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Chapter 3


REVIEW OF QUALITY (ROQ)


Overview


 


What will I learn 


from this chapter?�
This chapter establishes the procedures to assess the quality of services provided to service persons, veterans and dependents in the Vocational Rehabilitation and Employment (VR&E) program.  The process of assessment is referenced throughout this chapter as the Review of Quality (ROQ). 


�
�
 


Why are we required to perform ROQ?


�
Under Public Law 106-117, The Veterans Millennium Health Care and Benefits Act, the Veterans Benefit Administration (VBA) must establish and execute a quality assurance (QA) program. This QA program must meet applicable governmental standards for independent and internal controls for the performance of quality reviews in compliance with the Government Performance and Results Act.  





The ROQ focuses on assessing the required legal provisions of service delivery, and ensures that accepted standards of rehabilitation practice are exercised, and documented in serving veterans.


�
�
 


c.  What is the purpose of an ROQ? �
The ROQ provides the process, as well as the review instrument to do five (5) things:





Measure VR&E staff’s work quality and accuracy in accordance with VA regulations.


Ensure VR&E staff meets required standards of practice and ethical standards for the delivery of vocational rehabilitation service.


Assess the vocational rehabilitation activities that most impact service members, veterans, and their dependents.


Provide information for quality improvement by identifying trends that can be used to evaluate management, resource, system, and training needs.


Highlight positive findings.�
�



Continued on next page
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�styleref "Map Title"�Overview�, continued





d.  What does an ROQ evaluate?�
Using the procedures in this chapter, VR&E Headquarters (HQ) staff, VR&E Officers, and field staff evaluate VR&E casework.  





The VR&E casework is contained in the Counseling/Evaluation/Rehabilitation (CER) file, the Corporate Case Management Information System (CWINRS), and the Benefits Delivery Network (BDN).�
�



e.   How are ROQ results used? 


�
Selected questions of the ROQ instrument are used to populate the VBA Balanced Scorecard at the local and national levels.  Additionally, VR&E Officers use the ROQ at the Regional Office (RO) level to evaluate casework and identify local actions needed to improve quality. 





�
�









3.01  ROQ Procedures





a.	What are the levels of case reviews?�
There are two levels of case reviews:





HQ Reviews.  Cases selected for review are submitted from the specified stations on a scheduled basis throughout a fiscal year.  The ROQ team completes the case reviews.  This team includes selected VR&E Officers, field staff, and VR&E HQ staff.  An HQ staff member is selected as team leader for each review.  The team leader facilitates the review.





RO Reviews.  VR&E Officers or their designees review the casework of their staff members at each regional office. �
�



b.	Whose work is reviewed?�
The work of the case managers who determine entitlement and/or who are responsible for providing direct rehabilitation services are reviewed during an ROQ.


�
�
Continued on next page
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3.01  ROQ Procedures, continued





c.	How is ROQ information


gathered?�
An Intranet application specifically developed for the ROQ provides the means to enter review findings into an intranet database system.





This database requires:





A unique log-on identification for each person reviewing cases 


The claim number of each case being reviewed


Responses to review questions





Logon instructions and a link to the ROQ site can be found on the VR&E home page at http://152.124.238.193/bl/28/vrcintra.htm.





The ROQ database stores information that can be accessed (via Intranet inquiry functions) to provide reports on how the responsible stations or case managers performed required tasks.�
�



d.	When are ROQs performed? �
(1)  HQ Reviews.  A schedule for national reviews will be developed at the beginning of the fiscal year.  Each station will have cases reviewed twice each fiscal year.  Three weeks prior to the review, HQ will provide selected stations with a list of CER folders to be submitted for review.





(2)  RO Reviews.   Headquarters will provide VR&E Officers with a list of cases to review.   VR&E Officers will review the required cases. 


�
�
							Continued on next page
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3.02  ROQ Rating


 


a. 	What questions are asked during an ROQ?�
Refer to the ROQ review sheets (Exhibits 1-6) for a list of questions by review type: 





Entitlement Determination/Rehabilitation Planning


Rehabilitation Services Delivery


Outcome Rehabilitated


Outcome Discontinued


Educational-Vocational Counseling


Spina-Bifida Vocational-Educational Counseling (Ch. 18)


�
�



 


b. 	How is each question answered?�
Reviewers answer each question with either Yes, No, or N/A.





