
April 22, 2016 

John U. Young 
Attorney. Disclosure Unit 
U.S. Offi ce Of Special Counsel 
1730 M St.reet, . W ., Suite 218 
Washington, D.C. 20036-4505 

RE: OSC File No. Dl-15-3117 

Dear Mr. Young: 

Thank you for allowing me the opponunity to comment on the report from the 
Department of Veterans Affairs in reference to OSC File No. Dl-15-3117. lt is 
imperative that I share with you what I witnessed firsthand and why I filed the following 
allegations against my employer. 

Did the Oakland VARO delay processing and improperly store l tiformul Claims 
Documents? 

In tbe February I 8, 2015 report, Department ofVetertms Affairs; Review of Alleged 

Mismanagement of Informal Claims Processing at VA Regional Office, Oakland. 

California. Linda Halliday, Assistant lnspec10r General for Audi ts and Evaluations 
reponed " A Veterans Benefits Administntion (VBA) management support team, 
sent to assist with operations of the Oakland Veterans Service Center from October 
through November 2012, located approximately 14, 000 informal claims dating back 
to mid - 1990s in a file cabinet". 

The inJamous "fjjc cabinet'' was a metal 5 - drawer lateral Ji le cabinet that was located 
outside of the Assistant Service Center Manger's ofliee. Rachel Pennington walked past 
the f ile cabinet to and from ber onicc, every day. The file cabinet, I was once told was 
located in our Public Contact Office (12"' floor) and then relocated to the 14111 tloor, 
outside of Rachel's office. 
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The cabinet was filled with informal and some formal claims from Veterans that visited 
our Public Contact Office and from Veterans Service Organizations (VSO) (Claimants 
Representative). The claims were organized in thl! lilc cabinet by year and then by month 
(each year had 12 hanbring file folders one for each month). When a Veteran or their VSO 
visits our Public Contact Office and submits a claim. that claim was filed in the lile 
cabinet per the month of the visit. 

Located on the same 141
h floor was Triage; now called l.n-Take Processing Center (TPC). 

This is !he first stop for all incoming claims and other correspondences from Veterans 
and other resources. I worked in Triage from March 2009 to July 2012 as a Claims 
Assistant (CA). As a CA. I had various duties and responsibilities. Duties and 
Responsibilities Section of my Job Description (See Attachment A) 1/ll stated, 
"Ret:eives, optms, reviews and date stamp.~ all i11coming correSp(mdences, (claims and 
miscellaneous maii) .... Jncumbl!llt understands the differences between the tvoe.t of 
claims recei~ed and is able to appropriate ly identify the end product. (Original. new, 
reopened or in formal)". 

ln 2009, J recall being tasked by my Coach, Dennis Uldricks to pull claims from the 
metal ''file cabinet" and process them until further notice. Eveey morning, I pulled a 
hanging file folder from the cabinet. processed the claims inside and then pulled another 
one. If the claims were infonnal claims, per the law I sent the Veteran an Informal Letter 
tel ling the Veteran how to substantiate their claim. l fl found any fonnal claims while 
working the project, I would put the claims under control by cesting an End Product (EP). 
I worked on the project for about two weeks and personally processed over a thousand 
untouched claims out of the metal wfile cabinet". I did such an exceptional job that it was 
mentioned in my yearly evaluations (See Attachme11t B) . I also received an incentive 
award for my efforts. After the project, no one cont inued to work the unprocessed claims 
in the cabinet. 

While I was in Triage as a CA, informal claims were not a priority and were not 
processed timely. Tl1e remaining claims .stayed in the metal file cabinet, unprocessed until 
J yoars later when the Veteran Service Center (VSC) received a visit from Central Office 
(CO) and Western Area personnel (See Attachm e11t C). One person I remember visiting 
the VSC W"dS Diana Rubens. At that time. Diana Rubens held a senior position in CO. 
While touring Triage. Diana Rubens along with personnel from the VSC "discovered" 
the metal cabinet fi.all of unprocessed clainlS. After CO's visit , I he prime focus was 
NOW on Triage and I he metal " fil e cabinet". 
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l t's not like the cabinet was a secret or hidden in a closet; Manag~ment wa~ fully 
aware that the cabinet was on the 14'b 11oor, located outside of Rachel's office and 
was fuJI of onproccssed claims. The Triage Coach Dennis Uldricks, at that time knew; 
Assistant Service Center Mtmgcr. Rachel Pennington knew; and the St::rvice Center 
Manager. Uli Willimon kocw. 

July 2012. 1 along with four other Claims Assistants we're promoted to Veterans Service 
Representatives (VSRs). We anended 4 weeks of Challenge Training in San Diego from 
October 2012 and returned November 2012. Before we left for Challenge, Tina Mottram 
became our new Coach in I PC. When we returned from Challenge. we we're assigned to 
the Training Team with Rashena Luster as our Coach. 

November 20 12. I along \vith six other VSRs were part of a team conducting reviews on 
the 13, 184 informal claims that were stored in the S - drawer file cabinet located on the 
14'~ floor outside of the Assistant Veterans Service Center Manager office. On each 
claim we reviewed, we provided a brief description of what was needed. location of the 
Claims Folder (C-File) and our initials. We were required to provide a daily report on our 
progress; how many claims we reviewed and what action was needed (See Attachment 
D) . I provided my count to a VSR that was part of the project and that VSR reported to 
our Coach. Rashetta Luster. The project was such a priority that we had to provide our 
availability from 11/26/2012- 12/31/2012 and also how many claims on average could 
we review a day (See Attachment E). 

During the project. I remembered reviewing informal claims from Veterans that died 
before we were able to send them an Informal Letter to substantiate their claim. Other 
claims. were from \vidows asking for assistance from us. l also reviewed claims that 
needed additional review due to errors. i.e.: earlier effective dates. What is true, 
Management did not keep records of aU 13, 184 informal claims bt.'cause some. due to 
various reason had no action needed. Those documents were dropped filed to the 
Veteran's C-Filc. The claims that needed further review by a VSR were tracked by our 
Coach, Mrs. Luster. l pcrsonal.ly recall seeing the table outside of Mrs. Luster's office 
that bad stacks ofC- Files with cla.ims that needed further review by seasoned VSRs. 
Veterans waited lor many years for rhe Oakland Regional Office to process their claims. 
Many Veterans never beard from us at all. When a Veteran dies. his or her claim dies too. 
The RO was negligent in the processing of informal claims and many Veterans and their 
families were never considered for beoefits! I worked on the Informal Claims Project 
unli l I was reassigned. 

January 30.2013, I was reassigned to the Express Lane, Supervised by Dennis Uldricks. 
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July 2014, employees were given noticed thai OTG wa~ coming to the RO. We were also 
told that some or us will be i1ttervi..:wed. I was prepared and ready to be interviewed by 
OJG but it never happened. Scvcr,tl of my colleagues were interviewed. T just assumed 
that I would because l worked on the Informal Claims Project. Wben OIG left and I 
wasn't interviewed, I started to wonder if they were really here to uncover lhe lruth 
surrounding the 13. 184 infom1al claims. 

On March 4. 2015, at the Department of Veterans Affairs FY 2016 Budget Hearing the 
Former Under Secretary Allison I lickey testified that ''all of them (13, 184) got their 
claims worked". She also said that '·the Team she brought in actually found them" and 
" 1000/o review of every one of those claims ... made sure we done it right''. Lis1ening to 
Mrs. Hickey's statement. she was very conlident in telling the committee the status of the 
13, 184 claims: infonnation that was provided to her by Oakland's Regional Ofilce 
Director, Juliana Boor. Mrs. Hickey. confidently told the Budget Hearing Committee 
thal all 13, 184 claims were processed. The next following month, Director Boor 
contradicts former Under Secretary Allison Hickey's statement that all (13,184) claims 
·•were worked" to the House Committee On Veterans Atlairs hearing held on April 22. 
2015. Director Boor told the House Commiuee that 2.100 claims need to be reviewed 
again. 

