Module 3 — Understanding Eligibility for Benefits
and the New Claims Process for Disability Benefits
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VA's Dilemma of Ever-Increasing Claims Submissions

Claims Submitted vs Claims Processed Veterans Population — 2006 to 2017
vs Year End Claims Pending vs Claims Awarded

24,862,857

19,998,799

2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017

Year Received Processed Pending Awards

2006 806,382 774,378 378,296 178,366

- - = = 2007 838,141 824,844 391,593 186,872

-— = = - 2008 888,112 899,863 379,842 193,743

-——-——— 2009 1,013,712 977,219 416,335 211,765

| : : : ‘ ‘ : : : : : ‘ | 2010 1,192,346 1,076,983 531,698 233,394
2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 AU, || SR, || IRV || GEAGE 235,146
2012 1,080,342 1,044,207 846,590 336,797

2013 1,044,508 1,169,085 722,013 365,415

DOTTED BLUE LINE is claims submissions, GREEN LINE is claims 2014 | 1,114478 | 1,320,870 | 515621 370,078
processed during the year, RED LINE is claims backlog (claims 2015 | 1235185 | 1,387,772 | 363,034 | 381456
pending at year end) and DASHED BLACK LINE is claims awarded. 2016 | 1286880 1 1272807 | 377,107 1 354037
2017 1,340,107 1,386,394 370,372 364,358

TOtaIs are Of Compensatlon’ PenSIOn and DIC ClalmS Comblned Source: VA Annual Budget Proposals and VA Annual Benefits Reports



VA's Solution to the Backlog Problem
Paperless claims
Fully Developed and Decision Ready Claims
* VBMS — Veterans Benefits Management System
* The National Call Center —800-827-1000

Claims Workload for the Fiscal Year
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Regional Office Claims Processing Model as of 2019

Paper claim sent to Janesville
Scanning Center or submitted
through eBenefits

—>

Claimant accepts final decision

Claimant disagrees and submits a
supplemental claim with new and
relevant evidence

Claimant disagrees and requests
a higher-level review with no new
evidence, likely with a DRO

Scanned claim uploaded into VBMS
through the VA intranet and
assigned to a Regional Office
through the National Workload
Queue. eBenefits claim goes directly
into the work load queue. Attempt
is made to assign to the Regional
Office area where the claimant lives.

Claim is received at the assigned Regional Office (RO) with a VBMS flag and
processed by members of the Intake Processing Center (IPC) in the Regional Office
Veterans Service Center. The IPC has the following duties.

Coordinate RO mail room and scanning with the Janesville Scanning Center
Check claims for accuracy

Update records for existing claims

Order Service Treatment Records for new claims

Assign workload to Cross Functional Teams

7/

NOTICE OF
DECISION
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Decision Review Officer (DRO) DRO’s are

experienced Veterans Service Representatives who
provide training and oversight for other VSRs. DRO’s
are also involved in denovo review and adjudication
for contested claims. VA has established 3 Decision
Review Operations Centers in the Seattle RO, the St.
Petersburg RO and the former Appeals Resource
Center at Headquarters as the third Review Center.
These centers are staffed with experienced VSRs,
support staff and DRO’s who conduct higher-level
reviews under the new Modernized Review System.

v

Claim is sent to any of several designated Cross Functional Teams in the VSC.

Teams are composed of multi-person work queues in the Regional Office

Work Queue Team is assigned a daily claim workload by Team Coach based on
End Product Codes (EP Codes). There are around 30 commonly used codes

EP Codes determine the amount of time it will take to process each given claim
Work Queue Teams are flexible — cross functional — and can be organized
around certain claim parameters especially in smaller Regional Offices with
fewer than 100 employees

The Work Queue Team develops the claim and issues a decision

Members of the Work Queue Team are under time constraints and may not
adequately review all evidence for a fair decision

Claimant files a Notice of
Disagreement for an appeal

Docket Lane #3
® new evidence

Docket Lane #2
® new evidence

Docket Lane #1
“| ® no new evidence

* no hearing & no hearing e with hearing
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Keeping up with Disability Compensation Is a Major Challenge for VA

* Average disabilities per veteran on claim
3.2in 2000 and 5.11 in 2017

* 2010, 14% versus 2020, 27% on claim
* Payouts will go up 250% during these years

