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Improving Claims Processing and Reducing Inventory

Hiring:  VA has aggressively hired across the nation since the second quarter of FY07 and has hired nearly 4,200 new employees since January 2007.  Because it takes at least two years for a new employee to become fully trained in all aspects of claims processing, VA is just beginning to see the full impact of those employees hired at the outset of this initiative.  

 

Training:  To get new employees productive as quickly as possible, VA has modified its training program to focus initial training on specific claims processing functions.  This also allows the more experienced employees to focus on the more difficult claims.  We have also significantly increased the use of overtime. 
Rehired Annuitants:  In order to leverage the knowledge and experience of recently retired claims processors, VBA has hired back recent retirees to assist in completing rating decisions and training and mentoring new employees.

Overtime:  VA significantly increased the use of overtime.  In fiscal years 2007 and 2008, VA has spent approximately $52.2 million on overtime.  
Brokering:  To help balance the inventory of claims across all regional offices, VA has implemented a brokering strategy for claims requiring development and ready for a decision.  Claims that are ready for decision are sent from offices with high inventories to other stations with the capacity to process the additional rating work.   

Benefits Delivery at Discharge:  VA is emphasizing Benefits Delivery at Discharge (BDD) program, through which recently discharged service members receive decisions within 60 days of discharge.  

Booz Allen Pilot – VA is testing a new pilot program at our Little Rock, Arkansas campus where we utilize lean six sigma practices to assist the backlog processing system.
Disability Evaluation System Pilot:  VA and DoD are piloting a new Disability Evaluation System (DES) to streamline the process and provide expedited disability decisions upon discharge.  

Centralized Original Pension Processing:  To gain greater efficiencies in the delivery of disability benefits, VA is consolidating original pension claims workload to the Pension Management Centers (PMC).  Consolidating all pensions at the PMCs frees up resources at VA regional offices to process service connected compensation claims.  

Call Centers:  VA centralized all calls to its nationwide information and assistance number (1-800-827-1000) from 57 regional offices to nine virtual information centers: Philadelphia, Columbia, Cleveland, Nashville, St. Louis, Muskogee, Salt Lake City, Phoenix, and Boise.  Employees are dedicated to answering inquiries on veteran’s benefits, thereby allowing the regional office to redirect additional resources towards processing compensation claims.
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