On March 24. 2015. 20 days after Former Under Secretary Allison Hickey's testimony. I 
was summoned along with other VSRs to the 17th floor for a special project .... Informal 
Claim Review Project (See Attacltment F). Once again, I was reviewing the exact same 
claims that I reviewed ovember 2012. How I know this is because I reviewed a claim 
that had my initials on it from 2012 and we still hadn't "worked" it. Management had 
assigned an Assistant Coach to record each claim that needed to be worked. 1 saw him 
sitting at a table with C-files all around him and he was inputting the information off the 
review sheet (See Attacltment F) into a spreadsheet for Management. The Informal 
Claim Review Project was an -·Alii lands on Deck'' project to include Rating Veteran 
Service Representatives (R VSRs). During this time, l was on the Express Team and 
Dennis Uldricks was the Coach. On the Team were RVSRs. While the VSRs were 
reviewing the informal claims, the RVSRs on the Express Team were rating the claims 
(See A l ttiCIIment G find 11). TI1e RO was strictly focusing on claims from the 2012 
lntormal Claim Project. Director Boor knew in a lew weeks she ~'ill be in Washington, 
DC testifying about the Informal Claims Project. TI1e san1e claims that the Former Under 
Secretary confidenlly testified a month· ago were worked. 

Word had gotten out that the Oakland Regional Office was hiding old mai l and claims. 
April tO, 2015, all employees received an email stating that we will be having a I 00% 
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audit or the entire o11icc by senior VII leaders (See A ttacllnumtl) . That was proven to be 
true. We did have a back log of claims and mail that hadn "t been p~ssed in IPC. 
Direcll>r Boor spoke on the backlog of ma.i l during the bearing on Apri122. 2015. 

April 22, 2015, OakJand" s- Regional Office Director Julianna Boor testified to the House 
Committee on Veterans Affairs that 530+ claims were on station that needed a review. 
··make sure \\e did it right". What Mrs. Boor intently failed to teU the Comminee was 
out of tne.2.1 00 that the VSRs reviewed in March, how many were c laims that were 
being worked for the first time. True. some had to be changed due to the wrong effective 
dates, which gave more compensation to the Veteran but others were being worked for 
the first time in March 2015. Director Boor did not give the House Comminee the full 
picture concerning the informal claims project. The RO were still working on these 

claims from 20 12. 

June 1, 2015, Oakland's Service Center Manager, Mary Markey sends out an email to all 
employees requesting intonnation aboUL the Informal Claims Review conducted in 2012 
(See A tracllment J) . Mrs. Markey states in her email that OIG is requesting this 
information but that wasn't true. Management wanted to know for sure who was 
im•olved because a lot of information was being given to the media, Congress, O IG 
llnd OSC about the project The Agency's tale about the " Informal C la ims Project" 
from 2012 was being eX]l(l$ed by several employees and they wanted to know who 
they were. I replied to Mrs. Markey's email. 

June 2015, I had the opportunity to speak with OlG about the Informal Claim Project 
(See Arrachment K). 

August 2015, I received an incentive award for my contribution to the lnfonnal Claim 
Review that took place in March of2015 (See Attachment L) 

October 2015, l contacted OSC with evidence showing that the Regional Olftce was 
processing claims from the Informal Claims Project from 2012. The next following 
month, l am aware that more information was provided to OSC about what type of claims 
and the dates of those claims were being processed. 

Veteran's claims were still being processed by the Oakland Regional Oftice when OIG 
released on January 8, 2016, the follow-up review on mismanagement of informal claims 
report. Three years later, the RO was still working claims U1at were reviewed by me and 
other VSRs in 2012. 
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In conclusion, OIG recommended that V ARO Oakland Director provide rraining on 
··proper" informal claims processing and to conduct a review of 1,900 informal claims. 
That's it! The recommendations from OIG nner their "thorough" investigation was 

disappointing and a personal insult to over 13,000 Veterans that applied for benefits at 
the Oakland Regional Oflice. It was also an insult to me and the other VSRs that worked 
the Informal Claims Project in 2012. The 04Fab-Five" as we were called. We all served 
our Country honorable. Majority of us are disabled and had experienced personally 

delays in p rocessing are own benefits claims. So we knew how these Veterans were 
feeling, waiting for many years for the VARO Oakland to process there claims for 
benefits. l take much pride in doing my job then and now as a VSR. It was my duty as a 
VSR and to my fellow Veterans, all 13,184 of them lo report the misconduct that 
Management was doing at the Oakland RO. What' s ludicrous about the situation is that 
the Agency lead OIG in believing that the employees that worked the project were not 
trained properly on process ing inf(lrmal claims and for lhat, delayed benefits to Veterans. 
I can proudly say that I was once one of the top Claims Assistant (CA) at the Oakland 
Regional Office. Not only that. my quality as a CA was above average and l met my 

production standards. As I stated earlier, I received an incentive award for processing 
informal claims and it was mentioned on how well I worked that project in my yearly 
evaluation. I was not only trained but highly qualified io review 13, I 84 informal claims. 
The lack of training was not an issue at all but the Agency said it was. Yes, the Director 
provided training on informal claims processing only because we were transitioning into 
a new system (VBMS) and a new way of processing informal claims. Not because of 
010 recommenda~ions. ·rhese 13, 184 claims were stuf!ed in a fi le cabinet and stored 
there for many years. It was substantiated during the 010 investigation that informal 
claims were not processed timely because they were not a priority at the RO. How is this 
not malfeasant? What about the many Veterans that filed a claim ru the Oal<land ollice 
but died before Oakland processed their n..>quest for benefits? What about !he surviving 
spouse and dependents? Wbere·s the justice for them? Then VA Leadership testifies that 
all 13,000+ claims were worked and that those claims in the cabinet were just copies. It 
was also substantiated in OIG's repon that all 13, 184 informal claims were not worked 
and that the RO in2016 was still "working·• those claims. How is that noi malfeasant? In 
2016, some Veterans arc still wai ti ng to hear from Oakland or for Oakland to correct the 
award the Veteran is currently receiving. This is unacceptable and Management has to be 
held accountable for tbe gross injustice to many Veterans that served this great Country. 
Putting the blame on employees was atrocious and it bothers me to this day. 

To this day, 1 am still being held accountable for my actions as a whist leblower. The 
retaliation is constant and intentional but iff had the chance to do it all over again. I 
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would! I pray that your agency will consider with an open mind all the evidence that"s 
presented for this case and make a favor.tble decision for the many Veterans that applied 
at the V ARO Oakland. 

Thank you lor this opportunity. 

Sincerely, 

~i{~LL (!Jw,t£¥' 
Lydia Anne Cheney 

Enclosures: Attachment List 
12 Atrachmcnts 
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POSITION DESCRIPTION 
CLAIW.S ASSISTANT • GS·998·D6 (General · Position Del'>cription 02112A) 

INTRODUCTION; The Claims Assistant worl<s as a mAmber of one of the Teams in the 
Vete1ans Service Center (Triage, Pre-Determination, Ratin~. Post-Determination, 
Appeals, or Public Contact.) The Claims Assistant serves as a primaty contact for the 
veteran and his/her representative or advocate for compensation and pension cla ims. 
The Claims A&slstnnt is able to explain benefit programs and entitlement criteria. 

DUTIES AND RESPONSIBILITIES: When called upon, to perform the duties and 
responsibilities as described below, the incumbent will be expected to perform cora 
duties that are aligned wi!h the team's mission. These duties and responsibilities will be 
supplemented, as necessary, by duties that are applicable to a particular team or 
common to all teams. 

1. The incumbent is responsible for the care and. maintenance of the claims folders 
and insures that all pertinent records and documents are preserved and are neatly 
and orderly filed in chronological order in the correct compartment. Disposes of all 
redundant and non-record material after Its Initial purpose has been served. 
Determines the existence and location of the claims folder. Consolidates claims 
folder or establishes a new folder, when necessflry, 

2. Analyzes claim and determine If disposition of claim and control action has been 
appropriately identified. Establishes or updates control action, to include BDN, 
CAPS and COVERS. 

3. Develops straightforward evidence In conjunction with claims. Assists the VSR 
INith the gathering of evidence for more complex cases. Reviews evidence 
received for completeness. Incumbent follows-up to ensure that requested 
information is received for development actions. When information has not been 
received, takes the necessary steps needed to obtain the required informaUon. 

4. Utilizes BDN Systems development capabl!ilies; prepares correspondence through 
office automation for all development wnich cannot be accomplished by use of 
BDN System. When requested evidence is received, routes claims folder to the 
appropriate team for further action. 

5. Facilitates the workflow between the team and other VSC teams through prompt 
use of COVERS, for receipt and dispatch of claims folders. 