Casework Reviewed:  The ROQ reviews are based on the CER folder documentation, BDN data, and CWINRS data for the casework completed during the 12 months prior to the date of the review.  For outcome cases, the reviews are based on the casework performed during the 12 months prior to the decision. �
�






c. 	What do the responses mean?�
The table below explains the meaning of the responses of the ROQ reviews.�
�



If the Response is…�
It means that… �
�
YES�
VA actions and decisions meet the intent of the law and accepted standards of rehabilitation practice.�
�
NO�
VA actions and decisions do not meet the intent of the law and accepted standards of rehabilitation practice.�
�
N/A�
Question does not apply to the case.�
�






Continued on next page


�
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�styleref "Map Title"�3.02  ROQ Rating�, continued





d. 	What action is taken after reviewing each question? �
The following table indicates the next steps after the reviewer assigns a Yes, No, or N/A response to each question.


�
�
If the Response is �
Then the reviewer…�
�
Yes�
May not select sub-items


May make a comment after the item being reviewed


May add additional comments


      in the General Comments section�
�
No�
Must select one (1) or more sub-items to explain why the response  was No


May make a comment after the item being reviewed


May add additional comments


      in the General Comments section�
�
N/A�
No action.  Continue to the next question.�
�



Note:    Reviewers are cautioned to guard against substituting or imposing personal judgment with that of the case manager’s decision.   The reviewer must find a clear violation of a cited regulation, manual, or other directive to find that an error exists.�
�
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SUBCHAPTER I.  REGIONAL OFFICE (RO) REVIEW PROCEDURES


3.03 VR&E Officer Responsibilities (RO Reviews)





a.  VR&E Officer’s respon-sibilities�



The VR&E Officer is responsible for the quality of service delivery in the VR&E Division.  This includes(





Reviewing and assessing the quality of work of VR&E employees and contracted case managers  


Using the data gathered during reviews as part of an overall program of quality review and improvement�
�



b.	May the VR&E Officer delegate the ROQ review?�
Yes.  The reviewer may be the VR&E Officer or a designee.  Designated reviewers must:





Be qualified to perform reviews


Apply on the ROQ Intranet site as a user of the Intranet ROQ instrument


Be assigned a unique password for access and identification purposes�
�



c. 	What is the Intranet log-on procedure?�
The ROQ User’s Guide explains the log-on procedure.  It is located at the following Intranet web site:





       https://vbaw.vba.va.gov/apps/ROQ/usersguide/user%20guide.html





The intranet log-on site is located at:





        https://vbaw.vba.va.gov/apps/weblogon.asp





Both sites can be reached through the VR&E intranet home page:





        http://152.124.238.193/bl/28/vrcintra.htm


�
�
 								Continued on next page	


3-6�
February 1, 2002	M28-3, Part I


	Change 6





3.03  VR&E Officer Responsibilities (RO Reviews), continued





d. 	Why perform ROQs in the Regional Office?�
The ROQ evaluates the interaction between the veteran and VR&E staff.  This interaction is critical to the success of the veteran’s program and to the integrity of VR&E service. 


 


RO reviews and data derived from the reviews provide information for the assessment of the quality of services.  Reviews may identify training needs, deficiencies in staff competency, resource issues, management concerns, and other areas, that serve as a basis for planning actions to maintain or improve quality. �
�



e. 	How many cases must be reviewed during an ROQ?�
Headquarters will determine the number of cases to be reviewed.  The number varies by station and is based upon the station’s workload.  


�
�



f. 	When should RO reviewers enter data  into the Intranet database?�
HQ will provide ROs with a list of cases to review each month.  These reviews should be completed as soon as possible, but no later than 60 days after receipt. 














�
�



								Continued on next page
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3.03  VR&E Officer Responsibilities (RO Reviews), Continued





�g. 	What action should be taken when problem areas are identified?�
(1)	Identification of Errors.





