	Veterans�	Administration�Date:	JUN l7 1985


To:	Chief, Insurance Operations Division


THRU: Assistant Director for Insurance (29)


Frorn: Chief, Insurance Program Management Division (290)





	Subj: Insurance Awards Unit SQC Program








1.	We are planning to implement an SQC program for the Insurance Awards Unit in the Death Claims Section. This program will be comprised of 2 SQC plans titled 30C 201 - Award Correspondence, Address Changes, and Generated RPO Maintenance; and SQC 202 - Returned Checks. The Insurance Awards Unit AMIS end products were bused as a guide in selecting these SQC plans. We also studied the possibility of an SQC plan for off tape and manual awards which account for approximately 350 and 150 cases per month respectively, but decided not to implement a plan for these, mainly because the off tape awards are under 100% review and the volume of remaining manual awards does not warrant an SQC review. This area, however, should be periodically reviewed through a systematic analysis by the Insurance Operations Division. Similarly, two other programs under the control of the Insurance Awards Section, the Beneficiary Signature Card Program and Accounts Receivable, are not amenable to SQC Programs. Instead, systematic analyses should be used to review these areas.





	2. A trial period of 90 days for SQC 201 and 202 effective July 1, 1985, will be used to determine whether any modifications should be made to these plans. Following this trial period an advance manual change will be prepared for each SQC plan.





3.	The Section Chief should designate one person to select the initial and final selections in each of the SQC plans. These will be listed on VA Form 20-6563-29. The final selections will be check marked for SQC review. Each of these SQC plans will consist of a sample size of 100 cases monthly. The selections will be made from all of the vork processed daily by the Benefit Payment Examiners (BPE). The Section Chief should designate one or more persons, other than those engaged in the actual processing of the work, to conduct the SQC review.





4.	The specifications for the Insurance Awards Unit SQC plans are as follows:





A.	SQC 201 - Awards Correspondence, Address Changes and Generated RPO Maintenance.





Organization of Sample. Samples for this survey will be drawn from all incoming correspondence, address changes and generated RPOs processed by the BPE, including those marked NAN. The samples will be accompanied by all ADP inputs, forms, form letters, correspondence guide worksheets (VAF 60-4509), final typed letters, or other material denoting action taken. This will include cases made pending while awaiting for return of money, further information or records, etc.
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Chief,	Insurance Operations division (291)	�THRU:	Assistant Director for Insurance





*	Sample Size. One hundred monthly (which will include 20 generated RPO maintenance actions and any combination of 80 award correspondence and address change actions) drawn from all workdays throughout the current month at a daily rate specified as follows:





	Generated RPO	Award Correspondence�	Maintenance	and Address Changes





	19 workday month - 2 first day,	6	daily,	first	2	days�	1 daily on all successive days	4	daily,	last	17	days





	20 workday month - 1 daily	4 daily, throughout





	21 workday month - 1 daily	4	daily,	first	19	days�	until 20 are reviewed	2	daily,	last	2	days





	22 workday month - 1 daily	4	daily,	first	18	days�	until 20 are reviewed	2	daily,	last	4	days





	23 workday month - 1 daily	4	daily,	first	17	days�	until 20 are reviewed	2	daily,	last	6	days





Listing Control Digits.	The terminal set (last 2 digits of file


	number); that same set transposed; the secondary set (third and fourth digits from the end of the file number) and that same set transposed of the last file number recorded on VA Form 20-6563-29 at the close of the quality workday. In the event of duplicate digits in either the primary and/or secondary set, use as is and add one to either or both, to comprise a total of four sets (Digit Plan #4).





*	Initial Selections. The Section Chief will designate an employee to list on VA Form 20-6563-29 all cases which bear the control digits for that day in the secondary set of the insurance file number. The special code column of VA Form 20-6563-29 will be noted "A" for address change, "C" for correspondence action and "R" for generated RPO maintenance.





