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Development (1.5 hours) 
Lesson Overview
	Purpose of the Lesson:
	The purpose of this lesson is to understand the circumstances under which development is necessary, as well as the process involved in developing for additional information.

	Prerequisite Training Requirements:
	The following prerequisite training is required:

Claims Processors should be familiar with

· Defense Personnel Records Information Retrieval System (DPRIS)
· Personnel Information Exchange System (PIES) – if accessible at the local station

	Target Audience:
	This lesson is intended for Veterans Claims Examiners (VCE) in any of the Regional Processing Offices (RPOs).

	Lesson References:
	The following references support the lesson content:

· M22-4 Part 3, Chapter 3

	Lesson Objectives:
	At the conclusion of this lesson, the VCE will be able to:

· Determine if development is required

· Determine the resources to contact for development

· Identify next steps following the initial development period


Instructor Notes                                                                                       
This lesson provides guidance as to when development is necessary, as well as the process involved in development.  There are opportunities for comprehension checks throughout the lesson. 
	PowerPoint Slides
	Instructor Activities

	
	Introductions (Optional)

Student introductions:
· Name
· Office location
· Time in position with VA
ASK students to introduce themselves. 



	Development
	DISPLAY slide 1 

INTRODUCE yourself as the instructor and introduce any fellow instructors.

INTRODUCE the lesson.



	Have you ever….?

Have you ever wondered why the time to make an eligibility decision varies from claim to claim?


	DISPLAY slide 2
DISCUSS that not all claims are complete; therefore requiring processors to take additional measures to process, which slows down the processing time.

	Overview of Today’s Training

The purpose of this lesson is to understand the circumstances under which development is necessary, as well as the process involved in developing for additional information.
	DISPLAY slide 3 

PROVIDE an overview of the day’s schedule.

EXPLAIN that students will be learning when and how to develop.

DISCUSS the importance of knowing when and how to develop and its affect on timeliness. 

	Lesson Objectives
At the end of this lesson, you will be able to:

· Determine if development is required

· Determine the resources to contact for development

· Identify next steps following the initial development period
	DISPLAY slide 4

REVIEW the lesson objectives and assure students that examples will be provided within the lesson.


	When Development is Needed
	DISPLAY slide 5 

PROVIDE a brief introduction to the subsequent slides that will give an overview of instances when development is required. 



	Development
Development is the action taken when a review of the claims file and data records indicate additional information is needed to process the claim.

· Only information required to make a decision (i.e. establish eligibility or process payment) necessitates development 

· Not all missing or incomplete data should delay the claim from being processed
	DISPLAY slide 6


REVIEW the definition of development.

CLARIFY what necessitates development.

	Development Example
· Example 1 - When development is needed:

· A VCE receives an application for Chapter 33 that includes no evidence of military service, other than the Veteran’s statement on his/her application.  

· While reviewing Department of Defense (DoD) data record(s), the VCE confirms a period of qualifying service, but the character of discharge is unclear.  

· Since character of discharge is required to make an eligibility decision, development is needed.
	DISPLAY slide 7


STRESS that we must consider the source of the information and then decide if it is reliable or requires additional confirmation.

EXPLAIN that conflicting information could also require development for clarification.


	Development Example
· Example 2 - When development is needed:

· A VCE receives from a school a notice of termination for the Spring semester, that occurred after the drop/add period, but does not state whether punitive or non-punitive grades were received.  

Since grades received were required to make the correct adjustment, development is needed.

	DISPLAY slide 8


REVIEW the example.


	Development Example
Example 3 - When development is NOT needed:

A VCE receives an application for Chapter 33 Transfer of Entitlement (ToE) benefits, where the Veterans Information Solution (VIS) record does not reflect the dependent as approved.  

Since the Procedural Advisory dated October 28, 2009, states that all ToE approvals should display in VIS.  If the information is not displayed in VIS, development is not needed. The claim for ToE benefits can be denied without further development.
	DISPLAY slide 9


REVIEW the example.

STRESS that information that conflicts with the claimant’s application does not always necessitate development. 

