AFGE Local 520
POBox 1778
Columbia, SC 29202
April 2, 2013
Dear USB Mickey,
Local 520 would like to thank you for sending a VBMS team to Columbia.
Ms. Britton was very articulate and knowledgeable during her presentation of the current and future
working of VBMS. This is not my assessment only, but other employees were also impressed. As VBMS
moves forward, it is clear that she is the right person for the job.
The demonstration of VBMS was not so impressive. The demonstrator was enthusiastic about the
features of VBMS, but needs to follow a more structured process. She is not a polished speaker and
loses her audience after a period of time.

She could benefit from practice and critique.

Overall, the employees benefited from the presentation and training.
Although Local 520 sees the potential of the system, we know that paperless processing alone will not
solve the claims backlog problem.

BDD claims have been paperless for years and there is still a backlog.

Furthermore, the legacy claims still have to be worked.
The problem of the backlog has been clearly defined by Rep. Jeff Miller, R-Fla., chairman of the House
Committee on Veterans' Affairs in these words, "As Congress has said for many years now, VA needs to
look at the root of the problem of the backlog - training, management, oversight, and technology - and
work forward from those four points to address this problem," Miller added. "Quick fixes will no longer
work, and will continue to make veterans wait months, sometimes years, on end for an answer."
http://usnews.nbcnews.com
The VA Task Force Report, October 2001 reads as follows: "...The basic overarching theme of the Task
Force findings is that flaws exist in Accountability, Communications, and Change Management. There
are other topics described in Part I of the report, but these three are critical ones that, if not addressed
properly, will ensure that VBA continues to be perceived as a reactive, short -term focused,
uncoordinated entity. If prompt comprehensive corrective action is not taken, the veteran's attention
will be dominated by delays and irritations rather than on the basic high purpose of the organization and
the dedicated hard working VBA employees, many of whom are themselves veterans."
Employees are confused with all the changes. Our employees cannot be held responsible for the
inadequate training being given, the performance standards that are not suitable for the claims backlog,
and the many changes to the claims processing procedures that are occurring daily.

More importantly, Local 520 has been following the congressional hearings, articles after articles, and
interviews about the claims backlog since June 2012. The VA leadership, congressional leaders, service
organizations, and reporters have been in the public square writing the narrative of what is wrong with
the claims processing. However, when the VA Secretary who had not been interviewed on any Sunday
morning news show for 4 years appears on CNN, we now know the problem has magnified to a
disastrous level. However, employees are the ones working in the foxholes of VAROs and living the real
problems of claims processing daily.
Personally, I could write a book about the claims process and the reasons for our failures. However, I
have documented it on our website - www.seniorvsr.CQrn.
The claims establishment is the first step in the process. The control of mail is crucial to this step. I
personally organized the VARO Triage Team in 2002. At that time, the average control time for claims
establishment was at 50%. Within three months, it was over 80%. Claims were established the same
day or the next day. All mail was processed within the same timeframe. Whether claims are digitized
are not, processing of mail timely is a key. Attention to detail is critical to this process and leadership is
a must.
The next step is claims development if necessary. I was a part of a pre-determination team that saw
new claims (original and non-original) come in one day and were developed the next. Claims were
analyzed to determine whether they were ready to rate without further development. Each VSR
managed their workload. The Senior VSR (GS12) on the team conducted Star reviews and training and
reviewed workload management reports to ensure that claims were processed in a timely manner. The
Senior VSR also reviewed DEFRATs returning from the Rating team to ensure that there were no
development issues being returned. They were also the experienced comprehensive screeners.
The next step is rating the claim and the final step is the promulgation of the claim.
"In the 1990s, each of the military Services transitioned to the use of optical imaging systems to scan
and incorporate hard-copy and digital source documents into digitized OMPF images. In 2006, the
Defense Personnel Records Informational Retrieval System (DPRIS) DPRIS Program received the initial
authority for DPRIS web operations and began transitioning the Veterans Affairs Regional Offices to the
new online version." http://www.prim.osd.mil/init/dpris.html
The former USB Vice Admiral Daniel L. Cooper (Ret.) states, "(DPRIS) has greatly improved our ability to
gain access to personnel information needed to support the people who matter most - our veterans.
Getting these records used to take several months - now, for the veterans who left Service in the last 10
years, we can get the personnel records in hours." VA DPRIS Website
Normally, the SSA and the NPRC records are received within less than 30 days. In Columbia, SC, there is
no problem getting private treatment records. The SC ARNG service records process have been
streamlined by faxing the request to them. This was made possible by the coordination of an employee
who is a member of the NG. The receipt of reserve service records can be problematic because there is
no coordination with one entity that controls all the units.