*	Final Selections for SQC. These will be made as per M29-1, Part VII,





Par. 1.07f and g. The selector will also be guided further as outlined in paragraphs 1.09 through 1.11. The final selections, with all material kept associated, will be delivered to the person(s) designated to conduct the regular SQC review. Supervisors and the designated SQC reviewer should thoroughly familiarize themselves with M29-1, Part VII.
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Chief, Insurance Operations Division (291)


THRU:	Assistant Director for Insurance





*	SQC Review. The review will be conducted in accordance with the error classifications on trial VA Form 20-6559-29 Statistical Quality Control Work Sheet for Awards Correspondence, Address Changes and Generated RPO Maintenance, until such time that an official form is published. Defects will be charged against the line code number to which they most closely apply, or as unclassified only if totally unrelated. The Quality Reviewer will be responsible for completing the appropriate blocks on the review worksheet (VA Form 20-6563-29) reserved for SQC 201 for all cases selected for review, and preparation of the Quality Review Exception Sheet (VA Form 20-6567-29), when indicated. The exception sheet will contain information reflecting that a full explanation of the defect has been made, corrective action taken if appropriate, and that the originator has been advised as to the correct action or procedure for future cases.





•	Accuracy Standard. 97%





	Timeliness Standard. 90% within 10 workdays. 


     The date of receipt in


the mail room will be the date used in computing timeliness for award correspondence actions and address change actions. The date of the generated RPO will be the date used in computing generated RPO maintenance actions. The date of receipt or RPO will not be counted.


All following workdays including the day final action is taken will be counted as full workdays. Timeliness will stop when the inputs, forms, form letters, correspondence guide worksheets (with the proviso that the most frequently used EST letters will be developed into form letters), or final typed letters are prepared, whichever action is later.





B.	SQC 202 - Returned Checks





•	Organization of Sample. Samples for this survey will be drawn from all returned checks processed by the Benefit Payment Examiners. The samples will be accompanied by all ADP inputs, forms, form letters, correspondence guide worksheets, final typed letters, or other material denoting final action taken. This will include cases made pending while awaiting for return of money, further information or records, etc.





*	Sample Size. One hundred monthly drawn from all workdays throughout


the current month, at a daily rate as specified in M29-1, Part VII, Para. 2.02 and Para. 1.11.





*	Listing Control Digits. The last two single digits (individually) at the end of the last insurance file number recorded on VA Form 29-6563-29 at the close of the quality workday (Digit Plan #6). If the last 2 digits are duplicates, go upward on the listing sheet to the first unlike end digits.





4.





Chief,	Insurance Operations Division (291)	�THRU:	Assistant Director for Insurance





*	Initial Selections. The Section Chief will designate an employee to list on VA Form 20-6563-29 all cases which bear either of the control digits for that day in the third position from the end of the insurance file number.





*	Final Selections for SQC. These will be iade as per M29-1, Part VII,





Par. 1.07f and g. The selector will also be guided by Paragraphs 1.09 through 1.11. The final selections, with all material kept associated, will be delivered to the person(s) designated to conduct the regular SQC review.





•	SQC Review. The review will be conducted in accordance with the error classifications on trial VA Form 20-6559-29, Statistical Quality Control Worksheet for Returned Checks until such time that an official form is published. Defects will be charged against the line code number to which they most closely apply, or as unclassified only if totally unrelated. The quality reviewer will be responsible for completing the appropriate blocks on the review worksheet (VA Form 20-6563-29) reserved for SQC 202 for all cases selected for review, and preparation of the Quality Review Exception Sheet (VA Form 20-6567-29), when indicated. The exception sheet will contain information reflecting that a full explanation of the defect has been made,corrective action taken if appropriate and that the originator has been advised as to the correct action or procedure for future cases.





	Accuracy Standard. 98%





*	Timeliness Standard. 98% within 7 workdays. The date of receipt of the returned checks in the Finance Accounting Section identified by their received date stamp on Form 1098 Schedule of Cancelled Checks, will be used in computing when timeliness begins. The date of receipt will not be counted. All following workdays including the day final action is taken will be counted as full workdays. Timeliness will stop when inputs, forms, form letters, correspondence guide worksheets or final typed letters are prepared, whichever action is later.





5.	Upon the successful completion of this trial program, this memorandum and attached. Statistical Quality Control Worksheets (20-6569-29) for SQC 201 and 202 will serve as your authorized guidelines to continue this SQC program, until the necessary changes are made to (29-1, Part VII and until official worksheets are published. If you have any questions concerning these new SQC plans, please call Steve Wurtz at extension 5718.














PAUL F. KOONS





Attachments


