Workload and Time Management for Military Service Coordinators (MSC)
Instructor Lesson Plan
Time Required: 1.5 Hours
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	Lesson Description

	The information below provides the instructor with an overview of the lesson and the materials that are required to effectively present this instruction.

	TMS #
	1349075

	Prerequisites
	Prior to this lesson, the trainees must have completed VSR Challenge.

	target audience
	The target audience for Workload and Time Management is the Military Service Coordinator (MSC). This lesson plan describes workload and time management tools for the MSC, based upon their job specific duties.
Although this lesson is targeted to teach the MSC employee, it may be taught to other VA personnel.

	Time Required
	1.5 hours

	Materials/
TRAINING AIDS
	Lesson materials:

· Workload and Time Management for Military Service Coordinators (MSC) PowerPoint Presentation
· Workload and Time Management for Military Service Coordinators (MSC) lesson plan


	Training Area/Tools 
	The following are required to ensure the trainees are able to meet the lesson objectives: 

· Classroom or private area suitable for participatory discussions

· Seating, writing materials, and writing surfaces for trainee note taking and participation 

· Large writing surface (easel pad, chalkboard, dry erase board, overhead projector, etc.) with appropriate writing materials

· Computer with PowerPoint software to present the lesson material
Trainees require access to the following tools: 

· VA TMS to complete the assessment



	Pre-Planning
	· Become familiar with all training materials by reading the Instructor Lesson Plan while simultaneously reviewing the corresponding PowerPoint slides. This will provide you the opportunity to see the connection between the Lesson Plan and the slides, which will allow for a more structured presentation during the training session. 

· Become familiar with the content of the trainee handouts and their association to the Lesson Plan. 

· Practice is the best guarantee of providing a quality presentation. At a minimum, do a complete walkthrough of the presentation to practice coordination between this Lesson Plan, the trainee handouts, and the PowerPoint slides and ensure your timing is on track with the length of the lesson. 

· Ensure that there are copies of all handouts before the training session.

· When required, reserve the training room.

· Arrange for equipment such as flip charts, an overhead projector, and any other equipment (as needed).

· Talk to people in your office who are most familiar with this topic to collect experiences that you can include as examples in the lesson. 

· This lesson plan belongs to you. Feel free to highlight headings, key phrases, or other information to help the instruction flow smoothly. Feel free to add any notes or information that you need in the margins. 

	Training Day
	· Arrive as early as possible to ensure access to the facility and computers. 

· Become familiar with the location of restrooms and other facilities that the trainees will require. 

· Test the computer and projector to ensure they are working properly. 

· Before class begins, open the PowerPoint presentation to the first slide. This will help to ensure the presentation is functioning properly. 

· Make sure that a whiteboard or flip chart and the associated markers are available.

· The instructor completes a roll call attendance sheet or provides a sign-in sheet to the students. The attendance records are forwarded to the Regional Office Training Managers.


	Introduction to Workload and Time Management for Military Service Coordinators (MSC)

	INSTRUCTOR INTRODUCTION
	Complete the following:

· Introduce yourself
· Orient learners to the facilities

· Ensure that all learners have the required handouts

	time required
	0.25 hours

	Purpose of Lesson
Explain the following:
	The purpose of this lesson is to provide an overview of workload and time management as it pertains to the Integrated Disability Evaluation System (IDES) and Benefits Delivery at Discharge programs. The overall workload is more complex and time consuming than other roles within the Veterans Service Center. Accessing critical data and workload information from multiple applications can be very labor intensive. This lesson teaches efficient workload management strategies. 

This lesson will contain discussions and exercises that will allow you to gain a better understanding of:
· Time Management, and 

· Workload Management

	Lesson Objectives

Discuss the following:

Slide 2

	In order to accomplish the purpose of this lesson, the MSC will be required to complete an assessment that covers the following lesson objectives: 

The MSC will:  

· explore Military Service Coordinators (MSC) time management 

· identify workload management tools that improve timeliness and quality of service

	Explain the following:
	Each learning objective is covered in the associated topic. At the conclusion of the lesson, the learning objectives will be reviewed. 

	Motivation
	Due to the volume of information gathered in this process, it is important that MSCs have the knowledge, skills, and correct tools to track the progress of claims and manage their workload in a timely manner.

