August 23, 2006
The Honorable Lane Evans
House Committee on Veterans' Affairs
335 Cannon House Office Bldg
WASH DC 20515
Dear Sir:
I am a 20 year veteran of the United States Army and a VBA employee of
10 years whose deeply concerned about the lack of leadership at Regional Office
319, Columbia, SC which continues to adversely affect veterans, their widows
and orphans, and employees. I reported my concerns in a detailed report with
supporting documents to the VA Secretary, Under Secretary of Benefits,
VBAVACO Office of Diversity Management, and the Southern Area Director.
However, the response I received from the Under Secretary of Benefits is
contemptible.
When you give 20 years of your life defending the liberties we enjoy in our
country and another 10 years serving your fellow veterans, it is despicable that
when you confront the VA leadership to obvious problems they turn a deaf ear to
it. They not only turned a deaf ear to the problems addressed, but give the
Regional Office this praise, "The Columbia RO is recognized for providing
excellent service to the veterans of South Carolina."
However, I have served in the foxholes of this Regional Office for 10 years
and I have first-hand experience of the wounds suffered by the veterans and their
widows and orphans and employees. If VBA is to improve its service to the
veterans of our great country, it must face the reality of its poor service to
veterans and a lack of concern for employees and must be held accountable for
its actions.
In your letter dated November 5, 2001, to the Honorable Anthony Principi
you stated, "I strongly urge the Department to immediately cease rewarding
offices for being highly productive when the quality of the work being performed
is poor. In addition, VA should decrease the emphasis on productivity measured
by end products codes until such time that there is assurance productivity is not
measuring the same claim adjudicated multiple times due to poor development."
You also stated, "Unfortunately some of the "most productive" stations are
also the most error-prone. For example, the Columbia, South Carolina Regional
Office, the most productive office has a high percentage (28%) of claims
appealed. Five out of every six appeals from Columbia decided in FY 2001
resulted in a reversal or remand, with the regional office's action affirmed by the
Board for less than 17% of the Columbia claims." Tragically, in FY 2006 the
results have not changed.

The Claims Process Improvement (CPI) offered great promise and I was
excited when I read the VA Claims Processing Task Force Report to the
Secretary of Veterans Affairs dated October 2001. Viewing the report as soldier
on the frontline, I believed that VBA finally addressed all the issues that affected
claims processing and provided attainable solutions to the problems raised.
However, four years later the major deficiency addressed by the report in Section
C - Conclusions C.1 Accountability, Leadership, and Organization, pg 16 which
states, "The Task Force was surprised by the apparent lack of uniformity in
interpreting directives, compliance and ultimate accountability at the vast majority
of the Regional Offices visited or represented in discussion groups. VBA's
Central Office leadership gives the impression of neither demanding adherence
to nor being completely aware of the actual compliance to directives at the
individual Regional Office level. While there is and should be room for individual
initiative and leadership at each Regional Office, there must be required
processes and mandated actions that are implemented across VBA. If there is
no base structure, there cannot be reliable measurement or any reasonable
assurance that claims decision will be made as uniformly and fairly as possible to
the benefit of the veteran.", still exists.
Moreover, a review of the Monday Morning Workload Report published by
VBA shows an increase in every major category, except rating cases pending
over 180 days, of claims processing since the implementation of the CPI. The
creation of the Resource Center and VBA's concentration on Rating Cases
Pending of 180 days are the reason for the decrease in the exception category.
Of particular note is the astronomical increase in Nonrating cases. A review of
the goals will show that this category has never been on the "money list" and it
has been neglected. Moreover, this category includes "surviving spouses and
orphans who depend on VA in a time of bereavement and financial distress."
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As a footnote, IVM pending in 2002 was 4,324 and June 2006 this number
has blossom to 11,160. The creation of the Pension Maintenance Centers was

