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FY19 Accomplishments
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Oct 
2018

Nov
2018

Dec
2018

Jan
2019

Feb
2019

Mar
2019

Apr
2019

May
2019

Jun
2019

Jul
2019

Aug
2019

IDEV TIQ 3 1.9 1.7 1.9 2.2 2.9 2.3 3.1 2.2 2.3 2.3 2.2

SUPP TIQ 3 2.7 2.5 2.4 2.9 2.8 2.4 2.6 2.5 2.3 2.1 2.2

Combined TIQ 6 2.7 2.7 3 4.4 2.9 2.7 2.3 2.3 2.2 2.3 1.9

Not-Rating TIQ 3 5.5 1.6 1.8 2.3 2.1 1.9 2.0 1.8 2.2 3.0 1.8

Issue Based Quality Percent 96% 93.3% 93.7% 94.0% 93.6% 93.6% 93.5% 93.7% 94.1% 95.1% 95.1%

Iris Timeliness Day 5 2.1 3.0 2.7 2.7 2.6 2.5 2.4 2.4 2.4 2.3 2.1

Non-NWQ + Legacy 
Inventory 6,716 1,053 1,418 1,473 841 1,187 2,014 2,251 2,290 2,430 2,894

Work Item Inventory 
(Write Out) Days 150 103.8 64.9 91.1 109.5 167.8 69.5 49.2 50.5 64.5 75.8 64.2

Metric Target
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Regional Office Management Team

VSC
Veterans Service Center
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St Petersburg VSC Employees
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Position Count

Claims Assistant 55

AQRS / RQRS 46

Legal Admin Spec 17

Management Analyst 5

Manager 49

Military Services Coordinator 8

Congressional 3

Rating Veteran Service Rep 171

Veteran Service Rep 243

Program Support Clerk 1

Grand Total 598
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NWQ Inventory Status
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Served 87,875 Veterans

Fiscal Year 2019!
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Intake Processing Center
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 The current Average Days Pending for 

mail for the nation is 5.3 days.

 Mail automation is the next step in VBA 

modernization and is scheduled to begin 

in October 2019.  There will be a phased 

approach to repurpose and retrain 

existing Claims Assistants.
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Public Contact & Outreach
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During FY 2019, VSC employees conducted outreach and provided benefit 

information in the following areas: Homeless (99 events); Wounded Warrior (37 

events); Minority/LGBT/Rural/Elderly (28 events); and Veteran Centric (102 events).

Inquiries Visitors Served

Pending 131 FYTD 4,784

Completed 454 Average Wait time 18.8
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Focus on reducing rework
• The Director’s Performance Plan has been updated to include 

deferrals.

• Target for VSC Caused by Avoidable Deferrals is no more than 3% of 

all transactions. FY 19 2.7%.

• Target for VSC Created by Unmitigated Avoidable Deferrals is 93% or 

higher.  FY 19 92.3%.  

• VSC is focused on targeting training efforts at individuals with higher 

than normal deferral rates as well as incentive plans for individuals and 

teams. 

What’s New in Quality?
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Non-Rating Inventory
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Non-Rating Resource Teams
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Not-Rating Time in Queue 

*EP 130, 290, 600, 930
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Hot Topics in VBA

• Blue Water Navy

• Contract Exams

• Military Sexual Trauma

12
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Questions
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Decision Review Operation Center
St. Petersburg

May 2018
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Regional Office Management Team

DROC
Decision Review 

Operations Center
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St Petersburg DROC Employees
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Position FTE Assigned

Veterans Service Representative | VSR 174

Veterans Service Representative (VSR-A) | Authorizer 74

Decision Review Officer | DRO 68

Rating Veterans Service Representative | RVSR 57

Supervisory Veterans Service Representative | Coach 22

Authorization Quality Review Specialist | AQRS 19

Claims Assistant | CA 15

Rating Quality Review Specialist | RQRS 14

Supervisory Veterans Service Representative | Asst. Coach 14

Legal Administrative Specialist | LAS 7

Supervisory Veterans Service Representative | ADROCM 4

Management Analyst | MA 4

Supervisory Veterans Service Representative | DROCM 1

Training Coordinator | TC 1

Grand Total 474
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DROC (Appeals Process)                                          
Appeals Modernization Act

• On August 23, 2017, the Veterans Appeals Improvement and Modernization Act of 2017 
was signed into law. The new law did not take effect until February 19, 2019.

• The AMA law creates a new claims and appeals process, which features three lanes:

– Higher-Level Review lane, which consists of an entirely new review of the claim by an experienced 
adjudicator.

– Supplemental Claim lane, which provides an opportunity to submit additional evidence.

– Appeal lane, which provides an opportunity to appeal directly to the Board of Veterans’ Appeals.
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DROC (Appeals Process)                                          
New AMA Decision Review Process
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DROC (Appeals Process)                                          
Legacy  Appeals Review Process
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DROC (Appeals Process)                                          
VBA Framework (Supplemental Claim Lane and Higher-Level Review Lane)
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DROC (Appeals Process)                                          
BVA Framework (Appeal Lane)
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DROC (Appeals Process)                                          
Rapid Appeals Modernization Program (RAMP)

• VA began a new program known as the Rapid Appeals Modernization Program (RAMP) 
on November 1, 2017.

• RAMP is a test program that allows eligible Veterans with pending compensation 
appeals the option to have their decisions reviewed in VBA’s Higher-Level Review or 
Supplemental Claim lanes outlined in the new law.

• RAMP is divided into three phases:
– Phase I - Initial start-up at the Appeals Resource Center (ARC) in Washington, DC.
– Phase II - Roll out to additional ROs.
– Phase III - Close out. (February 15, 2019)
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DROC (Appeals Process)                                     
Discontinuation of RAMP (February 15, 2019)
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DROC (Appeals Process)                                      
AMA Process (beginning February 19, 2019) 
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DROC (Appeals Process)                                        
VBA Workload Distribution
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Questions

27