	References
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	Explain where these references are located in the workplace.
· M21-1, Part III,i,2, E - Department of Veterans Affairs (VA) Responsibilities Based on Medical Evaluation Board (MEB) and Physical Evaluation Board (PEB) Outcomes
· M21-1, Part III, Subpart i, Chapter 2, Section D. 4 Initial Meeting Between Military Services Coordinator(MSC) and an IDES Participant
· M21-1, Part III, Subpart i, 2, A - General Information on Pre-Discharge Claims
· M21-1, Part III, Subpart i, Chapter 2, Section B - Division of Responsibilities for Processing Benefits Delivery at Discharge (BDD) and BDD-Excluded Claims
· M21-1, Part III, Subpart i, 2, D - Overview of the Integrated Disability Evaluation System (IDES) and Initial Claims Development
· VBMS User Guide
· Share User Guide
· VTA Website Portal



	Topic 1: Time Management

	Introduction
	This topic will allow the trainee to learn about time management strategies to better manage workload and complete IDES responsibilities in a timely manner. 

	Time Required
	0.5 hours

	OBJECTIVES/
Teaching Points


	Topic objective:

· Explore Military Service Coordinators (MSC) time management activities 

The following topic teaching points support the topic objective: 

· Timelines
· Time Management

	Timelines


	Timeliness is a critical issue in IDES. For example, during the claims development phase, the MSC has 5 calendar days for active Service members and 11 days for Reserve and National Guard Service members to complete the following tasks:

· Complete the review of the referral received from the PEBLO
· Interview the Service member
· Input the VA exam request(s)

	IDES Timeline Goals
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	Timeline goals have been set for active Service members and Reserve and National Guard Service members. The goals are broken down into two phases:
1. Medical Evaluation Board (MEB)
2. Physical Evaluation Board (PEB)
Service Member
Phase

Total Days

Distribution of Days
Active

MEB

76
Referral Phase: 7
Claims Development Phase: 5
Medical Evaluation Phase: 32
Medical Evaluation Board: 25

MEB Rebuttal: 7
PEB

102
Individual Physical Evaluation Board: 11 

Proposed Rating: 20

Transition Phase: 32 
(includes final rating)

Post-Separation Phase: 20 
(VA payment)

Reserve and National Guard

MEB

96
Referral Phase: 21
Claims Development: 11
Medical Evaluation Phase: 32
Medical Evaluation Board: 25

Medical Rebuttal: 7

PEB

102
Individual Physical Evaluation Board: 11
Proposed Rating: 20
Transition Phase: 32
Post-Separation Phase: 20 
(VA payment)



	BDD Timeline Goals
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Time Management

Streamline and improve
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Discuss Steps 1 - 9
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	MSC has five (5) days from:
· the date of receipt of claim to forward paper claim documents to scanning vendor, if local scanning is not completed

· claim documents being uploaded into VBMS to request appropriate examinations.  Time management is essential throughout the pre-discharge claims process. The MSC must keep a structured schedule but remain flexible to changes. 

Time doesn't change. All we can actually manage is ourselves and what we do with the time that we have.

Let’s look at a few steps that can help streamline and improve on your time management successes.

Step 1 - Realize time management is a myth

· This is the first thing you have to understand about time management; no matter how organized we are, there are always only 24 hours in a day. 

· Time doesn't change. All we can actually manage is ourselves and what we do with the time that we have

Step 2 – Find out where you're burning time.

· Many of us are prey to time-burners that steal time we could be using much more productively. What are your time bandits?  Do you spend too much time net surfing for manual references, dealing with unexpected walk-ins, or conducting long interviews?

In a recent survey 89 percent of respondents admitted to losing time every day at work:

· 31 percent burn roughly 30 minutes daily

· 31 percent burn roughly one hour daily

· 16 percent burn roughly two hours daily

· 6 percent burn roughly two hours daily

· 2 percent burn roughly four to five hours daily

Step 3. Create time management goals.

· Remember, the focus of time management is changing your behaviors, not changing time.  

· A good place to start is by eliminating your unnecessary personal time-burners. 

· For one week, for example, set a goal that you're not going to take non-emergent personal phone calls or respond to non-work-related text messages while you're working.



	Slide 9
	Step 4. Implement a time management plan. 

· Think of this as an extension of the third-time management tip.  

· The objective is to change your behaviors over time to achieve whatever general goal you've set for yourself, such as increasing your productivity or decreasing your stress. 

