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Duration: 30 minutes

Audience:

This lesson is intended for Service Recovery Practitioners (SRPS)

Purpose

The purpose of the training is to equip SRPs with the essential skills and knowledge for
documenting key concepts during service recovery interactions.

Objective
Upon completing, participants will be able to:

e Document feedback from SR interactions in a Call List and the VSignals
platform
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Documenting the Call

During the SR call, all information will be captured and maintained on the call list or in
the VSignals platform. If you choose to handwrite information received during the call,
the information should be reviewed and placed in the call list or VSignals immediately
following the conclusion of the call.

e What should | capture?
Capture key quotes when possible. When capturing long responses, summarize
what was said to ensure notes are correct.

o After the call, | noticed key themes or threads throughout the discussion
that may be important to capture. What should | Do?
Use the Note section to capture these observations. A notes section is located at
the end of each row on the call list. In the VSignals, you can add a note by
selecting the “Add Note” button at the top of the survey respondent’s profile.

e What if | did not understand what was said?
For clarification, such as acronyms and spelling, it is okay to ask a clarifying
question. However, be mindful of not interrupting the flow of the conversation.

e What if something is said that is not correct?
Even if you think the survey respondent is ‘wrong,’ this is their perception of their
experience and should be captured as it is described.

As illustrated below, the call list is designed to include the survey question at the top
and the follow-up questions below. The low Likert response will be on the left and the
high Likert response will be on the right.

1. When VA called me or met with me for an informal conference to discuss my claim, the VA decision maker that
conducted my informal conference was helpful.

1a. Likerts 1,2.3: Please tell us why the 1b. Likerts 4.5: Please tell us why the decision-maker was
score |decision-maker was not helpful. helpful.

2. VA's notification letter clearly explained the reasons an d bases for my Higher-Level Review decision.

2a. Likerts 1,2,3: What can VA do to make our
notification letters on Higher-Level Review |[2b. Likerts 4.5: What, if any, improvements would you make to
Score isions or i to read? the VA notification letter?

3.1 trust VA to fulfill our coun 'S commitment to Veterans.

3a. Likerts 1,2.3: How can VA better
its pr to care for 3b. Likerts 4.5: How did VA its p to care
Score |Veterans? for Veterans?
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Documenting the Call in the VSignals Platform

When documenting follow-up information from the survey respondents who provide a
low Likert score in VSignals, only the low Likert follow-up questions will be provided.
When documenting calls to survey respondents who provide a high Likert score, only
the high Likert follow-up questions will be provided.

Please complete additional follow-up Service Recovery Questions.

What made the medical exam process difficult for you?

n-Survey Question: | believe the compensation medical exam process (e.g.. scheduling, notice, travel) was easy

How can VA improve the online platform and/or letters to provide more useful updates?

-Survey Question: The online platform and/or letters gave me useful status updates throughout the disability compensation claims process

Optional Question: Have the status updates been consistent from various sources (i.e. online, letters, VA reps)?

rvey Question: The online platform and/or letters gave me useful status updates throughout the disability compensation claims process

What would be a reasonable amount of time to decide a claim? What is your understanding of VA's timeliness goal to complete

disability claims?

Documenting the Call in the Call List

For BLs/POs using a call list, a basic knowledge of Excel is noted to be helpful. The
electronic spreadsheet program known for storing, organizing, and manipulating data is
used in the service recovery program for the creation or management of call lists and
documenting caller feedback. Having a basic knowledge of Excel will increase the ease
of navigating the Excel template when completing service recovery activities. SPMO will
let you know if your BL/PO is using the Excel call lists or if it has transitioned to the
VSignals platform.

Shown below is a sample illustration of the call list and a description of each column:

' Choose A (X)) Separmen




i

Strategic Program Management Office

A8

1 Survey Export -
7. | trust VA to fulfill out country’s 1o Veeterans

7a. Likerts 1,2,3 What | 7b. Likerts 4,5 Is there anything in

would Increase your trust | particular that leads you to trust In our
Team Date of Last CallDuration  Call Prep. Time  Applying in our ability to fulfill our  |ability to fulfill our commitment to

Survey Type Member Contact Contact Status Call Attempt (minutes) (minutes) t veterans? |Notes

3 |apeuyin For mengrs =

i APPLYING FOR BENEFITS

1
1
z
]
]
3

13 APPLYING FOR BENEF!

14 APPLYING FOR BENEFITS
15 APPLYING FOI
16 APPLYING FOI
17 APPLYING FOI
15 APPLYING FOI
13 APPLYING FOI
20 APPLYING FOI
21 APPLYING FO
22 APPLYING FOI
23 APPLYING FO
24 APPLYING FOR BENEFITS
25 APPLYING FOR BENEFITS
26 APPLYING FO
27 APPLYING FO
18 APPLYING FO
2 APPLYING FOI
30 APPLYING FOR BENEFITS

WI‘“I”IW“I«“»”“§‘

1- Team Member: Enter the name of the SRP conducting the call. Type in your name
or select it from the drop-down menu.

