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TABLE A-1

Which of the following best describes your eligibility for education benefits?

Base: Survivors and dependents receiving benefits under Chapter 35 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 260 673 572 85 170 150 51 166 148 65 154 137 59 183 137
Orphan of the veteran 4 5 3 6 3 3 8 8 8 2 4 2 2 8 3
Child of the veteran 79 78 82 72 79 83 82 77 80 78 77 82 92 79 84
Widow or widower of the veteran 6 3 4 8 4 3 4 5 3 6 3 7 2 1 2
Current or former spouse of the veteran 11 14 10 13 14 11 6 10 8 14 16 10 5 13 11
Other * NA NA 1 NA NA -- NA NA - NA NA -- NA NA
TOTAL 100 100 99 100 100 100 [ 100 100 99 100 100 101 [ 101 101 100
Supplemental Claims
Unweighted N 220 629 512 62 151 117 50 166 132 55 173 130 53 139 133
Orphan of the veteran 6 6 6 2 1 6 6 8 9 9 4 4 6 4 5
Child of the veteran 80 79 73 90 74 75 72 82 80 76 79 67 81 82 78
Widow or widower of the veteran 5 4 5 3 5 3 10 2 6 4 5 5 4 3 5
Current or former spouse of the veteran 8 11 17 5 11 15 10 8 5 11 12 25 8 11 12
Other 1 NA NA - NA NA 2 NA NA - NA NA 2 NA NA
TOTAL 100 100 101 100 101 99 100 100 100 | 100 100 101 | 101 100 100
All Claims
Unweighted N 480 1,302 1,084 147 321 267 101 332 280 120 327 267 112 322 270
Orphan of the veteran 6 6 5 2 9 6 6 8 9 8 4 4 5 5 5
Child of the veteran 81 79 75 87 75 76 74 81 80 77 78 69 83 81 79
Widow or widower of the veteran 5 4 5 4 5 3 9 2 6 4 5 5 3 3 4
Current or former spouse of the veteran 9 11 16 6 11 15 9 9 6 11 13 23 7 11 12
Other 1 NA NA * NA NA 2 NA NA - NA NA 2 NA NA
TOTAL 102 100 101 99 100 100 | 100 100 101 | 100 100 101 | 100 100 100
Question Number: Dependents 1
--None. *Lessthan 0.5%. Sum does not add to 100% due to rounding. NA Not Asked.
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TABLE A-2
Where did you first LEARN about VA's education benefits program?

Base: Survivors and dependents receiving benefits under Chapter 35 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 259 666 569 84 166 150 51 164 145 65 152 137 59 184 137
Letter from VA 12 10 10 15 11 13 8 10 11 12 8 10 12 11 7
VA information pamphlet 19 17 18 21 16 21 20 20 24 20 16 15 14 17 18
Friend or family 60 61 60 54 61 52 65 57 55 58 63 65 71 61 62
Military base or family support center NA 3 4 NA 4 5 NA 3 3 NA 3 2 NA 4 5
Commercial or advertisement NA -- -- NA -- -- NA -- -- NA -- -- NA -- --
VA's website on the Internet * 1 2 -- 1 2 -- 3 2 -- 1 2 2 1 2
Other 8 8 6 10 7 7 8 6 5 9 11 7 2 5 7
TOTAL 99 100 100 100 100 100 | 101 99 100 | 99 102 101 | 101 99 101
Supplemental Claims

Unweighted N 220 631 505 62 152 116 51 167 131 54 172 128 53 140 130
Letter from VA 8 9 10 11 10 9 12 8 7 6 9 11 6 6 12
VA information pamphlet 13 14 22 11 17 23 16 11 18 13 15 24 11 12 17
Friend or family 69 65 55 69 58 53 59 66 60 76 66 52 66 68 59
Military base or family support center NA 6 4 NA 7 5 NA 7 5 NA 4 2 NA 6 8
Commercial or advertisement NA -- -- NA -- -- NA -- - NA - -- NA -- -
VA's website on the Internet * 1 1 2 1 2 -- 1 2 -- 1 2 -- 1 NA
Other 9 6 8 6 7 8 14 6 8 6 5 9 17 8 5
TOTAL 99 101 100 99 100 100 | 101 99 100 | 101 100 100 | 100 101 101

-- None. * Less than 0.5%. NA Not Asked.
MM Multiple mention prior to 2002
Wording changes and categories added in

2003

Question Number: Dependents 2

Sum does not add to 100% due to rounding.
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Where did you first LEARN about VA's education benefits program?