· You need to not only set your specific goals, but track them over time to see whether or not you're accomplishing them
Step 5. Prioritize ruthlessly.

· You should start each day with a session prioritizing the tasks for that day and setting your performance benchmark.

Step 6. Establish routines and stick to them as much as possible.
· While crises will arise, you'll be much more productive if you can follow routines most of the time.

For most people, creating and following a routine lets them get right down to the tasks of the day rather than frittering away time getting started.
Step 7. Get in the habit of setting time limits for tasks.

· For instance, reading and answering email can consume your whole day if you let it.  Instead, set a limit of one hour a day for this task and stick to it. (The easiest way to do this is to work with your management on assigning a set block of time to do this task in the am and pm rather than answering email on demand.)

Step 8. Be sure your systems are organized.

· Are you spending a lot of time looking for files on your computer?  Take the time to organize a file management system. Is your filing system slowing you down?  Redo it, so it's organized to the point that you can quickly lay your hands on what you need.
Step 9. Don't lose time waiting.

· From initial interviews to system downtime, it's impossible to avoid waiting for someone or something.  But, you don't need to just sit there and twiddle your thumbs.  Check for other system availability and complete additional tasks that may be scheduled in the future.  

Example:  VBMS is down.

What can you do?  Check VTA to see if exit interviews are pending that need to be scheduled.  See if exams are pending release in VTA and check CAPRI and Vendor Portals to see if exams have been released.
Review Slide “Your time belongs to you!



	Topic 2: Workload Management

	Introduction
	This topic will allow the trainee to learn strategies used to manage the workload when developing a case. 

	Time Required
	0.5 hours

	OBJECTIVES/
Teaching Points


	Topic objectives:

· Identify workload management tools that improve timeliness and quality of service 
The following topic teaching points support the topic objectives: 

· Outlook Calendar

· Schedule appointments

· Scheduling Outlook appointments

· Pre-interview packet

· BDD Packet

· VTA Reports

	Outlook Calendar
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Schedule appointments

Scheduling Outlook appointments

Slide 12 – 17

Pre-interview packet

BDD Packet

Slide 19 – 20

VTA Reports

Slide 21 – 23
Wrap up and Questions
Slide 24 – 25 
	When the MSC receives a complete referral package from the PEBLO, the MSC scheduling the initial interview promptly will help to ensure the claims development phase is completed timely. Preparation for the interviews requires an organized schedule to complete all task required.

Using Outlook can help:

· Sort and keep track of emails

· Organize and retrieve information quickly

· Remind you of when your scheduled to work on specific task

· Keep track of outreach appointments/events, and 

· Keep track of project due dates

Scheduling interviews and appointments in Outlook allow you

·  let Outlook remind you of upcoming meetings, dues dates, training, or anything else you ask it to.

· invite others to appointments you make.

· Provide pre-interview documents for completion by Servicemember/Veterans

· view the calendars of other Outlook users.

· Enable customer to verify appointment on your coworker’s calendars if they’re unavailable
Walk the trainees through each slide on how to open and create a new colander appointment and the options for organizing different task by single and recurring appointments, color coding, etc.
Workload management can be enhanced by ensuring the claimant is prepared for the interview prior to arrival

Provide him/her with the proper documentation and instructions within your Outlook appointment invite

This will ensure that your meetings are streamlined and concentrate on providing education and insight into VA benefits, claim lifecycle, and examination process
Providing the SM with as much information prior to the meeting will help to reduce time completing forms during the meeting, allowing the maximum amount of time for benefit counseling.

Review sample email text and hyperlinks on slides.

Review with the audience the VTA reports listed on the slides.  At the end of Slide 23, open VTA and demo how to access these reports.

Questions!




	Lesson Review, Assessment, and Wrap-up

	Introduction

Discuss the following:
	The Workload and Time Management for Military Service Coordinators (MSC) lesson is complete. 

Review each lesson objective and ask the trainees for any questions or comments.

	Time Required
	0.25 hours

	Lesson Objectives
	You have completed the Workload and Time Management for Military Service Coordinators lesson. 

The trainee should be able to:  

· explore Military Service Coordinators (MSC) time management activities 

· identify workload management tools that improve timeliness and quality of service

	Assessment
	The assessment will allow the participants to demonstrate their understanding of the information presented in this lesson.

Remind the trainees that they will not receive credit for this lesson until the assessments have been completed in the TMS.
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