08

	____  Entries on Forms, Form Letters, Applications, and Envelopes are Legible		09

	____  Follow-up Action is Taken When Appropriate				10

	____  Correspondence is Correctly Analyzed				11

	____  All Incoming Documents (except Originals) are Date Stamped on Receipt.

	Original Documents are Returned to the Sender After a Certified Copy

	is made.				13



			Code

4.  Other (Explain)				14

____________________________________________________________________

				

				

				

Overall Evaluation			
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QUALITY IMPROVEMENT REVIEW SUMMARY

VAI PROGRAM



STATION______________________DATE__________________DOOR REPORT______



NAME OF VETERAN	File Number			



NAME OF REVIEWER_____________________________________________________



NAME OF EMPLOYEE (Optional)____________________________________________





1.  PROCEDURE 

			Code 

	____  Privacy Act/FOIA Provisions Met				01



2.  KNOWLEDGE  

			Code 

		  Info on VDT or in C File is Interpreted & Analyzed Correctly			02

	____  Accurate Information Is Provided				03

	____  Complete Information Is Provided				04

	____  Info Contained in Written Response is Properly Phrased to Convey

	the Intended Meaning				12

		  The Fullest Possible Answer is Given to Each Specific Inquiry			13

	____  The Inquiry was Appropriate and Necessary				14

	____  The Inquiry was Properly Closed				15



3.  TECHNIQUE 

			Code 

	____  Technical Jargon is Avoided				05

	____  Client is Advised to Submit All Supporting Evidence				06

	____  Client Advised of Subsequent VA Actions/Timeframes				07

	____  Appropriate Forms, Pamphlets, etc. Are Mailed				08

	____  Entries on Forms, Form Letters, Applications, and Envelopes are Legible		09

	____  Follow-up Action is Taken When Appropriate				10

	____  The Inquiry is Correctly Analyzed				11



			Code

4.  Other (Explain)				11

	____________________________________________________________________				

				

				

Overall Evaluation			
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QUALITY IMPROVEMENT REVIEW SUMMARY

Fiduciary and Field Examination Program





STATION______________________DATE__________________DOOR REPORT______



NAME OF VETERAN	File Number			



NAME OF REVIEWER_____________________________________________________



NAME OF EMPLOYEE (Optional)____________________________________________





1.  ENTITLEMENT

			Code 

	____  Benefits		 04

	____  Payment Actions-Recovery		 08

	____  General Evidence Development		 10



2.  PROTECTION

			Code 

		  Development of Capacity		 01

	____  Payee Designation		 02

	____  Welfare and Fund Usage		 03

	____  Fiduciary Accountability		 05

		  Bonds, Withdrawals, Fees, Commissions		 06

	____  Investments		 07

	____  Judicial Proceedings		 09



3.  ADMINISTRATION 

			Code 

	____  Documentation		 11

	____  Personnel Utilization		 12

	____  Not Otherwise Coded		 13



			

Overall Evaluation			
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QUALITY EVALUATION STANDARDS FOR THE FIDUCIARY

AND FIELD EXAMINATION PROGRAM



	The areas of inquiry arranged under the various subelements are designed to reflect, in the maximum detail practicable, what is considered acceptable performance in the particular areas concerned.  Since they are designed for uniform nationwide application, some areas of inquiry are necessarily phrased in general terms and may cover functions and responsibilities not common to all offices.  They are not to be considered as absolute requirements or inflexible criteria.  Instances will occur when, on the facts of record, good judgment will require a departure from them.



	1.  Substantive Element



	a.  Subelement:  Development of Capacity (Code 01)



	Areas of Inquiry



	(1)  A field examination concerning a veteran on non-bed-care status is not initiated or conducted unless sufficient time has elapsed to afford a reasonable opportunity to demonstrate capacity to handle funds.



	(2)  When a veteran on non-bed-care status from a hospital receiving an institutional award has not handled any funds or has handled only a small portion of the funds payable, a continuation of the institutional award for a period of 3 to 6 months or supervised direct payment is recommended.  If the institutional award is continued, arrangements are made for the veteran to handle sufficient funds during the period of extended non-bed-care status to permit a demonstration of capacity or lack of capacity to handle the funds payable.



