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Objectives
· Without the use of references, identify duty to assist standards, with 85% accuracy.

· Without the use of references, identify the steps for claims development, with 85% accuracy.
· Given references, scenarios, claimant applications, or MAP-D, differentiate the capabilities of MAP-D, with 85% accuracy.
References
· VA Form 21-526, Application for C&P 

· Veterans Claims Assistance Act of 2000 (VCAA) PL 106-475

· Establishing Veteran Status

· Claims Recognition

· Original Compensation Claims

· Non-Original Compensation Claims

· Duty to Assist

· Records Management

· AMIE/CAPRI

· MAP-D

· PIES

· 38 C.F.R. §3.159

· FL 10-25

· FL 10-24

· FL 10-19

· FL 10-05

· FL 10-03

· FL 10-02

· FL 10-01

· FL 06-04

Topic 1: Duty to Assist Standards
Veterans Claims Assistance Act of 2000

The Veterans Claims Assistance Act of 2000 (VCAA), PL 106-475, mandates that the VA has a duty to assist claimants:

· Who file substantially complete applications
· In obtaining evidence to substantiate their claims

Substantially Complete Application
A substantially complete application should include:

· Name 
· Relationship to the Veteran
· Sufficient service data to identify Veteran and verify service

· Benefit claimed and any medical condition on which it is based

· Sufficient medical and other evidence to make a determination on the merits of the claim (although some further development for substantiation may still be required)

· Signature of the claimant

Compensation claims should include the disability for the benefit claimed. 

Non-service connected pension claims or parents’ DIC should include a statement of claimant’s family income.

Incomplete Application

An incomplete application is one that is lacking any part of a substantially complete application. VA is required to do the following:

· Inform the claimant which information and evidence that VA will obtain.
· Inform the claimant which information and evidence the claimant is responsible for obtaining.
· Ask the claimant to respond within 30 days if additional information or evidence is required. 

· Adjudicate the claim based on the information and evidence already of record if the claimant has not responded in 30 days. 

· If claimant provides the requested information or evidence within one year from the date of VA’s request, VA will re-adjudicate the claim as though the previous determination had not been made.
· Inform the claimant of the outcome of the claim and all associated appeal rights.
VA Responsibilities

VA responsibilities on duty to assist include:

· Obtaining service medical records.
· Obtaining any other records held by the government pertaining to the Veteran’s military service.
· Obtaining the Veteran’s VA medical records.
· Obtaining any other relevant records held by any federal department or agency, unless it is reasonably certain they do not exist or that continuing efforts to obtain them would be futile.
· Obtaining sufficiently identified private or State or local government records on the claimant’s behalf, provided a valid release is signed by the claimant.
· Providing the claimant with a VA medical examination or obtaining a medical opinion when there is a reasonable possibility that such medical information is necessary to properly decide the claim.
VA Limitations

VA does not assist claimants with the following:

· Attaining proper VA claimant status.
· Assisting on an incomplete or informal claim, except to inform the claimant what is needed to make the claim complete, or providing the prescribed form(s) for submitting a formal application.
· Obtaining records where a fee is charged.
· Assisting a claimant who fails to cooperate by not providing sufficient information to identify and locate relevant records or fails to supply acceptable authorizations for release of records.
· Assisting a claimant who has no reasonable possibility that such assistance would aid in substantiating the claim.
· Assisting on a claim of clear and unmistakable error (CUE), except in obtaining evidence to support current and retroactive evaluations.
Topic 2: MAP-D Claim Development
Review of Development
Follow these steps to develop a claim:

1. Review the application and correctly identify the claim or issue.

2. Review evidence in the file before beginning development.

3. Look for discharge documents, service medical records and private treatment records. 

4. Open SHARE and review the Beneficiary Identification and Records Locator Subsystem (BIRLS) record for date of birth, service dates, inactive compensation, pension records or other pertinent identifying information.

5. Initiate control of a claim by establishing the end product in SHARE. Review for correct end product (EP), third digit modifier, date of claim and name and address information.
6. Determine what evidence is necessary to develop the claim:
· Medical—federal/non-federal, service medical records, private treatment records

· Lay evidence—federal/non-federal, stressor letters, witness statements

· Other evidence that complies with 38 CFR 3.159

7. Comply with VCAA Duty to Assist standards.

8. Use MAP-D (Modern Awards Processing – Development) to generate letters and create tracked items and for other development actions.

· Always check for a MAP-D record before pulling a folder from the files

· Close out EPs and development issues when claim processing actions are complete
9. If needed, use COVERS, PIES, and/or CAPRI to help develop the case.
MAP-D
MAP-D stands for Modern Awards Processing- Development. It is a tool used for proper claims development and helps to provide quality customer service to Veterans and their families. Information can be retrieved from MAP-D to respond to claimant inquiries regarding status of their claims.

MAP-D Features 

MAP-D features include:

· Comprehensive information about the Veteran and the claim

· Letter generation

· AMIE interface for transmitting VA examination requests

· Note taking

· Folder location

· Multiple end products and associated development tracking

· Pending issue control

· Customized reports geared toward workload management

· The ability to establish EP control for every claim

· All development actions are logged 
· The ability to describe the claim in the NOTE section, e.g. “increase for 20% left knee”

· The ability to log contacts with claimants
MAP-D Benefits 
VSRs can help provide excellent customer service to our Veterans using MAP-D. Some of the benefits include:

· MAP-D depends completely on the user’s data input. The more that is put into the system, the more users get out of it. The opposite is also true.

· When development actions are taken using MAP-D and all items are automatically inserted into the Customer Service Tracking system, inquiries can be quickly and easily resolved. 

· The MAP-D screen shows what development actions have been taken, what evidence has been received, and what evidence is still outstanding.

· MAP-D contains links to the other applications, allowing movement from one application to the next during the processing of claims. These include SHARE, COVERS, VACOLS, and VAI.
· Information stored in MAP-D includes status of the claim, required information, completed and pending development actions, customer service and notes. Navigation is available through Contention, 3rd Party, and Claimant Letter Screens.
Use MAP-D for:

· Generating letters

· Creating tracked items 

· Navigating through the following screens:

· Contentions 

· Third Party Development 

· Provider Address Pick List 

· Claimant Letter 

· Print Letter 

· Clicking ‘Done with Development’ tab 

· Editing letters in Microsoft Word before and after ‘Done with Development’ is clicked

Attachment A: Duty to Assist Exercise
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	There is no duty to assist an applicant attain status as a proper VA claimant.

	T
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	There is no duty to inform an applicant what is needed to make the claim complete.

	T
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	VA is not required to provide assistance to a claimant if there is no reasonable possibility that such assistance would aid in substantiating the claim.
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	If the claimant sufficiently identifies them, VA will obtain any other relevant records held by any federal department or agency.
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	VA will in all cases obtain service medical records, unless the claim is only for non-service connected pension.
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	VA may obtain records on the claimant’s behalf even if a fee is charged for providing them.

	T
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	There is no duty to assist on an incomplete or an informal claim.

	T
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	There is duty to assist even when the claimant fails to supply acceptable authorizations for release of records so that VA can request them.

	T
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	When there is a reasonable possibility that such medical information is necessary to properly decide the claim, VA must provide the claimant with a VA medical examination and/or obtain a medical opinion.

	T
	F
	After making reasonable efforts, if for any reason VA is unable to obtain non- federal records identified by the claimant, it is then the claimant’s ultimate responsibility to obtain them if they are to be considered in the decision.
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