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Section A.  Process Overview

 PRIVATE INFOTYPE="OTHER" Overview

	In this Section
	This section contains the following topics:


	Topic
	Topic Name
	See Page

	1
	Overview of the Initial Screening Process
	1-A-2

	2
	Process for Conducting a Routine Check of Original Claims
	1-A-4

	3
	Conducting a Routine Check of Original Claims
	1-A-5

	4
	Individual and Group Responsibilities for Division Mail Management
	1-A-11


1.  Overview of the Initial Screening Process

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic provides an overview of the initial screening process, including

· purpose of initial screening, and

· overview of screening process.


	Change Date
	September 30, 2010


	a.  Purpose of Initial Screening
	The purpose of initial screening is to immediately review all incoming applications, correspondence, and evidence to determine if a claim

· warrants expedited action because of its nature or facts

· is submitted with evidence that requires immediate review by the rating activity

· is incomplete and requires further development, or

· warrants immediate denial.

Reference:  For more information on

· submitting claims to the rating activity, see

· M21-1MR, Part IV, Subpart iii, 1.1.f
· M21-1MR, Part IV, Subpart iii, 1.2.b
· M21-1MR, Part IV, Subpart ii, 1.A.1
· awarding special monthly pension for Aid and Attendance without a rating decision, see M21-1MR, Part V, subpart iii, 2.B.4.a
· considering insanity as the cause of death, see M21-1MR, Part IX, Subpart ii, 2.6.a, and

· delegation of responsibilities for the initial screening process, see M21-1MR, Part III, Subpart ii, 1.A.4.b. 


Continued on next page

1.  Overview of the Initial Screening Process, Continued

	b.  Overview of Screening Process
	The table below provides an overview of the initial screening process.


	Stage
	Description

	1
	Review all incoming material to determine whether it is

· a claim or evidence in support of a claim

· an issue in the correct jurisdiction, or

· not a claim.

	2
	Depending on the nature of the material, determine whether it is necessary to

· obtain additional evidence

· refer the issue to another location or activity, or

· dispose of the issue immediately.

	3
	Take the appropriate action.


2.  Process for Conducting a Routine Check of Original Claims

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information about the process for conducting a routine check of original claims, including

· responsibilities of a Veterans Service Representative (VSR) upon receipt of a claim, and

· checking an application.


	Change Date
	September 30, 2010


	a.  Responsibilities of a VSR Upon Receipt of a Claim
	It is the responsibility of the Veterans Service Representative (VSR) and the Senior VSR (SVSR) to

· ensure the claim is valid

· verify that basic eligibility exists

· process all submitted documents properly, and

· update the records using 

· Share corporate data base

· Modern Awards Processing – Development (MAP-D)

· Control of Veterans Records System (COVERS), and

· Veterans Appeals Control and Locator System (VACOLS).


	b.  Checking an Application
	The table below describes the process for performing a routine check of

· an application, and

· all evidence in the file.


	Stage
	Description

	1
	Check for the proper signature.

	2
	Determine the benefit sought and the type of claim.

	3
	Check for character of discharge.

	4
	Check for service verification.

	5
	Check for basic eligibility for the benefit sought.

	6
	Check the application for blank spaces or insufficient information.

	7
	Check for acceptable dependency information.


3.  Conducting a Routine Check of Original Claims

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic contains information about reviewing an original claim, including

· determining the benefits sought and type of claim

· checking for the proper signature

· processing on-line application claims without hard-copy signatures

· checking for basic eligibility to the benefit sought

· checking for character of discharge

· checking for service verification

· checking for blank spaces on the application or insufficient information, and

· checking for acceptable dependency information.


	Change Date
	September 30, 2010


	a.  Determining the Benefits Sought and Type of Claim
	Follow the steps in the table below to determine the type of claim.


	Step
	Action

	1
	Determine the type of benefit the claimant seeks, based on

· the application form

· any additional information provided on the application, and

· other supporting evidence.

	2
	Since a claim for one benefit can also be a claim for other benefits, consider entitlement to other benefits, if applicable.

	3
	· Once you have determined the type of claim, check the pending issue file (PIF) or the Corporate Benefit Claims label to ensure the proper end product (EP) with applicable third digit modifier has been established, and

· change the pending issue in Share to the correct EP if necessary.

Note:  If there is no EP pending, establish one.

Reference:  For information on proper EPs, see M21-4, Appendix C, Section II.


Continued on next page

3.  Conducting a Routine Check of Original Claims, Continued

	b.  Checking for the Proper Signature
	An original claim for any type of benefit must be signed by the claimant or by the parent or guardian of a minor.

Use the table below to determine the appropriate required signature. 

Important:  

· See M21-1MR, Part III, Subpart ii, 2.B.7.g, regarding acceptance of facsimile signatures on original claims. 

· See M21-1MR, Part III, Subpart ii, 2.B.7.h, regarding acceptance of photocopied signatures.

Reference:  For more information about checking for the proper signature, see M21-1MR, Part III, Subpart ii, 1.C.11.


	If the claim is filed …
	Then it requires the signature of the …

	by a Veteran
	Veteran.

	by a surviving spouse
	spouse.

	for a child under age 18
	· parent, or

· guardian.

	for a child over age 18
	child.


Continued on next page

3.  Conducting a Routine Check of Original Claims, Continued

	c.  Processing On-Line Application Claims Without Hard-Copy Signatures
	While normal development procedures and rules of evidence apply to on-line application claims, the signature requirement for a substantially complete claim is set aside when a claim is filed electronically through on-line application.

The following table summarizes steps for processing on-line application claims after receipt of the electronic VA Form 21-526, Application for Compensation and/or Pension:


	Step
	Action

	1
	Review to see if claim is substantially complete.

	2
	Establish the appropriate EP (110, 010, 180).  The date of claim is electronically printed in the upper right corner of the on-line application, such as VA Form 21-526.