6. Independently performs weekly WIPP reviews for end products established 101 
service-connected admissions. Determines the need for and performs any 
required follow-up actions and establishes controls for future review and action. 

7. When requested, Identify, obtain the claim folder and/or tags cases needed for 
independent reviews. (i.e. priority cases, diabetes cases, and over 70 cases.) 

8. Incumbent must have \he ability to communicate effec1ively in writing. Incumbent is 
expected to generate various types of correspondence, (i.e. letters, reports of 
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CLAIMS ASSISTAtH • GS-998·06 (General · Position Desc_rlplion 02112A) 

contacts, reports, and responses to FOIA requests or e;ongressional inquirie!>), that 
will be understood by individuals wllh V<Hious baekgrounds !!nd educational levols. 
Provided information for sla!istice~l and narrative reports. as needed. 

9. Prepares reports of contacl on all telephone calls or Inquiries needed to complete 
the development of claims. 

10. Has a thorough understanding of the operation of BDN. CAPRI, CEST. COVERS, 
CAPS, VACOLS, PCGL. PIES, AMIE, SHARE, CEST. RBA 2000, and WORD. 
Fully utilizes these systems to input and/or access information needed in 
connection with the duties of the position. 

11. Receives opens, reviews and date stamps all incoming correspondences, (claims 
and miscellaneous mail). Independently analyzes and determines RO jurisdiction 
and request transfer-in of folder if necessary or refers claim to prop!'1r RO of 
jurisdiction. Forwards claim to the appropriate team/team member for review 
and/or action. incumbent understands the differences between the types of claims 
received and Is able to appropriately identify the end product. (Original, new, 
reopened or informal.} 

12. Process dependency questionnaires issued to verify status of dependents of 
compensation and Dependency and Indemnity Compensation (DIC} recipients. 
These recurring reviews require analysis of payment history and Information 
provided on the questionnaire and identification of conflicting dependency status. 
Process award actions, if needed. 

13. The incumbent is responsible for developing and assembling all evidence required 
for burial and plot claims. Prepares burial and plot awards and disallowance's. 
Processes first notices of death. Process informal claims providing the clairnam 
with the necessary application and stipulating the appropriate lime limit. 

14. Processes admission notices and requests for evidence and information from 
VAMCs (Form 7131} via BON and PIES and provides accurate and complete 
replies. 

15. Processes informal claims providing the claimant with the necessary application 
and slipulaling the appropriate time limil 

16. Incumbent independently develops and determines appropnate action for live and 
death pensions. This requires a thorough knowledge and application of multiple 
factors: income limits, determination of dependency and net worth and various 
forms of income. He/She must be able to evaluate income from farm, rental and 
self-employment and be familiar with various types of deductible expenses. 

17. Processes Notices of Disagreements. Establishes a VACOLS record and prepares 
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an appeal record flash for the daims folder. Sends letter to claimant to determine 
Decision Review Officer (DRO) jurisdiction. 

18. Releases Statements of the Case and Supplemental Stalements of the Case. 
Updates the VACOLS record, annotates the appeal folder flash and claims folder. 

19. Updates the VACOLS record and the appeal folder flash for RO appeal grants and 
wrthdrawn appeals. CESTs an end product and refer the folcJGr for av:ard 
processing. 

20. Schedules all requests for hearings by contacting the Service Organization and the 
veteran to coordinate a hearing date. Sends a letter to the claimant and his 
representative to confirm the scheduled hearing. Maintains the hearing schedule 
database. Where postponements are necessary or cancelled, takes appropriate 
action to advise all parties ellher by telephone or preparation of new notices or 
both. Establishes an end product and refers the hearing request for DRO or 
Coach review. Prepares additional claims folder volumes. Generates a bar code 
label, prepares a charge card, and establishes the additional volume(s) in 
COVERS. File down material and determines proper routing of the folder. 

21. Processes aU incoming Powefs of Attorney. Determines if a p rior representative 
must be revoked, prepares correspondence to notify all parties concerned and 
updates ,the master record(s), pending issue(s), VACOLS and BIRLS. Must be 
able to recognize when special procedures are required due to an existing private 
power of attorney or recognition of a private attorney for limited Issues. 

22. Greets aU visitors and creates a favorable impression so visitors feel that VBA is 
interested in their welfare and will be responsive to their questions and needs. 
Must be friendly, articulate and possess the interpersonal skills to bo able to cope 
with a variety of personalities and to subdue angry, hostile and excitable visitors 

23. Explains basic VA benefit programs and entitlement criteria to veterans and their 
dependents. Assists the cla imant with the completion of applications and forms. 
The incumbent is responsible for checking all forms and evidence submitted for 
completeness and accuracy and routing them to proper operating elements. If 
incomplete, assists visitor with the completion of the application or forms and 
advises visitor of additional information or documenta tion required. Must also 
provide general Information relating to other federal, state, and municipal 
agencies. 

24. The incumbent: 1) Provides information relating to basic eligibility requirements of 
all veterans benefits; 2) explains current pending claims status; 3) determines 
eligibility and prepares entltlement letters for Civil Service Preference; commissary 
privileges, ·fishing licenses, etc. and type of benefit and amounts verification 
letters. 4) Prepares changes of addresses and processes direct deposit requests. 
5) Handles limited release of information requests by providing copies of 
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documents from the claims file. 6) Is respor.si!Jie for mFJintaining the lntegrily of 
the claims folder during !older review by claimants. 7) Determines when the visitor 
requires a strucltJred interview with a VSR or a higher level Claims Ass;stant, 
retrieVIng the claims file when needed. 

25. Prepares, controls and monitors Veterans Assistance Inquiries (VAis) ensuring 
that timely responses are provided. Prerares VAl's when inquiries are made in 
person. 

26. Inputs requests for VA examinations via CAPRI Identifying the type of exam(s), 
claimants most current address, and entering additional questions or instructions 
that must be addressed by the examining physician to permit rating of the pending 
claim. Identifies which claims folders must be made available to the examining 
physician. Update CAPS records, sends letter to claimant. and transfers file if 
necessary. Incumbent requests all evldente required to support the claim for VA 
benefits. 

27. Requests information from VA Medical Centers or Ambulatory Care 
Centers pertaining to veteran's claim, or determines that no such action Is 
required. Utilizes the Automated Medical Information Exchange (AMIE) for these 
functions. Releases notification letters lo veterans. 

28. Incumbent provides administrative support io the Team. 

29. Performs other related duties as directed by lhe Team Supervisor. 

Factor 1 · Knowledge Required by the Position 

Knowledge of Tille 38 U.S. Code, and VA compensation and pension regulations in 
order to determine eligibility for benents and evidentiary requirements to establish 
entitlement. Has technical knowledge of the various types of claims to determine end 
products. 

Knowledge of the organizational structure for VA, VBA's Business Lines and the 
Regional Office. General knowledge of the inlemal operations and benefit programs 
provided by the Regional Off~ee and a general knowledge of benefits; I.e. education, 
vocational rehabililatlon, loan guaranty, life insurance and VA health care. 

Knowledge of and skifl in using VBA's integrated automated case processing systems' 
and skill in using the systems· input and output methodology, forms, and data (I.e. 
COVERS, CAPS, BON, WIPP, AMIE, CAPRI, PCGL, CEST, VONAPS, IRIS and 
VACOLS). 

Use a variety of ADP/PC software In order to produce and transmit documents, reports 
and correspondences. Such use would include: Word Processing; database and/or 
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spreadsheet software to design dalaiJttse!l and spreadsheets of a less complex n:;)ture, 
and to enter, revise, sort, calculate and retrieve data for a11alyticol reports. Ensures 
correct1>unctualion, gramrnar. spelling, c::~pilalizaHon, and required formals. Must h(lve 
basic computer and keyboarding skills. 

Skill in written communications in order to prepare corresrondence to claimants, and 
other parties in possession or evidence concerning claims. 

Sf.ill in oral communications in order to transmit and receive informalion from claimants, 
i!nd other parties in possession of evidence concerning claims. 

l(nowtedge of the procedures required to process mail and files and perform standard 
cl;~rical duties including how to process unidentifiable correspondence, how to create 
case folders, how to transfer folders into and out of the station, maintain suspense and 
follow-up systems. Knowledge of the sources from which necessary evidence of 
service, and death may be obtained: 

l<nowledge of the Privacy Act and Freedom of Information Act requirements for release 
of information to requesters. 