	(3)  The adult beneficiary is personally observed and interviewed.



	(4)  An adult beneficiary's capacity to handle funds and the extent of supervision required are developed at the time of each personal contact.  Complete information is obtained and documented in the report on the amounts, uses and period over which the beneficiary has handled money in the context of the beneficiary's standard of living, environment and practicality of fund usage.



	(5)  Witnesses are identified and interviewed.  The report is documented to show the opportunity and extent of their observation and the facts observed and reported by them as to the adult beneficiary's ability to handle funds.
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	(6)  A personal contact is scheduled and timely completed when evidence from any reliable source indicates the adult beneficiary may have such capacity to handle funds that the fiduciaryship may be terminated or a supervised direct payment beneficiary may be paid direct without supervision, or that the level of capacity has diminished so as to warrant adjustments to the amount and/or mode of payment.



	(7)  A field examination is scheduled immediately upon notice of either a rating of competency or a removal of legal disability by the court to determine if continuation of the fiduciary relationship or supervised direct payment is required to protect the adult beneficiary's interests, in which event a report with an appropriate recommendation is forwarded to Adjudication.



	(8)  When a fiduciary is recognized or continued for a veteran who is under a legal disability by court action but is not rated incompetent by the VA, the field examination report together with any available medical evidence will be forwarded to the Adjudication Division with a recommendation of rating of incompetency.   



	b.  Subelement:  Payee Designation (Code 02)



	Areas of Inquiry

 

	(1)  Minor beneficiaries are seen.  If not practicable to see a minor, the report is documented as to such impracticability and other evidence is submitted verifying existence and custody.  If no parental or in loco parentis custody exists, the minor is seen unless he or she is a ward of the court or under the supervision of a social service agency that specifically requests that the minor not be interviewed.  In that case a court or social service agency request may be honored provided the purpose of the field examination can be otherwise fulfilled and a social service agency or court report is obtained.



	(2)  Payment direct to minor is recommended when the only legal disability is minority and the minor is in military service, or a veteran, or the surviving spouse of a veteran.



	(3)  Payment direct is recommended when the factual development shows that the adult beneficiary is competent to handle funds and would not benefit from further contact by Veterans Services Division personnel.



	(4)  Certification of a payee is made or supervision continued only when the beneficiary is under a legal disability or is rated incompetent by the VA.
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	(5)  Certification of an institutional award payee or SDP (supervised direct payment) is made only for veterans who are rated incompetent by the VA.



	(6)  SDP is certified or continued when the factual development shows that the beneficiary is not likely to be deprived of his or her benefits if paid directly and his or her interests can be reasonably protected by follow-up field examinations.



	(7)  In court fiduciary cases, when benefits can be paid to the beneficiary direct, with or without supervision, or to a non-court-appointed fiduciary, the District Counsel is consulted prior to extending cooperation to the fiduciary, beneficiary and/or court in terminating the fiduciary relationship.  If it is otherwise necessary to administer outside assets through a court fiduciary, that fiduciary is advised of the benefits payable and payee arrangement determined by the VSO (Veterans Services Officer).



	(8)  A custodian or a custodian-in-fact is timely recognized as an emergency temporary payee when funds needed for current maintenance and support may not be paid until action regarding a former fiduciary is completed.



	(9)  Appointment of a court fiduciary is requested by the VA only when payments cannot be made by an other means or the best interests of the beneficiary or the Government require a court fiduciary.



	(10)  When a veteran is in a VA medical center and has a spouse, a field examination is made to determine whether VA funds should be continued or certified to that spouse, whether the best interests of the veteran require the court appointment of a fiduciary, or whether an institutional award and apportionment should be made or continued.  In the latter event, the report shows the amount of apportionment recommended.



	(11)  The qualifications of the proposed fiduciary are investigated by personal interview with the proposed fiduciary and adult disinterested witness(es) unless the proposed fiduciary is a corporate fiduciary, an institution, recognized protective agency, or a fiduciary whose qualifications have been established by performance in other cases or by personal reputation.  When individuals are recognized without qualification investigation, the basis therefor is shown in the report. When telephone contact is made with character witness(es), it is shown that to contact them personally would seriously delay submission of the report or cause excessive energy consumption.
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	(12)  The performance (competence) of the fiduciary is reviewed during each fiduciary-beneficiary contact.