"*
We have witnessed the streamlining of documents retrieved from third party entities. In the past, this
was our biggest obstacle.
Local 520 is not fighting change, we have seen and embraced change over the years. In twenty years,
there have been four models to process claims: the model prior to Business Processing Reengineering
(BPR), BPR, the Claims Improvement Processing (CPI), and now the Organizational Model. An
examination of the different models over the years reveals the same or a combination of the same
processes with different names.
We have also witnessed the decline of claims processing, at the VARO Columbia and the Nation over the
years. We agree that they were many factors that have occurred over the years that affected the
amount of claims received. However, they were also factors that should have offset this increase increase budget, more employees, overtime, technology, etc.
The VATask Force Report October 2001 also reads, "In 1991, VBA began experiencing an increase in
the volume of pending claims. VBA cited several reasons for the increased backlog of claims including
the impact of judicial review, military downsizing, the Gulf War, increasingly complex claims, the
changing mix of claims, and staffing levels. The advent of Judicial Review in 1988, and its consequences,
while certainly a contributing factor to the complexity of VBA's workload, is but another legislative fact
of life that has always been, and will continue, to impact VBA's workload.
Furthermore, it states, "The number of armed conflicts involving U.S. deployment offerees increased
during the 1990's and the volume and frequency of legislative and regulatory benefit changes have
continued.... VBA continues to react to these fact of life changes as being unusual, rather than
recognizing that they are, and will continue to be, an inherent part of doing business."
Employees cannot continue with this pace and stress. Therefore, we make the following proposal as a
pilot program under your direction and control.
•

Allow us to manage digits 75 to 99 at the Columbia VARO

•

Allow us 30 days to conduct an analysis and put all mail within that digits range under control.

•

After our analysis, let us chose a team of employees to process claims for these digits.

•

Allow us to use VBMS for all new claims with scanning capability at the Columbia VARO

•

Allow us to use legacy tools for the other claims.

Here is the 8 Step Problem Solving Model we will use - Plan (1. Clarify the problem, 2. Break down the
problem, 3. Set a target, analyze the root cause); Do (5. Develop countermeasures 6. Implement
countermeasures); Check (7. Evaluate results and processes); and Act (8. Standardize successful
improvement).

Local 520 has and will always seek the best for Veterans and employees.
Again, thanks for listening and we look forward to hearing from you.

fan, President
John Morley observed, "No man can rise beyond the limitations of his own character." And that's
particularly true when you're a leader. The Word For Today Devotional, April 2, 2013
f

"Be careful to do what is right." Ro 12:17 NIV

MONDAY APRIL 1

SATURDAY MARCH 30

"My God, My God, why have You forsaken Mer

Mt 27:46 NKJV

"The tongue of the wise promotes health."
SPEAK WORDS OF HEALING

WHAT WONDROUS LOVE

I

magine having to stand and watch every sin you've ever committed replayed for all
the world to see: your secret addictions, your selfish motives, your angry outbursts, your
critical attitudes, your jealous heart. How do you think you'd feel? Well, Jesus experienced
much worse. The Bible says, "[He]...bore our sins in His own body on the tree, that we,
having died to sins, might live for righteousness—by whose stripes you were healed"
(1 Pe 2:24 NKJV). It's bad enough to die for sins you didn't commit, but imagine being "forsaken" by God! It's the same word Paul used when he wrote, "Demas hath forsaken me,
having loved this present world" (2Ti 4:10). Paul looked for Demas and couldn't find him.
And on the cross Jesus looked for His Father and couldn't find Him either. Does that
mean the Psalmist was wrong when he wrote, "I have never seen the righteous forsaken"
(Ps 37:25 NIV)? No, because at that moment Jesus was anything but righteous. When you
look at Him hanging there you will see the gossiper, the liar, the cheater, the alcoholic, the
pom addict, the child abuser, the murderer. Does it bother you to see His name linked with
theirs? Well, Jesus did even more. He put Himself in their place—and yours. In a move that
broke God's heart and gave us the gift of eternal life, God poured out His righteous judgment on His Son. So when Jesus cried from the cross, "My God, My God, why have You
forsaken Me?" He said it so that you would never have to. What wondrous love!
EASTER SUNDAY - SUNDAY MARCH 31

