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CHAPTER 8. STATISTICAL REPORTING








8.01  PURPOSE





	The procedures in this chapter are designed to provide a uniform record of Veterans Services activities from which reports of workload, statistical data, and reviews of day-to-day operations may be prepared and evaluated.





8.02  RESPONSIBILITY





	a.  The instructions in this chapter will be followed at all Veterans Services locations.  Directors and VSO's (Veterans Services Officers) are responsible for carrying out the procedures as outlined for all locations under their jurisdictions.





	b.  Supervisory personnel will be responsible for the reviewing, recording, and reporting of data.  Supervisory personnel must also ensure that such activities are accurately and timely recorded on appropriate forms or automated records.





8.03  SCOPE





	Duplication of workload and statistical data reporting instructions has been avoided as much as possible in this issue in defining terms and explaining entries.  Likewise, instructions related to SQC (statistical quality control) reporting, which are contained in Chapter 6, "Quality Control," of part I of this manual, have also been omitted.





8.04  DISPOSITION OF FORMS





	All forms prepared in connection with Veterans Services recording and reporting procedures will be disposed of in accordance with Records Control Schedule VB-1, part I, items 13-068.200 and 13-091.200.





8.05  QUARTERLY NARRATIVE REPORT





	a.  A Quarterly Veterans Assistance Narrative Report will be due in Central Office by the 10th workday following completion of the fiscal quarter.  The report will be submitted in narrative form via electronic mail to MAIL VBA 272.  If there is a need to send a hardcopy report, it should be submitted to the Director, Veterans Assistance Service (27).  Reports Control Symbol 20-0364 applies.





	b.  The narrative report allows a viable flow of information from VSO's to Central Office.  If any section has no application for the particular reporting period, show the heading and report "NONE."  Items to be included but not specifically listed below should be added at the end of the narrative report.  The following outline will be used in preparing the report:





	(1)  Innovative Ideas.  Explain any innovative ideas, work processes, or new procedures which are working well at the local level and which may be of benefit to other VSD's (Veterans Services Divisions).





	(2)  Personnel





	(a)  Identify significant special assignments performed by Veterans Services personnel and the results (e.g., interoffice or intraoffice details).  Also explain their impact on office operations, if any.





	(b)  Report significant changes in workload or personnel which adversely affect staff utilization and cite any actions planned/underway to resolve the issue.





	(3)  Scheduled Benefits Counseling Service to Away-from-Office Location.  Annually with the first quarter report, include a complete schedule of benefits counseling services provided to locations away from the regional office (to include VA offices, VA medical centers, VA outpatient clinics, and itinerant locations).  Report the complete schedule of service including the number of days per week, hours assigned, and the number of FTE (full-time equivalent) personnel.  Negative reports are required.  Report any changes to the schedule as they occur throughout the year.





	(4)  Significant Outreach Initiatives.  Annually with the fourth quarter report, provide a detailed narrative outlining major outreach initiatives to special target populations (e.g., elderly, homeless, etc.).
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	(5)  Specific Problem Areas.  VSO's should submit comments regarding specific problem areas and their plans for resolution.  They should also submit suggestions for improvement of VA services generally and Veterans Services activities specifically.





	(6)  Special Service Telephone Lines.  Annually with the third quarter report, provide a complete listing of Special Service telephone lines from which data is recorded and reported for work measurement purposes.  For each line group for which special service incoming calls are reported, identify the telephone number(s) on which calls are received and the specific special constituency (i.e., Congressional offices, county service offices, loan guaranty industry, or other special interest liaison) from whom calls are received.





	(7)  Women Veteran's Coordinator.  Annually with the fourth quarter's report, include the designated women veteran's coordinator's name, title, and telephone number.