the solution to the reduction of pension issues. These numbers leads one to
question the effectiveness of the PMCs?
Although the CPI had all the right answers, it has been my experience in
the last 10 years as a VA employee coupled with my military personnel and
administrative background that VBA does not have the experienced leadership to
deal with the complexity and ever changing face of claims processing.
Moreover, after reading Deputy Under Secretary For Benefits Ronald R.
Aument's testimony before the House Committee on Veterans' Affairs on
December 7, 2005, I detect another change to the CPI on the way. However, the
problem is not with the current CPI, but the execution thereof. My regional office
did not buy into the current CPI and will not execute any variation thereof.
Incentive money is our goal. Therefore, we will devise whatever scheme that is
necessary to achieve it. Consequently, the veteran is not the purpose of our
work, but a pawn on the VBA chessboard of Kings, Queens and Bishops
attempting to full their treasure chests with taxpayer dollars.
As a veteran, employee and taxpayer, I want the opportunity to give an
employee-veteran's side to this perplexing saga of claims processing. We
employee-veterans see ourselves only as employees, but we are much more.
We have a moral obligation to our fellow veterans to cry out against issues that
affect us all. The VBA leadership has underestimated my resolve to hold them
accountable and my Christian duty to stand firm against all unrighteousness.
I'm writing you because after reviewing your letter dated November 5,
2001 and your congressional record advocating for the veteran, I realize that you
are well aware of the problems facing VBA and are sensitive to the needs of
veterans. Therefore, since the VBA leadership did not find any credence in my
report I would like to come to Washington and share it with you and the American
people.
Sincerely,
Ronald Robinson

Tel: Home 803-438-7555
Work 803-255^310 Ext 3148
E-mail: rbnsnrnld@vahoo.com
Enclosures:
Monday Morning Workload Report, 1-Aug-02
Monday Morning Workload Report, 22-June-06

,

,
152 Haigs Creek N.
Elgin, SC 29045
June 18, 2007
The Honorable Daniel K. Akaka
Senate Veterans' Affairs Committee
Fax: 202224-9675
The Honorable Bob Filner
House Veterans' Affairs Committee
Fax: 202225-5486
Dear Gentlemen:
Attached is a summary of the EEO claims filed against the VA Regional Office,
Columbia, SC and the known judgments in each case in FY2006 and the number
and type of complaints still pending.
The Director, Carl W. Hawkins Jr, received a Presidential Rank Award for
Meritorious Executive Service in the amount of $30,400.00 in October 2006.

As a taxpayer, United States Army Retiree and VBA employee, I would like to
know what type of system exists in VA that can reward this type of leadership.
I am looking forward to hearing from you on this matter.
Sincerely,

tonald Robinsor
(803) 255-4310 Ext 3148 (W)
(803) 438-7555 (H)
Email: rbnsnrnld@yahoo.com

VA Regional Office, Columbia SC
EEO
EEOC No. 140-2005-00041X, sexual harrassment based on sex (female)
Judgment for the Complaint ordered September 30,2005
Relief: Nonpecuniary compensatory damages
Pecuniary damages
Attorney fees and cost

$150,000.00
7,108.18
7.387.50
$164,495.70

Agency accepted by the EEOC's decision, but rejected the award of future pecuniary
damages in the amount of $780.00 and nonpecuniary compensatory damages hi the
amount of $150,000.00 on November 11,2005
Civil Action No. 3:03-cv-01398-MBS, violation of the Equal Pay Act and violation
Equal Pay Act -- Retaliation, and violation of Title VII's prohibition against sex
discrimination in compensation under 42 U.S.C. 2000e-2(a)(l)
Settlement:

$321,696.51

Stipulation for compromise settlement dated July 28,2006.
EEOC No. 140-2006-00005X, race (Black) and reprisal (prior EEO activity)
Judgement for the Complaint ordered August 4,2006
Remedy: Back pay and interest and other benefits
Non-pecuniary compensatory damages $50.000.00
Total known amount awarded:

$536,192.19

In April 2006, James Price vs. Anthony J. Principi, Secretary of VA, an EEOC case for
age discrimination was settled. Mr. Price dropped another age discrimination and two
separate reprisal complaints a part of the settlement. The other details are sealed.
There are currently 8 EEOC complaints and 1 civil suit pending at the Columbia
Regional office - 1 race and disability; 1 - race and reprisal; 1 - national origin and race
(class); 1 reprisal and disability; 1- race and gender; 1 - age and disability; 1 - disability
and reprisal; 1 - disability and reprisal; 1 - race
Note: Eight of the complaints are by veterans or disabled veterans.

