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Lesson 2 Handouts
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•Handout 1: The American Legion Code of 
Procedures, these are set by The American 
Legion.

•Handout 2: Standards of Conduct, these are 
set by VA, including how VA can cancel a DSO’s 
accreditation.

•Handout 3: VA’s Accreditation Program 
Enforcement Authority, which explains the 
accreditation program.
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Definitions and Handouts
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• DSO – Department Service Officer.  This 
includes service officers accredited by The 
Legion with VA.

• POA – Power of Attorney.  The authority 
granted by the Veteran to The American 
Legion to represent the Veteran before VA, 
“Appointment of a Veterans Service 
Organization as Claimant’s Representative,” 
VA Form 21-22.
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DSO Standards of Conduct
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•VA’s regulatory Standards of Conduct are 
at 38 C.F.R. § 14.632.

•VA Standards state what a DSO must do 
and must not do.

•Click here to download VA’s standards.

https://www.va.gov/OGC/docs/Accred/StandardsofConduct.pdf
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What DSO’s Must Do
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• Faithfully execute their duties on behalf of a VA claimant.

• Be truthful in their dealings with claimants and VA.

• Provide claimants with competent representation before VA.

• Act with reasonable diligence and promptness in representing 
claimants.

• Remember that you are an advocate – you are working on behalf of 
the Veteran.

• You must be truthful, with both VA and the Veteran.

• You must be competent, and know what you’re doing.

• Do more than the bare minimum, and help the Veteran win the most 
VA benefits in the shortest amount of time.
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What DSO’s Must Not Do
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Loss of Accreditation
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VA can cancel a DSO’s accreditation if the DSO:

•Knowingly violates or refuses to comply with 
the law,

•Knowingly presents a fraudulent or frivolous 
claim,

•Knowingly presents false information to VA, or

•Commits any other unlawful, unprofessional, or 
unethical practice.
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Fraudulent or Frivolous Claims
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•Fraud is committed when a person 
knowingly makes, or assists in making, 
a false statement concerning a claim for 
VA benefits.

•A claim is frivolous if the individual 
providing representation is unable to 
make a good faith argument on the 
merits of the claim.
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VA Form 21-22
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START HERE: 

Complete VA Form 21-
22, as it is required in 
order for TAL to assist 
a Veteran.

Section I: Provide 
the Veteran’s
information.

https://www.vba.va.gov/pubs/forms/VBA-21-22-ARE.pdf
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VA Form 21-22, cont.
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Section II: If someone 
other than the Veteran 
files the claim, then 
complete this section.

Box 15: Enter “The 
American Legion.”

Box 16A & 16B: Enter 
your name and title.

Box 17: Enter an e-mail 
address.

Box 18: Enter the date.
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VA Form 21-22, page 2
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Top of Every Page: Enter the 
Veteran’s SSN.

Box 19: Veteran must check 
the box so VA releases 
information to TAL.

Box 20: We don’t advise 
limiting consent as it can 
prevent VSOs from viewing 
the claims file.

Box 21: If the Veteran wants 
TAL to be able to change the 
Veteran’s address, then 
check the box.
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VA Form 21-22, page 2, cont.
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Box 22A: Veteran signs form.

Box 22B: Veteran dates form.

Box 23A: TAL accredited 
representative signs form.

Box 23B: TAL accredited 
representative dates form.
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Withdrawing Representation
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The American Legion reserves 
the right to revoke a Power of 
Attorney (POA) at any time.

TAL must file the withdrawal 
with VA.
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Quiz

Click the Quiz button to edit this object
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Answer 1
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No.

• Andre must complete and sign VA Form 21-22 in favor 
of TAL before you can assist him with his claim.

• VA regulations require that a power of attorney, 
executed on the proper form, must be obtained before 
a person can represent a Veteran before VA.  38 C.F.R.             
§ 14.631(a).

• In addition, only one representative will be recognized 
at one time in the prosecution of a particular claim. 38 
C.F.R. § 14.631(e)(1).
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Examples of Reasons to Withdraw 
Representation
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•Tampering or altering evidence.

•Providing false information.

•Refusing to cooperate with a DSO.

•Threats of violence toward the DSO, The 
American Legion, or VA personnel.

•Harassment of DSOs by phone or in person.
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•Representation could lead to conflict of interest.

•Representation could lead to violation of privacy.

•Representation of coworker or friend could risk 
inadvertent disclosure of confidential information.

•Representation of coworker or friend could create 
unreasonable expectations and disappointments.

•Benefits being received are contrary to law or 
regulation.

Examples of Reasons to Withdraw 
Representation
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“Fair Representation”
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When The American Legion accepts a Power of 
Attorney from an eligible claimant, it assumes an 
obligation to provide “fair representation” and 
assistance and counseling to ensure that the 
claimant gets full Due Process.

-The American Legion Code of Procedures
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Fair Representation
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“Fair Representation” means:

•Take no action that would negatively 
impact the Veteran.

•Do not make any unauthorized 
disclosure of information.
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Quiz

Click the Quiz button to edit this object
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Answer 2
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No.

• You cannot take any action that would negatively 
impact Ramsay.  This includes actions outside the 
VA claim system.

•Also, revealing information from Ramsay’s claim file 
would be a violation of his confidentiality.

• You might want to consider withdrawing as 
representation as a violation of privacy or a risk of 
inadvertent disclosure of confidential information.
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Confidential Nature of Claims
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All files, records, reports, and other 
papers and documents pertaining to 
any claim…shall be confidential
and privileged.

-38 U. S. Code § 5701(a)
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Confidential Nature of Claims 1
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•Office files of The 
American Legion are 
confidential.

•Requests for 
documents must be 
in writing and signed
by the claimant.
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Confidential Nature of Claims 2
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• Keep documents locked up.

• Don’t leave papers lying around.

• Safeguard computers:

• Log off when away from desk.

• Don’t share passwords or access cards.

• Don’t discuss a case outside of the office.

Veterans are trusting YOU and The American Legion 
to protect  their private information.
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What Must be Disclosed?
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Department Service Officers (DSOs):

•Must not knowingly make false statements 
about a material fact, and

•Are required to submit evidence requested 
by VA.

But …

•You are not required to present all evidence.
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Managing Your Workload
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Advocacy Tip: If you 
can’t give a Veteran’s 

claim the full attention it 
deserves, then encourage 

the Veteran to obtain 
another accredited 

representative.
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Last Slide
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• This presentation is complete. 

• A PDF version of these slides will be provided to you 
at the conclusion of the course for future reference.