	(13)  Consistent with the type of fiduciary, the fiduciary's understanding of his or her duties, and facts found, instructions as to duties and responsibilities are given.



	(14)  A field examination is conducted immediately upon receipt of any information indicating a fiduciary is not functioning properly or that a change has occurred in a supervised direct payment beneficiary's environment or circumstances.



	(15)  When a payee is found to be no longer suitable or qualified, action is taken to pay the beneficiary direct or effect the appointment or recognition of another payee.



	(16)  Certification of a custodian-in-fact is limited to 1 year or less.  Payment amounts authorized are limited to the amount required for the beneficiary's current expenses.



	(17)  Payments to a fiduciary (other than an institution or corporate fiduciary) are certified or continued only when the fiduciary's social security account number is of record.



	(18)  In court-appointed fiduciary cases PGFs (principal guardianship folders) contain certified copies of any legal documents appointing the fiduciary, establishing estate inventory, and setting rates of expenditures.  Certified copies of any surety bonds and documents relative to expenditure of estate funds or sale or purchase of estate property are also in the file.



	(19)  In Federal fiduciary cases when a legal disability establishes authority for VSO supervision over an adult beneficiary for whom there is no VA rating of incompetency, PGFs contain certified copies of the legal document establishing the legal disability and any surety bond.



	c.  Subelement:  Welfare and Fund Usage (Code 03)



	Areas of Inquiry



	(1)  Action is taken when possible to prevent hardship.



	(2)  Field examination reports show the source and amount of income and assets of the beneficiary (and the family unit), monthly expenses, and monthly allowances and other disbursements required for the beneficiary and dependents, if any.







6-App. B-4

�April 1, 1993	M27-1, Part I

APPENDIX B

		Change 41





	(3)  Evaluation of the personal health and welfare of the beneficiary, and family members when material to demands on beneficiary's estate, is made and reported during initial and subsequent field examinations.  The report describes the beneficiary's appearance and physical limitations, if any.  Current medication and health problems as well as prognosis are noted.  The report notes the beneficiary's degree of social, economic and industrial adjustment.



	(4)  The beneficiary's surroundings and standard of living are described.  Each report will specifically note conditions unfavorably affecting the health, general welfare or financial interest of the beneficiary as well as the corrective action taken or assistance extended.



	(5)  Requests for allowances and expenditures are promptly processed.





	(6)  The availability of PFOP (personal funds of patients) and FDIB (funds due incompetent beneficiaries) accounts is determined and such funds are properly used for the benefit of the veteran and/or dependents.



	(7)  An apportionment for dependents is made when found to be in the beneficiary's interest.



	(8)  In reviewing need for expenditures, anticipated expenses are considered and provided for to prevent hardship and repeated requests by either the beneficiary or fiduciary for authority to make special expenditures.	



	(9)  Authorizations for allowances and expenditures are evaluated during each personal contact and are consistent with the standard of living, environment, and the practicability of fund usage in each case.  Justification for allowances is fully documented in the report.



	(10)  Currently authorized allowances are reevaluated at the time of accountings for appropriateness, and prompt remedial action is taken.



	(11)  Fund requirements and welfare of beneficiary's dependents are periodically ascertained.  Authorized allowances are reviewed and adjustments made consistent with available income and estate and the social and economic circumstances of the beneficiary and dependents.



	(12)  Use of funds for the benefit of the beneficiary and dependents, if any, is determined, and authorized purchases are confirmed during each personal contact.



	(13)  A Federal fiduciary is contacted and asked to review fund usage and savings or other investments during each field examination.
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	(14)  When a field examination is made because of a specific estate administration problem, complete personal contact coverage is included in the report unless such coverage was recently reported or specifically exempted in the request.



	(15)  Needed assistance with financial planning for continued education or training beyond high school is given on personal contacts with high school age minor beneficiaries.



