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Slide 1 - Attitudes and Values 

 

Slide notes 
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Slide 2 - Course Introduction 

 

Slide notes 
 

Welcome to the module, Attitudes and Values of a VSR.  
 

The objectives of this 15-minute module are to 
 

Describe how a VSR provides support to Veterans 
 

Define the roles and responsibilities of the VSR position 
 

Identify positive appropriate attitudes and behaviors, and 
 

Outline ways to take initiative in your VSR position 
 

Use the buttons to navigate through the module.  
 

You will be required to complete all interactive processes 
 

before you can continue. 
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Slide 3 - Supporting Veterans 

 

Slide notes 
 

Think about the phrase “Veteran support”. What does that  
 

mean to you? Veteran support can mean different things  
 

to different people. For you as a VSR, it is important to 
 

think about Veteran support as the process by which the 
 

roles and responsibilities of your position meet the needs 
 

of Veteran and their dependents. 
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Slide 4 - Primary Role 

 

Slide notes 
 

As a VSR, your primary role in supporting the Veteran 
 

deals with processing claims for benefits. It is important 
 

that you work diligently to provide complete and  
 

streamlined service to Veterans and their dependents. 
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Slide 5 - Responsibilities 

 

Slide notes 
 

As a VSR, you will most likely be assigned to an  
 

adjudication team. Adjudication teams are responsible  
 

for the development, rating, and authorization activities 
 

necessary to process Veterans claims. As a new VSR,  
 

you will most likely be responsible for the development  
 

of a claim. You will need to determine what evidence 
 

is necessary to decide a claim, undertake development  
 

actions to obtain the necessary evidence; order exams, 
 

if necessary; and determine when a claim is ready for decision. 
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Slide 6 - Additional Responsibilities 

 

Slide notes 
 

Although the primary role of a VSR is developing claims,  
 

there is much more involved in the job as a VSR.   
 

Select each button for a description. 
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Slide 7 - Additional Responsibilities 

 

Slide notes 
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Slide 8 - Counselor 

 

Slide notes 
 

As a counselor for claimants, it is your responsibility to 
 

provide information about the broad range of VA  
 

benefits and assist with the applications for these benefits 
 

and services. When appropriate to the team on which you  
 

are serving, you may conduct interviews, either in person 
 

or by telephone with Veterans, other eligible individuals, 
 

representatives or advocates to gather information to 
 

establish eligibility for a wide range of Veteran’s claims. 
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Slide 9 - Advocate 

 

Slide notes 
 

As an advocate for claimants, it is your responsibility to 
 

explain the full range of VA benefits and related programs. 
 

Some of these may include: Education, Vocational Rehabilitation,  
 

VA Health Care, Home Loan Guaranty Program, and/or 
 

Life Insurance. These are just a few of the VA benefits and 
 

programs. While you may not know everything about  
 

these programs, you are responsible for helping the  
 

claimants find the information. You may even assist  
 

claimants with completing application forms and  
 

monitoring the claim to eliminate unnecessary delays.  
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Slide 10 - Legal Technician 

 

Slide notes 
 

As a VSR, you will also function as a legal technician 
 

gathering necessary evidence from medical treatment  
 

facilities, military records or other sources to support  
 

benefit determinations. You are a decision maker who  
 

weighs the evidence and applies the controlling laws  
 

and regulations. It is your responsibility to review, 
 

analyze, and examine claims and applications, as  
 

well as the evidence necessary to make a determination.  
 

You are fully accountable for proper analysis, appropriate 
 

development, authorization determinations, and 
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thorough preparation of all claims that are assigned to you. 
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Slide 11 - Computer Systems User 

 

Slide notes 
 

Computer skills are vital in this position. Your 
 

responsibilities when using various computer systems  
 

include, reviewing all evidence and submitting 
 

examinations if appropriate; entering appropriate  
 

data to generate accurate benefit payments; controlling  
 

pending issues or scheduling future actions; and releasing  
 

complete and correct notification of benefit determinations. 
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Slide 12 - Attitudes and Behaviors 

 

Slide notes 
 

One of the most important areas of a successful VSR is to 
 

have positive and appropriate attitudes and display the 
 

highest personal behaviors. The VA has deemed that 
 

the following attitudes and behaviors are essential. 
 

Select each button for a description. 
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Slide 13 - Attitudes and Behaviors 

 

Slide notes 
 

One of the most important areas of a successful VSR is to have a positive and appropriate attitudes and display the highest personal behaviors. The VA 

has deemed the following attitudes and behaviors are essential. Select each button for a description.  
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Slide 14 - Respectfulness 

 

Slide notes 
 

Respectfulness - A successful VSR will: honor the Veteran’s 
 

service to our country; make Veterans comfortable whether 
 

talking on the telephone or in person; take the point of view 
 

of the claimant; cater your customer service to the Veteran’s 
 

specific needs or concerns; listen carefully;  
 

provide sufficient time; will always be courteous;  
 

will always be truthful and honest; and show sincere appreciation. 
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Slide 15 - Flexibility 

 

Slide notes 
 

Flexibility and Helpfulness - A successful VSR will:  
 

Explore possible solutions; take action; assist both 
 

Veterans and co-workers; and coordinate across  
 

functions to achieve a solution. 
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Slide 16 - Compassion 

 