* The average yearly amount of benefit will
increase much faster than inflation

Veterans on Claim for Compensation

I Total Number of Average Yearly TotaI.Am.o l.mt Paid
- Veterans on Claim Amount of Benefit IS LIERB S
Dollars
[ 2010 | 3,154,727 $12,075 $38.09
2011 | 3,280,376 $13,355 $43.87
| 2012 | 3,536,802 $12,542 $44.36
[ 2013 | 3,743,259 $13,131 $49.15
| 2014 | 3,949,066 $13,732 $54.23
| 2015 | 4,168,774 $14,444 $60.21
4,356,443 $14,855 $64.71
2017 4,552,819 $15,373 $69.99
| 2018 | 4,655,629 $16,808 $78.25
| 2019 | 4,850,289 $17,553 $85.14
| 2020 | 5,039,297 $18,320 $92.32

Population of Living Veterans vs Veterans Receiving Compensation = 2010 to 2020
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13.9% 148% 16.2% 17.5% 18.8% 20.1% 214% 22.8% 238% 25.2% 268%
0
2010 2011 2012 2013 2014 2015 2016 217 2018 2019 2020
Population 22658145 | 22234242 | 21,806,449 | 21,376,954 | 20,956,685 | 20,783,555 | 20,302,192 | 19,998,799 | 19,602,316 | 19209704 | 18,623,668
On Compensation| 3154727 | 3280376 | 3536802 | 3743259 | 3049066 | 4168774 | 4366443 | 4552819 | 4655629 | 4850200 | 5039207
Percenton Claim | 13.9% 148% 16.2% 11.5% 18.8% 20.1% 214% 228% 238% 25.2% 2.8%

Source: VA Annual Budget Proposals and VA Website




The Claims Processing Model Does Not Work Well for Compensation

Non-

EP EP Name Rating Rating Comb.
u PenSion and ch Claims have Only a few 10 [ Initial Disability Comp-8 Or More Issues 207 | 717 | 11.24
H 20 | Recpened Compensation 3.13 3.26 6.35
pOSSIbIe OUtcomeS 50 Ehglzlllty\.’erlﬁ;llons 0.33 0.02 0.35
70 | Appeal Certifications/SS0Cs 1.2 1.97 3.17
" Compensation claims can have 30 or o | it osityconp i To7 s | 208 | 256 | s
more different outcomes 120 | Reopened Pension 185 | 056 | 2.42
130 | Disability & Death Dependency 0.68 | 0.01 | 0.69
= Processing is inefficiently fragmented 1 it ssommans o oo 2
throughout 56 d|fferent |Ocat|ons 140 | ol Death Comp & DIC 235 | 096 | 331
150 | Income, Estate, Elections 0.77 o 0.77
= Emphasis is on the database process and 128 | Exttementventitons s o os
employees are treated as input robots in e R
that process 172 | statements of the Case 2.26 | 5.37 | 7.63
173 | C&PHearings - Other 3.64 2.81 6.45
= Employee database activities are rigidly N e Ty e S AR T
tlmed and monltored based on end 190 \nltl.al.l.DeathPens.lcn. 1.86 | 0.13 | 199
290 | Eligikility Determinaticns - Other 0.66 | 0.08 | 0.74
prOd UCt COdeS 203 | Waiver & Compromise Decisions 0.9 [ 0.5
295 | Chapter 31 Elig W/O Rating 0.06 1] 0.06
= Emphasis is on timely decisions instead e e fem e -
of quahty decisions 320 | Reviews - Due Hosp/Outpatient 076 | 131 | 207 | P :
—
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What We Learn from Claims Processing Deficiencies

= Don't allow VSRs to use up their time allotment by
triggering Duty to Assist

= Make sure the rating team knows the claim is fully
developed

= |dentify the theory of the claim up front
= Summarize the entire claim

= Organize and index medical records

= QOrganize, index and correlate all other evidence

= Write an organized, persuasive and thorough lay
statement

Claims Questions? A senior veterans
Call us at 801-292-1872 www.seniorvets.org ¥ I
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The Senior Veterans Service Alliance Application Method

Y ——— = Complete Instructions in the
STATEMENT IN SUPPORT OF CLAIM TS e SesLRTY D:D_ [D —I:D:D TeXt b 0 0 k

SECTION Il: REMARKS (Conginued)