	(16)  Field examinations with minors and adults are properly scheduled.  Reports are appropriately documented as to reason for future diary action and date.



	d.  Subelement:  Benefits (Code 04)



	Areas of Inquiry



	(1)  Timely and appropriate information is provided and action taken concerning possible elections to alternate VA benefits.



	(a)  VA pension of greatest overall benefit.



	(b)  Permanent plan insurance vs. term insurance.



	(c)  Survivors' and Dependents' Educational Assistance vs. death compensation or DIC (dependency and indemnity compensation).



	(d)  Disability compensation vs. military retirement.



	(e)  Other (DIC vs. death compensation; pension vs. compensation, etc.).



	(2)  Timely and appropriate information is provided and action taken concerning possible new, increased, or continued entitlement to VA benefits.



	(a)  Insurance for veterans (including disability benefits-waiver of premium, disability income, etc.).



	(b)  Pension or compensation beyond age 18 for minors.



	(c)  Survivors' and Dependents' Educational Assistance.
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	(d)  Educational assistance for veterans and spouses or surviving spouses of veterans or for spouses of service personnel missing in action or prisoners of war.



	(e)  Housebound benefits.



	(f)  Aid and attendance.



	(g)  Helplessness of a veteran's child.



	(h)  Benefits for additional dependents.



	(i)  Pension or compensation benefits (new claims, resumption or increase in pension due to reduction in income or estate, release from penal institution, or eligibility verification report not returned, etc.).



	(j)  Benefits under 38 U.S.C. 5503 for veterans in institutions (resumption when estate under $500 or veteran released from institution, care and maintenance awards for veterans, apportionments for dependent parents or withdrawal of waiver of retirement pay and reelection of service retirement benefits).



	(k)  Other VA benefits (hospitalization, CHAMPVA; alcohol and drug treatment; outpatient medical treatment, including drugs and medications; fee basis medical care; clothing allowance; burial allowance; etc.).



	(3)  As appropriate, fiduciaries, beneficiaries, or persons having custody of beneficiaries are fully informed of and advised to apply for or take action to obtain the following benefits or property to which beneficiaries and dependents may be entitled:



	(a)  Servicemen's Group Life Insurance.



	(b)  Social security benefits.



	(c)  Civil service, railroad, military or other retirement benefits.



	(d)  Medicare, Medicaid, or CHAMPUS.



	(e)  Food stamps.
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	(f)  State or local educational and bonus rights (including grants, loans, scholarships, work-study programs, etc.).



	(g)  Federal (non-VA) educational benefits (including grants, loans, scholarships, work-study program, etc.).



	(h)  Private grants, loans, scholarships, assistance, etc.



	(i)  Inheritance.



	(j)  Other benefits (welfare, public housing, Red Cross emergency aids, hospitalization, educational and rehabilitative counseling, etc.).



	(4)  Report and/or PGF is documented to show action taken and follow-up or future actions required, if any.



	e.  Subelement:  Fiduciary Accountability (Code 05)



	Areas of Inquiry



	(1)  When fiduciaries are required to account, written accounts are normally obtained within 90 days after due date.  Account due dates are properly chosen, documented, and entered into the Fiduciary-Beneficiary System as appropriate.  



	(2)  When accounts are not received promptly after due date, follow-up is timely made by correspondence or other informal means.  If the account is not thereafter received within 90 days and there is no apparent justifiable reason for the delay, a field examination and/or referral to the District Counsel is initiated.



	(3)  In court-appointed cases, exceptions are prepared and presented to the District Counsel within the mandatory notice time allowed by State law if arrangements cannot be made with the fiduciary and/or the court to have an unsatisfactory account properly restated within that timeframe.	

	(4)  Income and estate information is obtained during initial personal contacts and thereafter in nonaccounting cases.  Verification of assets is obtained in nonaccounting cases involving $500 or more and in any case when there is reason to doubt the existence of reported assets.



	(5)  Court-appointed fiduciaries are urged to collect private assets and protect interests in real property, if any.
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	(6)  When hardship is caused by a Federal fiduciary's failure or refusal to protect a beneficiary's rights to other benefits or interest in private assets or property, the suitability and qualifications of the fiduciary are reviewed, and, when appropriate, a successor or substitute fiduciary is recognized or appointed.