Base: Survivors and dependents receiving benefits under Chapter 35 only.

TABLE A-2, continued

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims
Unweighted N 479 1,297 1,074 | 146 318 266 102 331 276 119 324 265 112 324 267
Letter from VA 9 9 10 12 10 9 11 9 8 7 9 11 7 7 11
VA information pamphlet 14 15 21 13 17 23 16 13 19 14 15 23 12 13 17
Friend or family 68 64 56 66 58 53 60 65 59 73 66 54 67 67 59
Military base or family support center NA 5 4 NA 7 5 NA 6 4 NA 4 2 NA 5 7
Commercial or advertisement NA -- -- NA -- -- NA -- -- NA -- -- NA -- --
VA's website on the Internet * 1 2 1 1 2 -- 1 2 -- 1 2 * 1 *
Other 9 6 8 7 7 8 13 6 8 6 6 8 15 7 6
TOTAL 100 100 101 99 100 100 | 100 100 100 | 100 101 100 | 101 100 100
Question Number: Dependents 2
-- None.
* Less than 0.5%.
NA Not Asked.

Sum does not add to 100% due to rounding.
MM Multiple mention prior to 2002
Categories added in 2003
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TABLE A-3

Looking back, how much of what you NEEDED TO KNOW did you get from this source?

Base: Survivors and dependents receiving benefits under Chapter 35 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 261 677 572 86 172 150 51 165 148 65 155 137 59 185 137
All 19 22 23 29 24 23 24 18 19 6 22 27 22 23 18
Most 41 47 44 34 47 49 51 47 51 49 46 38 29 46 44
Some 30 24 25 29 24 20 18 28 26 34 25 25 36 22 29
Little 8 6 8 8 5 7 6 5 4 8 7 10 12 8 9
None 2 1 * -- 1 1 2 2 -- 3 -- -- 2 1 1
TOTAL 100 100 100 | 100 101 100 | 101 100 100 | 100 100 100 | 101 100 101
Supplemental Claims
Unweighted N 221 635 511 62 154 117 51 168 132 55 172 130 53 141 132
All 18 23 20 13 21 21 29 26 16 16 26 21 17 18 23
Most 42 40 44 42 44 44 35 45 42 42 33 45 47 48 42
Some 32 27 29 34 22 29 27 24 33 35 33 28 26 25 30
Little 9 9 6 11 13 7 8 6 8 7 8 5 9 9 5
None -- 1 1 -- 1 -- -- -- -- -- 1 2 -- 1 --
TOTAL 101 100 100 | 100 101 101 99 101 99 | 100 101 101 99 101 100
All Claims
Unweighted N 482 1,312 1,083 | 148 326 267 | 102 333 280 | 120 327 267 | 112 326 269
All 18 23 21 16 21 21 28 24 16 15 25 22 18 19 22
Most 42 41 44 40 44 44 38 45 44 43 35 44 44 48 42
Some 31 27 29 33 22 28 26 24 32 34 32 27 28 24 30
Little 9 8 6 11 12 7 7 6 8 7 7 6 10 8 6
None * 1 1 -- 1 * * * -- * * 1 * 1 *
TOTAL 100 100 101 100 100 100 | 99 99 100 [ 99 99 100 | 100 100 100
Question Number: Dependents 3
--None. *Lessthan 0.5%. Sum does not add to 100% due to rounding.