Factor 2 · Supervisory Controls 

The assistant is under the direct supervision of the Team Supervisor. Ea.ch employee 
is responsible for managing the workload and adhering to the division priorities and 
timeliness constraints. The supervisor discusses changes, Issues instructions and 
provides technical guidance. Generally, all work is performed on the incumbent's own 
initiative and responsibility. Supervisory controls are exercised through regular quality 
reviews ahd random periodic spot checks. 

spec1a1 cases may be assigned directly on a priority basis. The Incumbent ordinarily 
completes work independently; unusually difficult and complex cases may be referred 
to a higher level employee for guidance. 

Factor 3 ·Guidelines 

Guidelines include Title 36, U.S. Code, VA compensation and pension regulations and 
manuals, and Veterans Service Center Manager memoranda. Guidelines include a 
wide variety of different rules, regulations, policies, and procedures. The guidelines are 
general in nature, supporting only the most ordinary and repetitious job situations, and 
do not always specifically apply to most problems encountered. Guidelines must be 
fitted to specific problem cases and must continually be updated to reflect changes. 
The employee must Interpret manual provisions or locally developed guidelines and 
exercise ingenuity and initiative in such situations where fixed guidelines do not exist. 
Situations in which programs are not covered by guidelines are referred to the 
supervisor for guidance. The supervisor provides oral guidelines when necessary. 
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Factor 4 • Complexity 

The wo1k consists of different and unrulatcd processes, methods, and sequences of 
duties for the full range of claims processing. The wo11\ mvolves determrnotion of the 
evidence necessary to ev<Jiuale a claim, and the sources of such evidence. and then 
taking appropriate action to obtain such evidence. The Incumbent also responds to a 
V<ll iety of requests asking (or information rel:oted to a claimant's entillemcnt to benefits. 
Processing necessary <lola 1equired undor the law fur final determination of legnl 
eligibility is often d ifficult because of missing informallon and req,~~res research. 
Complexity increases with the requirement to follow specific laws and regulations. The 
work Is complicated by such factors as: the requirement to research and review 
available records and locate required documentalion from a variety of sources: a 
requirement to provide answers to general inquiries on the claims program by claimants 
and beneficiaries; requirement to handle irate clients and answer eligibility questions. 
etc. 

Factor 5 · Scope and Effect 

Tha purpose of the work Is to examine and analyze claim requesl, application, appeal 
or remand, develop simple claims cases and/or determine entitlement/non-entitlement 
tor beneltls. The assistant's performance directly affects the operation within their team 
as well as supports the activities in other teams within the Service Center. The 
assistant's examination of applications and development of claims cases, to include 
obtaining required information and reviewing evidence, contribute to the completeness. 
accuracy, and timeliness of processing claims. The assistant's performance on claims 
also affects the timeliness and quality of adjudicative decision making. The assistant's 
determination of entitlement or non-entitlement assures that benefits are conferred only 
upon those who have met statutory or regulatory requirements for eligibility. 

Factor 6 • Personal Contacts 

ContHcts fire made to infonn and assist veterans and their dependents in obtaining benefits 
available through the Department of Veterans Affairs and other social serv ice agencies. Contacts 
are ~lso made with U1eir representati\•es; military service ptrsonnel and various service providers, 
Federal State and local govemmenl employees in the veter1111's network. 

Factor 7 ·Purpose of Contacts 

Coutncts arc mude for the purpose of explaining VA programs and to elicit infom1ation from 
veterans or their advoc.atesirCJlresema'lives upon which entitlement, post-entitlement and 
reconsideration decisions P.re tn3dC. Much of the eligibility infonnation is acquired through 
interviews thnt may involve probing of very personal aud/01' sensitive situations. The incumlh-"llt 
must also be able to satisfactorily explaiu complex rules and r'cquiremcnts and provide an 
Almosphcrl!l of constnrctivc empathetic assistance to individuals who may be hostile, 
uncoopel"lltive, antagonistic, fearful, concealing infonnMion, mentally ill and possible dangcrou~. 



PO SITION DESCRIPTION 
CLAIMS ASSIST ANT • GS-!l!l8·0G (General . Position Description 021 i 2A) 

The incumbent must conn·<•lthc inte1view nnd keep t1 ontra~k to orehe~trntc the desi1cd 
ObJCCilVC. 

Factor 8 ·Physical Demands 

The work is mosll~· sedentary. However, ther& may be some l'lalking, standing, and 
carrying of light lloms such as papers, books, c!aims folders. and files from one desk to 
MOI't~f or for returning to storage. Cnrts are utilized to carry large number of ciDims 
folders. This will require the Incumbent to p<1sh or pull the cart from one are to another. 

Factor 9- Work Envi ronment 

Most work is ge11crally pcrfonned under common business office eoudilions at a Regional 
Office, Pre-discharge si te or other approved site. The work cnvi•·on.mcnt invol ves everyday 1isks 
or discomforts that require normal safety precautions typical of such places as offices, meeting 
and tmiuing rooms, libra•ies, or commercial vehicles. T be work area is adequate!)' lit, healed, 
and ventilated. 





PER.FORiltAI-JCE AP :AISAL PROGRAM 

PERFORI'ANCE PLAN t.l\0 APPRA!S~ OF " 
t•:~.~·'H ·~~~ I- l•. ~<",t:X.I ~.o~··,..om..LSE:icr.:.~ •. ,.,. .... ~ Vt.AD:~IJ': 

Ct,eney, Lydia 
Claims Assistant GS- 5/6 

tll!p,~,an.~:rr O'fiCII lOCI.lQ~· 

Department of Veterans Affairs (VBA) Oakland Reoional Off1ce 
04n ~··- ~t~t'-1' fi'OSftt.)--, OtJt: o..n: Of vmrc..&~ r.:.I\E...:..s! PE;;;Q:>CO,'(~ BYl.riiS :;?R.tJ$~ 

!vlarcn 30. 2009 FROI-' 03130/09 '" /30/09 
$10NJ ' URE .:.•,:-mLL t;t RATE~ P~J,RINGlHl$ OATE j)IGfjt,l\)FJ; Or C.:MPLO'fi!.E tl4Tt 
PFRrO(ti..IA.I.i:.'E f-'&I,IJ 

r-~. · 't Ct .. .. I 
i lq - ( ~. Jh/~ 1~v-::; , U,;t'wr .5 I - '\ ""-~ '--- l __.._.i___ 

SECTION A- PERFORMANCE PLA 'i 
Rc:ncer the r.:rformnnce elements for the p0$1ttOn t(J be rnlcd. An element is defined 0;( a c:ompcmcn: o( a position t11a1 IS sufilcicntly impon:~.nt IU 
won.uu "Tmen appNU$GI. Norm;illy each p0$1lion ha; (our or five ekmems. Designate with M >Stemk the element(•) conl ldcred tricical. 
Spc~-~fic performance Str.ndnrds must be: "Tinen for ~atb clement. There are usuo..lly three to fh·c pcrform.lnoe $tlndards Cor c:ach clemeo1 When 
""""~ perfollll:lllee sundards. o:>ly ill< fully successful level of lthievemtnl nc:ed b< defined. 

PE~FORtiAN'CE ELEtiEl.:fSf ST ANDA.RO$ 

CRITTCAL ELntENT 1 SERYJCE PELTVERY • 

A Cbirns Assistant who is assigned co a oowceom will bne o three-month trainins period durtng .. ilich quahty of work sm!ldards do . . . . ~ . 
not apply \\ ork produced will be re\1ewed by the ~<'1SOr and appropnace feedback and a1umug will be !ll'= If newusl:s are 
.mroduted after the miual trammg penod, the successful level will be calculated from the dace the traimng w:ts muiaced. 

Sll!OO.ml. 
Quality ofWork 

!::l!fcessfui Lc,·e! fqr GS-5•6 
0 - 3 m<>mlls osstj;Dcd· Not 3ppllcoble 

4 - 6 monlhs asstgned: The accurocy rate du.-ing the evaluation period equals or exceeds 85% (cumul3uvc). 

After 6 months: The accur~y rate during the evalu3tion period equals 01 c~ceeds 90% (cumuloti\'e). 

!ndic21or 
A r3ndom selecuon \\111 be made of on overa£e of 5 ease• per month. The selection of .:~.ses, while r3ndom. muse reflect on 
OJ'Iptopmte nux of work performed by the employee throu~hou11he month (i.e. not from a sm~;k d•y or sm~,lc week). 