8.06  PREPARATION OF DAILY RECORD OF VETERANS SERVICES ACTIVITIES





	a.  Instructions for making entries will be followed carefully to assure that activities are accurately and uniformly recorded.  On the following forms, each entry will be made immediately upon completion of the action to be recorded:  VA Form 27-7288a, Daily Record of Veterans Assistance Interviews; VA Form 27-7288b, Veterans Services Activities-Telephone Actions; and VA Form 27-7288f, Daily Record of Veterans Services Activities-Privacy Act/Freedom of Information Act.  Recording on VA Form 27-7288c, Daily Record of Veterans Services Activities-Correspondence, may be completed immediately before or after signing correspondence replies, to provide for an expeditious and uninterrupted workflow.  Entries on VA Form 27-7288g, Daily Record of Veterans Services Activities-Education Enrollment Verifications, may be made immediately upon the completion of the action to be recorded or at the time the verification is completed.  VA medical center VBC's (veterans benefits counselors) may complete the VA Forms 27-7288a either immediately following an interview or later the same day from the VA Forms 10-1225, Veterans Assistance Unit Record, (or equivalent) documented during the interview.





	b.  The VSO will devise methods for the control, consolidation, and evaluation of data recorded by the regional office and subordinate locations both for use by local management and for the preparation of reports for Central Office.





	c. The entries at the top of the form will identify the location and section or activity.  This information is necessary to ensure that the completed end products are reported within the appropriate section or activity, such as Veterans Assistance Section, Field Section, VA office, VA medical center, or similar elements.





	d.  VA Forms 27-7288 series may be maintained electronically at local option.  When the records are maintained on a computer/word processor, they will include the same information required on the VA Form.  Symbols or letters may be used in lieu of circles and checks as long as the indicators are consistent.





8.07  VA FORM 27-7288a, DAILY RECORD OF VETERANS ASSISTANCE 


	INTERVIEWS





	a.  This form will be used to record all personal interviews which meet the definition of reportable at-office, away-from-office, and patient interviews, the number of VA Forms 10-1225 (or equivalent) received, and miles traveled, as appropriate.  During the reporting period, each form will be completed in its entirety before beginning another form.  VA medical center VBC's need not complete columns 3 through 9.





	b. Columns 6 through 9 will be completed for every 10th interview only; i.e., the 1st, 11th, 21st, and each subsequent 10th interview.  NOTE: Interviews which are not a part of the normal interviewing process (e.g., specific VBC requested by name, or work-study coordinator conducting a work-study interview) should be excluded from timeliness computations.  The specialized nature of these interviews invalidates their use for timeliness purposes.  When such interviews fall on a sampling line, timeliness indicators (columns 6 through 9) will be completed for the next regular interview.  This will ensure proper sampling for SQC purposes.





	c.  Line entries will be made as follows:





	(1)  Column 1:  Day of month.





	(2)  Column 2:  Name of visitor or patient to be interviewed.





	(3)  Column 3 (optional):  Notation to indicate an interview for which a claims folder is requested.





	(4)  Column 4:  Number or code to identify the person who conducted the interview.
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	(5)  Column 5:  Notation to show a walkout occurred.  A walkout is defined as any visitor who does not stay to be interviewed after having been logged in on the VA Form 27-7288a.





	(6)  Column 6:  Time of day visitor is received.





	(7)  Column 7:  Time of day that a visitor is referred to a VBC or is interviewed by the receptionist.  In the event of a walkout, the time the visitor's departure was noted will be recorded.





	(8)  Column 8:  Waiting time in exact minutes from the time the visitor was received until referred to a VBC, or the receptionist's interview began, or the visitor's departure was noted (column 7 minus column 6).





	(9)  Column 9:  Checkmark ( ) to indicate timeliness deficiency as defined by current SQC procedures.





	(10)  Columns 10 through 12:  A checkmark ( ) will be placed in either column 10 (At Office), 11 (Away From Office), or 12 (Patient) to indicate the type of interview conducted.  When column 12 is checked, columns 13 through 16 will be completed as appropriate.





	(11)  Column 13:  Check column 13 if patient interviewed was scheduled to be seen, and complete columns 14 through 16 as follows:





	(a)  Column 14:  Enter date patient was admitted to VAMC.





	(b)  Column 15:  Enter date VBC first attempted to see patient.





	(c)  Column 16:  Checkmark ( ) to indicate timeliness deficiency for patient interviews as defined by current SQC procedures.





	(12)  Column 17:  Enter the number of miles traveled during duty hours.





	(13)  Column 18 (optional):  Enter the number of hours traveled on public transportation during duty hours.





	(14)  Totals:  Enter sums of columns 5, 9 through 12, 16, and 17.