	(7)  Failure or refusal of a court-appointed fiduciary to protect a beneficiary's rights to other benefits or interest in private assets or property is timely called to the attention of the District Counsel for possible court action.



	(8)  Discrepancies as to the expenditure or use of non-VA assets which court-appointed fiduciaries will not correct after being advised of them are timely called to the attention of the District Counsel for possible court action.



	(9)  Formal accountings are diaried and requested from all court-appointed fiduciaries and all Federal fiduciaries who are authorized commissions, are required to secure corporate surety bonds, or for other reasons are required to account.



	(10)  When assets are verified by use of a Certificate of Balance on Deposit, the document is authenticated with the proper seal or stamp.



	f.  Subelement:  Bonds, Withdrawal Agreements, Fees and Commissions (Code 06)



	Areas of Inquiry



	(1)  A corporate surety bond is required of a Federal fiduciary when necessary to protect the interests of the beneficiary.



	(2)  A fiduciary from whom a surety bond is required is certified only when the surety bond is adequate to protect VA benefits.  At subsequent accounting periods, fiduciaries are requested to make necessary adjustments (increase or decrease) in the amount of the bond.



	(3)  Corporate surety bonds normally are preferred from court fiduciaries.  They are substituted for personal sureties when the estate is sufficient to justify the cost and information of record does not disclose fiduciary or court opposition.



	(4)  The number and qualifications of personal sureties for a court fiduciary meet State law requirements.  Each personal surety is worth at least the penal sum named in the bond over and above all debts, liabilities, and exemptions.  A review of the worth of a personal surety is made 
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at least every 3 years.  When it is found that a personal surety no longer meets these qualifications, action is taken to substitute a proper surety.



	(5)  Adequate surety bonds are substituted when corporate surety companies become insolvent or cease to do business in the State.



	(6)  Federal fiduciaries are required to furnish a withdrawal agreement in lieu of a surety bond or an additional surety bond when necessary to protect the estates of beneficiaries.



	(7)  An approved form of withdrawal agreement is being used.



	(8)  When a withdrawal agreement is required at time of the initial appointment, the VSO arranges to mail or deliver the first check to the institution for deposit.



	(9)  Estate protection (withdrawal agreement/bond/periodic accountings) is not required for funds invested in U.S. savings bonds that are registered as directed by 38 CFR 13.103.



	(10)  Court fiduciaries and courts are notified when the amount of the surety bond is inadequate to cover non-VA estate assets.



	(11)  Allowances for extraordinary services are not approved unless the services did, in fact, exceed the usual, regular or normal measure of the court fiduciary's responsibility.



	(12)  Fiduciary's commissions and allowances are not approved if illegal or inequitable.  District Counsel's direct assistance is requested when satisfactory arrangements for the reduction of inequitable or return of illegal commissions or allowances cannot be made.



	(13)  Immediately upon detection of apparent illegal or excessive attorney fees the case is referred to the District Counsel for appropriate action to effect the reduction or recovery of the amount in question.



	(14)  A commission is only authorized a Federal fiduciary who is NOT a dependent of the beneficiary or other close relative except under extraordinary circumstances.



	(15)  A commission is authorized only to a Federal fiduciary who does not receive remuneration for fiduciary services from another source (e.g., the fiduciary is court appointed and is authorized a fee for management of VA funds by the court or the fiduciary is a State appointed official such as a State Commissioner of Veterans' Affairs).
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	(16)  A commission for a Federal fiduciary is approved only when properly authorized.  For example, on receipt of an accounting reflecting a commission the estate analyst must review the PGF and verify that the commission had previously been authorized.  If one was not, the fee may not be approved as a proper expenditure regardless of other facts. 



	(17)  A commission for a Federal fiduciary does not exceed 4 percent of VA benefits paid to the fiduciary during any one calendar year.



	g.  Subelement:  Investments (Code 07)



	Areas of Inquiry



	(1)  Fiduciaries invest VA funds that are surplus to beneficiary's current requirements and anticipated expenses.  (These excess accumulations are often found in checking accounts.)



