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Office of Inspector General
Evaluations of Hotline Complaints

The Office of Inspector General (OIG) operates a Hotline service that allows employees,
veterans, and other concerned citizens to report criminal activity, waste, abuse, or other issues
involving VA programs and operations. The Hotline staff evaluates each complaint received and
decides whether it should be evaluated by the OIG or referred to other VA or non-VA offices for
review and resolution. The OIG’s Offices of Healthcare Inspections, Audit, and Investigations
evaluate selected complaints to determine the validity of the allegations and recommend
corrective actions on substantiated allegations.

To Report Suspected Wrongdoing in VA Programs and Operations
Call the OIG Hotline — (800) 488-8244
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1. Summary

The Office of Inspector General conducted an evaluation of compensation and pension (C&P)
claims processing at VA Regional Office (VARO) Montgomery, Alabama to determine the
validity of allegations that Veteran Service Center (VSC) staff had entered inaccurate data into
the Work-In-Process (WIPP) system to give the appearance that program performance was better
than that actually achieved. Specifically, the allegations were that VSC management:

e Routinely changed End Product (EP) codes and dates of claim (DOC) to reduce pending
workload, improve timeliness, and meet production goals.

e Cancelled and immediately re-established EPs for claims with older DOCs to reduce the time
the EPs were pending.

e Processed additional EPs for brokered cases to enhance production numbers.

We did not substantiate the allegations; therefore, this report contains no recommendations.
Regional Office management was orally briefed on the results of our evaluation and no written
comments were requested.

2. Scope and Methodology

We focused our review on the WIPP database of 16,024 C&P original and reopened rating-
related claims the VARO processed from October 1, 2002, through June 6, 2003. To determine
the validity of the allegations, we randomly selected 115 of the 16,024 claims and reviewed the
EPs established and cancelled for these claims. We also evaluated the procedures VSC staff
were using for claims brokered to other VAROs.

We interviewed the VARO Director, and VSC management and staff responsible for oversight of
claims processing.
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3. Results of Evaluation

We did not substantiate the allegations. Our analysis of the database did not identify any
indicators or patterns relating to the allegations. Our sample did not show that EP codes and
DOCs were routinely changed to reduce pending workload, EPs were cancelled and immediately
re-established to reduce the time the EPs were pending, or that additional EPs for brokered
claims were taken to enhance production numbers.

However, we identified 14 (12 percent) processing errors related to EPs and claims authorization
practices that were unrelated to the allegations. Of the 14 errors identified, 8 EPs (4 incorrect, 4
additional) were taken that affected workload production reports (7 percent of all claims
reviewed). For example:

e Incorrect EP 180 (original pension) was taken May 2003. Original award action for same
issue was processed in 1990. The VARO can only receive credit once for an original claim.
The correct EP would have been EP 120 (reopened pension).

e An additional EP was established and taken. EP 024 (reopened diabetes claim) and EP 025
(reopened post-traumatic stress claim) were established and taken separately. These claims
should have been considered under the same EP.

We found no patterns or trends in the cases reviewed that indicated these errors were deliberate
or done for the purpose of giving the appearance of improved program performance. The VSC
Manager stated that the staff in the relatively new Triage Unit, which establishes all EPs for
incoming claims, was inexperienced and not as knowledgeable of VBA workload measurement
criteria as they should be. VARO management took immediate action to arrange training for
VSC claims processing staff.

For the Assistant Inspector General for Auditing

(original signed by:)
JAMES R. HUDSON
Director, Atlanta Audit Operations Division

Appendix
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Appendix A

Report Distribution

VA Distribution

Secretary (00)

Deputy Secretary (001)

Chief of Staff (00A)

Deputy Chief of Staff (00A1)

Executive Secretariat (001B)

Under Secretary for Benefits (20M43)

General Counsel (02)

Assistant Secretary for Public and Intergovernmental Affairs (002)
Assistant Secretary for Management (004)

Assistant Secretary for Information and Technology (005)
Assistant Secretary for Policy and Planning (008)

Deputy Assistant Secretary for Congressional Affairs (009C)
Deputy Assistant Secretary for Public Affairs (80)

Director, Management and Financial Reports Service (047GB2)
Associate Deputy Under Secretary for Field Operations (20F)
VBA Chief Information Officer (20S)

Director, VBA Southern Area Office (20F3)

Director, VARO Montgomery, AL (00/322)

Non-VA Distribution

Office of Management and Budget
General Accounting Office
Senator Jeff Sessions
Senator Richard Shelby
Congressman Robert B. Aderholt
Congressman Spencer Bachus
Congressman Jo Bonner
Congressman Robert E. (Bud) Cramer, Jr.
Congressman Artur Davis
Congressman Terry Everett
Congressman Mike Rogers
Congressional Committees (Chairmen and Ranking Members):
Committee on Governmental Affairs, U.S. Senate
Committee on Veterans' Affairs, U.S. Senate
Subcommittee on VA, HUD, and Independent Agencies, Committee on Appropriations,
U.S. Senate
Committee on Governmental Reform, U.S. House of Representatives
Committee on Veterans' Affairs, U.S. House of Representatives
Subcommittee on VA, HUD, and Independent Agencies, Committee on Appropriations,
U.S. House of Representatives
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Subcommittee on Oversight and Investigations, Committee on Veterans' Affairs,
U.S. House of Representatives

Subcommittee on Benefits, Committee on Veterans' Affairs, U.S. House of Representatives

Subcommittee on Health, Committee on Veterans' Affairs, U.S. House of Representatives

Subcommittee on National Security, Emerging Threats, and International Relations,
Committee on Governmental Reform, U.S. House of Representatives

Staff Director, Committee of Veterans’ Affairs, U.S. House of Representatives

Staff Director, Subcommittee on Oversight and Investigations, Committee on Veterans'
Affairs, U.S. House of Representatives

This report will be available in the near future on the VA Office of Audit Web site at
http://www.va.gov/oig/52/reports/mainlist.htm, List of Available Reports. This report will
remain on the OIG Web site for 2 fiscal years after it is issued.
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