When an ROQ identifies problem areas, the VR&E Officer will take corrective action.  The VR&E Officer will evaluate identified problems to plan corrective actions, which may include training, process improvement, or other management action. 





(2)	Corrective Action on Entitlement and Outcome Decisions.





When errors have been identified in Entitlement and/or Outcome decisions, the VR&E Officer will refer the case to the responsible case manager for reconsideration.  The case manager will review the case and take needed corrective action.  If disagreement continues, the VR&E Officer will request an administrative review by the Director, VR&E Service.


 


(3)	Clear and Unmistakable Errors.





If the review identifies clear and unmistakable errors of determinations of entitlement or outcomes, the VR&E Officer will ensure the case manager takes the necessary corrective action.





If the VR&E Officer and case manager disagree, either party may request an administrative review by the Director, VR&E Service.





Note:  Determinations of entitlement to rehabilitation services because of an employment handicap or serious employment handicap can only be overturned by the Board of Veterans Appeals or the United States Court of Appeals for Veterans Claims.





If an entitlement determination or outcome determination is reversed, the veteran will be provided needed due process and will be referred to other service providers to insure that the negative consequences to the veteran are minimized.�
�
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3.04  Case Selection (RO Reviews)


a.	Which benefit types will be reviewed?�
Benefits Reviewed: The ROQ requires selection from each of the following benefit types: 





Vocational rehabilitation (Chapter 31)


Special restorative training and specialized vocational training 


(Chapter 35)


Vocational training for children with spina bifida or other covered birth defects (Chapter 18)


Educational-vocational counseling (Chapters 30, 36, 1606, 107) 





Specific review forms are provided for each case type.�
�
 


b.	What is the sampling procedure?


�
HQ will provide ROs a list of cases to review at the beginning of each month.  These reviews must be entered in the online ROQ instrument as soon as possible, but no later than 60 days after receipt.   The list provided will include a sample of educational-vocational and spina bifida cases for local review.   �
�
�
 


c.	What are the review selection guidelines?�
The following table shows the guidelines for selecting cases for review.�
�
Type of Cases�
These cases must …�
�
Entitlement Determination/Rehabilitation Planning�
Have exited Evaluation and Planning status within the twelve months prior to the selection, and


Have a decision documenting whether the veteran has an employment handicap and/or serious employment handicap


�
�



Continued on next page
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�styleref "Map Title"�3.04  Case Selection (RO Reviews)�, continued


 �
�
What are the review selection guidelines?


(continued)�
�
Type of Cases�
·	These cases must…�
�
Rehabilitation Services Delivery�
Have been receiving services  in one or more of the following  case statuses for at least 12 months prior to the review 


Interrupted status (INT)


Extended Evaluation (EE)


Independent Living (IL)


Rehabilitation to Employment (RTE)


Job Ready (JR) (formerly Employment Services) �
�
Outcomes – Rehabilitated & Outcomes- Discontinued�
Have been entered into a rehabilitated or discontinued case status within the 12 months prior to the review


Have been discontinued or rehabilitated after entering IL, RTE, or JR case status�
�
Educational-Vocational Counseling�
Show evidence of substantive educational or vocational counseling under Chapter 18, 30, 32, 35 or 36 of Title 38 USC or Chapter 1606 or 107 of Title 10 USC


Have been closed in the 12 months prior to the review�
�
Spina bifida or other covered birth defects�
Have services provided within the 12 months prior to the review �
�
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3.05	ROQ and CER Folder Maintenance (RO Reviews)





Where do I file ROQ material in the CER folder?�
File a printed copy of the completed review answer sheets chronologically in the middle section of the CER folder. 


�
�






3.06  Variance (RO Reviews)





a. 	What is the variance measure?�
Variance is a measure of the difference in scores of HQ and RO reviews.  The HQ composite scores are compared to the RO composite scores for the past 12 months.  The variance in these scores will be evaluated to validate them.  �
�



b.  What action is taken when the HQ and RO scores do not validate?�
If the RO percent for an indicator differs by a value greater than 14% from the HQ percent for that indicator, HQ will indicate that the scores did not validate.   HQ will call for a summary review of additional RO cases to further investigate the difference.





