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PROJECT 7
BEST PRACTICE REVIEW
COMPENSATION AND PENSION EXAMS

Executive Summary. The Erie VAMC’s process for scheduling and completing Veteran
compensation and pension exams allows for timely exams with few errors. The standardized
process has regularly measured intervals with quality checks built in so that errors are caught
early resulting in a quality report and faster processing of compensation and pension claims for
Veterans.

Point of Contact: Richard Moore, Staff Assistant to the Director, 814-860-2966,
Richard.Moore6@va.gov

Group Involved with the Project: Compensation and Pension Department

Summary of Best Practice

Objective of the Best Practice: The goal of the Compensation & Pension Department at the
Erie VAMC is to provide Veterans with a quality comprehensive examination in a timely
manner.

Background: Veterans may submit claims to the Veterans Benefits Administration (VBA) for
service-connected compensation or non-service connected pension benefits. If necessary to
adjudicate a disability claim, or if the Veteran does not provide sufficient documentation to
establish a claim for disability compensation, a medical examination may be provided.
Generally, these examinations are provided by a Department of Veterans Affairs (VA) health
care facility. However, in some circumstances, reports submitted by a private physician may be
accepted. In some instances, examinations by non-VA providers may be authorized at VA
expense.

The Veterans Health Administration (VHA) has set the timeliness standard for the completion of
exams at 30 calendar days on average. The 30-day standard is measured from the time the
facility receives a properly completed exam request until the time the exam report and all
associated tests are returned to the VBA.

Implementation Methods: The Staff Assistant to the Director is responsible for the
implementation and monitoring of the process that allows for the meeting of the timeliness
requirement specified in VHA Handbook 1601E.01. At the Erie VAMC, once the facility has
received a request for a compensation and pension exam, the process is broken down to the
following steps:

1. The Comp & Pen clerks have three days to contact the Veteran and schedule an
appointment.

2. The appointment is scheduled within 14 days of the date the request was received.

3, The exam is completed at the Erie VAMC and the provider(s) has one day to complete
the report and submit for quality review (if additional tests are required all tests and
reports must be completed within three days of the initial appointment).
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4. The quality review must be completed within one day of submission to the reviewer and
returned to the provider.

5. The provider completes any required edits, signs and submits the VBA within one day of
receipt from reviewer.

Results: The result of the step-by-step process with defined and monitored timelines is an
average processing time of 18.1 days. This time exceeds the local requirement of 21 days and
well exceeds the national mark of 30 days. Another key indicator used to monitor performance
related to compensation and pension exams is the percent of exams returned by the VBA as
insufficient for rating purposes. To date the Erie VAMC has had 1 of 900 exams returned by the
VBA resulting in a less than 1% rating. These measures related to timeliness and quality of the
exams demonstrates the efficiency gained by the systematic breakdown of the components of
this process. Regularly checked intervals and a built in quality review allow for early detection
of processing problems and errors.

Conclusion: The compensations and pension exam process is outcomes based in that the facility
regularly reviews average processing time and number of exams returned as insufficient for
rating purposes. The process is adaptable and replicable in the sense that the model could be
used to breakdown and assign timelines for other processes with built in quality checks to
eliminate the need for rework. This best practice has thus far proved to be sustainable as a result
of the ongoing need for timely, high quality compensation and pension exams. The innovation
of this best practice comes from the breakdown of the steps in the process and the aggressiveness
of the facility goal that sets the bar for success at 21 days rather than the national standard of 30
days.

Acknowledgements; Thanks to Rich Moore, Staff Assistant to the Director, who took the time
to outline the compensation and pension process.
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