On!~ one error is ~ounced per action revie"·ed (albers moy l>e tr.Jcked co nsscsc "i th emplo)'ce de\'elopmenc). lnstrucuons for tlus 
,._.,ew nr< conc•uted on Ana:hment A. The errors wiU be called using :ht opplicnble ca"£0TlcS tden:ified on Anaduneru B 

CRfTICAL ELp!F:NT 2 - ESTARLISR/l'ROCES!: CLAD IS. SYSTE~1l11'DATES. WORKFLOW CO"\TROL 
!Crhicol Elemcml• 

Pro"csses 3 muumum rumula!1\'t avcra_gc number t~fv!c1ghu:d actiOn$ per d;~y . Act1on.~ WJll be counted ior produ:non purposes as prC'I\1dtd 
on Enclruun: C 

-\ Cl:ucm Asstsum \\ho >< esSlp~cd 10 a ne\\ t""ll'' \\1lllu\'e: three-monili nammg p«~od dunnc wluch productimy mndords do 

I 
noc opply. Amount of work productd will be re,,e,nd by the supm·1sor and appropnace workload m:ma£ement feedback •nd 

. ITJlntnS "'ill be j;i\'cn. 

0750 



$T. ·,dgrd 
?J9j·JCln ,-~ 

ll - ~ monti ~ 'f.lf'nd 
J -<• mn:1!h"' ... l.,'TtcJ 
-\ficr 6 1n1 ~,;, .. 

~v;('!'$ffu1 Lc' d (j<!.c, 

0 - ' !"'lOr h ~ .. it,:.'!l~j 
4- tl mo11~h!:. ;.~._. ~l~cd 

AflcJ (, m mhs. 

IX :;rnr 

Nr-t •Prl1cot·lc 
.J.5 Wtlfht~ acuOM ~r c1~h:-hour J;,, \C1lmul•ll\'C t 

10.5 \\t:i;htcd UCt1o:".~ f!:Ttlr "l-.t-hour m) fCcmuiDli\..C}. 

~'.<>: •wl~<ol-!e 
S ' ' ~·~hted 3-.t't!Ons p-:r c~i-hl·hour dJ) feurnulnll\ e) 
11 wcJ;htcd :J<:CI('n~ per C:ltht·hC!ur .:l:.y ( curnulatwe). 

Prc.juem.n. oc:ponr f)Opu1ntcd hv ~upcrv1s0!'. coums i.epl ")' cmplo~cc: 

• L.c-.a'e.. ~nuun lim~ and SJU:t1al projtcu or assienmcou pn--~ppro' fd ~• 1hc d~crc1J11n ofllu supe" 11oor art Mnsutrrtd dt"'ducaiblt 
timr. l'nmt'd\Urtd time. touch as 1ororm2l t raining! ''IS c.onsidcrc:d In dr,·t•loping tht J:ucct.ssfui iC' \'cl and ls not rcpon::~b l r dc:du'-tlhiCI time. 

Sta11dmrd 

B. Swnd:trd 
Timeliness 

Socrtssful U:'£1 G~-Sf4r) 

:.> FNODS 
~ Fo!dcr Transfer In/Transfer Out 
:. folio" ·UP' 
:;,. Burit$IS 
:. Cad~ mail filed 
; Clanns tsaabluhmrnJ 

Processed wnhm 3 business days 
Procwed wothin 3 busmess days 
Completed ,.,thm I 0 bUS1nos; d•>" of due date 
P.roeess;ed wnhin 3 bus1nes.c; duys oi rec(;ipt 

filt'd v.ithm 3 busmeu d!lys. 
Proc<ssed " idun 'i days or rettopc or mail 

Wnh the cxccphon of claims eswbhshmen1 acUOJ\S, time ls calculau~d from lime of rcte:1pt of worl by employee- No nU'lre lhm 4 mst31l::CS of work nc11 
ocin~ process:dicomp!e~ed wnh1n eStablished tun< frames or faihm: or emp!oytt 10 noaf) theJr supervosor "hen cases eanno; be "orl:ed '"thin esubhsho 
timt frames and rcasons theteaf E'\"ltnu.ating ClrC\!11JSUJ'l(CS and noufitat.ion to tht: cmp1o~ ce .. ~ supervuor wtH be conSldercd, ln a.ddmon, C:\1enuatmg 
c~tcumstances muS1 be apphcd Lfwor~ OSS1£1led prr d~y e>cecds producuon standlll'ds per day. An mcujcnt Will notlx: called until after the firSI 
nouficmton of non-compliance of the .above stundBTd. 

lndJC'JlOI 
D:ul) rn-odu'iuon repcrt$, weekly pcndmg countJ llJld obscrv~.nion b)' SUptf.'\'ISOr. 

CRJT!GA.L El, !:MEf\V: CUSTOMCR SEBVlCE• 

St.mdyd 
Quanut) 

Suc;eufu! Lp•d 

~o more than .J msr:am:c.s of '.:,!M complaints or mcidenu: 
No more than 2 instances of va!Jd complaintS or inddems. 

lndJt~tnr 

VcrbJlmd·or \\Tmen feedback from mternol and for extern~ I customers. Observations by a supen·1sor v.11h the compl~im docWII!'med A 
\'a!Jd com,-.lamt or mr•dent as ant where a re,iew b) the sup!n1sot. 3fter conSJdenng both sodes oithe 1ssue, re'·eals that the 
<On1j'lamt u>codem should have been handled mare prudently and W3S not unduly l!l£Tll''3ted by UIC emnplallllllL Dlsagreemg . per~·. dt,<S 
not consriwte ' 'discourtesy." Vnlid comploinLS or incidents \l1ll be determined by the supervtsor ond discussed "ith the employee 
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Tilt Emp •)c. uau..:n::n:is tht 3(:tllZ) nu~~;. tnn omd !.~por~ efforu. let mipT<'''- t''' \\orl urtJt s per.orm:mce tnrou~h rr.~itivC' mteranion " n1 
flthers. t~~~pJ;- > :Jrrno;m:ne de~!re: nf pw(e~)ll,nJh>m ucd tr{":ns cn·\\mk::o ... m.J 'c1c1an .. \','lth counc.F.y :tnd re~·J'C'"d \rh•rctcllt~ w1dl rc.· 
Yorl-:crs .. nd :-.upcn 1 111 ~ m 4H.'C(1111phsh worlt t'~hJCCttH'" .tud cuhant.'L' tffi,·Jtn:y. Rcco~nlles. the JO'lf)(lrl1lncl' nf tconm urk :1:1d ' ' sc--rumv~ W 

the Cut\tf'll•u111~n ... or c•:hcrs. Co:nmumw~C.'- ~h:\H'S Jdt:3). ;!m! d:mfll'lq:"!1C'S r:~po:::l for dtff~·nng '1('\I.J'C'II:\tf Partl:trute.s lD rrr...t.fun:ti•1nal 
l~3:n5 to_ tlrr·~ ... nJh:d th ... lh::'\Gt5. i"J.:1ln.u~ b-:uer romJMl!uC#UOI\ :!.t'ld :l;bJr\t :!rt'nr-~ !!O<~I) 

run .. · ~tu:rt·~,ful l.t•Vrl: I nterartion with <upen·isor. ~·o·'' orJ.a~rs. 2nd othcu. \\ icbin chc organfz.:at ion h. bu.sinc-.slike ond 
prof~<ional. \\ orl..ing rd~tlonsllips -.ith nthe~ art l~picall~ connrunht and promote tlrc a~tncy mihion. Con5rien11ously 
foiiO\IS ;,.,II uctiu11; and adhere; to opplicoble gujdonce. Empln~rc cosily adju<!s 1u different \\ Orkiq~ st~·l t'!'. ldea.s, oud persprrthc 
and apprnpri~nel~ Clprcs~cs ow;n \'iews in th(' proper manner. lHs:lgrecniCnL) are norniJllly rt>soh·,•d throu~h appropdtue mcam~. 
,\n~' dr' i~1t ions in t ll t,<' ur eas urc- nlinor and to1J(.·cti\ tl} or separa te)~ d o n<H ,~;igniricunttr hindt'r orga.niznti onal or ir1dh·idual 
produ('ll' it~ m·- ('(fit'ien<"y. 