The RO scores will be used to populate the RO Balanced Scorecard.   If the RO and HQ scores do not validate after the summary review, the HQ scores will populate the RO scorecard.  


�
�
 





3.07  ROQ Intranet Location





How do I access the VBAN ROQ?�
You access the VBAN ROQ web site by logging on to the Intranet site below.  You will need to enter your ROQ User ID and Password.





 https://vbaw.vba.va.gov/apps/weblogon.asp 


�
�
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SUBCHAPTER II.  HEADQUARTERS REVIEW PROCEDURES





3.08 VR&E Service Responsibilities


a. 	What are the VR&E Service’s respons-ibilities?


�
The VR&E Service conducts ROQs at the HQ level and reviews a sample of cases from each station every fiscal year.  The Service identifies cases that will be reviewed locally and nationally.�
�
  


b.	Who reviews cases at the HQ level?�
The team of reviewers  includes:





VR&E Headquarters staff members


VR&E Officers 


Designated case managers (as approved by VR&E Director, Deputy Director, or Assistant Director) �
�
�
�
�



c.	Does the HQ review use the same answer sheets as the RO review?�
Yes, with the following exception: 





The HQ review does not include educational-vocational counseling or spina bifida cases.  The RO scores for these reviews will not be included when determining the variance between HQ and RO reviews. 








�
�






3.09   Case Selection (HQ Reviews)


 


a.   Which benefit types are reviewed?�
HQ reviews Chapter 31 vocational rehabilitation casework only.


�
�
 


Continued on next page
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3.09	Case Selection (HQ Reviews), continued





b. 	What are the review selection guidelines?�
The following table shows the guidelines for selecting cases for review.





�
�
 Type of Cases�
	These cases must…�
�
Entitlement Determination/Rehabilitation Planning�
Have exited Evaluation and Planning status within the twelve months prior to the selection.





Have a decision documenting an employment handicap and/or serious employment handicap.�
�
Rehabilitation Services Delivery�
Have been receiving services  in one or more of the following  case statuses for at least 12 months prior to the review


Interrupted status (INT)


Extended Evaluation (EE)


Independent Living (IL)


Rehabilitation to Employment (RTE)


Job Ready (JR) (formerly Employment Services) �
�
Outcomes - Rehabilitated & Outcomes - Discontinued�
Have been entered into rehabilitated or discontinued case status within the twelve months prior to the review.





Have been discontinued or rehabilitated after entering Ext. Eval., IL, RTE, or JR case status�
�



c. 	What is the sampling procedure?�
VR&E Service will work with Data Management Office to select a random sample of cases.  Half of the sample will include cases that have previously been reviewed by Regional Offices.





HQ will provide a case list to each RO containing the names and claim numbers of cases selected for reviews.  





All cases forwarded to VA Headquarters must be sent Federal Express Overnight for accurate tracking and to insure timely arrival.�
�
		3-13�
M28-3, Part I		February 1, 2002


Change 6





3.10	Transferred Cases (HQ Reviews) 





What should be done with transferred cases?�
If a case has been transferred to another regional office, the office being reviewed will request that the station in possession of the file forward it to VR&E Headquarters  (28).  The office being reviewed will e-mail a copy of its request to the QA/ROQ organizational mailbox at vreqa@vba.va.gov





All cases forwarded to VA Headquarters must be sent Federal Express Overnight for accurate tracking and to insure timely arrival.�
�
�
�
�



3.11	Reviewer Validation (HQ Reviews)


 


What is the process for dual review and validation of reviewers?�
(1)  Dual Reviews: HQ will conduct dual reviews of Rehabilitation Service Delivery, and Outcome Rehabilitated and Discontinued cases as part of the national review.  The dual reviews will be blind and will be conducted independently by one (1) field and one (1) HQ reviewer.  The ROQ Supervisor will compare the review results and resolve results that do not agree.





(2)  Validation:  HQ will perform a blind review on a sample of 10% of the Entitlement Determination, Rehabilitation Planning cases completed by each reviewer.  The results will be compared and the ROQ Supervisor will resolve disagreement.





