THE DEPUTY SECRETARY OF VETERANS AFFAIRS
WASHINGTON

August 6, 2008
Ms. Alma L. Lee
President, National VA Council
American Federation of Government Employees
VA Medical Center, Building 12, Room 252
Salem, VA 24153

AUG 11- 2008

AFGE/NVAC

Dear Ms. Lee:
The Secretary has asked that I respond on his behalf to your concerns in your
letter regarding the recently completed IBM study of the Veterans Benefits
Administration (VBA) claims process. VBA contracted with IBM to study the current
claims process and to develop recommendations for a'more efficient arid robust
processing environment.
IBM conducted its analysis using a multi-faceted approach to collecting and
analyzing information that included document reviews, interviews, site visits, online
surveys, performance metric analyses, and process mapping and modeling. The
online survey was specific to the implementation of the Claims Processing
Improvement (CPI) model, communication between CPI teams, and management
tools available to monitor the effectiveness of the CPI model. Since front-line
employees would not necessarily have insight into these aspects of claims
processing, their responses were not solicited.
IBM conducted formal interviews with coaches and assistant coaches, many of
whom were recently promoted from front-line Veterans Service Representative (VSR)
or Rating Veterans Service Representative (RVSR) positions. IBM also toured
Veterans Service Centers and spoke with claims assistants, VSRs, and RVSRs.
Additionally, they shadowed front-line employees and observed their work
environment. While these were not formal interviews, they were factored into IBM's
final analysis and recommendations.
VA is truly interested in hearing employees' suggestions to improve claims
processes. The Acting Under Secretary for Benefits has invited eight front-line
employees from across the nation, along with an AFGE representative, to
Washington, DC, on August 7, 2008, to brainstorm ideas to improve claims
processing. These employees will have an opportunity to provide their ideas on
meeting workload challenges, technological enhancements to existing systems, and
regulatory changes and procedural processes that can be improved.
Sincerely yours,

Gordon H. Mansfield