CHANGES TO PERFORMANCE PLAN (Cila,gcs may /lr u.corded a11.r>time duri"t: t/Jc ratl"G perind) 

EI..EMENT OESCRI?TION•TITLE 

STANDARDiS) 

EUJ.'.<N't OESCS<Ji'TIO<I TITLE 

$TANOAAOIS) 

SIG'NATVF!E OP R.e. t ~R DATE SIGIIAT\JR.E 0" EM?LOYEE I ~n 
SECTION B • PROGRESS REVIEW 

At le>SJ one progress revu:w " requ11<1<1 during the •ppmisal )'tar Emplo)'CO mu51 be informed oihrs'her prog>cS~ os mea;urcd ag;lnst lhc 
perfom\1nce pl.:m .. Add111onal prosres.s rcvte-ws m:l)' be documenltd oo p~se 6. 

~orm:u>ec "",." "iiS conducte<lond drscuss:j and the tmploycc·s periomunte as oftnis date 

conSJdmd l'ull) Successful or bcucr. 

0 Kctds '1111'"''·cmcnt 10 tJ., Full) Sucecssful or bena (Su l';f Ha•dbc<>l.. JOIJ:I. Pc" I. Pc•acraph ;..foradd~riomJl "'q"'rcd aaw• l 

S~'~ TUR.E OF R~ 
1 ~~~1~\0\ e.~~ruP.e OF er.l/'i-OY:) ~TE 

:U·Iv- , :J\ ' .. vu--;t ~.v:·'U'V ill7·~ ~~--i .. f· \ \...-
• J -
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SeCTION C-1 - .C.COU.:.L A::HIEVEI/.Ein 
ln. . .:~1t I ''f'>IC. l"ll.!';.t:l :C,\., t!t !$:hw,·.,.~r.:-r.: 1lu1 \• •. : ,hr.t r:l-t! lhr (''l:pt, )'t"'.:: r~:;.;Jnn~~n-~·: f<t~ C~ h [L[\jL' ~1 ,:!Jr••TI !fo ~h'l'(H o\ P•t r:'t ' 
md.c;\iL at ·'· \ ~'lttl;: fm C~l cil mdl\ .nu. I (! •. mdl:!lJ s ,,c ... ·;fJ: ("\.}Tlij)!t o{ I I\. I f~. .. rruancc. U'IU&I he- Pill'• ·J~·J Ill tJu: 1p;.~·~. ltt.: lcw. !o:- c ... :h <. Jcm;;,,t 
,,.~ ..... rca lr : ••'' udm·, cmcnll>thtr 1.h;.• Full~ 'm:::ct'-~·ful ha. h::-cn au1~r.d \.ss i~ llllll'nt nl1ht· r,.CC'JlHOn:I.J lrH.·f nlHlll\ UlOl l 1-ulh ~u('t~slu l 

p r-1 hn nt .r·•• UIUtd:.srd" ba \ t lrt"ta "i;ul0nnt1~ s.urp~litd. Thh It' 111\ r t"wr' td for tmplo~ u -.. ' ' l.b\t tu•rlorm::nct m tht t ltnle:,nt far f '\Ct"C'U' 
pnnrul otJot:-t::tion< and n ...-ulb in mat or comn'bulif'lh 111 the ~rt uum1hhmmt o( ~rf':ant1'.;'111 11nll' "ll~li 

.. evE-!.S Ot" ":...;1r J~t.tr;r 

ELEMENTS I ''"" I !..!~!! Tr N 

tl!J ,~ tl'"'':o) "' ..... •d ,/atnr:i? ll!• , wd .J. t"!. rl;; '" t•r,, "<#! 4) 
1 ).:!;""TI ';._ ',~ 

!... -.c:rSH'tt 
rl.l.& \ 

SJ:(( !.tV ... 

l s =Rv'Ct :.J£_fVi:'l\'-ACCURACI .. l 2l I 0 I 0 

2A RS1'AIII I~I l 1'ROCES~ C' I-·\IM~. & \'~TrM l'l'f>.~ 1 CS. 1\ WU:ru II\ t'O'\TROL- PRODUCTI\'lTY' 5I 0 I 0 

:?9 ESlA'Il''ll Pl.flClSS CI-~I··:S. S\'<Tf~ll 'li'~T£<> \\'OIUJUI" ('0,1kOL- TII~EUN=ss· D 0 0 

3. CUS1 OI.~ER SERVICE' [&J 0 0 

4 COO' ERATIO!II AND ORG6.1< ZATlO~~Al SUPPORT ® 0 0 

0 0 0 

0 0 0 
!>e<Onbe '~Cific ex~les ofporfontWlct for <acb <lem~nl "heR a lr•el ofaclllel'cmen! other !han hll) Su=.-ssful tms b<m 
asso~cd o ve. Sped 1C achieveiD<'nU at the Fully Successfulle\'el may be de$eribtd 

ELEr,1ENTS//,CHIEVEMENTI$) 

I. SERVICE DELIVERY - ACCURACY• 
Sumd:nd: 4 - 6 months asSJgncd: The accuracy rate dwmg L~r evaluoucn pmod equals or e~ceeds 85% (cwnulati•·d . 

Exc<r uonal Lev< I: Accuracy during the e•·~luarlonpenod equals or exceeds 9~% or 92% if less th:w six months of job 
t· xpcrien:e. Accuracr will b< compu~ed separately for both periods and employee must mt"C\ both l.lldi:1ltors . 

For the perit>cl June 30. 2009to September 30, 2009 Oess lh3n 6 months of job experience). Ms. Cheney's accura~· was 100~• 
cumularivc. Excq>lional. 

P1ior to June 30, 2009, Ms Cheney was 10 training and qua hi)' of wor~ standards dtd 001 apply 

L"'- EST ABUSH 'PROCESS Cl.AlMS. SYSTEM UPDATES. WORKFLOW COl\TROL- PRODUCffi1TP 
Stand.ud: ~ - 6 months assigned· 4.5 "''"l:btcd acrions per et.\tln-hour d:!)• (cumulattv<-1. 

Exceptional Lel'el: At lea~J 13 \\T tighted Actions per duy (cumulon\'t) or 20%. o.bove 1he Slaud:trd 1f leSs tb:.an .six month!.. ur 
JOb expenence. Productivity will be compmed sep:>1'!ltely for bolh periods and emplo)•ee must meet bolh mdicators 
above the standJ!rd J.S 5AO wei glued a ::dons per eight-hour day. 

20% 

For the penod June 30,1009to Sq>t<JJ1be1 30, !009 (less than 6 momhs of job expenencel. Ms. Cheney· s producn\'il)' was 
7 0~ wetghted acuons per dAy eight hour day. Exc<ptional. 

Pnor to June 30, 2009 Ms. Cheney v.'as m lnlining end productivity steodmis did not apply. 

:!B. EST ABLISH'PROCESS Cl.AThl$, SYSTEM UPDATES. WOR.K.fLOW COJ\TROL-TIMELINEsS~ 
lydJO bas successfully balanced ber many priorities throuf?h~ut lhis mung period. She has processed the 
following nm<:ly, efficiently, tllld accunnely: EP 01011101010 CEST, PTl C.Wt>Y mail -and folders, Expedite Mail 
and TTl folders. Sh .. is able to d!icientl)' b:lan:e aU of her priorines " 'hile alw:~ys =kmg CESTtng h<r ftrsl priority 
l'\o JOStl!n::s of work completed untimely Also r<>pODStbl< fo1 mamtairung a coddy of 7 digtts. Excerrioli31 

3. C'USTO.\!ER SERVICE• 

Lydia has fil inlo 1lte team en,•trorunent very well. She is \'alued team member who ts always willmg to do all)1hing th>t "ill 
benefit o<Ir vet:n ns. Sh• bas been a welcornc: addition 10 Tnage as she Jmsred in ident~fY cl3uns that were filed as mfomuls 
but in m:my l.ll$tances were aeru>ll) eiouns. Her efforu ha\'t now ehm!tmed the b•c~Jog. Thts elion ~lono has grtJtly asSISted 
ow s:ot'\1ce to ve1erans and ''idOt\"S. 

