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CHAPTER 12.  MOTIVATION AND OUTREACH





12.01	GENERAL





	Outreach and motivation activities are designed to ensure that veterans with potential eligibility for VR&C (Vocational Rehabilitation and Counseling) Division services are made aware of program services (38 U.S.C. 240 and 241).  These activities also focus on assuring that veterans who initiate an application maintain progress toward rehabilitation throughout the process from the date of application to successful rehabilitation.  Motivation and outreach can be identified by two categories:





	a.	Standard Outreach Procedures.  Standard outreach procedures ensure that each veteran identified in accordance with DVB Manual M21-1, paragraph 23.10c is advised of potential rehabilitation benefits.  These outreach procedures are described in paragraph 12.02 below.





	b.	Other Motivation and Outreach Procedures.  Continuing staff efforts ensure that a veteran who has made application pursues that application to its logical conclusion.  This is accomplished throughout the rehabilitation process by establishing on the Target System future or pending motivation actions, at any time there is a temporary suspension of progress.  These motivation actions will be established under CC (control code) 707.  This may occur from time of application through the ultimate goal of rehabilitation.  The application of these motivation and outreach procedures are discussed throughout this manual with associated case status and workflow activities.





12.02	STANDARD OUTREACH PROCEDURES





	a.	Identification of Veterans.  The Adjudication Division will identify veterans under DVB Manual M21-1, paragraph 23. 10c, for whom standard outreach procedures will be initiated by the VR&C Division.  A veteran identified for outreach activity by the Adjudication Division will be listed under CC 707 on the Target Work in Process (WIPP) W60 screen 30 days after an initial or increased compensation award is authorized.  Thirty days later this same veteran will be reflected on the WIPP W50 screen under CC 707 provided the veteran has not filed a VA Form 28-1900, Disabled Veterans Application for Vocational Rehabilitation, or the VR&C staff has not completed the outreach activity described in this paragraph.  The CC 707 established will remain pending until the VR&C activity is completed.





	b.	Procedure.  l2-l outlines the outreach procedures for VR&C staff members and a reamplified as follows:





	(1)	Priorities.  Outreach efforts should be intensified for veterans who are seriously disabled and most likely to benefit from services available under chapter 31.  Within the eligible veteran population, veterans under 56 years of age have the greatest potential to benefit from rehabilitation services and they will be given priority.  Outreach activities are required for veterans awarded 50 percent or more service-connected compensation.  Outreach activities are voluntary for veterans awarded up to and including a 40 percent service-connected compensation.





	(2)	Use of Table 12-1.  The order of priority for outreach is contained in table 12-1 under rules 1, 2, and 3.  These rules correspond to the disabled veteran groups listed in column A in order of severity of disability.  To find the activity to be accomplished, read across the table in the appropriate row under columns B, C, and D.  For example, a veteran who was recently awarded 60 percent service-connected disability compensation and is now age 45 would be identified under rule 1 and under column A.  Reading under succeeding columns for this veteran, VR&C Division staff members will find the specific, necessary outreach procedures to follow:  





	(a)	Column B:  OR (outreach record) is established by printing the MINQ Screens M-ll (Master Record) and M-13 (Compensation and Pension Disability Record).  The OR is assigned to a staff member for telephone contact.  This employee’s number is entered on the PIF (Pending Issue File) using PCHG (Pending Issue Change).  The assigned staff member will make a minimum of two telephone attempts to reach the veteran.  The attempts should be made on different days and times.
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TABLE 12-1.  STANDARD OUTREACH PROCEDURES (SEE M21-1,PAR23.10c)








RULE�
A�
B�
C�
D�
�
�
If a veteran is�
Take the following actions:�
If telephone contact is successful, then �
Or, if telephone contact is not successful then�
�












1�



SC 50 percent or more and less than 56 years of age�



Print MINQ screens M11 and M13


Assign to staff member for telephone contact (minimum of 2 attempts); and 


PCHG Emp Number on PINQ to show staff person assigned contact responsibility.�



Document results of contact on VA Form 119


and file in C-folder�



Refer to VR&CO for decision on additional followup (personal visit) or MCL*�
�









2�






SC 30-40 percent and less than 56 years of age�
�
�



Voluntary Activities: 


Send MCL*


File copy in VR&C Division Motivation Folder, and dispose of in accordance with RCS VB-1 part I, item number 7�620.042


�
�









3�






SC 10-20 percent and all veteran over age 55�



Voluntary Activities:  


Print MINQ Screen M11; Send MCL*;


Annotate file copy of MCL and file in VR&C Division Motivation Folder, and dispose of in accordance with RCS VB-1 part I, item number 7�620.042.


�
�
�
�



*MCL will include VA Form 28-1900 (dated in upper right margin) and VA Pamphlet 28-82-1.
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	(b)	Column C: If telephone attempts to reach the veteran are successful, the results of this contact are recorded on a VA Form 119.  The VA Form 119 is drop-filed in the claims folder.