	(2)  Court-appointed fiduciaries are required to invest VA funds in accordance with State law.



	(3)  Court-appointed fiduciaries are advised of VA policy concerning the prudence of investments.



	(4)  Legal custodians are advised that VA benefits may be invested only in U.S. savings bonds or in interest/or dividend-paying accounts in State or federally insured institutions, whichever is the beneficiary's advantage.



	(5)  Investments by legal custodians are registered as required by 38 CFR 13.103.



	(6)  When court authorizations for investments are required, the District Counsel is notified for the purpose of interposing a timely objection to the use of VA income or estate for investments which may be illegal or which may be imprudent because of present or anticipated fund-usage requirements of beneficiaries.



	(7)  When court authorization is not required for the use of VA income or estate for investments, fiduciaries are timely advised of anticipated expenses which should influence the type of investment.



	(8)  When VA income or estate is used for illegal or imprudent investments, the case is promptly referred to the District Counsel for possible legal action.
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	(9)  When investment is made in real estate or mortgages, information is obtained to determine that the investment does not involve self-dealing by the fiduciary, is proper, security adequate, and the deed, mortgage or other lien instrument is filed and recorded in the beneficiary's name.  District Counsel is consulted for advice as needed.  (Such investments can only be made by a court-appointed fiduciary.)



	(10)  When there are non-VA funds in the estate which are surplus to current needs and anticipated expenses, fiduciaries are requested to invest such funds.



	(11)  Illegal investments of non-VA funds by a court-appointed fiduciary are called to the attention of the District Counsel.



	h.  Subelement:  Payment Actions-Recovery (Code 08)



	Areas of Inquiry



	(1)  Facts and circumstances regarding possible reduction, suspension or termination of entitlement to VA benefits are timely ascertained and reported to the proper adjudication division or VA regional office and insurance center.



	(a)  Income and estate information in cases involving pension payment for minor and adult beneficiaries, or income in payment of DIC to parents.



	(b)  Estate information on veterans, without a spouse or child, in an institution for action under 38 U.S.C. 5503.



	(c)  Imprisonment of the beneficiary or a dependent in pension cases.



	(d)  Marriage or ostensible marriage of beneficiary or a dependent.



	(e)  Reduction in number of dependents.



	(f)  Employment in adult cases, to include helpless child.



	(g)  Discontinuance of schooling (minors over age 18 or receiving Survivors' and Dependents' Educational Assistance benefits prior to age 18; veterans and spouses or surviving spouses receiving educational assistance).
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	(h)  Improvement in any beneficiary's condition which may affect entitlement to pension, compensation aid and attendance, housebound benefits, helpless child benefits, waiver of premiums on insurance, or other disability insurance benefits.



	(i)  Missing or dead beneficiaries.



	(2)  When there has been a denial of waiver of an overpayment or illegal payment to a fiduciary, the fiduciary is contacted to secure a refund and, when appropriate, the case is referred to the District Counsel for assistance in obtaining any court order necessary for that purpose.



	(3)  Upon the death of an incompetent veteran whose benefits had been paid by institutional award to a non-VA institution, a demand has been made for the balance of the gratuitous VA benefits remaining in his or her account at the institution to be returned to the VA for disposition in accordance with 38 U.S.C. 5502(d), and Adjudication has been advised of the facts.



	(4)  When an incompetent beneficiary (veteran or nonveteran) dies without a will and without heirs so that funds would escheat to the State, all necessary steps, short of litigation, will be taken to effect the return of the funds to the VA.  The matter is referred to the District Counsel when litigation is required.



	(5)  Cases identified as possible General Post Fund recovery actions are referred to the District Counsel.



	(6)  A PGF is not closed until necessary action is taken to recover any overpayment.



	i.  Subelement:  Judicial Proceedings (Code 09)



	Areas of Inquiry



	(1)  If the beneficiary's estate or income is not sufficient to justify the employment of private counsel, or where necessary to expedite release of VA payments, the case is referred to District Counsel for legal services (unless precluded in the jurisdiction concerned).



	(a)  To effect appointment of court fiduciaries.



	(b)  To represent court fiduciaries in estate administration.