______________________________________________________________









































�
�
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3.12  Reconsideration/Dispute Resolution (HQ Reviews)





a. 	How does an RO request reconsider-ation?�
The VR&E Officer will follow the procedures listed below:





Reconsideration cases will be returned to VR&E Service after the HQ review, within 21 days after receipt of the ROQ letter communicating review results.





Cases returned for reconsideration must contain a letter or memo addressing specific issues(s) of disagreement along with manual/circular references that pertain to the specific issue.  The reasoning for requesting a change in rating must also be provided.





The original ROQ sheet must be included.�
�






b. What action is taken when reconsider-ation is requested?�
The ROQ Supervisor will review the case findings.  The only issue reconsidered is the specific issue of disagreement.  If the ROQ Supervisor agrees with the field, he/she will make the corrections to the results.  If the ROQ Supervisor does not agree, a brief explanation of the decision is included with the file and returned to RO.





If the field continues to disagree with the decision, the case will be referred to a panel for independent review.  The panel consists of three (3) reviewers: one (1) VR&E Service staff member, one (1) VR&E Officer, one (1) field CP or VRC.  Each member will examine the case independently.  The panel will then convene to decide the case.  The panel will write the decision if the field disagreement is overruled.  The results are compared and the majority decision holds.  





Under most circumstances, the reconsideration process must be completed within 30 days from the date the ROQ letter was sent to the RO.


�
�






3.13  Variance (HQ Reviews)





a. 	What is a variance?�
The variance measure is the difference between HQ and RO quality review results.  


�
�
							Continued on next page
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3.13	Variance (HQ Reviews), continued





b.	When does HQ compare the scores?�
HQ compares the HQ and RO scores after each HQ review.�
�






c.	What happens when variation of scores exists?�
VR&E Service will compare scores from HQ reviews with RO scores.  HQ will schedule a summary review of RO cases when unusual variation of scores is found. 





If the RO percent for an indicator differs by a value greater than 14% from the HQ percent for that indicator, HQ will indicate that the scores did not validate.   HQ will call for a summary review of additional RO cases to further investigate the difference.





The RO scores will be used to populate the RO balanced scorecard.   If the RO and HQ scores do not validate after the summary review, the HQ scores will populate the RO scorecard.  


�
�






3.14 Balanced Scorecard Measures (HQ Reviews)





a. 	How are the HQ review scores used?�
The review scores look at specific areas of work and provide information to HQ and to ROs.  Scores from the ROQ provide information on the need for management improvement, staff training, program intervention, or other changes.  





Data from particular questions on the ROQ are used to populate the accuracy measures on the Balanced Scorecard. (See section 3.14c)


�
�
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3.14 Balanced Scorecard Measures (HQ Reviews), continued








b.	What are the Balanced Scorecard indicators? �
There are currently four Balanced Scorecard Indicators: 





Entitlement Determination Accuracy


Fiscal Accuracy 


Evaluation, Planning & Services Accuracy


Outcome Accuracy





The data generated for the RO Balanced Scorecard are derived from the RO ROQ input as validated by the HQ reviews. 


�
�



							Continued on next page
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3.14 Balanced Scorecard Measures (HQ Reviews), continued











c.	What data  make up the indicators in the Balanced Scorecard?�



The following chart indicates the specific question numbers from the ROQ instruments and case types that are used to populate Balanced Scorecard indicators:





NOTE: “Q” = Question.  The number following “Q” indicates which question from the respective review sheet the question pertains to.


On October 1, 2001, Outcome Accuracy became a Balanced Scorecard indicator.


�
�
Balanced Scorecard Accuracy Measure…�
Is calculated by gathering the following question number and case type data…�
�
Entitlement Determination�
Q1—Entitlement Determination/Rehabilitation Planning score sheets (See Exhibit 1)�
�
Fiscal Accuracy�
Q2—Rehabilitation Services Delivery score sheets





Q3—Outcome Discontinued score sheets





Q3—Outcome Rehabilitation score sheets (Exhibit 2,3, and 4) �
�
Evaluation, Planning, and Rehabilitation Services Accuracy�
Q1-6—Entitlement Determination/


Rehabilitation Planning Case score sheets





Q1-4—Rehabilitation Services Delivery score sheets





Q1-5—Outcome score sheets (Discontinued)