NOTE: Youwill aither complate fhe form onfine ar by hand. Please print the in formasion nequest in ink, neatly, and VA Fi 21-4138 — Contents of This Stat t (C d fi 1] . .
o Yoo b ey et = orm ontents of This Statement (Continued from page 1) n Appendlx— ”Speclal 21_4138

Glelolrlale |[A[Smith | SL:’mmary of V\IAV Claim fDr(u{mpEnsatmn; see page 2
- - ryvar DATEOF r W Observational Description of My Disabilities; see page 3 H H
T VETERANS SOCIL SECURITY NMG ER L VET BN CATE OF BT ASIEOTTTT)
e Lt ofDovuments ubmitted whh This Gl see poge 3 Forms for Our Application
2[0]o]-[1]0]-[1]2]3]4] |[n[e[n e ] [[0[1] -=[0]1]-[1]9]55 My Personal Lay Statement Supporting Service Connection; see page 5
5 VETERAS SERVIGE NOMBER (Fapriaste |6 TELEPHONE RUNBER ik anaCads |1 EMAL ADORESS (ot Sys tem n

VA FILE NUMBER (Y appleabie)

nfofnfe 5553211234 george@email.com Summary of My Claim for Compensation
L NALING ADORESS (umber ad st r ol s, -0 B, Cty, S 2F o o)
i E3a D[ele]r]i|nla Sltlrlelelt injured my foot severely when | was in the service in 1975 at Fort Benning, Georgia. This required
= ‘ ‘ ‘ surgery to repair the foot, but it did not heal properly and over the years | have not been able to walk
Aemiturier | 9] 9] 9 c |Djajrinjvjifl]l]e Ty b fthe foat injury. 1 am furnishing the service medical records from that incident. The = = .
properly because of jury. 2
Swspoiocs  [Y]A| Carmy [U[§]  Zecoserasices [0] 10120 =000/ 0 inability to walk properly has put undue pressure on my left hip and my orthopedic doctor tells me that | Compensation - Explanation of My Claim Template Blank
— — my hip is deteriorating because of this foot injury. He also tells me that this hip deterioration is a direct & R
(The followi s made o witha chean or DemelEa ; result of the foot injury that happened while | was in the service. He has provided a letter stating this | Compensation — VA 21- 4138 Pages 2 through 20 Blank
fact that the foot injury and the hip deterioration are service-connected and detailing my hip condition p i
and the causes of it. | alsa include my current medical records relating to the foot injury and the hip | Compensation - VA 21- 4138 Pages 2 through 20 Sample
Ex Ianation Of M Clalm condition. | also include the pertinent Disability Benefit Questionnaire for hip condition filled out by my - .
P Y orthopedic doctor. A Compensation — VA 21-4138 Page 1 Blank
. " N . P . . el = -
This Is a Fully ped Claim for D y C 1 — Ready for a Decision J Compensatlon —VA21-4138 Pagel Standard
= - .
L HAVE FURNISHED ALL OF THE EVIDENCE YOU NEED FOR A DECISION. You do not need to develop any J~ Compensation — VA 21-4138 Page 1 Waiver of VAMC Records
further as this claim is ready te give to the Rating Veteran Service Representative (RVSR). Any further = . .
documentation or evidence which | have not submitted is not required for a rating decision for this J~ Compensation — VA 21-4138 Sample Filing
particular claim.
| Cover Sheet Template
A detailed explanation of what | am claiming and a complete list of all of the
documents | am submitting is continued on Page 2 of this VA Form 21-4138 | DIC — Explanation of My Claim Template Blank
Continued an Page 3
- S— " | DIC - VA 21- 4138 Pages 2 through 4 Sample
TCERTIFY THAT the stare s on this form. o L ﬂi!s!uuL L =
: e [P J~ DIC - VA 21- 4138 Pages 2 through 4 Sample
" exbo ot il * | DIC — VA 21- 4138 Pages 2 through 6

Prnacy Acrof 974 Tae 35

“XL pIC-vA21-4138 Page1 Standard
“XL pIC-vA21-4138 Sample Filing
T

e PR = _
e VBMS Document Category Types
nferomtion s a vaid OMD plred. You acti of 2 pleyad Vs
e e OIS oo e ot ool o PR AM s, e e ca o 1500811000 g i
[P ——— Page 2
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