	(c)  To effect discharge of court fiduciaries.
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	(2)  Whenever evidence indicates a breach of trust by the fiduciary, the District Counsel is notified so that any representation of that fiduciary might be terminated.



	(3)  When it is necessary to protect beneficiary's interests in money paid by the VA to a fiduciary, District Counsel is notified.



	j.  Subelement:  General Evidence Development (Code 10)



	Areas of Inquiry



	(1)  Information from VA records is disclosed in accordance with provisions of both the Freedom of Information and Privacy Acts, and not disclosed when such information would be detrimental to the mental or physical health of a veteran.



	(2)  Opinions are not expressed to claimants or witnesses on the issues or outcome of nonprogram field examinations.  Claims currently or previously under investigation by the field examiner are not discussed.



	(3)  When appropriate, authorizations are obtained for release of information pertaining to the examination and treatment of claimants.



	(4)  Third persons (other than prospective or potential witnesses) are permitted to be present or to propound questions when the claimant or other witness requests the presence of such persons.



	(5)  The best evidence reasonably obtainable is secured or developed and clearly set forth in or attached to the report (documentary evidence being preferable to oral testimony).



	(a)  All material evidence having an affirmative or negative bearing on the issues.



	(b)  All leads requiring development within the regional area.



	(c)  Depositions from witnesses having personal knowledge of material facts, when the field examination request so specifies.



	(d)  Depositions from claimant (or other principal party) and those of corroborating witnesses if there is conflict of testimony or doubt concerning the truth of the claimant's testimony.



	(e)  Abandonment or withdrawal of claims.
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	(f)  Documentary evidence.



	(6)  Comments in reports include an evaluation of the credibility of the information elicited from deponents and informants whose statements are a part of the report.



	(7)  Appropriate recommendations are made when:



	(a)  Further field examination is required.



	(b)  It appears that criminal features are involved.



	(c)  It appears that false or fraudulent evidence has been submitted.



	(d)  Specifically requested, or otherwise indicated.



	2.  Administrative Element.  Deficiencies found under this element will be recorded and corrected, but their numbers not reported to Central Office.



	a.  Subelement:  Documentation (Code 11)



	Areas of Inquiry



	(1)  Reports and correspondence are clear and concise while containing thorough documentation of required information.



	(2)  Nonprogram field examination reports and depositions are in the proper format.



	(3)  PGFs are properly documented.  All diary dates are permanently entered on VA Form 27-3045, Estate Action Record, in chronological order.



	(4)  All cases in which periodic written accounts are required contain an updated VA Form 27-4707, Estate Summary.



	(5)  Material of permanent record value prepared by Fiduciary and Field Examination personnel is typed or legibly handwritten and retained in the PGF.



	(6)  Nonessential or duplicate material which is eligible for immediate disposal under Records Control Schedule VB-1 , part I, item no. 13.052.000 is not filed.  Any such material or material 
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that is obsolete (RCS VB-1, pt. I, item no. 06-016.000) is removed and disposed of during routine operations.



	(7)  In Federal fiduciary and institutional award payee cases PGFs contain fully completed VA Forms 27-4703, Fiduciary Agreement (or institutional agreements), signed by the payee.



	(8)  The fiduciary-beneficiary system contains current and complete data based on documentation in the PGF or veteran's file.  



	b.  Subelement:  Personnel Utilization (Code 12)



	Areas of Inquiry



	(1)  Electronically generated account call letters and other form letters are used in lieu of dictated letters whenever possible.



	(2)  The calling and auditing of accounts is normally suspended during periods in which there is no VA income or estate.



	(3)  Personal contacts are ordinarily not made with a veteran in a VA medical center or domiciliary.



	(4)  Nonprogram field examination requests are reviewed for need and completeness before assignment.  Unnecessary or inadequate requests are returned to the originator specifically pointing out the reasons for return.



	(5)  Fiduciary program requests are reviewed by the field examiner for adequacy and need.  Requests believed to be inadequate or unnecessary are brought to the attention of a supervisor for further action.



	(6)  A 100 percent review of field examination reports or account audits is not performed except for training purposes.
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