2- Date of Last Contact: Enter the date of last contact with the survey respondent.

3- Call Status: Select the appropriate response from the drop-down menu to indicate
the contact status. This will let other SRPs working in the call list know whether the call
was denied, if an additional call attempt is required, or if the call is complete.

1 Survey Export - - - - - - - - |EH
. it to Veterans.
o

Team Date of Last Call uration  Call Prep. Time  Applying
Member Contact Contact Status. _m.lﬂunpt‘ [miirstes) (mirutes)  Overall Score,

7a Ukerts 1,2,3What  |Tb. Likerts 4,5 Is there anything in
would Increase your trust |particular that leads you to trust in our
in our ability to fulfill our [ability to fulfill our commitment to
weterans? |veterans? Motes

.

2

P )

Applying Takt Time QELZLE +
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4- Call Attempt: Select the appropriate response from the drop-down menu to indicate
if the call status is related to the first or second attempt. If the call is successful on the
second attempt, remember to go back to the “contact status” column and update the
information to show complete.

5- Call Duration: Enter information regarding the call duration.
6- Call Preparation Time: Enter the amount of time for call preparation.

7- Applying Overall Score: Pre-populated column that provides information regarding
the overall rating provided by the survey respondent; no actions are required by the
SRP.

8- Score: Pre-populated column that indicates the rating the survey respondent
assigned to the survey question (Box 9). A Likert score of one through five is provided;
with a one being low and a five being high.

9- Survey question: The survey question provided to the survey respondent. When a
low Likert score is provided in score column (8) the survey respondent would get the
follow-up question in box 9a, and a high Likert score would get the follow-up question in
box 9b. The response provided by the survey respondent is entered in the appropriate
column below the question.

1 Survey Export - - - - - - -

7. | trust VA to fulfill out country's commitment to Vieterans. "

7a Ukerts 123What  |7h. Likerts 4.5 Is there anything in 10
would increase your trust | particular that leads you 10 trust in our
MNotes

Call Duration  Call Prep. Time  Applying i our ability to fulfill our |ability to Fulfil gur commitment to
Contact Status mmmpt‘ [mirates) (minutes)  Overall Seore

1o veterans? |veterans?

2

AIARAAIARAZIARR
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15
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10-Notes: A notes section is located at the end of each row of the call list. Place
additional information regarding the call in this section. Information placed here is not
only helpful to you but also to other SRPs and SRAs who may also be reviewing the call
list or working behind you.
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Shown below is an example of the crisis alert page. By selecting the “Crisis Alert” tab at
the bottom of the call list, the SRPs will be able to document information regarding the
crisis identified during the call.

= Applying Crisis Alert Takt Time m ==

Description of the information requested for each column on the crisis tab:

1- Crisis Type: Indicate the type of crisis identified during the call

2- If Other, Specify: If the identified crisis does not meet one of the criteria in column
1, a description may be typed here.

3-Date of Call: Enter the date of the call with the survey respondent.
4-Crisis Outcome: Enter a description of the actions provided during the call
5- Note: Provide any additional notes regarding the crisis in this area.

6- SPMO Notified: Enter the date notification is provided to SPMO.
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Documenting Calls in VSignals

Step 1: After logging into the VSignals platform, select your dashboard from the
dropdown menu under your name.

VA | @) s Overyiow  Oota Asatiin  Lrm Fand & Somch  Resoncces -

ALl ReSPONSes A-11 Overview  OMB Touchpeints

Step 2: Select the “Live Feed & Search” page at the top of the screen.

® o o &

« 4~ v s X ¢ A ® B =2 & C O v @ (@
.

8 Prge Record D Sicp Fecard =2 i-z'f-;:r_'r“,o“wmul i = s nteeassodiriin A dionia

VA @

All Responses A-11Overview OMB Touchpoints
B

Overview  Data Analysi Live Feed & Search
.

None v Current Fiscal Year {10/1/23-9/3 =

Current Fiscal Year (10/1/23-9/30/24)
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Step 3: Once you select “Live Feed & Search”, click in the “Time Period” area and (1)

select an option from the dropdown or (2) click the plus icon on the right to enter a
custom date range.