	(15) VA Forms 10-1225, Veterans Assistance Unit Record:  Record the total number of VA Forms 10-1225 (or equivalent) received during the reporting period and indicate the total number of "See" and "No See" cards.  If more than one employee is on duty at the location, one VBC will be delegated responsibility for recording this data on the worksheet.





8.08  VA FORM 27-7288b, VETERANS SERVICES ACTIVITIES--TELEPHONE 


	ACTIONS





	This form will be used only at regional office locations to record the number of telephone calls received on special service lines, if the number of telephone calls is not already recorded by means of automated message registers (electronic or electromechanical call handling equipment).  Only telephone calls which meet the definition of reportable telephone actions will be recorded.  Actions will be recorded by the person who completes them by making marks to register telephone calls as they occur.





8.09  VA FORM 27-7288c, DAILY RECORD OF VETERANS SERVICES


	ACTIVITIES--CORRESPONDENCE





	a.  The VA Form 27-7288c will be used to record all outgoing responses to incoming correspondence which meet the definition of reportable controlled or non-controlled correspondence.  Excluded is correspondence meeting the definition of a reportable end product as a PA/FOIA (Privacy Act/Freedom of Information Act) Action.





	b.  Column 7 will be used to number those responses to incoming correspondence that are related to other than income verification or Privacy Act issues.  The numbers in this column will be used to select every 10th action for SQC review.  Any one of the first 10 responses listed that does not pertain to income verification or the Privacy Act will be numbered "1."  Each subsequent response subject to SQC review will be numbered sequentially through the number 10, after which the 1 through 10 numbering sequence will be repeated.  Every response (and associated incoming letter) with the number 1 in column 7 will be referred to a supervisor for evaluation.





	c.  Columns 8 through 10 will be completed so that timeliness of responses may be determined.  The dates entered in columns 8 and 9 will be the date of receipt in VSD and the date of release from VSD.  The entry in column 10 will be the total elapsed workdays, not counting the date of receipt.  Any number in column 10 which is greater than the specified time standard will be circled.





                                                                                                                                                             8-3


�
M27-1, Part I	November 15, 1990


Change 36	





	d.  Entries on the forms will be made as follows:





	(1)  Column 1:  Day of month entry is made.





	(2)  Column 2:  Name of person to whom reply is made or the name of the beneficiary.





	(3)  Column 3:  Enter appropriate veteran's file number or other number which will assist in identifying the appropriate record, if available.





	(4)  Column 4 (optional):  Number or code to identify the person who prepared the response.





	(5)  Column 5:  Check to indicate noncontrolled correspondence prepared in VSD.





	(6)  Column 6:  Check to indicate Congressional or other prestige letter prepared in VSD which was placed under control by the Director or VSO.





	(7)  Column 7:  Enter the appropriate numeral (1-10) (see subpar. b above), or blank.





	(8)  Column 8:  Enter the date the incoming correspondence was received in VSD.





�
	(9)  Column 9:  Enter the date the response to incoming correspondence was released from VSD.





	(10)  Column 10:  Enter the total number of elapsed workdays (not including the date of receipt) between the date received in VSD (column 8) and the date released (column 9).  Circle any number that is greater than the specified time standard.





8.10  VA FORM 27-7288f, DAILY RECORD OF VETERANS SERVICES


	ACTIVITIES--PRIVACY ACT/FREEDOM OF INFORMATION ACT





	a.  This form will be used to record all VSD outgoing responses to incoming correspondence which meet the definition of reportable PA/FOIA actions.  Excluded is correspondence meeting the definition of a reportable end product as controlled or non-controlled correspondence.





	b.  Optional entry columns may be used to assist in recording information required for the Annual Report of Compliance with Freedom of Information Act (RCS 70-0408) and the Annual Privacy Act Report (RCS 70-0601).  Definitions for optional entry items are contained in MP-1, Part II, Chapter 35, Annual Report of Compliance with Freedom of Information Act and the annual Department of Veterans Affairs circular which provides instructions for completing the Annual Privacy Act Report (e.g., Circular 00-90-16).





	c.  When tallying completed PA/FOIA responses for work measurement purposes, count only those cases in which the Final Response has been released.  Do not include interim responses or pending cases.  Also, please note that this form contains only 40 item lines instead of the 50 item lines provided on other Veterans Assistance Activities forms.





	d.  Entries on the forms will be made as follows:





	(1)  Column 1:  Day of month entry is made.