Q1-5—Outcome score sheets (Rehabilitation)�
�
Outcome Accuracy�
Q1 – Outcome-Discontinued





Q1 – Outcome-Rehabilitated�
�
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REVIEW OF QUALITY (ROQ) WORKSHEETS


Exhibit 1  Entitlement Determination/Rehabilitation Planning


Review of Quality


Entitlement Determination/Rehabilitation Planning





1.  Was the Entitlement Determination correct?(CFR 21.50 and Circular 28-97-1) 


�Yes �No �N/A �
�



�A. Veteran incorrectly determined entitled


�B. Veteran incorrectly found NOT entitled


Comment #1: �


�





2. Was the Entitlement Determination correctly explained in the narrative? 


�Yes �No �N/A �
�
�A. Impairments not sufficiently identified 


(CFR 21.51)


�B. Substantial contribution of SCD not explained (CFR 21.51)


�C. Overcoming of impairment(s) not explained: 


�1. Suitable employment (CFR 21.51)


�2. Employability in a suitable occupation (CFR 21.51)


�D. Significant impairment(s) for Serious Employment Handicap not explained 


(Circular 28-97-1)


Comment #2: �


�





3. Was the veteran provided an evaluation (e.g. initial, re-evaluation) sufficient to determine his/her rehabilitation needs? 


�Yes �No �N/A �
�



�A. Independent living needs not identified 


(CFR 21.76)


�B. Rehabilitation needs not identified (CFR 21.50)


�C. Interests, aptitudes and abilities not assessed (CFR 21.50)


�D. Vocational exploration did not occur (M28-1, Part 2, Ch. 1 and 6)


�E. Current reasonable feasibility not identified (CFR 21.53)


�F. Information necessary to plan an individual program was not developed (CFR 21.50)


�G. Entitlement for employment services not determined (CFR 21.47)


�H. Veteran found ineligible for services not referred to other sources of assistance      3-19


�
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(CFR 21.50)


Comment #3: �


�





4. Does the plan meet the needs of the veteran? 


�Yes �No �N/A �
�



�A. Veteran needs not incorporated in plan 


(CFR 21.84 through 21.90)


�B. Plan goals and objectives not identified (CFR 21.84)


�C. Plan did not include an employment focus (CFR 21.84)


Comment #4: �


�





5. Is the Chapter 31 Master Record accurate? 


�ref PRIVATE_ �Error! No bookmark name given.��Yes �No �N/A �
�



�A. M35 screen omissions/incorrect entries [case status, Serious Employment Handicap indicator, Pre/Post salary] (CFR 21.180 and M28-1, 


Part 1, Ch 8) 


Comment #5: �


�





6. Was due process provided? 


�Yes �No �N/A �
�



�A. Veteran not informed of his/her rights and responsibilities (CFR 21.420)


�B. Due process procedures not followed (CFR 21.420) 


Comment #6: �


General Comments:


N. B.  Maximum length for this comment form is 250 characters – approximately the first four lines of typing.


		 �
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Exhibit 2  Rehabilitation Services Delivery


Review of Quality


Rehabilitation Services Delivery





1. Did case management services facilitate the veteran’s progress? 


�Yes �No �N/A �
�
�A. Orientation not provided (M28-1, Part 3, Ch. 1)


�B. Not responsive to veteran’s needs (M28-1, Part 3, Ch. 1)


�C. Plan not adapted to changing circumstances (CFR 21.94 and 21.96)


�D. Insufficient contact with veteran (M28-1, Part 3, Ch. 1)


�E. Progress not documented (M28-1, Part 3, Ch. 1)


�F. Insufficient employment focus (CFR 21.84) 


Comment #1: �


�





2. Were fiscal payments consistent with regulatory guidelines? 


�Yes �No �N/A �
�



�A. Subsistence allowance payments not correct/timely 


�1. Enrollment period (CFR 21.320 through 21.324)


�2. Training rate (CFR 21.260, 21.310 and 21.312)


�3. Dependents (CFR 21.260, 21.322, and 21.324)


�4. Interval period pay (M28-1, Part 3, Ch. 2 and CFR 21.270)


�5. Timeliness


�B. Vendor payments not correct (CFR 21.262)


�C. Veteran reimbursements not correct (CFR 21.262) 


Comment #2: �


�





3. Is the Chapter 31 Master Record accurate? 


�Yes �No �N/A �
�
�A. M35 screen omissions/incorrect entries [case status, Serious Employment Handicap indicator, Pre/Post salary] (CFR 21.180 and M28-1, 


Part 1, Ch 8) 


Comment #3: �


�
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4. Was due process provided? 


