
Module 3 – Understanding Eligibility for Benefits 
and the New Claims Process for Disability Benefits 

Topics Covered in This Module

• Definition of a Veteran

• Service Requirements

• The New Paperless Claims System

• Regional Office Claims Processing Model

• The SVSA Claims Submission Method



VA's Dilemma of Ever-Increasing Claims Submissions

DOTTED BLUE LINE is claims submissions, GREEN LINE is claims 
processed during the year, RED LINE is claims backlog (claims 
pending at year end) and DASHED BLACK LINE is claims awarded.   
Totals are of Compensation, Pension and DIC claims combined

Fiscal 
Year

Claims 
Received

Claims 
Processed

Claims 
Pending

Claim 
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

2011 1,311,091 1,032,334 835,455 235,146

2012 1,080,342 1,044,207 846,590 336,797

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

2014 1,114,478 1,320,870 515,621 370,078

2015 1,235,185 1,387,772 363,034 381,456

2016 1,286,880 1,272,807 377,107 354,037

2017 1,340,107 1,386,394 370,372 364,358

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





Keeping up with Disability Compensation Is a Major Challenge for VA

• Average disabilities per veteran on claim  
3.2 in 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

Total Number of 
Veterans on Claim

Average Yearly 
Amount of Benefit

Total Amount Paid 
out in Billions of 

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

2016 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

Source: VA Annual Budget Proposals and VA Website



The Claims Processing Model Does Not Work Well for Compensation

▪ Pension and DIC claims have only a few 
possible outcomes

▪ Compensation claims can have 30 or 
more different outcomes

▪ Processing is inefficiently fragmented 
throughout 56 different locations

▪ Emphasis is on the database process and 
employees are treated as input robots in 
that process

▪ Employee database activities are rigidly 
timed and monitored based on end 
product codes

▪ Emphasis is on timely decisions instead 
of quality decisions



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

▪ Identify the theory of the claim up front

▪ Summarize the entire claim

▪ Organize and index medical records

▪ Organize, index and correlate all other evidence

▪ Write an organized, persuasive and thorough lay 
statement



The Senior Veterans Service Alliance Application Method

▪ Complete Instructions in the 
Textbook

▪ Appendix – "Special 21-4138 
Forms for Our Application 
System"