Schulman, Ronca & Bucuvalas, Inc. - page A-9




VA Education Beneficiaries 2004 Customer Satisfaction Survey

TABLE A-4

How accurate was the information you received?

Base: Survivors and dependents receiving benefits under Chapter 35 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 261 676 573 86 171 151 51 165 148 65 155 137 59 185 137
Very accurate 53 55 57 62 61 58 59 49 62 42 55 55 53 55 56
Somewhat accurate 39 38 35 34 34 37 31 45 32 48 37 35 37 37 34
Neither accurate nor inaccurate 6 3 3 3 2 1 4 -- 1 8 5 4 7 4 4
Somewhat inaccurate 3 1 3 1 1 1 6 1 3 2 1 4 3 2 3
Very inaccurate 1 1 * -- 1 1 -- 1 -- 2 1 -- -- 1 2
Don't know NA 1 2 NA 2 2 NA 4 3 NA -- 2 NA 1 3
TOTAL 102 99 100 100 101 100 [ 100 100 101 | 102 99 100 | 100 100 102
Supplemental Claims
Unweighted N 220 638 512 62 155 117 51 168 132 55 174 130 52 141 133
Very accurate 51 57 57 47 57 60 69 59 56 45 55 57 52 57 55
Somewhat accurate 41 35 34 45 32 33 27 36 39 45 36 30 40 34 39
Neither accurate nor inaccurate 4 5 4 5 6 3 4 3 3 4 4 6 6 6 3
Somewhat inaccurate 3 2 1 3 2 -- -- 1 -- 5 2 2 2 1 2
Very inaccurate -- 1 1 -- 1 1 -- 1 2 -- 1 2 -- 1 --
Don't know NA 2 2 NA 3 3 NA 1 -- NA 2 3 NA 1 2
TOTAL 99 102 99 100 101 100 [ 100 101 100 | 99 100 100 | 100 100 101
Question Number: Dependents 4
--None *Less than 0.5%. Sum does not add to 100% due to rounding. NA Not asked.

Category added in 2003

Schulman, Ronca & Bucuvalas, Inc. - page A-10




VA Education Beneficiaries 2004 Customer Satisfaction Survey

TABLE A-4, continued

How accurate was the information you received?

Base: Survivors and dependents receiving benefits under Chapter 35 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims
Unweighted N 481 1,314 1,085 | 148 326 268 102 333 280 120 329 267 111 326 270
Very accurate 51 56 57 50 57 60 67 57 57 45 55 57 52 57 55
Somewhat accurate 41 35 34 43 32 34 28 38 38 46 36 31 40 35 38
Neither accurate nor inaccurate 5 4 4 5 5 3 4 2 3 4 4 6 6 5 3
Somewhat inaccurate 3 2 1 3 2 * 1 1 1 5 2 3 2 1 2
Very inaccurate * 1 1 - 1 1 -- 1 1 * 1 1 -- 1 *
Don't know NA 2 2 NA 2 3 NA 1 * NA 2 3 NA 1 2
TOTAL 100 100 99 101 99 101 | 100 100 100 | 100 100 101 | 100 100 100
Question Number: Dependents 4
--None *Lessthan 0.5%. Sum does not add to 100% due to rounding. NA Not asked.

Category added in 2003
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TABLE A-5

Are you currently on active-duty in the U.S. Armed Forces?

Base: Individuals receiving benefits under Chapter 30 and Chapter 1606.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 933 749 456 183 207 114 | 252 171 114 | 252 164 112 | 246 207 116
Yes 13 12 14 13 14 14 13 12 11 12 10 18 13 17 14
No 87 88 86 87 86 86 87 88 90 88 90 82 87 83 86
TOTAL 100 100 100 | 100 100 100 | 100 100 101 | 100 100 100 | 100 100 100
Supplemental Claims
Unweighted N 1,205 834 542 279 187 122 | 304 184 147 | 302 235 128 | 320 228 145
Yes 7 7 8 8 6 7 9 6 6 4 8 9 8 6 7
No 93 93 92 92 94 93 91 94 94 96 92 91 92 94 93
TOTAL 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100
All Claims
Unweighted N 2,138 1,640 998 462 424 236 | 556 382 261 | 554 399 240 | 566 435 261
Yes 8 8 9 9 7 8 10 7 7 5 8 10 9 7 8
No 92 92 91 91 93 92 90 93 93 95 92 90 91 93 92
TOTAL 100 100 100 | 100 100 100 [ 100 100 100 | 100 100 100 | 100 100 100

Sum does not add to 100% due to rounding.