' B D B Live Fewd & Search - Al Records % | =+

- a X
- M Bt uniee us o pina. : y. A ; ¥ fF A ®F B * & G 0O Y @ @
‘a Fgge oo G Sigg fecerd = kd Comermni @@= [T VRansh DuRoad e SPM0 Sheboint . e Servion Recovery Sh 8 O Champions Cof * N
Vﬂ @ b i ol Owerview  Data Analysis  Live Feed.& Search Resources L 0O @ F.rnnlt f_.';rtﬁ: o |
AllL Records Record

MNone - Current Fiscal Year (10/1723-203,

Survey Sent Date [ET) | trust the VA to make fair and ac...

i

Current Fiscal Year [10/1/23-930024) D e Filber | trust the W to malke fair and accurate decisions ..
Survey Alert Statu +

n £ Type here to search

Note: The default “Time Period” option circled above may be different across surveys.

Step 4: Once a start date and end date are entered, select the “save” button located
on the right. Note the save button only appears when entering a custom date range.

‘ M D £ Live Fead B Search - AllRevesdy % | =4 - o b4
PR Y- B i — p

e AT e PR

8 . ® ® A P B L & G m & @& @
L
Al | AL W wls Dashbosr PO Sharefoint Service Becowery Sh X O P, Otiasr favorit
VA () Poss Pecorst Q) Sice Reced = adkd Comment @) - MURAL  F4 Vigral Deshbo .: @ SPM0 Sharefoint 4. @ Se Rascowery & [: W3 mipora Cof > et ey e-,‘
All Records  Record I
-

| Mone e Current Fiscal Year [1V1/23-9/3_.

Survey Sent Date (ET) | trust the Wi to make fair and ac_..

1162023 ™ re Fiter I trust the VA to make fair and accurate decisions
Canc
1232023 ™ slert Stat +

Swrvey Sent Date [ET)

e
—
=
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Step 5: The selected date range will now show on the screen. “Survey Sent Date
(ET)” will appear under the date range. Select the drop-down on the “Survey Sent
Date (ET)” button.

(=} b
€ ™ x < A E 3 £ = G m ™ @& @
..
(1 T © s A Vg sd @ P se Recove @ <X Ohamgion & Z
T oas <
All Records  Record I]
-
None ~  Current Fiscal Year (10/1/23-9/3 Survey Sent Date (ET) | trust the VA to make fair and ac =
11622 . - 2 ‘ I trust the VA to make fair and sccurate decisions

n O Type here to search

Step 6: Once the dropdown is selected, two options will appear: “Feedback Received
(ET)” and “Survey Sent Date (ET).” Select “Feedback Received ET.” This will
provide information regarding the survey feedback received during the time period
requested above.

O © [ | ¥ thofeod & Search - All facoeds X | - = a *%
& Ao A i v s e aina a z e e A P B » & G D v @ @
"
VAt Poyse Record €D Siop Record 5% Add Comenant €< Be s MURAL g4 VSignals Dashboard @8 SPMO SharePoint Ho. @ Service Recovery Sh @ X Cramplons CoP, > Other favornes
—

AllL Records Record I

= v t " C at Lt
—o
None v nt Date (ET) | trust the VA to make fair and ac 25
f = =z + Z core Fitter I trust the VA to make fair and accurate decisions v

Survey Sent Date (ET)

n Pl Type here to search

10
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Step 7: From the filters located on the left side of the screen, select “Service
Recovery.”

Step 8: After selecting the “Service Recovery” button, two additional options for
filtering will be provided: “High Scoring Service Recovery” and “Low Scoring
Service Recovery.”

e “High Scoring Service Recovery” provides information regarding the high-
scoring feedback surveys. This listing provides participant information from the
survey respondents that provided a high score, indicating a pleasant experience.

e “Low Scoring Service Recovery” provides participant information of survey
respondents with an overall low score; indicating they did not have a pleasant
experience.

Select the ““High Scoring Service Recovery” or the “Low Scoring Service
Recovery”

11
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0 © [ =] B Live Feed & Search - A3 R
£ X ¢ AP B e & G O ¢ @ [@

L1
i P Rrcond €D Sice

High

‘ Low Scoring ServicgRecovery ,

n P Type here to search

Note: The image illustrates the selection of the “Low-Scoring Recovery” for demonstration purposes.

Step 9: Select the “Run” button located in the bottom right corner.

— -
X v A P B 2 & 8 O v @ I[E
F1 VSignals Dashboard @ SPAK scePoint Ho @ Senvice - & xow > hee

Low Scoring Service Recovery X +

Reset

ﬁ L Type here to search
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Step 10: Once the “Run” button is selected, the system will generate service recovery
candidates for the date range entered earlier (Step 4). Each Regional Office or BL listed
represents a survey respondent. Select anywhere in the highlighted row or check the

box on the far-left side of the screen.