	Development Example
Example 4 - When development is NOT needed:

A VCE receives an application for benefits, where the student does not list the name of the educational institution s/he wishes to attend.  

Since basic eligibility may be established without this information, a Certificate of Eligibility (CoE) may be issued, and development is not needed.
	DISPLAY slide 10


REVIEW the example.

EXPLAIN that once school information is received, we can make an additional decision (approve or deny) at that time.

	Comprehension Check
1. A Veteran applies for Chapter 33 and has one period of service where the character of discharge is not reflected on the DoD data screens, and the DD Form 214 from claimant is not provided.  Is development needed?
2. A school submits a change of enrollment showing a student reduced hours during the first week of their term.  The reduction was listed as “during drop/add”.  The school did not provide whether the grades were punitive or non-punitive.  Is development needed?
	DISPLAY slide 11


ANSWER is yes, development is needed because information needed to make a decision (character of discharge) is missing.
ANSWER is no, development is not needed because  information needed to make a decision is provided.  Since the drop was during drop/add,  the type of grades received is not needed to process the adjustment.



	Development Resources
	DISPLAY slide 12 

	Possible Resources for Development
· Defense Personnel Records Information Retrieval System (DPRIS)

· Automated DoD document database that requires online submission request for documents

· Federal agencies, including the Department of Defense

· Use local procedures to develop out to other federal agencies 

· School Certifying Official (SCO)

· Contact requires a phone call or letter.  If information is received via phone call, this must be documented on VA Form 119. Check local procedures to confirm if an email is acceptable

· Educational Liaison Rep (ELR) 

· Use local procedures to contact ELRs about school approval issues

· Claimant
	DISPLAY slide 13
EXPLAIN and/or DEMONSTRATE local procedures for all development resources. 

REMIND everyone that this lesson will not include training for the system listed (i.e. DPRIS), as this is prerequisite knowledge.  However, if any trainees are not familiar with a resource listed, they should seek assistance after this training.
NOTE if your office has access to Personnel Information Exchange System (PIES), please discuss how this resource is used locally.


	Contacting Resources
If more than one source is needed, and one of those sources is DPRIS, develop to DPRIS initially and allow for a 24-hour response.  Thereafter, all other resources should be contacted simultaneously.  

If more than one source is needed, and DPRIS is not one of those sources, develop to all resources simultaneously.

Once a response is received, from any source that contains the necessary information, the claim should be processed.  
	DISPLAY slide 14
STOP and review local procedures for contacting Federal agencies (i.e. DoD and other VA stations for Chapter 35 inquiries).
CLARIFY if a DPRIS response is received that provides the necessary information within 24 hours, no additional development is needed.

EXPLAIN the importance of contacting all resources simultaneously (to ensure timely processing).

EMPHASIZE that we should process the claim as soon as any source responds with needed information; there is no need to wait until all sources respond.



	Comprehension Check
After review of Sarah’s claim for Chapter 33, the VCE finds that the character of discharge is missing for Sarah’s service in the Navy.  The VCE decides this information is required to make an eligibility decision.

List the resource(s) the VCE will use to develop.
	DISPLAY slide 15
ASK the question.

	Comprehension Check Answer
· DPRIS – The VCE will request the DD Form 214 from DPRIS
· Federal -  The VCE will develop to the Navy to confirm the character of discharge

· SCO - The VCE does not need to develop to the SCO as this information cannot be confirmed by her school

Claimant - The VCE will develop to Sarah for a copy of her DD Form 214
	DISPLAY slide 16
EXPLAIN each answer.


	Comprehension Check
After review of Bob’s withdrawal from Spring 2016, which was after the drop-add period, the VCE finds that the school did not submit whether grades were punitive or non-punitive. The VCE decides this information is required to make the proper adjustment.

List the resource(s) the VCE will use to develop.
	DISPLAY slide 17
ASK the question.