Question Number: Veterans 1
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TABLE A-6

When did you first LEARN about VA's education benefits program?

Base: Individuals receiving benefits under Chapter 30 and Chapter 1606 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 936 748 458 185 204 115 | 252 172 114 | 251 166 113 | 248 206 116
Before recruitment 43 38 44 39 35 38 44 36 42 41 41 51 50 38 41
At the time of recruitment 34 34 29 35 39 30 35 35 28 37 29 24 29 38 38
Soon after joining 12 15 15 16 14 18 10 14 15 12 16 14 12 13 12
Six months or more after joining 4 5 5 4 4 8 4 5 5 4 5 5 4 3 4
Shortly before separation 4 5 4 3 6 5 5 8 3 4 3 3 3 6 5
At separation 1 NA NA 2 NA NA 2 NA NA 1 NA NA 2 NA NA
After separation 1 NA NA 2 NA NA 1 NA NA 2 NA NA 1 NA NA
At or after separation NA 3 4 NA 1 2 NA 1 7 NA 6 3 NA 2 1
TOTAL 99 100 101 101 99 101 | 101 99 100 [ 101 100 100 | 101 100 101
Supplemental Claims
Unweighted N 1,205 893 543 277 218 122 | 306 213 147 | 302 234 128 | 320 228 146
Before recruitment 46 42 41 40 40 32 44 40 38 48 42 44 52 44 47
At the time of recruitment 32 37 35 32 35 46 34 36 37 30 36 32 33 41 29
Soon after joining 13 14 14 19 14 16 15 17 17 12 15 14 8 9 12
Six months or more after joining 3 3 4 2 4 1 4 5 3 3 2 6 2 2 5
Shortly before separation 4 3 3 5 4 - 2 2 3 5 4 4 3 2 4
At separation 1 NA NA 2 NA NA 1 NA NA 1 NA NA 2 NA NA
After separation 1 NA NA 1 NA NA 1 NA NA 1 NA NA 1 NA NA
At or after separation NA 2 2 NA 3 5 NA 1 3 NA 1 1 NA 3 3
TOTAL 100 101 99 101 100 100 [ 101 101 101 | 100 100 101 | 101 101 100
Question Number: Veterans 2
-- None.

NA Not Asked. Sum does not add to 100% due to rounding.

Wording changes in 2003.
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TABLE A-6, continued
When did you first LEARN about VA's education benefits program?

NA Not Asked.

Sum does not add to 100% due to rounding.
Word changes and categories added in 2003

Base: Individuals receiving benefits under Chapter 30 and Chapter 1606 only.
All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims

Unweighted N 2,141 1,641 1,001 462 422 237 | 558 385 261 553 400 241 568 434 262
Before recruitment 46 41 41 40 39 33 44 39 38 a7 42 44 51 43 46
At the time of recruitment 32 36 34 32 35 44 34 36 35 31 35 31 32 40 31
Soon after joining 13 14 15 18 14 17 14 16 17 12 15 14 8 9 12
Six months or more after joining 3 3 4 2 4 2 4 5 3 3 3 5 2 2 5
Shortly before separation 4 3 3 4 4 1 3 3 3 5 3 4 3 3 4
At separation 1 NA NA 2 NA NA 1 NA NA 1 NA NA 2 NA NA
After separation 1 NA NA 1 NA NA 1 NA NA 1 NA NA 1 NA NA

At or after separation NA 2 3 NA 3 4 NA 1 4 NA 2 1 NA 3 3
TOTAL 100 99 100 99 99 101 | 101 100 100 [ 100 100 99 99 100 101

Question Number: Veterans 2
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Where did you first LEARN about VA's education benefits program?

