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Chapter 4
Preparing for the Veteran Interview

Overview

	Introduction
	This chapter contains information about preparing for the interview.


	In this Chapter
	This chapter includes the following sections:


	Section
	Section Name
	See Page

	A
	General Information About Performing Interviews
	4-A-1

	B
	Arranging and Preparing for Interviews
	4-B-1


Section A
General Information About Performing Interviews

Overview

	Introduction
	This section contains general information about performing interviews, including the process for veteran interviews.


	In this Section
	This section includes the topic “Process for Veteran Interviews.”


Process for Veteran Interviews

	Introduction
	This topic contains information about the process for veteran interviews.


	Stages of the Interview
	The table below describes the stages of the interview during the Specially Adapted Housing (SAH) and Special Housing Adaptations (SHA) Grant process.


	Stage
	Description

	1
	Upon receipt of the application, VA Form 26-4555, Veteran’s Application in Acquiring Specially Adapted Housing or Special Home Adaptations, and rating decision, the veteran is contacted to establish an interview time.

	2
	A package of information is sent to the veteran for review prior to the interview.

	3
	The necessary materials are prepared for the interview.

	4
	The interview is performed and all pertinent information is discussed.

	5
	When possible, the site and/or design/construction plans are reviewed.

	6
	The supporting departments, Vocational Rehabilitation and Employment (VR&E) and Prosthetics and Sensory Aids (P&SA) are notified of the eligible veteran’s interview.

	7
	Any issues and/or questions are resolved with the veteran.

	8
	The events and information obtained from the interview are recorded in the SAH/SHA grant folders and in SAH/The Appraisal System (TAS).


Section B
Arranging and Preparing for Interviews

Overview

	Introduction
	This section contains information about arranging and preparing for interviews.


	In this Section
	This section includes the following topics:


	Topic
	Topic Name
	See Page

	1
	Contacting Veterans and Arranging Interviews
	4-B-2

	2
	Preparing for Interviews
	4-B-5


Contacting Veterans and Arranging Interviews

	Introduction
	This topic contains information about contacting veterans and arranging interviews, including:

·   when to perform 

·   requirements, and 

·   how to contact the veteran and arrange the interview.


	When to Perform
	Contact the veteran and arrange the interview after the veteran is notified of eligibility.

Reference:  For more information about notifying the veteran of eligibility, see Chapter 2, Section C, “Establishing Grant Files and Notifying the Veteran of Eligibility.”


	Requirements
	Use the following requirements for contacting veterans and arranging interviews.

· The veteran must be contacted to establish the date of the interview and to 
   obtain driving instructions and other pertinent information.

· The interview must be set and completed within 30 workdays of the date 
   of FL 26-39, (1) A-Grant Eligibility Letter/FL 26-39b, (2) B-Grant 
   Eligibility Letter or the file must be documented to show the reason for 
   the delay.

Note: Telephone interviews are not acceptable.  Interviews must be conducted in person.


Continued on next page

Contacting Veterans and Arranging Interviews, Continued

	How to Contact the Veteran and Arrange the Interview
	Follow the steps in the table below to contact the veteran and arrange the interview.

Note:  If the veteran resides in a medical care facility, it is typically best to arrange the interview with the veteran after he/she returns to his/her permanent residence because medical conditions can deteriorate and the veteran can lose the feasibility to use the grant.


	Step
	Action

	1
	Locate the veteran’s phone number on VA Form 26-4555, Veteran’s Application in Acquiring Specially Adapted Housing or Special Home Adaptations.

Note:  If the veteran failed to provide the number on VA Form 26-4555, the following sources can be used to locate the veteran’s phone number:

· the veteran’s claim folder (c-file)

· telephone directories

· internet-based telephone directories, and

· the veteran’s Veterans Service Organization representative.

	2
	Call the veteran on the phone, and identify yourself and the reason for calling.

Sample dialogue:  “Hello [name of veteran].  This is [name of SAH agent].  I am a Specially Adapted Housing Agent for the Department of Veteran Affairs.  I am calling you today to set up a time for us to meet and discuss the process and requirements of the grant for which you applied.”