	Comprehension Check Answer
· DPRIS – The VCE does not need to develop to DPRIS, as military documents would not contain the needed information
· Federal -  The VCE does not need to develop to a federal agency, as no federal agency would have this information
· SCO - The VCE should develop to the school, as this information can be confirmed by Bob’s school

· Claimant - If phone contact cannot be made with the school, the VCE would develop to Bob.  Even though VA cannot accept this information from Bob, the VCE would ask Bob to notify his school to submit the information to VA
	DISPLAY slide 18
REVIEW answers.

	Comprehension Check
After review of Mike’s application for Chapter 33, the VCE  notices that Mike stated that he has an Army Chapter 30 kicker.  

The VCE’s review of DoD data records does not confirm any kicker.

Per RPO Letter 22-07-11, a copy of the kicker contract should be requested before contact is made with the Army.

List the resource(s) the VCE will use to develop.
	DISPLAY slide 19
ASK the question.

	Comprehension Check Answer
· DPRIS - The VCE will request a copy of the kicker contract from DPRIS

· Federal -  The VCE does not need to develop, as the Army should not be contacted without a copy of Mike’s kicker contract

· SCO - The VCE does not need to develop, as the school cannot confirm this information
· Claimant - The VCE will develop to Mike for a copy of his kicker contract
	DISPLAY slide 20
STRESS the importance of knowing current policy when development issues arise.

	Comprehension Check

· What are some possible resources for service information?

· What are some possible resources for school information? 

· What are some possible resources for kicker information?
	DISPLAY slide 21
ANSWER resources for service information include DoD, DPRIS, and the claimant.
ANSWER resources for school information include the SCO and the claimant.

ANSWER resources for kicker information include DoD, DPRIS and the claimant.



	Next Steps
	DISPLAY slide 22

	Next Steps
· Capture in TIMS - Always capture proof of development in claimant’s file, including unsuccessful contact by telephone 

· Hold decision - It is improper to deny a claim while simultaneously developing on the same issue. However, applications and enrollments may be processed without waiting on kicker confirmation

· Suspend the claim for 30 days:

· BDN - create and properly set the end product suspense date and disposition reason

· TIMS - complete the claim token message field and suspend the claim in awaiting mail

· 
	DISPLAY slide 23
EMPHASIZE the importance of capturing proof of development in the claims file, especially when no response is provided.
CLARIFY situations where a decision may be made simultaneously with development (i.e. kickers, no school information provided, future release from active duty date).
REMIND trainees that unsuccessful attempts to contact the SCO or claimant, etc. should be documented in the claimant’s file.
REMIND trainees that initial DPRIS development only requires an initial 24-hour suspension of claim.

EXPLAIN the importance of properly setting a claim aside during development (i.e. Call Center relies on this information, work management reviews).

	Response

Response received:  

· If a response is received via Upstream, it will be scanned into the TIMS file, which will pull the claim from awaiting mail into a VCE’s individual queue

· Other responses may be received via e-mail.  

· For example DPRIS will alert a VCE via email.  The VCE will then be required to retrieve the response from DPRIS

Response not received within 30 days:

· The claim will automatically pull from the awaiting mail into the VCE’s individual queue.
	DISPLAY slide 24
STRESS that TIMS will manage claims where new information is received by pulling the claim into their individual queue.  There is no need to review cases in their awaiting mail.

	No Response in 30 Days

· If development was solely to a claimant:  

· The claim should be processed based on available evidence; this may include a disallowance for failure to furnish.

· If development includes a Federal Agency:  

· If a representative of the Federal Agency informs VA that records do not exist or efforts to obtain the records would be futile, no additional request is needed. Process the claim based on available evidence. 

· NOTE: Remember to apply all provisions of Duty to Assist when developing to Federal Agencies. The provisions of Duty to Assist can be found in the M22-4 in Part III, Chapter 3, Sections 3.25 and 3.26.
	DISPLAY slide 25
EXAMPLE:  we develop for relinquishment information and do not receive the information within 30 days.  We would deny the claim for failure to prosecute.
EXPLAIN what “duty to assist” means:  we cannot take action until we know that the records don’t exist or continued efforts would be futile.  