	(c)	Column D:  When the telephone contact is not established after two attempts, the VR&C Officer will determine whether a personal visit is warranted, based upon the nature of the disability and the available resources, or whether an MCL (motivational contact letter) should be sent.  CC 707 will be cleared at the completion of the final action involving either the forwarding of the MCL or the personal visit by a staff member.





	(3)	The table will be used in a similar manner for other groups identified under rules 2 and 3.





	c.	Use of Target Work in Process (WIPP) Listing.  A listing generated by the WIPP system should be maintained to assure motivation actions are completed as indicated in table 12-1.





12.03	MOTIVATIONAL CONTACT LETTER





	a.	Pattern Letters.  To enhance and facilitate the standard outreach activities, the Central Transcription activity has responsibility for taking the following actions:





	(1)	The MCL described in figure 12.01 will be established as a pattern letter on each station’s word processing equipment;





	(2)	The pattern letter will be typed to allow insertion into a window envelope;





	(3)	The pattern letter will contain the toll free telephone number, including the area code, for the Veterans Services Division Telephone Unit;





	(4)	A self-addressed return envelope will be prepared as an enclosure with the letter; and





	(5)	Completed letters and self-addressed return envelopes will be forwarded to the VR&C Officer(28) for signature and mailing.





	b.	Mailings.  The VR&C Officer will have overall responsibility for assuring the outreach/motivation letters are mailed by the VR&C Division in a timely manner and will ensure the following actions are taken:





	(1)	Each letter will be signed by the VR&C Officer or a designee within the division; and





	(2)	Each letter will be accompanied by VA Pamphlet 28-82-1, Vocational Rehabilitation; VA Form 28-1900, Disabled Veterans Application for Vocational Rehabilitation; and a self-addressed return envelope.





	(3)	VA Form 28-1900 will be date-stamped in the upper right corner with the date on which it is mailed.





	c.	Measurement of Outreach Effectiveness.  Each VR&C Officer should be prepared to analyze the effectiveness of the standard outreach efforts described in DVB Manual M21-1, paragraph 23.10c primarily by identifying the proportion of veterans who submit the specially date-stamped VA Form 28-1900 and report for an initial appointment.  The VR&C Officer, with the cooperation of the Adjudication Officer, should also analyze Adjudication Division’s effectiveness in appropriately notifying veterans of their potential eligibility for chapter 31 services and establishing motivation controls.  This information should be included in the Systematic Analysis of Operations.  Corrective actions should be taken when there are few appointments resulting from either standard outreach programs or special outreach efforts.
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12.04	USE OF PERSONNEL FOR OUTREACH ACTIVITIES





	a.	Regional Office Staff





	(1)	Effective Motivation Contacts.  Motivation contacts should be made by staff members who can do an effective job in this critical area.  Such staff members may include counseling psychologists, VRS’s (vocational rehabilitation specialists), and veterans benefits counselors with educational and experiential backgrounds similar to the backgrounds required for VRS’s.  Since these contacts primarily serve to provide the veteran with sufficient information to decide whether to apply for the chapter 31 program, it is neither expected nor intended that the veteran make a commitment by phone to pursue a vocational rehabilitation program.  However, the staff member making a telephone contact should encourage each veteran contacted to schedule a counseling appointment if the veteran displays an interest in the rehabilitation program or if the veteran requests more detailed explanation of the program than can be reasonably conveyed over the telephone.





	(2)	Planning Outreach Staff Time.  It is essential that staff time for outreach be carefully planned.  Outreach, particularly in the form of a personal visit is an activity which, if not carefully planned, can result in dissipation of staff time and travel funds with little positive result.  Personal visits for outreach should be made to the greatest extent possible in the course of scheduled travel; e.g., during supervisory assistance visits made by VRS’s.





	b.	Work-Study Students.  Selected work-study students may be used to make telephone motivational contacts with service-disabled veterans rated 40 percent or less, following the same guidelines as regular regional office staff (see subpar. a above).  To perform this role effectively, these work-study students must have a good understanding of the vocational rehabilitation program.  It is the responsibility of the VR&C Officer to provide adequate program information to these work-study students and with careful supervision assess the effectiveness of their participation.
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Dear





I am the Vocational Rehabilitation and Counseling Officer at the ______________________VA regional office.  I would like to describe our vocational rehabilitation program.  We believe you may be entitled to participate in this outstanding program.





Our goal is to enable service-disabled veterans to gain employment through training and employment assistance and to become more independent in everyday living.  This program is personalized to meet the specific needs of each eligible veteran.





The enclosed pamphlet provides additional information on the many services furnished through the VA’s vocational rehabilitation program.





Your entitlement can be determined by meeting with a member of our staff.  When you complete and return the enclosed form, we will schedule an appointment to discuss your particular needs and concerns.





If you have questions about our vocational rehabilitation program, please call us at______________.  This is a toll free number.  We look forward to explaining how this program can assist you.





Sincerely yours,














Vocational Rehabilitation and


Counseling Officer








Enclosures:


VA Form 28-1900


VA Pamphlet 28-82-1 


Self-addressed return envelope


























Figure 12.01.  Suggested Format for Motivational Contact Letter
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