152 Haigs Creek N.
Elgin, SC 29045
June 10, 2007
The Honorable Bob Filner
House Veteran's Affairs Committee
Dear Chairman Filner,
I retired from the United States Army and I am currently employed by the
Veterans Benefits Administration (VBA) and consider it a honor and privilege to
serve my fellow veterans. During my tenure, VBA has developed and
implemented two initiatives to improve claims processing - Business Processing
Reengineering (BPR) and Claims Processing Improvement (CPI).
On May 24, 2007, you led a roundtable discussion to address new and unique
ways of reducing the claims backlog at the Department of Veterans Affairs (VA).
In October 2001, the VA Claims Processing Task Force, chaired by the
Honorable Admiral Daniel L. Cooper, submitted a ninety-eight page report to the
Secretary of VA. The bottom line is the report got it right with two exceptions certification of Veterans Service Representatives and training. For us who have
labored within VBA for years were excited and motivated because a breath of
fresh air blew in VBA. They did not only report it, but recommended the
establishment of four pilot stations to test their assumptions. The Secretary took
it one step further retaining the Honorable Admiral Daniel L. Cooper to be the
Under Secretary of Veterans Affairs for Benefits. In March 2003, they even took
it a step further by conducting a Claim Cycle Study. Again, they got it right.
Unfortunately, nearly 5 years after the implementation of CPI, we are again
talking about new and unique ways of reducing the claims backlog.
As the Honorable Daniel L. Cooper stated in his oral statement before the House
Committee on Veteran's Affairs Subcommittee on Benefits on June 6, 2002,
quoting Supreme Court Justice Brandei, "Every figure... We have set down with
delusive exactness is speculative." VBA is number driven which does not
address the real issues of the claims backlog. Regional Offices are only
concerned with performance goals which equates to bonuses.
However, the major finding of the VA Claims Processing Task Force Report to
the Secretary of Veterans Affairs dated October 2001, Section C - Conclusions
C.1 Accountability, Leadership, and Organization, pg 16 states, "The Task Force
was surprised by the apparent lack of uniformity in interpreting directives,
compliance and ultimate accountability at the vast majority of the Regional
Offices visited or represented in discussion groups. VBA's Central Office
leadership gives the impression of neither demanding adherence to nor being
completely aware of the actual compliance to directives at the individual Regional
Office level. While there is and should be room for individual initiative and
leadership at each Regional Office, there must be required processes and

mandated actions that are implemented across VBA. If there is no base
structure, there cannot be reliable measurement or any reasonable assurance
that claims decision will be made as uniformly and fairly as possible to the benefit
of the veteran."
Unfortunately, the problems of accountability, leadership and organization still
exist. The Under Secretary of Veterans Affairs for Benefits has failed to hold
Regional Offices and his staff accountable for the implementation of the CPI.
I have followed the implementation of the CPI through the eyes of my Regional
office from its inception to the present. I reported my finding to the entire VA
chain of command. Excerpts from Under Secretary of Veterans Affairs for
Benefits' response received on August 14, 2006, are as follows:
"Your letter to the Secretary was referred to me for response because the
issue you raised concern the Claims Processing Improvement (CPI) Model and
staffing, diversity, and workload management at the Columbia Regional Office
(RO)."
"While you may not agree with the CPI Model, it is the current method to
process claims for veteran's benefits."
"The Columbia RO is recognized for providing excellent service to the
veterans of South Carolina. If you have specific suggestions to improve service,
please share them with the station managers."
I have also followed the briefings presented to the Committee by the various
officials from the VBA. They present a viable game plan. However, it does not
translate in the field as scores for claims processing.
I have labored in the fox holes of the Columbia, SC Regional Office for 11 years
in various positions (Correspondence Clerk (Work Study), Claims Clerk, Program
Support Assistant, Veterans Service Representative, Senior Claims Examiner,
and Senior Veterans Service Representative) in the claims processing arena.
This coupled with my 20 years of military experience in the field of personnel and
administration gives me a veteran-employee's perspective that is objective and
sincere.
I am looking forward to hearing from you and presenting my findings to your
Committee.
Sincerely,

(803) 255-4310 Ext 3148 (W)
(803) 438-7555 (H)
Email: rbnsnmld@vahoo.com