Slide notes 
 

Compassion - A successful VSR will:  
 

Observe and listen carefully to the concerns of others;  
 

use eye contact, body language, and voice tones to 
 

show they care; show respect; check that communications  
 

are claimant-centered, personalized, and empathetic;  
 

provide protection and support for the vulnerable; and 
 

think in terms of claimant advocacy first, rather  
 

than in terms of policy, processes, or procedures. 
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Slide 17 - Professinalism 

 

Slide notes 
 

Professionalism & Trustworthiness - A successful VSR will:  
 

Be truthful, honest, and accept responsibility;  
 

build expertise; perform tasks correctly in a timely manner;  
 

do what they say they are going to do and avoid overpromising;  
 

communicate clearly; check for mutual understanding 
 

and mutual expectations; act on lessons learned 
 

to improve continuously; and follow up to ensure 
 

the issue is actually resolved. 
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Slide 18 - Commitment 

 

Slide notes 
 

Commitment - A successful VSR will:  
 

Go the extra mile; value their work and the work of others;  
 

connect the Veteran with the person who can assist, 
 

if they cannot; volunteer to help Veterans;  
 

and connect with and support Veterans in their community. 
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Slide 19 - Personal Feelings 

 

Slide notes 
 

A successful VSR will not allow personal feelings, attitudes,  
 

standards, values, or beliefs cloud their judgment. An antagonistic,  
 

critical or even abusive attitude on the part of the claimant  
 

should not in any instance influence the handling of a case. 
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Slide 20 - Fairnes and Courtesy 

 

Slide notes 
 

A successful VSR will show fairness and courtesy to 
 

applicants and claimants at all times, regardless of  
 

whether their duties bring them in contact directly 
 

or indirectly with Veterans.  
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Slide 21 - Equitable Decision 

 

Slide notes 
 

A successful VSR will make fair and equitable decisions 
 

that take into account the claimant’s beliefs and act in  
 

accordance with the laws and the intent of Congress. 
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Slide 22 - Empathy 

 

Slide notes 
 

A successful VSR will empathize with the Veteran’s position 
 

but will not let their compassion overcome the intent of the law. 
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Slide 23 - Personal Experiences 

 

Slide notes 
 

A successful VSR will remember that every Veteran’s  
 

experience is different. They apply their knowledge of 
 

laws and directives when working a claim, not their 
 

beliefs or personal experiences. 
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Slide 24 - Accuracy 

 

Slide notes 
 

A successful VSR will always remember there is more 
 

work to do than can be done, and there is always pressure  
 

to produce as quickly as possible. However, no one will  
 

ever advise that it is acceptable to produce subpar or  
 

inaccurate work. It is vital VSRs ensure Veteran’s  
 

claims are processed accurately.  

 

 

 



Adobe Captivate Tuesday, May 26, 2020 

 

Page 29 of 38 

Slide 25 - Taking initiative 

 

Slide notes 
 

Taking initiative is about more than just doing your job. 
 

It is about being proactive, having a go-getter attitude, 
 

and taking action. Here are a few questions that will help 
 

you assess how well you demonstrate initiative, as well as  
 

provide suggestions for improvement. Do you?  
 

Begin a new task before you are told?  
 

Look for work to fill in your idle time?  
 

Make yourself available for extra work or overtime? 
 

Maintain open communications with your superiors? 
 

Offer suggestions? Attempt to correct mistakes and problems?  
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Work without constant supervision? Take on extra tasks? 
 

Demonstrate a commitment to continuous learning?  
 

These are just some of the questions we need to ask ourselves to  
 

continue in our personal development to be successful VSRs. 
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Slide 26 - Ways of taking initiative 

 

Slide notes 
 

Here are some great ways in which you can take initiative on the job.  
 

Show motivation; Look up references; Do a thorough job;  
 

Ask questions; Finish tasks; Avoid sitting idle; Be prepared;  
 

Take action; Be persistent; Make improvements;  
 

Think outside the box; Mentor others. Remember, 
 

our jobs as VSRs is to provide our best effort at all  
 

times when processing claims for Veterans. 
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Slide 27 - Importance of a VSR 

 

Slide notes 
 

Your job as a VSR is very important and you are vital  
 

to the processes through which VA directly informs  
 

and serves the public. Decisions you make are normally  
 

binding on both VA and the claimant. You may find  
 

the VSR position to be complex; however, the training  
 

and resources available will prepare you to do the 
 

job properly and with ever increasing efficiency. 
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Slide 28 - Knowledge Check 

 

Slide notes 
 

Let’s check our knowledge of the new information you 
 

have learned in this module. Please select the  
 

checkmark icon below to begin. 
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Slide 29 - Knowledge Check  

 

Slide notes 
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Slide 30 - Knowledge Check two 

 

Slide notes 
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Slide 31 - Knowledge Check three 

 

Slide notes 
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Slide 32 - Knowledge Check four 

 

Slide notes 
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Slide 33 - Summary 

 

Slide notes 
 

Congratulations! You have successfully completed the  
 

module Attitudes and Values of a VSR. In this lesson you 
 

were provided with information on how a VSR provides 
 

support to Veterans, the roles and responsibilities of the 
 

VSR position, having positive appropriate attitudes 
 

and behaviors and taking initiative in your VSR position.  
 

You may now exit the course. 
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