Veterans Benefits Administration							M21-1, Part II


Department of Veterans Affairs							Change 56


Washington, DC  20420								July 1, 2004





	Veterans Benefits Manual M21-1, Part II, “Clerical Procedures,” is changed as follows:





	Pages 1-II-1 and 1-II-2:  Remove these pages and substitute pages 1-II-1 and 1-II-2 attached.





	Paragraph 1.08 is revised to remove references to CAPS and replace the words “CAPS claim suspended reports” with “Pending Detail reports under Inventory Management System (IMS) Detail Reports.”





	Paragraph 1.09a(1) is revised to delete education forms as examples of priority mail at Veterans Service Centers, to reflect that claims by former prisoners of war and survivors of former prisoners of war are considered priority mail, and to show a reference to Part III, paragraph 2.14e.  





					By Direction of the Under Secretary for Benefits
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SUBCHAPTER II.  MAIL MANAGEMENT





1.07  DIVISION MAIL MANAGEMENT





	The Veterans Service Center Manager (VSCM) will establish explicit delivery procedures for all categories of mail and will ensure these procedures are included in the station's Mail Routing Guide.  For information regarding official VA mail procedures, See M23-1, part I, chapter 1, and MP-1, part II, chapter 6.  The Veterans Service Center (VSC) will maintain a copy of the guide and will review it for currency at least once a year.





1.08 TRIAGE:  MAIL REVIEW, CONTROL, AND PROCESSING 





	Efficient mail management is crucial to the success and control of workflow within the entire VSC.  The primary responsibility of the Triage Team is to review, control, and route (or process) all incoming mail, regardless of source, in an expeditious manner.  The Mail Review Point analyzes receipts on at least a daily basis (see paragraph a).  They are then sent to the Mail Control Point (see paragraph b) or to a Processing Point (see paragraph c).  Within seven days of receipt by VA, the team establishes controls.  It reviews these tracking and control systems, such as Benefits Delivery Network (BDN), Modern Awards Processing (MAP-D), Control of Veterans’ Records System (COVERS), and/or Veterans Appeals Control and Locator System (VACOLS).  It feeds nearly all of its work to other specialized units, such as the Pre-Determination and Appeals Teams.  Its duties require a broad scope of program knowledge, coupled with a thorough familiarity with the end product (EP), SHARE, MAP-D, COVERS, and VACOLS control systems.





	a.  Mail Review.  Mail review is performed at least daily.  It ensures that all mail is stamped with the date of receipt by VA.  Incoming mail is prioritized according to special circumstances, such as claimant hardship, homelessness, terminal illness, or the possible creation of an overpayment.  Mail is sent to the Mail Control Point for greater analysis, control, and proper annotation.  Issues that can be concluded quickly should be forwarded to the Mail Processing Point.  During review, mail is forwarded to the regional office of correct jurisdiction, including brokered work.  





	b.  Mail Control.  The Mail Control Point reviews and analyzes the incoming mail in greater detail.  It assures that controls are established or updated.  It determines the existence and location of the claims file.  If necessary, the team creates the claims file and establishes it in COVERS.  (The establishment of the VACOLS record after the receipt of a Notice of Disagreement (NOD) is the responsibility of the Appeals Team.)  It also determines whether or not there is a current EP or VACOLS record.  It places incoming mail under BDN or SHARE control within seven calendar days of receipt in the division.  An EP control must be established and properly annotated prior to referring any mail outside the team for claims folder association.  The Mail Control Point also creates or updates the MAP-D record for all mail leaving the team.  It then routes mail to the appropriate specialized unit, such as the Pre-Determination Team.  It acts as a control point for folder transfers, both in and out of the regional office, as well as for military files and electronic applications (Veterans’ Online Applications [or VONAPP], and Inquiry Routing and Information System [IRIS]).  It processes First Notices of Death (FNODs) and change of addresses.  As long as no claims folder is required, it also processes burials, to include plot allowances for state cemeteries.  It adjusts benefits after receipt of Automated Medical Information Exchange (AMIE) reports, such as hospital admission or discharge.  It runs and maintains the WIPP W-50 and Pending Detail reports under Inventory Management System (IMS) Detail Reports to assure that timely and proper action is being taken.  