	3
	Verify that the information package has been received and reviewed.

	4
	Make the necessary arrangements for the meeting.

Sample dialogue:  “I would like to follow up with an interview at your convenience to tell you more about the program and how it may be applied to meet your needs.  When would be a good time to meet in the next 30 days?”


Continued on next page

Contacting Veterans and Arranging Interviews, Continued

	How to Contact the Veteran and Arrange the Interview (continued)


	Step
	Action

	5
	Are directions to the site needed?

· If yes, go to Step 6.

· If no, go to Step 7.

Note:  Driving directions are often available through the following sites on the Internet:

· http://www.mapquest.com/ or

· http://www.maps.yahoo.com/.

	6
	Ask the veteran for driving directions to the interview site.

Sample dialogue:  “Can you please provide me with driving directions to your home?”

	7
	Confirm the date and location of the interview with the veteran.

Sample dialogue:  “Thank you.  I will see you on [date and time of interview] at [interview site].”

	8
	Record the following information in the veteran’s grant file:

· date the veteran was contacted

· date of interview, and

· reason for any delays if the interview is not conducted within

      30 workdays of notifying the veteran of his/her eligibility.



	9
	Access the Veterans screen in SAH/TAS and type the:

· date the veteran was contacted

· date of the interview, and

· reason for any delays if the interview is not conducted within 
   30 workdays of notifying the veteran of his/her eligibility.

Note:  Annotate contact attempts in the comments section of the Veterans screen in the Specially Adapted Housing (SAH)/The Appraisal System (TAS).

	10
	Send written confirmation of the scheduled interview along with SAH agent contact information.


Preparing for Interviews

	Introduction
	This topic contains information about preparing for interviews, including:

· the purpose

· when to perform, and

· how to prepare for the interview.


	Purpose
	Preparation for the interview is needed to obtain some of the materials and information about the veteran prior to the interview, including:

· the veteran’s disability

· the location of the interview

· known potential hazards

· whether the veteran is confined to a nursing home, and

· the veteran’s level of competency.


	When to Perform
	Prepare for the interview as far in advance as possible prior to the interview taking place.


	How to Prepare for the Interview
	Follow the steps in the table below to prepare for the interview.


	Step
	Action

	1
	Is the veteran’s claim file (c-file) available?

· If yes, go to Step 2.

· If no, go to Step 3.


Continued on next page

Preparing for Interviews, Continued

	How to Prepare for the Interview (continued)


	Step
	Action

	2
	Become familiar with the veteran’s c-file, including the veteran’s:

· condition

· disability

· competency

· living arrangements

· use of medications

· limitations

· violent behavior, and

· use of 

· drugs, and/or 

· alcohol.

Note:  Seek advice and/or training from Vocational Rehabilitation & Employment Service (VR&E) regarding interacting with disabled veterans.  

	3
	Access the M13 screen in the Benefits Delivery Network (BDN) to find out additional information on the veteran.

Reference:  For more information about the BDN, see Chapter 3, Section B, “Benefits Delivery Network (BDN).”

	4
	To gain an even better understanding of the veteran’s condition, do a bit of research on the condition.

Note:  The Veterans Service Center (VSC) or the veteran’s physician can be contacted for further information on the veteran’s condition.  If applicable, obtain authorization from the veteran to satisfy Health Insurance and Portability and Protection Act (HIPAA) requirements.

Reference:  For information about medical terms and conditions, see:

· medical dictionaries/reference books, or

· http://epss.vba.va.gov/mepss/


Continued on next page

Preparing for Interviews, Continued

	How to Prepare for the Interview (continued)


	Step
	Action

	5
	Make the necessary travel arrangements.

Note:  Travel arrangements are coordinated through the Regional Loan Center (RLC).

	6
	Have the driving directions been obtained?

· If yes, go to Step 7.

· If no, either

· obtain the driving directions from a map or the internet, or

· contact the veteran for driving directions.

	7
	Obtain the necessary Department of Veterans Affairs (VA) forms and pamphlets to take to the interview.

Reference:  For more information about VA forms and pamphlets, see the Manual Introduction, “Department of Veteran Affairs (VA) Forms, Pamphlets, and Other Materials.”
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