	3
	Initiate development action by reviewing the claims folder to:

· determine what evidence is necessary to support the claim, and

·  request the evidence from the claimant.


	d.  Checking for Basic Eligibility to the Benefit Sought
	Consider the basic criteria for eligibility to the benefit sought.

Example:  If the claim is for pension, consider whether or not the Veteran has sufficient wartime service, or if the income and net worth are within limits.

Reference:  For more information about checking basic eligibility, see

· M21-1MR, Part III, Subpart ii, 2.A.1 and M21-1MR, Part III, Subpart ii, 2.A.2, and

· M21-1MR, Part III, Subpart ii, 6.


Continued on next page

3.  Conducting a Routine Check of Original Claims, Continued

	e.  Checking for Character of Discharge
	If the discharge document shows service that was not honorable, general, or under honorable conditions, review the file for an administrative decision on the character of discharge or bar to benefits.

Use the table below to determine VA policies for reviewing the file for an administrative decision.


	If …
	Then …

	a decision has not been made
	see M21-1MR, Part III, Subpart v, 1.B.7.

	· an unfavorable character of discharge or statutory bar decision was made

· the decision is valid under current regulations, and

· entitlement to health care was not addressed in the decision
	· consider whether or not entitlement exists to the 38 U.S.C. Chapter 17 health care provision of Public Law (PL) 95-126, enacted October 8, 1977, and

· add a statement to the decision in the file if there is adequate space on the document, or rewrite the decision to include the new information.  If the document was scanned previously, it will need to be scanned again.

Note:  Only the Chapter 17 statement can be added to an old decision.  All other reconsiderations require a new decision.

	an unfavorable decision has already been made, but there have been legislative or regulatory changes affecting the reason for the original unfavorable decision
	· reconsider the decision

· after sending notice, allow the claimant 60 days to furnish additional evidence before making an unfavorable decision, and

· prepare a new decision, adding information to address any new laws that may apply.


	f. Checking for Service Verification
	Service verification can be accomplished in various ways.  For a list of acceptable evidence for verification of service, see M21-1MR, Part III, Subpart ii, 6.


Continued on next page

3.  Conducting a Routine Check of Original Claims, Continued

	g.  Checking for Blank Spaces on the Application or Insufficient Information
	If a claimant omits necessary information on an application

· do not establish a control for response to a request for evidence needed to establish a substantially complete claim

· use telephone or other contact, when possible, to obtain evidence necessary to establish a substantially complete claim, and

· return the original application (if telephone or other contact did not resolve the issue) with incomplete blocks or fields marked in red.

Note:  Although it is not always necessary to answer every question on an application, some information is mandatory to adjudicate the claim properly.

Example:  Dependency and income information are mandatory on a pension claim.

Important:  If an original application is sent back to a claimant, maintain a legible photocopy in the claims folder until the original is returned.


	h.  Checking for Acceptable Dependency Information
	Generally, the written statement of a claimant can establish marital or dependency status if sufficient information is provided.  The statement must include the 

· month, year, and place of the event (i.e., birth, marriage, adoption)

· full name and relationship of the other person

· Social Security number (SSN) of the person, and

· in cases in which the dependent child does not reside with the claimant, the name and address of the person having custody of the child.

Otherwise, dependency is established by an original document, or a copy of an original document.  If the copy does not appear genuine and free from alteration, the copy must be certified by
· a public custodian of records

· any VA employee who is authorized to administer oaths

· certain representatives of Veterans’ service organizations

· certain military personnel, or

· certain officials of approved educational institutions.




Continued on next page

3.  Conducting a Routine Check of Original Claims, Continued

	h.  Checking for Acceptable Dependency Information (continued)
	References:  For more information about acceptable dependency documents, see

· 38 CFR § 3.204
· 38 CFR § 3.205
· 38 CFR § 3.209, and

M21-1MR, Part III, Subpart iii, 1.C.12.b.


4.  Individual and Group Responsibilities for Division Mail Management

 PRIVATE INFOTYPE="OTHER" 
	Introduction
	This topic describes mail management, including

· the importance of effective mail management, and

· individual and group responsibilities.


	Change Date
	September 30, 2010


	a.  Importance of Effective Mail Management
	Effective mail management is crucial to the success and control of workflow.


	b.  Individual and Group Responsibilities
	The table below describes the individual and group responsibilities for establishing and following procedures for division mail management and control.


	Individual or Group
	Responsibilities

	Veterans Service Center (VSC), Triage Coach
	· Maintains a copy of the Mail Routing Guide
· reviews the guide at least once a year to ensure it is current, and

· designates at least one central point where VSC employees can deliver outgoing mail.

Note:  To eliminate unnecessary handling, the point of delivery for outgoing mail should also serve as the point of delivery for incoming mail.


Continued on next page

4.  Individual and Group Responsibilities for Division Mail Management, Continued

	b.  Individual and Group Responsibilities (continued)


	Individual or Group
	Responsibilities

	Veterans Service Center Manager (VSCM)
	· Establishes explicit delivery procedures for all categories of mail, and

· ensures that procedures appear in the regional office’s (RO) Mail Routing Guide (see M23-1, Part I, 1.05b).

Reference:  For more information on official VA mail procedures, see 

· M23-1, Part I, Chapter 1
· VA Handbook 6340, Mail Management Procedures, and 

· VA Directive 6340, Mail Management.

	Administrative Support Services Division
	Establishes local procedures for movement of all mail, including

· delivery of incoming mail, and

· pickup of outgoing mail.


	Reference:  For more information on delegation of responsibility for VSC mail management, see M21-1MR, Part III, Subpart i.1.2.a.
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