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CHAPTER 1.  OVERVIEW
1.01 PURPOSE
The purpose of this manual is to prescribe and discuss workload and staffing controls applicable to Compensation and Pension activities in the Veterans Service Centers (VSC) and Pension Maintenance Centers (PMC).  This manual also describes tools available to field station managers to assist in assessing the level of service afforded to claimants.

1.02 APPLICATION AND SCOPE
The performance areas in which Veterans Service Centers will be measured encompass:

(1)  Staffing Allocation and Alignment

(2)  Claims Processing Accuracy 

(3)  Claims Processing Timeliness 

(4)  Inventory Control

(5)  Management Analyses and Evaluations of Local Operations

(6)  Customer Service

1.03 WORKFLOW MANAGEMENT 

Effective workflow management and inventory control includes constant monitoring of VETSNET Operations Reports (VOR), Control of Veterans Records System (COVERS), Modern Award Processing - Development (MAP-D), Veterans Appeals Control and Locator System (VACOLS), and Fiduciary Beneficiary System (FBS) to ensure that claims are promptly put under control, completely developed the first time and decided timely.  

1.04   VETERANS SERVICE CENTER TRAINING PROGRAM

a. In addition to training new employees, regional offices must adjust to ongoing changes in laws, regulations, and procedures.  Employees must be kept abreast of these changes as well as refreshed on problems identified during quality and consistency reviews.  The Compensation and Pension Training Staff assists local managers by offering centralized training courses, developing standardized curricula, providing training materials, and preparing training guides that can be used to enhance local programs.  These tools can be accessed at http://cptraining.vba.va.gov/C&P_Training/.  By using these resources, local managers can provide training for personnel that is more consistent and standardized so that performance goals may be more fully realized.

b.  Refresher training and skills enhancement training are essential to ensure that employees at all levels understand not only what is required of their positions to provide efficient service to claimants, but also how their individual efforts contribute to the completion of individual claims, their local office goals, and the overall mission of VA.  The development of a training schedule for refresher training and skills enhancement training is the responsibility of VSC management and the regional office training coordinator; however, the VSC must follow the general training guidance provided by C&P Service. 

c. The goal of training is to enrich employees' skills so that claimants receive the high quality, timely service they expect and deserve.

1.05  PUBLICATIONS 
The following information is relevant for managers.

· Training Guide 20-92-1, DOOR (Distribution of Operational Resources)

· M21-1MR, Part III, Subpart i, Chapter 1, Structure of the Veterans Service Center (VSC)

· M21-1MR, Part V, Subpart iv, Chapter 1, Organization of the Pension Maintenance Centers (PMC).

· Fiduciary Beneficiary System (FBS), User’s Guide version 3.1 dated November 2005

· Modern Awards Processing (MAP-D), User’s Guide dated January 2008

· Veterans Appeals Control and Locator System (VACOLS), User’s Guide version 7.2.4 dated March 2008

· Veterans Service Network (VETSNET) Operations Reports, User’s Guide version 2.0 dated May 2007
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