A~ a m:mber of one- of four sub·teams in the Tri•ge Team. lydta has shm•.n that she recogntze• the >Jtl?Omn=" of team" orh 
and C'Om.f'Jluruc:mon. Sh~ h:J~ worked h:md·an-.hnnd \\lth her te:!.m l::.d:r ::m~ tc;mumte!i to ensurt' th~~ w01\. a~ pr\•,ritiz:d ;a.r1d 

I 
COJT1l'}Oted umol' lydia is n;cer:to&..al m th's :u:a. 
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;·· 'i . .,,,,., ... o~;o ,. I l oiAolr'~tl ~"ll '•Jrllr.)l0•0 f •'•"1$1,',1, i' ' ~ /!,.;,.,. .. 
J ' •r·;..r . .:.1lu'' ,. ·,f> m:Gt. · lZA no-...: ·J !'tl'f'OI.1 

.J .. ( lll.' ll~' 11:t~ nC\1 onb u~t!3h.'J the 1 ri.u·r: Tt.'am hm thr. cllliJt r.:.~~HIIIU) UfCitt' Wilh htr t\lCU~I \'1.' efwn on 1danHf\'mt a 
. t! • .:t bttdJ~g of o·v~r u ih·,~nd untt'lUdl~d mft,:n~l d :tm.( ~n.~ d~ltnrun.1u1= 1t th:oy \\c"rt true mf,,rnut"" ('I' :e!U:U~· ~ cl.u.m fu: 

!!.:r":!t'f" Th1 \\'3S :1 hut:t projt.:1 hu; \h L1ltn~y ''J~ deir'llll1kd w ::~com;>h:,.l& :1nd tl.:~nL> to h<:r dio:u th~t~ ic, U(\ hJd.Jtl~ 
·, 1 ~ ,,,~n~y rut" our' elrtJn<- '-'t ht-1 tugh:•1 rmnrtl) .:md dvc~ anytlunt n;:cdLJ w cruu:e ~hal tht~ !HL' st•n~.:d 1 let cn~\rtt. \t,tn~ 
'i\CnttJ! U1 Tn:.:ge nulan2 the Jmpn.we:n:nt.!> tNt \\c:rc ~e.:n thl .. fi5r . ..l yt:--'1 il:tJ h:r F...lm\\ork i~ out,~n:fua::-. 

Fx:;pur·n.J! 1n tlus :~rra. 

\.lVLR.'\LL ('OJ-IJI1El'l S: ~Is, Cheney has quickly hecr>me a k~) player within Triage. She has a '·c<J1 
do" nnitude wht) \\'Orks ver) wel l in the team environment. Great addition to Triage! 

SECTION 0 ·OVERALL RATING 

T'(Of Of P!..TP.,~ 

e ..... ov..~:..... AAn: .. G Of ~coru> 0 SFEC' liJ.. R:t.llN"Gtr IU:CORO 
St.iM~~Ai.RY RATiNG 

0 /POSmOtJ CH~NGES -W CcOYEE 01< RATE~ 
PEF. •00 C~ '£e>5D 9¥ THIS APFR41SAL 

='="-· /\')_ "l". ?f\(\Q 
·~ no. -:tn ?nno 

NOTJ:: l{~conuneodtd }Jer(orm:auet Ratln~ • Using nchicvemcm lc-,-cls au1p1ed tn Sc:non C and lh~ crucna: de~cribt-d bclf,\\ <heck 
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Subject 

From: 

·o: 

Date: 

From: Uldrlcks, Dennis, VBAOAKJ. 

Sent: Tuesllay, AprillO, 2012 8:38AM 

SUbject: Visitors to the VSC 

For your infonnation: 

We will have an Area Analyst and one person from Central Office on station in Oakland on Wednesday April11, 2012 
and then In Sacramento on Thursday April 12. Dennis 

Attachments 

• smime.p 7s (9. 11 KB) 





Subject 

From: 

:o: 

On Wednesday, November 21, 2012 12:01 PM: "Cheney, Lydia, VBAOAKL" <Lydia.Cheney@va.gov> wrote: 

From: Mottrom. Tina, VBAOAKL 
~nt: November 2 I 12 
To: Cheney, Lydia, VBAOAKL; 

Subject: FW: Oakland Informal Claim Review Process 

Hello all. 

You did an amazing job with the informal claim reviews this week; 1524 completed. Thank you! 

betieve Gary was pulling the work for you on Fridays. I will be out of the office on Friday, so if you run 
uut of work, please see your Coach. 

My only request fo r nex't week is that when you submit your completed work ro Gary's old desk, please 
include a post-it note the identifies I) the total number of infom1als needing addi tional review, 2) the total 
number ofNANs, and 3) any in formals that need action. I will add these numbers up w get the total 
number reviewed. 

Thanks again. 

Tina 
Tina K. Mottram. Coach 
Intake Processing Center 
Department ofVetel1lns Affilirs 
Oakland Regional Office 
Tel : 510.637.6095 
email : tina.mottram@va .gov 

From: Moore, Gary J~ VBADENV 
Sent: Thursday, November 15,2012 9:54AM 
To: Luzi, David, VBAPHNX; Mottram, Tina, VBAOAKL 
• ubject Oakland Informal Claim Review Process 

Dave & Tina, 
Attached is a one page guide to where the Informal Reviews are at and who is involved. Please let me know if you 



have questions. 
Thanks, ' 
Gary J. Moore 
Coach, CORE1 
'enver VARO 

Attachments 

• Oakland Informal Claim Review Process.doc (32.50KB) 
• smime.p7s (9. 1JKB) 

• 



Oakland lnfonnal Claim Review Process 
11/15/12 

Oakland currently has seven VSR's conducting reviews on the 13.184 Informal Claim 
copies stored in a lateral 5 drawer file cabinet on the 141h floor. The following VSR's in 
Oakland have been a~sisting with the project: 

I. 2. --
3. Lydia Cheney 
4. 
5. 
6. 
7. 

1n addition to the above Sacramento has bad a team ofVSR's doing reviews but they are 
only doing 5 hanging folders full of Informal Claims per week. On Fridays I pull the 
folders from the cabinet and place them in the Sacramento outgoing mail to the anention 
of Cesar. 

J have the VSR's reviewing SHARE, MAPD and VV A to determine if action was taken 
on the Informal Claim. They have been insuucted to annotate every piece of mail. If no 
action is needed because our systems show action was taken they are marking the mail 
with NAN, the date, and current COVERS location so the mail can be dropped to the file. 
If they cannot determine proper action was taken or if there is a question on effective date 
they have. been instructed to mark the mail as needing review and annotate current 
COVERS location so we may call the file in for review. I have insuucted them to be 
conservative and if they think it is questionable, mark the mail for review so the file can 
be looked at. I'd rather be safe than sorry. 

The VSR's are not sending AB-10 leners at this time. Only a small sample of claims 
have been reviewed but so far 3 of 6 need action such as CUE's for effective dates and a 
newly claimed condition. 1 am stacking the folders on a. cart nelct to the computer l have 
been using on the 14'h floor i.n the IPC. They are marked so it should be easy to see what 
needs to be done. My plan is 10 move them back into the lateral 5 drawer once the top 
drawer is cl.eared out. 

If we are to meet the December 14, 2012 deadline to complete the initial reviews the 
QRT will be needed in addition to the above VSR's. We completed reviews on 1167 
Informal Claims in a week \vith our current staffing. I think it will increase next week 
now that they know what they are doing. Let me know if you have any questions. 

Gary 





Subject: 

From: 

'o: 

Date: 

From: Mottram, Tina, VBAOAKL 
Sent: November 27, 2012 9:46 AM 
To: 

Cc: Luster, Rashetta, VBAOAKL 
SUbject: RE: Oakland Informal Oaim Review Project 

Good morning, 

I'd like to request some additional information from you to help us project an ETA for completion 
of this project. As soon as you can, would you please provide as much information in the grid 
below regarding your available time over the next couple months. It will help a lot. 

Thanks very much. 

Tina 





Informal Claim Review: March 24, 2015 

Name of Reviewer: ----==~=---~--
-· 

Date: of Informal Claim: 10{7-1/06 

Content1ons Claimed: }I[, cf 11 /IJ tJ 1?£NbtoN 
Form Informal daim was 

\JA Vo~ 11 q received on: 
./"!\ • 

Facts of the case: 1. Is this an Informal Claim{;) or N 

If no why: -

Was a~ informal Claim letter sent=()r N 
,c;!';, 

2. ~ 

·« _;.; 

- 3. Date of Receipt of Claim (i.e. 526): /f Ju/tflp 
Date of Rating_Q~ci~ipQ_;_ ----1-f-1 I ().':J -

--
4. :--- - - - - 1--

5. All issues addressed:t!Jor N • ~, 

j 
6. Effective date correct: Y or N _, 

7. Were all rating decisions reviewed to ensure proper effective date: 
""·~ 

Y or N 

' -

Was an EP established EP: Date of EP: --
' 

from prior review? If 
yes, list EP, Date, 

Rating Decision Facts: 

. 
Is Action Needed? If so 
what (i.e. EP needed for 
earlier effective date)? 