TABLE A-7

Base: Individuals receiving benefits under Chapter 30 and Chapter 1606 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 932 753 455 185 208 114 | 251 172 114 | 249 166 112 | 247 207 115
Commercial or advertisement 13 11 12 10 12 12 14 11 14 14 11 10 16 11 14
Recruiter 44 40 36 45 42 28 42 41 33 43 36 39 45 46 45
VA Information pamphlet 6 3 6 5 3 9 6 4 6 6 4 5 4 1 4
Another person in my unit 6 5 7 5 3 7 5 4 12 6 8 4 6 3 6
Military base or unit Education Office 16 21 19 19 20 22 15 20 19 14 21 22 16 22 12
Friend or family 12 13 13 13 15 14 14 14 9 11 11 16 10 11 13
VA's website on the Internet * * 1 -- -- 2 * * 1 * * 1 1 1 --
School NA 5 3 NA 5 1 NA 4 4 NA 5 2 NA 4 5
Other 3 2 3 2 1 5 4 1 3 4 3 2 3 1 2
TOTAL 100 100 100 99 101 100 | 100 99 101 98 99 101 | 101 100 101
Supplemental Claims
Unweighted N 1,200 889 539 273 218 120 | 304 213 146 | 303 232 128 | 320 226 145
Commercial or advertisement 14 13 12 16 9 7 8 16 14 15 13 14 18 12 10
Recruiter 42 42 43 41 44 44 44 41 45 40 40 42 45 43 42
VA Information pamphlet 5 4 4 4 5 3 7 3 3 4 4 4 5 5 4
Another person in my unit 4 3 4 3 4 6 5 5 4 4 2 2 2 4 5
Military base or unit Education Office 16 16 19 19 17 21 17 17 18 16 19 21 14 10 15
Friend or family 15 14 13 14 15 11 15 12 12 17 13 11 13 15 19
VA's website on the Internet * 1 -- * 2 -- * 1 -- * 1 -- -- -- --
School NA 5 2 NA 4 4 NA 3 2 NA 5 -- NA 7 2
Other 3 2 4 1 1 4 3 2 3 3 3 5 4 4 3
TOTAL 99 100 101 98 101 100 [ 99 100 101 99 100 99 101 100 100
Question Number: Veterans 3
--None. *Less than 0.5%. Sum does not add to 100% due to rounding.

NA Not Asked. MM Multiple mention prior to 2002. Word changes and categories added in 2003
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TABLE A-7, continued
Where did you first LEARN about VA's education benefits program?

Base: Individuals receiving benefits under Chapter 30 and Chapter 1606 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims
Unweighted N 2132 1,642 994 458 426 234 555 385 260 | 552 398 240 567 433 260
Commercial or advertisement 14 13 12 15 9 8 9 16 14 15 13 14 17 12 10
Recruiter 42 41 42 42 44 42 44 41 43 41 39 42 45 43 43
VA Information pamphlet 5 4 4 4 5 4 7 3 4 5 4 4 5 5 4
Another person in my unit 4 4 4 4 4 6 5 5 6 4 3 2 2 4 5
Military base or unit Education Office 16 17 19 19 17 21 17 17 18 16 19 21 14 11 15
Friend or family 15 14 13 14 15 12 15 12 11 16 13 12 13 15 18
VA's website on the Internet * 1 * * 2 * * 1 * * 1 * * * --
School NA 5 2 NA 4 3 NA 3 2 NA 5 * NA 7 2
Other 3 2 4 2 1 4 3 2 3 4 3 5 4 3 3
TOTAL 99 101 100 100 101 100 [ 100 100 101 | 101 100 100 | 100 100 100
Question Number: Veterans 3
-- None.

* Less than 0.5%.

NA Not Asked.

MM Multiple mention prior to 2002.