Pr 12:18 NKJV

M

atthew Henry describes grace as "salt that seasons our words and keeps them from
corrupting." Salt has two primary purposes: it preserves, and it adds flavor. So when
the Bible says your words should be "seasoned with salt" (Col 4:6), it means they .should
preserve and not corrupt, always be in good taste, and promote well-being. James the apostle says that in the same way, "You can't draw fresh water from a salty spring" (Jas 3:12
NLT), you can't fake what's in your heart. It's not just a question of learning to say the right
things; it's about having a right attitude, because what you say reflects "the things that are
in [your] heart" (Mt 12:34 NCV). Solomon says, "There is one who speaks like the piercings
of a sword" (Pr 12:18 NKJV). Unless you are careful you can end up talking yourself and
the people around you into all kinds of problems. One Bible teacher says: 'We have the
ability to speak words of faith, which cause miracles to manifest...Faith is a law and we
operate it with our words, either to our benefit or our destruction...The tongue of the
wise promotes health.' We could turn that around and say, "The tongue of the unwise promotes sickness.' It's your choice. You can operate by the law of faith and line up your
mouth and heart with what the Devil tells you. Or you can operate the same law of faith
by lining your mouth and heart up with God's Word, pointing it towards His blessings.
Faith works by believing and saying what God says." So begin to speak words of healing.
TUESDAY APRIL 2

"***-,

"We believe that Jesus died and rose again?'

1 Th 4:14

"Be careful to do what is right"
BE HONEST

CHRIST'S RESURRECTION, AND YOURS

T

he word "resurrection" means "the standing up of a corpse." Most religions teach
the concept of immortality, but only the Christian faith teaches bodily resurrection. "If
we believe that Jesus died and rose again, even so them also which sleep in Jesus will God
bring with him." The patriarch Job, whose children all died tragically in a single day, asked,
"If a man dies, shall he live again?" (Job 14:14 NKJV). We ask this question when death
claims someone we love. So God gave Job, and us, the answer that dries our tears, heals
our broken hearts and focuses us on something greater than this temporal life with its
troubles: "For I know that my Redeemer lives, and He shall stand at last on the earth; and
after my skin is destroyed, this I know, that in my flesh I shall see God, whom 1 shall see
for myself, and my eyes shall behold, and not another. How my heart yearns within me"
(Job 19:25-27 NKJV).
The next time you see a butterfly soaring, stop and remind yourself, "That's my future!" No matter how you dress this body up, at best, it will always be a caterpillar. But
when it emerges from the cocoon of death and rises to meet the Lord in the air, it will take
on His beauty and His likeness. "The dead in Christ will rise first. Then we who are alive
and remain shall be caught up together with them in the clouds to meet the Lord in the
air. And thus we shall always be with the Lord. Therefore comfort one another with these
words" (ITh 4:16-18 NKJV).

J

eremiah writes, "Like a partridge that hatches eggs it did not lay is the man who gains
riches by unjust means.. .in the end he will prove to be a fool" (Jer 17:11 NIV). Don't think
that you can do whatever you like in small things, and be okay as long as you've no major
lapses. Whether you steal a dollar or a million dollars, you're still a thief. Webster's Dictionary defines integrity as-honesty. Every time you break a moral principle it becomes
harder, not easier, to act with integrity. Everything you've done in the past, including the
things you've neglected to do, comes to a head when you're under pressure. That's why
developing integrity requires constant vigilance. John Morley observed, "No man can rise
beyond the limitations of his own character." And that's particularly true when you're a
leader. So: (1) Keep your promises. When you make a promise you create hope. When you
keep a promise you create trust. (2) Acknowledge your mistakes. When your decisions don't
turn out the way you intended, you owe people an explanation. (3) Apologize and try to
make amends. When your actions hurt others you need to admit that what you did was
wrong and say you're sorry. This is usually very painful in the moment. But not only is it
the right thing to do, it can actually shorten the agony and help you to put the incident
behind you. That's why you should heed the advice of Thomas Jefferson on this subject:
"If you have to eat crow, eat it while it's young and tender."

Support our troops! Send__
them a copy of this devotional.
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Ro 12:17 NIV

