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CHAPTER 4.  CLAIMS AND APPEALS PROCESSING TIMELINESS





4.01 GENERAL





	The average days to complete will be one indicator program management and local management use to monitor the general effectiveness of claims processing and to identify situations necessitating heightened management attention.  The intent is to provide efficient, quality service to VA claimants.  Both management levels must explore ways to streamline the process.


	


4.02 AVERAGE DAYS TO COMPLETE GOALS





	Average days to complete goals are measured from the date of claim to the date an award is authorized or the end product is cleared.  Emphasis will be on the average days to complete, monthly and cumulative (FYTD), as well as comparisons between these two figures.  Service Center management is tasked to ensure claims are properly finalized within goal time frames.  The following tables define processing timeliness goals.





	TABLE 1.  Average Days to Complete End Products





	End Product	GOAL


	010/110	120 days


	020	120 days


	120	  90 days


	130	  30 days


	140	  90 days


	150	  85 days


	155	  45 days


	160	  30 days


	180	  90 days


	190	  65 days


	290	  65 days


	310	  45 days


	320	  45 days


	600	  75 days


	





	TABLE 2.  Public Contact/Fiduciary Actions





	Action	                                                                                  GOAL


	Abandoned Call Rate	  	3 percent


	Fiduciary-Beneficiary Appointments Processed > 120 Days  	4 percent


	Initial Appointments Processed > 45 Days  	4 percent


	


�



4.03 AVERAGE CONTROL TIME





	Although average control time is part of the average days to complete, stations will be responsible for placing claims and issues under end product control in SHARE within seven calendar days of receipt in the regional office.  Similarly, an appeals record is to be established in the Veterans Appeals Control and Locator System (VACOLS) within seven calendar days of receipt of a Notice of Disagreement (NOD) in the regional office.





4.04 AVERAGE DAYS PENDING





	Service Centers should address the relationship between the average days it takes to complete claims and the age of its pending claims as shown in the VETSNET Operations Reports (VOR).  If the claims process is being well-managed, claims pending beyond their respective goals should have been identified during routine workload management.  





4.05 APPEALS PROCESSING TIMELINESS





		As provided in M21-1MR, Pt. I, Chapter 5, management must ensure that VACOLS is used to manage the appeals workload.  Prompt resolution at the different appeal stages will ensure timely service to veterans and their beneficiaries.  Management must monitor the process so that statements of the case (SOC) or supplemental statements of the case (SSOC) are issued promptly, proper development is performed on substantive appeals, and appeals are promptly certified to the Board of Veterans Appeals (BVA)/remands returned to BVA (i.e., when no further action is required on the substantive appeal, or after the release of an SSOC).





	Average days to complete goals have been identified for several stages of appeal processing.  These goals represent average days processing from the prior status to the current status (i.e., from NOD to SOC, from receipt of additional evidence to issuance of a SSOC, from receipt of Form 9 to certification of appeal, from date of Remand to date of return to BVA).  The following table identifies the appeal processing stages with their respective average days to complete goals:





Appeal Processing Stage                                                                                                                  GOAL


Notice of Disagreement to Statement of the Case	125 days


Issuance of Supplemental Statement of the Case	125 days


Certification of appeal	125 days


Remand returned to BVA                                                                                                           150 days 	


Appeal Resolution Time (grant or withdrawal of appeal prior to certification to BVA)               365 days


  [Does not include remands or appeals granted by BVA]		





4.06 CENTRAL OFFICE DATA





	The VOR Monthly Statistics Completed Workload FYTD and Workload Summary – Monthly reports provide data on the average days to complete (monthly and cumulative) and average days pending for each end product/end product bundle.  The VOR Monthly Statistics Completed Cycle Time report provides cycle time data for completed claims for each workload cycle listed in Table 2 in paragraph 4.02.  VACOLS reports posted on the C&P Website are utilized to monitor appeals processing timeliness.  Sprint telephone reports and Fiduciary Beneficiary System (FBS) reports are used to track public contact and fiduciary timeliness.





4.07 MANAGEMENT ANALYSIS





	Service Center management is responsible for analysis of the processing time for each end product, end product bundle, workload cycle, public contact/fiduciary action, and appeal stage.  To ensure all employees understand the importance of proper, expeditious claims processing, management should keep the following in mind:





	a. Use date of claim processing since it provides a basis for consistent service to claimants and helps monitor the average days to complete for claims and appeals.





	b. Maintain workflow charts/instructions for the Service Center.  Identify the workflow of cases and documents.  State clearly which documents can be worked without claim folders and which require the files for proper processing.  Employees will benefit greatly if they are able to follow specifically defined claims processing steps.  Deviations or areas requiring improvement can be readily identified.





	c. Encourage all supervisors, quality review officers, and staff assistants to use random and/or judgment sampling of work-in-progress in their workload reviews and Systematic Analyses of Operations (SAO).  The results of these samples must be documented and become a permanent part of the SAO or other report.





	d. Analyze processing timeliness data monthly.  Prepare charts or graphs showing the status of the Service Center’s processing timeliness compared to goals for each end product, end product bundle, workload cycle, public contact/fiduciary action, and appeal stage.  Monitor data trends to identify changes requiring further examination.  Compare the age of the pending workload with the recent completion time of the same workload (i.e., end product(s)) to identify discrepancies in claims processing.


	


4.08 END PRODUCTS, END PRODUCT BUNDLES, PUBLIC CONTACT/FIDUCIARY ACTIONS, AND APPEAL STAGES BEYOND GOAL





	An end product, end product bundle, public contact/fiduciary action, or appeal stage is beyond its goal whenever the cumulative (FYTD) average days to complete exceeds the goal.





	a. Management’s analysis of end products, end product bundles, public contact/fiduciary actions, and appeal stages beyond goal should identify causes, define corrective actions, and initiate actions to improve processing timeliness.  These efforts must be documented.  At the time of semi-annual analyses of Service Center operations, stations may be requested to submit documentation of their corrective efforts and results.  The Program Oversight Staff (214A) will examine how soon timeliness problems were identified, if management made a concerted effort to correct the problems, and the degree of improvement those efforts achieved.





	b. End products, end product bundles, public contact/fiduciary actions, and appeal stages beyond goal must also be reviewed in light of the incremental processing steps, or workload cycles.  Regional offices should continuously review their workflow processes to ensure effective utilization of mechanical and human resources.  Effective, creative management is needed to continually progress toward improved quality, processing timeliness, and productivity.
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