�Yes �No �N/A �
�
�A. Veteran not informed of his/her rights and responsibilities (CFR 21.420)


�B. Due process procedures not followed (CFR 21.420)


Comment #4: �





General Comments:


N. B.  Maximum length for this comment form is 250 characters – approximately the first four lines of typing.


		 �
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Exhibit 3 Outcome Rehabilitated





Review of Quality


Outcome Rehabilitated


1.Was the decision of discontinuance or rehabilitation correct? 


�Yes �No �N/A �
�



�A. Information does not support decision (M28-1, 


Part II, Ch. 2) 


�B. Decision not consistent with regulatory guidelines (CFR 21.196, 21.198, and 21.283) 


Comment #1: �


�





2. Were required case management services provided? 


�Yes �No �N/A �
�



�A. Not responsive to veteran’s needs (M28-1, Part 3, Ch. 1)


�B. Plan not adapted to changing circumstances (M28-1, Part 3, Ch. 1)


�C. Insufficient contact with veteran (M28-1, Part 3, Ch. 1)


�D. Progress not sufficiently documented (M28-1, Part 3, Ch. 1)


�E. Job development and placement services not provided (CFR 21.252)


�F. No post-placement followup (CFRs 21.196 and 21.283) 


Comment #2: �


�





3. Were fiscal payments consistent with regulatory guidelines? 


�Yes �No �N/A �
�



�A. Employment Adjustment Allowance incorrectly paid (CFR 21.268)


�B. Vendor payments not correct (CFR 21.262)


�C. Veteran reimbursements not correct (CFR 21.262) 


Comment #3: �


�





4. Is the Chapter 31 Master Record accurate? 


�Yes �No �N/A �
�



�A. M35 screen omissions/incorrect entries [case status, Serious Employment Handicap indicator, Pre/Post salary] (CFR 21.180 and M28-1, Part 1, Ch 8) 


Comment #4: �
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5. Was due process provided? 


�Yes �No �N/A �
�
�A. Veteran not informed of his/her rights and responsibilities (CFR 21.420)


�B. Due process procedures not followed (CFR 21.420) 


Comment #5: �





General Comments:


N. B.  Maximum length for this comment form is 250 characters – approximately the first four lines of typing.


		 �


				


��				
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Exhibit 4 Outcome Discontinued


Review of Quality


Outcome Discontinued


1.Was the decision of discontinuance or rehabilitation correct? 


�Yes �No �N/A �
�



�A. Information does not support decision (M28-1, 


Part II, Ch. 2) 


�B. Decision not consistent with regulatory guidelines (CFR 21.196, 21.198, and 21.283) 


Comment #1: �


�





2. Were required case management services provided? 


�Yes �No �N/A �
�



�A. Not responsive to veteran’s needs (M28-1, Part 3, Ch. 1)


�B. Plan not adapted to changing circumstances (M28-1, Part 3, Ch. 1)


�C. Insufficient contact with veteran (M28-1, Part 3, Ch. 1)


�D. Progress not sufficiently documented (M28-1, Part 3, Ch. 1)


�E. Job development and placement services not provided (CFR 21.252)


�F. No post-placement followup (CFRs 21.196 and 21.283) 


Comment #2: �


�





3. Were fiscal payments consistent with regulatory guidelines? 


�Yes �No �N/A �
�



�A. Employment Adjustment Allowance incorrectly paid (CFR 21.268)


�B. Vendor payments not correct (CFR 21.262)


�C. Veteran reimbursements not correct (CFR 21.262) 