FOR EXAMPLE we develop to the Army to inquire regarding election or declination of MGIB.  The Army states that no DD Form 2366 is available.  We can state that continued efforts would be futile.

	Non-Federal Agency
If development includes a non-Federal Agency:  


· All reasonable attempts must be made to obtain needed records.  Generally this means one initial request and at least one follow-up request using the INF-22, if necessary 

· If it’s concluded that records do not exist or efforts to obtain the records would be futile, no additional request is needed. Process claim based on available evidence


	DISPLAY slide 26
CLARIFY that if it is determined that additional requests to an Agency should be made, the INF-22 letter should also be sent to the claimant.
STRESS that once it is determined that no additional development will occur, the claim will be processed, even if this results in a denial.  

	Comprehension Check
Pedro applied for Chapter 33, but failed to relinquish a benefit on his application.  

The VCE develops to Pedro, and 30 days passe with no response. 

What next steps should the VCE take? 
	DISPLAY slide 27

READ the scenario, allowing various responses.

	Comprehension Check Answer
The VCE will deny Pedro’s claim for Chapter 33 due to failure to prosecute.
	DISPLAY slide 28


EMPHASIZE that since the development was to the claimant alone, action may be taken after 30 days have passed.

	Comprehension Check
Lee applied for Chapter 33, stating that he was in the Army from 2011 to 2013. No supporting documents were received and the DoD data screens do not confirm this information.  

The VCE requests Lee’s DD Form 214 from DPRIS. When this is not received in 24 hours, the VCE simultaneously develops to the Army and develops to Lee for a copy of his DD Form 214.  No response is received in 30 days.

What next steps should the VCE take? 
	DISPLAY slide 29


READ the scenario, allowing various responses.

	Comprehension Check Answer
A representative of the Army informs VA that records do not exist, or efforts to obtain the records would be futile and Lee is unable to provide requested information in 30 days. 

No additional development is needed. Process Lee’s claim based on available evidence.

NOTE: If no evidence is received from the Army, and Lee has not provided the needed evidence after 30 days,  follow all provisions of Duty to Assist as outlined in the M22-4 

 HYPERLINK "http://vbaw.vba.va.gov/bl/22/ref/m22-4/Part%20III/ch03.htm" in Part III, Chapter 3, Sections 3.25 and 3.26.
	DISPLAY slide 30
REVIEW answers.

	Summary

You have completed the Development lesson. You should be able to:

· Determine if and when development is required

· Determine the contact resources for development

· Identify next steps following the initial development period
	DISPLAY slide 31
REVIEW the information in the day’s lesson.

	References
· M22-4 Part 3, Chapter 3
	DISPLAY slide 32
EXPLAIN that the Manual reference discusses development.

	Questions?

What questions do you have?
	DISPLAY slide 33
ASK students what questions they have about the day’s lesson. 

RESPOND to all questions before tasking students to complete the assessment. 



	TMS Assessment and Survey

· The assessment and survey have been assigned to you in TMS
· The assessment is comprised of multiple choice questions
· The questions are based on the information presented in this lesson
· The assessment should take you approximately 30 minutes
· Be sure to complete both the assessment and the survey in TMS to receive credit for this training
	DISPLAY slide 34

CONFIRM that the students know how to access the assessment and survey in TMS. 

EXPLAIN that the assessment is TMS# and will cover what they learned in class today.

REMIND them that they must complete both the assessment and the survey in order to receive credit in TMS for their training. 

TELL students that the survey provides them an opportunity to improve the training and that their feedback is welcome.
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Ifjoining us by phone, complete the following on the Live Meeting
screen:

Mute computer speakers

Mute computer microphone
Need Help

B Can'tHear

If you need assistance, change Feedback color

Slow Down
Question

To connect to the call/audio: Proceed
Call this number: 1-888-767-1050
Enter Conference ID: 53093511

Once connected to the call, mute your phone. (DO NOT put your
phone on HOLD!)





13 | Page
August 2016 Version 1.0