	(2)  Column 2:  Name of person requesting information.





	(3)  Column 3:  Enter veteran's file number or other number which will assist in identifying the appropriate record, if available.





	(4)  Column 4:  Date PA/FOIA request was received on station.





	(5)  Column 5:  Date PA/FOIA request was received in VSD.





	(6)  Column 6:  Date interim reply sent, if applicable.  (Required if final response not made within 10 days from receipt of request on station.)





	(7)  Column 7 (optional):  Requests by individuals for access to their records which specifically cite the Privacy Act, if applicable.  Enter AC if request is for access or AM if request is for amendment.
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	(8)  Column 8 (optional):  Requests by individuals for access to their records which specifically cite the Privacy Act, if applicable.  Enter G if request is granted, enter D if request is denied, or enter N if no record is found (requests for access only).





	(9)  Column 9 (optional):  FOIA requests received, if applicable.  Enter G for FOIA requests granted or enter D for FOIA requests denied.





	(10)  Column 10:  Enter the date the final response was released.





	(11)  Column 11 (optional):  Enter the total number of elapsed workdays (not including date of receipt) between the date received on station and the date the final response is released.





	(12)  Column 12 (optional):  This column may be used to record information required by MP-1, Part II, Chapter 35 (Annual Report of Compliance with Freedom of Information Act).





	(13)  Totals (optional):





	(a)  Enter by category (i.e, granted, denied, or no record) the total number of requests for access which cite the PA.





	(b)  Enter by category (i.e, granted or denied) the total number of requests for amendment which cite the PA.





	(c)  Enter the total number of FOIA requests received.





	(d)  Enter the total number of FOIA requests denied.





8.11  VA FORM 27-7288g, DAILY RECORD OF VETERANS SERVICES ACTIVITIES--EDUCATION ENROLLMENT VERIFICATIONS





	a.  This form will be used to record all cases which meet the definition of reportable education enrollment verification actions.





	b.  Entries on the forms will be made as follows:





	(1)  Column 1:  Day of month entry is made.





	(2)  Column 2:  Name of the beneficiary.





	(3)  Column 3:  Enter the VA file number.





	(4)  Column 4:  Enter the name of the school official contacted.





	(5)  Column 5 (optional):  Enter the date request was received in VSD.





	(6)  Column 6:  Enter the date completed (i.e., the date the enrollment information is confirmed).





	(7)  Column 7 (optional):  Enter the total number of elapsed workdays (not including date of receipt) between the date received in VSD and the date the enrollment verification was completed.





	(8)  Total:  Total each line item entered in column 6 (the total number of education enrollment verifications completed).





8.12  VA FORM 27-8038b, WORKSHEET 3, VETERANS SERVICES--FIDUCIARY


	ACTIVITY





	a.  This form will be used by all F&FE (Fiduciary and Field Examination) activities to record reportable statistical information relative to F&FE functions.  The name of the employee maintaining the form as well as the report period (month-year) will be entered in the spaces provided at the top of the form.  Since the data contained on this form will be reported on a quarterly basis, the VSO may choose to have this feeder sheet maintained and submitted quarterly rather than monthly.





	b.  Entries will be made as follows:
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	(1)  Item 1:  Adverse Conditions Identified.  Enter the VA file number of each beneficiary identified during the report period for whom an unhealthy or unacceptable living condition was found (e.g., physical or mental abuse, neglect, substandard housing (inconsistent with the individual's accustomed lifestyle, culture, or income), beneficiary in need of medical attention, nursing assistance, meals, etc.).  An adverse condition is to be reported when VA initiates action to alter the unhealthy or unacceptable situation identified (to include reporting the situation to an organization for assistance).  An adverse condition should be reported even when substandard conditions are found but the beneficiary refuses the help offered by the field examiner.





	(2)  Item 2:  Misuse of Funds Identified





	(a)  Enter the VA file number of each case where the F&FE staff has identified the misuse of a beneficiary's funds (e.g., fraud, embezzlement, funds inappropriately used for persons other than the beneficiary or dependents, illegal investments, excessive attorney fees or fiduciary commissions, etc.).  Misuse of funds also includes losses due to ignorance of responsibilities on the part of fiduciaries.  In such situations, restitution may not be required, provided there is a cessation of the questionable practices.