Comment #3: �


�





4. Is the Chapter 31 Master Record accurate? 


�Yes �No �N/A �
�



�A. M35 screen omissions/incorrect entries [case status, Serious Employment Handicap indicator, Pre/Post salary] (CFR 21.180 and M28-1, Part 1, Ch 8) 


Comment #4: �


�


	


	3-25


�
M28-3, Part I		February 1, 2002


Change 6





5. Was due process provided? 


�Yes �No �N/A �
�
�A. Veteran not informed of his/her rights and responsibilities (CFR 21.420)


�B. Due process procedures not followed (CFR 21.420) 


Comment #5: �





General Comments:


N. B.  Maximum length for this comment form is 250 characters – approximately the first four lines of typing.


		 �


��
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Exhibit 5  Educational-Vocational Counseling


Review of Quality


Educational-Vocational (Ch 35) Counseling





 1. Did the educational and vocational counseling meet the client’s needs?


(M28-1, Part II, Ch. 6)


�Yes �No �N/A �
�
�A. Purpose of counseling not clarified


�B. Goals not established for the counseling relationship (education, work history, family relationships, and health)


�C. Client self-exploration and active participation not facilitated


�D. Training, educational, and/or personal needs not clarified


�E. Adequate information not developed (tests, occupational information, other appropriate resources)


�F. Data not interpreted effectively


�G. Client not helped to understand available vocational and educational alternatives


�H. Client not assisted in implementing a plan of action


�I. Necessary forms not completed in sufficient detail to describe activities the client needed to accomplish planned actions


�J. Appropriate work credit not taken 


Comment #1: �


�





2. Did case management services facilitate the client’s progress? (M28-1, Part II, Ch. 6) 


�Yes �No �N/A �
�



�A. Contacts and services not sufficient/timely


�B. Progress not documented 


Comment #2: �


�





3. Were fiscal payments consistent with regulatory guidelines? 


�Yes �No �N/A �
�



�A. Vendor payments not correct (CFR 21.262) 


Comment #3: �


�





4. Was due process provided? 


�Yes �No �N/A �
�
�A. Veteran not informed of his/her rights and responsibilities (CFR 21.420)


�B. Due process procedures not followed (CFR 21.420) 


Comment #4: �


�
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5. Were the services and case management activities provided by non-VA personnel in compliance with regulatory guidelines? 


�Yes �No �N/A �
�






Comment #5: �





General Comments:


N. B.  Maximum length for this comment form is 250 characters – approximately the first four lines of typing.


		 �





��				
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Exhibit 6  Spina Bifida


Review of Quality


Spina Bifida - Ch 18





 1. Did the educational and vocational counseling meet the client’s needs?


(M28-1, Part II, Ch. 6)


�Yes �No �N/A �
�
�A. Purpose of counseling not clarified


�B. Goals not established for the counseling relationship (education, work history, family relationships, and health)


�C. Client self-exploration and active participation not facilitated


�D. Training, educational, and/or personal needs not clarified


�E. Adequate information not developed (tests, occupational information, other appropriate resources)


�F. Data not interpreted effectively


�G. Client not helped to understand available vocational and educational alternatives


�H. Client not assisted in implementing a plan of action


�I. Necessary forms not completed in sufficient detail to describe activities the client needed to accomplish planned actions


�J. Appropriate work credit not taken 


Comment #1: �


�





2. Did case management services facilitate the client’s progress? (M28-1, Part II, Ch. 6) 


�Yes �No �N/A �
�



�A. Contacts and services not sufficient/timely


�B. Progress not documented 


Comment #2: �


�





3. Were fiscal payments consistent with regulatory guidelines? 


�Yes �No �N/A �
�



�A. Vendor payments not correct (CFR 21.262) 


Comment #3: �


�





4. Was due process provided? 


�Yes �No �N/A �
�
�A. Veteran not informed of his/her rights and responsibilities (CFR 21.420)


�B. Due process procedures not followed (CFR 21.420) 


Comment #4: �	3-29
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�5. Were the services and case management activities provided by non-VA personnel in compliance with regulatory guidelines? 


�Yes �No �N/A �
�
Comment #5: �





General Comments:


N. B.  Maximum length for this comment form is 250 characters – approximately the first four lines of typing.


		 �
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