	c.  Mail Processing.  The Triage Team should process the claim, but only when NO development or claims file is required, and the action can be performed promptly.  This includes original compensation claims in which the complete service medical records include a discharge examination adequate for rating purposes.  The team should also prepare ratings for pension, service connected death, paragraph 29 and 30 benefits, and certain memorandum ratings (such as Vocational Rehabilitation and Education).  The team can process simple authorization actions such as reported changes in income or dependency, and cost of living adjustment (COLA) write-outs.  It also works special projects such as the Social Security and Railroad Retirement matching programs. 
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1.09  MAIL CLASSIFICATION





	For management purposes, division mail is divided into three classes; incoming, in process and outgoing.  Each class has a number of categories.  The classes and categories are described below.





	a.  Incoming Mail.  "Incoming mail" is defined as mail pertaining to claims for benefits which is received from outside the VSC.  There are essentially four distinct categories for incoming mail:  "priority," "action," "file" and "unidentified."





	(1)  "Priority" mail consists of items needing immediate attention.  These include claims involving hardship, homelessness, terminal illness, or the possible creation of an overpayment.  It also includes First Notices of Death (FNOD), Eligibility Verification Reports (EVR), Congressional/Special Interest Inquiries, Veterans Assistance Inquiries (VAI), and claims received from former prisoners of war (POWs) and survivors of former POWs.  (See Pt. III, paragraph 2.14e.)   Station management may decide to include additional types of mail in this category, but these should be kept to a minimum.





	(2)  "Action" mail consists of all other forms and letters received from outside the VSC.  Establish specific procedures for the routing and processing of action mail, to include the routing of mail received without a file number.





	(3)  "Unidentified" mail is broken down alphabetically by last name and given to the person(s) responsible for BDN identification attempts.





	(4)  "File" mail consists of computer-generated award or disallowance letters received from the Hines and Philadelphia Benefit Delivery Centers (BDC).  It is the only mail that is referred directly to the file bank without being placed under control.





	b.  In Process Mail.  "In process" mail consists of all mail that is under BDN control or is otherwise being controlled as specified in paragraph 1.09c.





	c.  Miscellaneous Mail Categories.  Some mail cannot be identified as either constituting an initial claim for which a folder must be built, or for association with an existing claims folder.  For management and control purposes, this mail is categorized as follows:





	(1)  No Record Mail.  "No record" mail is defined as mail which is passed over the local file bank but for which no claims folder or charge card is found.  The person designating it as "no record mail" will annotate the top of the mail with NR, the current date and his or her initials.  Forward this mail to the person designated to process "no record" mail.





	(2)  Pending Transfer In (PTI) Mail.  If the BIRLS or COVERS record shows location at another station but jurisdiction belongs to the receiving station, the mail is classified as "Pending Transfer In" (PTI) mail.  If the mail constitutes a request for genealogical or general information from a folder located in a FRC, request the folder using the procedures specified in paragraph 4.11.  (See M23-1, part 1, par 15.26.)





	(3)  Pending Transfer Out (PTO) Mail.  If the BIRLS record shows location at another station and that station retains jurisdiction, the mail is considered "PTO" mail.





	(4)  Search Mail.  "Search" mail is defined as controlled active mail which has been passed over the file bank and the claims or XC-folder is charged out of files.  Give this mail directly to the person designated as "searcher."  See paragraph 3.07 for search mail procedures.





	(5)  Military File Mail.  Correspondence of a general nature which pertains to matters over which VA has administrative responsibility but does not refer to a claim for benefits and/or does not include a return address is filed in a "military file."  See paragraphs 3.22 and 3.23 for more information concerning these files.








1-II-2 




