	(b)  Enter the estimated dollar amount of misused funds involved in these cases as follows:





	1  VA-Derived.  Enter the estimated dollar amount in this column of known, specifically identifiable VA-derived funds which were misused (e.g., entire estate is derived from VA benefits, lump-sum VA payment, or fiduciary specifically identifies VA as the source).  "Presumption of use" of VA funds will be employed when making this determination.





	2  Other Government Derived.  Enter the estimated dollar amount of other Government funds identified as being misused (e.g., Social Security, civil service, or railroad retirement funds).  Include commingled VA and other government funds when it is impossible to separate the VA-derived funds from other Government funds (e.g., estate is composed of commingled VA and Social Security funds).  Exclude amounts shown in subparagraphs (b)1 and (b)3.





	3  All Other/Unidentifiable.  Enter the estimated dollar amount of all other misused funds, including funds which cannot be factually traced to a Government-derived payment.  Include Government source amounts when commingled with non-Government funds.  Do not include funds shown in subparagraphs (b)1 and (b)2 above.





	(3)  Item 3:  Referred for Court/Investigative Action.  Enter the file number and estimated dollar amounts involved for case referred to other VA elements for action on misused funds as follows:





	(a)  Cases Referred to District Counsel.  Enter the file number of each case referred to the VA District Counsel for legal action.





	(b)  Cases Referred to Inspector General.  Enter the VA file number of each case referred to the VA Inspector General for further investigation or prosecution.





	(c)  Estimated Dollar Amounts Involved.  Enter the estimated dollar amounts involved for each case referred to the VA District Counsel or Inspector General as identified in subparagraphs (a) and (b) above.





	(4)  Item 4:  Funds Recouped for VA.  Enter the appropriate information relating to cases involving the escheat provisions of Title-38 United States Code 3202(e) and PFOP (personal funds of patients) recoupment provisions of Title 38-United States Code 3202(d) as follows:





	(a)  File Number.  Enter the VA file number of each case identified by F&FE staff where escheat provisions are applicable and a demand has been made or the case has been referred to the District Counsel for collection.





	(b)  Amount Recouped by Escheat.  Enter the dollar amount of funds identified in subparagraph (a) above for return to VA.





	(c)  File Number.  Enter the VA file number of each case identified by F&FE staff where PFOP recoupment provisions are applicable and a demand has been made (or the funds automatically returned) or the case has been referred to the District Counsel for collection.








	(d)  Amount of PFOP Recouped.  Enter the dollar amount of PFOP funds identified in subparagraph (c) above for return to VA.





	(5)  Item 5: Payment Discrepancies.  The F&FE activity is responsible for identifying fiduciary cases in which VA payments may be incorrect.  These cases are to be referred to the Adjudication Division or other appropriate VA activity for award adjustments, which often result in overpayments or underpayments being created.  Cases referred for consideration are to be reported as follows:
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	(a)  Overpayment.  Enter the VA file number of each case in which a potential overpayment was identified by F&FE staff and referred to another VA element for review and any necessary corrective action.  For purposes of this report, an overpayment will be reported for any fiduciary case identified by F&FE staff in which an individual receives VA benefit payments for which there is no apparent eligibility/entitlement (e.g., a dependent has died or married but VA has not reduced the award accordingly; a veteran subject to the $1,500 limitation (38 U.S.C. 3203(b)(1)(A) has been (or is) hospitalized but the award adjustment has never been made; or a person is being paid aid and attendance or housebound benefits which appear inappropriate.)





	(b)  Underpayment.  Enter the VA file number of each case in which an apparent underpayment was identified by F&FE staff and referred to another VA element for consideration of necessary action.  For purposes of this report, an underpayment will be reported for any fiduciary case in which a beneficiary did (does) not receive VA benefits for which the beneficiary appears to be entitled (e.g., a veteran has a spouse, child, or dependent parent for whom benefits are not being paid; a beneficiary's condition is such to warrant payment of aid and attendance or housebound benefits; an election to new law pension may be warranted; statutory award increases have not been automatically made.


)
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