@ @ [ | #r o Feed & Semch - AlReconds X | - o =
&« A S Inttese Liva sevice soa exens % < A & = = G m @ @
-
£ val o Ry, [ S g~ TP o- Pe s MURAL ¢y VSignaks Cashbosd @ SPMO SharePoint H @ Service Recovery Sh X Champions CoP Othes tavorites
Records 1-25 of 68 ~| Show comments in original language v/ Show full comments
Al A
RegiopakQiSice Claim Type Decision Survey Sent Date (ET) Feedback Received (ET) . Note Added Alert Activity
r @ Original Deferred 10¢13/2023. 04:07 PM 10/23/2023. 10:32 AM No Notes
’z 310 - Philadelphia Original Granted 10/20/2023. 05:08 PM 10/23/2023. 10:28 AM No Notes
;355 - San Juan Original Granted 10/20/2023, 05:08 PM 10/23/2023. 09:25 AM No Notes
;320 - Nashville Original Gramted 10/13/2023, 04:07 PM 10/23/2023. 09:01 AM No Notes
¥r 341 - Salt Lake City Originat Granted 1013/2023. 04:07 PM 10/23/2023. 06:17 AM No Notes
. ~ea e ~ /13/202 em 22/203 7:30 PM N oo
hetpn/ fea volce va oo 4556384 q Denied 10/13/2023, 04:07 PN 10/22/2023. 07:30 P No Nou

£ Type here to search

Step 11: The screen below will appear. Select the “Edit Case” button to enter
information from the call.

All Records  Record

Add Note ubscribe

Respondent Information

Regional Office 351 - Muskogee Survey Key 20231013COMPO14053

Emai Service Recavery Lows Scoring Service Recovery
Night Phone PACT Act Yes
Cell Phone BDOD No
Veteran's File Number IDES No

Gender

ﬂ £ Type here to search

Male

13
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Note: The blue lines indicate areas that include PIl. On your screen, you will be able to see the Veteran’s name, file
number, and contact information.

Once the “Edit” button is selected, either the low or high survey questions will appear
on the screen. You will enter the information obtained from each question here.

Please complete additional follow-up Service Recovery Questions.

What could VA have done differently to meet your expectations of the claims process?

.
How could VA better communicate evidence needed to support your disability claim?

-
How can VA improve the online platform and/or letters to provide more useful updates?

-
In-Survey Question: The online platform andior letters gave me useful status updates throughout the disability compensation claims process
Optional Question: Have the status updates been consistent from various sources (i.e. online, letters, VA reps)?

-
What would be a reasonable amount of time to decide a claim? What is your understanding of VA's timeliness goal to complete disability claims?

-

In-Survey Question: | receivad the results of my dizabitity compansation claim in 2 reasenable amount of time.

How can VA's notification letter better explain the reasons and basis for your disability claims decision?

Periodically select “Save Progress” when entering the survey respondents’ feedback
to ensure the information is captured. The system will time out after 30 minutes of
inactivity, and if you have not saved your progress, the information you entered
will be lost.

Wiy can ik Dether communigae the differenk nipbing mailaile f you 1|l_\.]|p- with B rlyime denson’

arvics Py St - 14 Atlenpt
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When you scroll down the survey respondent’s profile, you will be able to see all of the
in-survey scores:

Supplemental Claim Survey

Sehedule Exam « Yes

understood the need for a WA examination to

3

support my Supplemental Claim

t was easy to identify what evidence | needed to 3
support my Supplemental Claim

received the results of my Supplemental Claim 2
in a reasonable amount of time

knew where to look for status updates about

my Supplemental Claim while | waited for a 3
decision.
WaA's notification letter clearly explained the
reasons and bases for my Supplemental Claim 4
decision.

am satisfied with VA's Supplemental Claim 4

Process.

Step 12: Once a survey respondent has been contacted, a radio button will indicate the
activity that took place during the first call:

e Select “Needs Second Attempt” if no contact was made and a voice mail was
provided, a message could not be left, the survey respondent requests a call
back at a later time, etc.,

e Select “Veteran Declined Participation button” if the survey respondent
indicates they do not want to participate; no additional calls are to be made to
this survey respondent.

e Select “Service Recovery Complete” when the call is successful and after the
survey respondent’s feedback has been entered into the VSignals platform. A
completed service recovery call will count towards the monthly strategy
requirement.