Any other pertinent 
'nformation: 

I 

Initials of Reviewer: ----- Date:--------





Cheney. Lydia, VBAOAKL 

'rom: 
Sent 
To: 
Subject: 

From: Uldrlcks, Dennis, VBAOAKL 
Sent: March 23, 2015 4:57 PM 

Subject: Special Project 

Raters, 

Just a reminder to strictly focus on the informal daim project-please make every effort to complete the review of your 
assigned claims by tomorrow and send back to us. We are already getting calls from the Director's office. 

Thank you, 

Dennis 

1 





Cheney, Lydia, VBAOAKL 

·ro m: 
3ent: 
To: 
Subject 

Tuesday. 2015 7:47 AM 
Cheney, Lydia, VBAOAKL 
RE: Wor1dng tomorrow 

Apparently they have all t he RVSR's from this team working t his " special project" so they told us yesterday that we are 
no longer to be doing anything other than " special project" unt il further notice. They have a spreadsheet in which we 
are currently have each of us assigned to about 35 claims each and said that they are in the process of pulling about 
1000 more from San Bruno or something like that. 

-

-
..... 





.. 
Subject: 

From: 

o: 

Date: 

From: VAVBAOAK/RO/DIR 
Sent: Friday, AprillO, 2015 1:34PM 
Subject: 100% Workplace I Desk Audit 
Importance: High 

April 10, 2015 

"ood afternoon, 

As many of you have heard, we are having visitors next week. A team of senior VA leaders are 
coming to the Oakland and Sacramento offices, to conduct 100% audit of the entire office. This 
will include all divisions, desks, training rooms etc. The audits will be conducted with the intent 
or confirming that there are no loose claims materials (mail) in the office. 

The audit team will be in Oakland on Monday/Tuesday and in Sacramento on Wednesday. 

Please make every effort to go through your desk and work space to clean out any old or 
outdated materials. 

If you have clatms related materials containing Pll, please bring it to your supervisor so we can 
gel it revtewed and to the scanner. Ensure other materials are shredded as appropriate 
(Examples include training documents, copies of letters/rating decisions/awards, workload 
hsts). The RMO will be performing several pickups of shred boxes today. 

Lei's show our vtsttors how awesome we are! 

Thanks for your support and continued dedication to our misston. 

Jultanna M Boor 



Dire:ctor 

· ttachments 

• smime.p7s (9.0 l KB) 





Subject: 

From: 

'o: 

From: Markey, Mary, VBAOAKL 
Sent: Morxlay, Jl6le 01, 2015 12:02 PM 
To: Cheney, lydia, VBAOAKL 
Subject: RE: Informal Claims Review conducted In 2012 

Thank you 

rom: Cheney, Lydia, VBAOAKL 
Sent: Monday, June 01, 2015 11:56 AM 
To: Markey, Mary, VBAOAKL 
Subject: RE: Informal Claims Review conducted in 2012 

Add me lo the I isl. 00 00 00 

From: Markey, Mary, VBAOAKL 
Sent: Monday, June 01, 2015 10:45 AM 
To: 



SUbject: Informal Oaims Review conducted in 2012 
' 

ood Morning, 

The Office of Inspector General (OIG) will be conducting a follow up review of the informal claims 

processing the week of June 15th. In preparation for this visit I was asked to provide lhe names of 
employees who worked on this project back in 2012. This is difficult as I was not here in 2012 and it is 
not =otated on the employee org chart or anywhere else that I am aware. I know there were many 
people who worked to review these documents and if you were involved, please email me as soon as 
possible so I can include your name on the list. Thank you for your cooperation. 

Mary 

Attachments 

• smime.p7s (9.01KB) 





Subject: 

From: 

·o: 

Date: 

From: Akitxlmo, Ed (OIG) 
Sent: Monday, kne 15, 2015 11:28 AM 
To: Cheney, Lydia, VBAOAKL 
Subject: OIG Interview Today 
Importance: High 

Good Morning Lydia, 

ne San Diego Benefits Inspection Division is conducting a follow up site inspection of the 
Oakland VARO's Informal Claims Review this week from June 15, 2015 through June 19, 2015. 

The objective of our follow up inspection is to: 

• Identify the Informal Claims Review history and process, and gather any claims review 
information that the VARO used to document the review. 

• Determine whether management controls ensured compliance with VA regulations and 
policies; assist management in achieving program goals; and minimize the risk of fraud, 
waste, and other abuses. 

• Identify and report systemic trends in VARO operations. 

In addition, we may examine issues or allegations referred by VA employees, members of 
Congress, or other stakeholders. 

As part of our follow-up inspection, we will be interviewing staff involved in the Informal Claims 



Review a~ well as VARO managers. You are one of VARO claims processing staff selected for 
an intervii!W. The interview typically takes approximately 3Q-45 minutes. If your duty 
schedule permits, we would like to interview you today at 1:30 PM in Conference Room 2A. If 
.. .,e scheduled time conflicts with another commitment, please provide a few alternate dates 
... nd/or times. If you are available, please confirm the time by responding to this email. 

Thank you for your cooperation. 

Ed Akitomo, Benefits Inspector 

BenejiiSinspecrioll Division 

U.S. Dept. of Veterans Affairs 
Offia of Inspector General 

San Diego. California 
Office:8S8-404-8329 

Fax: 858-2()2.()699 

Confidentiality Note: This c-mailts intended only for the person or entity to which it is addressed, and 
may contain infom1arion that is ptivileged. confidential. or otherwise protected from di~cl osure. 
Dissemin:ulon. di~tributi on. or copying of this e-mail or tbe infonnation herein hy anyone other than the 
imendc:tl rectplent is prohibited. lfyou have recei\ed this e-mail in error. plea~e notify th<' send(!r by 
replying tu tl1is e-mail and destroy the original 1,11essagc and all copies. 

If this correspondence contains Personally ldentifiable Information. then it must be protected pW"suant tO 

Federal La\\' ro pre\'ent unauthorized access andior disclo,-ure. 

Attachments 

• imageOOLjpg (3.26KB) 
• smime.p7s (9.0IKB) 
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Ms. Chaney, irom the Express C Team, 1s recommend!;d for a Special Contribution Award for her 
contnbution to the Informal c!a1ms project. 

On March 24, 2015, the Oakland Regional Office (RO) initiated a review of 1,848 cases that were 
identified as having 1nformal claims requiring further review and/or action. This review consisted of 
electronic and paper case reviews. performed by a group of employees from the Oakland RO Appeals. 
Express. Core. and Quality Review Teams. This group of rev1ewers consisted of Veterans Serv1ce 
Representatives (VSRs), Rating Veterans Service Representatives (RVSRs). Deciston Review Officers 
(DROs). Authorization Quality Review Spec1alists (AQRSs). Rating Quality Review Specialists 
(RORSs) . as well as local supervisory staff (Assistant Coaches and Coaches). Work-at-home 
employees were recalled into the office with no advanced notice to work on this projeCt. Intake 
Analysts (lAs) and Claims Assistants (CAs) from the Intake Processing Center (lPC) assisted with 
reviewmg mail. establishing end products. and requesting and routing paper claims folders. 

The reviewers were responsible for completing an initial review on each of the 1,848 cases to 
determine if all cla imed issues were property addressed. more specifically, to determine if additional 
benefits were entitled. Each case review was logged into a master tracking spreadsheet by 
supervisory staff. Any additional benefits entitled or rating corrections noted during the case reviews 
were referred to a rating official (RVSR, ORO, or RQRS) and addressed at this point in the review 
process. In the event that additional claims development action was requir.ed, VSRs and AQRSs 
performed the necessary development actions. The AORSs and VSRs were also responsible for 
promulgalmg and authorizing payment for these cases upon completion of the rating activity. 

A review of these 1 ,848 Claims resulted in 196 cases that required corrective action and 146 cases that 
reqwed additional rating act1on. The rating actions on these claims resulted 1n a retroactive award 
payment totaling to over $600.000 in benefits paid. 