15
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* Service Recovery Status - 1st Amempt

Mesds Second Attem,

Respondent Information I
Regional Office 351 - Muskoges Survey Key 20231013C0MPO14053

Email Service Recovery Low Scowing Service Recowery

Hight Phore PACT Act Yes

Cedl Phone BDD Mo

Woeteran's File Number IDES Mo

Cenders
[ Ere—

Note: The blue lines indicate areas that include PII. On your screen, you will be able to see the Veteran’s name, file
number, and contact information.

Step 13: Select the appropriate radio button and provide a thorough review of the
responses received during the call because you cannot edit the record after you
save it. Select the “save” button on the right side of the screen to ensure all edits for
the survey respondent have been captured.

Should you find a record correction is necessary after selecting save, forward an
encrypted email to the CX mailbox: VAVBAWAS/CO/VVSR. Entitle the email “VSignals
Profile Correction Request” and provide the “Survey Key number” and detailed
information about the change required.

o o o K1 Live Fewd B Search - Record =x | =+ —

-~ F=] o
-

PP S = . Be - MURAL g VSigrals Dashbosrd W SPMO SharePoint Ho. M Service Recowery Sho. K 10X Champsons CaP » P

08 Poyse Recona LD Sige Recoed =1 add Comemens P - |

* Service Recovery Status - 1=t Attempt

Meods Second Attempt

Respondent Information

Regional Office ISL - Muskoge -c;z-zeu:w 2023101 3COMPOL4053 -3
- I e B IS B

Gender hdiale

n 5 Typa hees to seanch =] m " @ ®=m 2 < - F >~ - o8 - 1= ey W

Note: The blue lines indicate areas that include PIl. On your screen, you will be able to see the Veteran’s name, file
number, and contact information.
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Storing Completed Call Information

Each week or as determined by the BL/PO and SPMO, service recovery and process
improvement calls will be reviewed for accuracy. Once verified, the SRP using a call list
will upload their completed call list to their BL/PO designated portal on the VBA
VSignals Service Recovery Community of Practice SP page.

Completed call lists should capture the following data points:

e Name of the survey respondent

e Survey Type

e Race (if available)

e Ethnicity (if available)

e Contact Information (Email, Phone, etc.)

e Feedback Rec’'d date

e Call Successful?

e Survey Questions and Feedback Responses
e Notes

When you have completed your call list, you will upload the completed call list to the
VBA VSignals Service Recovery Program Community of Practice SP page.

1. Navigate to the site and select 2. Click the Completed Call List Tab
your BL/PO Portal

VBA VSIGNALS SERVICE RECOVERY PROGRAM

——

3. Upload to the Call List Section

e Compensation Services VSignals Service Recovery

D =
Compersation Services V'

Signal Service Recovery Completed Call Lists I

17
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https://dvagov.sharepoint.com/sites/vbavsrprogram?xsdata=MDV8MDF8fGY3OThiYTAxMzZlMDQ3Zjk1MjRiMDhkYTc1N2VmMDI1fGU5NWYxYjIzYWJhZjQ1ZWU4MjFkYjdhYjI1MWFiM2JmfDB8MHw2Mzc5NTE0ODUyODE2NTMzMjN8R29vZHxWR1ZoYlhOVFpXTjFjbWwwZVZObGNuWnBZMlY4ZXlKV0lqb2lNQzR3TGpBd01EQWlMQ0pRSWpvaVYybHVNeklpTENKQlRpSTZJazkwYUdWeUlpd2lWMVFpT2pFeGZRPT18MXxNVGs2TkdFNE1EaG1Oell0WlRGa01TMDBaVFkzTFRnNFpUVXRZamt5T0RsaU5EUXdaR1ZpWDJVM01qTTVNR1F5TFdVM09EZ3ROR0poTWkxaFpEQmxMV1l6WWpnd05UYzFZalUxTlVCMWJuRXVaMkpzTG5Od1lXTmxjdz09fHw%3D&sdata=N1U3TCt6dXBqZi9sY0tzNlF3TWlSU3d3eFAwckhxOTBpd1FJeVVlT3dVcz0%3D&ovuser=e95f1b23-abaf-45ee-821d-b7ab251ab3bf%2CAlphonso.Bruce%40va.gov&OR=Teams-HL&CT=1659551786054&clickparams=eyJBcHBOYW1lIjoiVGVhbXMtRGVza3RvcCIsIkFwcFZlcnNpb24iOiIyNy8yMjA3MDMwMDgxNCIsIkhhc0ZlZGVyYXRlZFVzZXIiOmZhbHNlfQ%3D%3D
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Strategic Program Management Office

The BLs/POs using VSignals are not required to upload or store a call list on the SP
site. The information entered during SR calls is stored in the VSignals platform.
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