Sum does not add to 100% due to rounding.
Word changes and categories added in 2003
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TABLE A-8

Looking back, how much of what you NEEDED TO KNOW did you get from this source?

Base: Individuals receiving benefits under Chapter 30 and Chapter 1606.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 935 754 457 185 209 115 | 251 172 114 | 250 166 113 | 249 207 115
All 6 8 10 6 11 8 5 5 11 8 9 10 4 5 11
Most 32 27 29 27 24 31 32 27 35 35 28 30 31 29 18
Some 41 42 38 41 42 38 44 49 32 37 38 41 41 42 39
Little 21 21 21 24 22 22 18 18 22 19 22 18 24 23 27
None 1 2 1 1 1 1 1 1 -- 1 3 1 1 1 5
TOTAL 101 100 99 99 100 100 ( 100 100 100 | 100 100 100 | 101 100 100
Supplemental Claims
Unweighted N 1,201 895 543 276 219 122 | 304 213 147 | 301 235 128 | 320 228 146
All 7 8 6 10 9 8 7 4 4 8 9 6 3 10 5
Most 30 32 35 33 31 36 29 29 38 28 36 33 32 28 36
Some 40 37 41 36 41 40 45 40 44 37 35 41 43 33 40
Little 21 21 16 18 17 15 18 26 14 26 17 18 20 28 18
None 2 2 2 3 2 1 1 1 1 1 3 2 2 2 2
TOTAL 100 100 100 [ 100 100 100 | 100 100 101 | 100 100 100 [ 100 101 101
All Claims
Unweighted N 2,136 1,649 1,000 | 461 428 237 | 555 385 261 | 551 401 241 569 435 261
All 7 8 7 9 9 8 7 4 5 8 9 7 3 9 5
Most 30 31 34 32 31 36 30 29 37 29 35 33 31 28 33
Some 40 37 41 37 41 40 44 41 42 37 36 41 43 34 40
Little 21 21 17 19 18 16 18 25 15 25 18 18 21 27 19
None 2 2 2 3 2 1 1 1 1 1 3 2 2 2 3
TOTAL 100 99 101 100 101 101 { 100 100 100 | 100 101 101 | 100 100 100
Question Number: Veterans 4
--None. Sum does not add to 100% due to rounding.
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TABLE A-9
How accurate was the information you received?

Base: Individuals receiving benefits under Chapter 30 and Chapter 1606.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 929 754 458 182 209 115 250 172 114 250 166 113 247 207 116
Very accurate 25 28 31 26 32 21 25 29 43 25 26 31 26 29 25
Somewhat accurate 57 50 49 56 42 55 58 50 45 57 50 50 56 55 48
Neither accurate nor inaccurate 10 10 9 8 9 11 10 12 4 10 11 9 10 6 12
Somewhat inaccurate 7 5 5 8 7 6 6 5 5 6 4 5 6 6 6
Very inaccurate 1 1 2 2 4 1 1 1 1 2 1 1 1 1 4
Don't know NA 5 4 NA 6 6 NA 3 2 NA 7 4 NA 4 5
TOTAL 100 99 100 100 100 100 [ 100 100 100 | 100 99 100 99 101 100
Supplemental Claims
Unweighted N 1,197 891 543 274 218 122 304 211 147 300 235 128 319 227 146
Very accurate 27 32 31 37 34 29 27 28 38 24 34 28 23 29 33
Somewhat accurate 56 48 47 48 49 56 60 49 47 60 49 43 56 46 44
Neither accurate nor inaccurate 10 9 11 9 10 5 9 11 6 10 7 16 13 13 11
Somewhat inaccurate 5 5 6 3 4 5 4 6 7 6 5 7 6 5 5
Very inaccurate 2 2 2 3 1 4 1 1 1 1 2 2 2 4 2
Don't know NA 3 3 NA 2 1 NA 5 1 NA 3 4 NA 3 5
TOTAL 100 99 100 100 100 100 ( 101 100 100 | 101 100 100 [ 100 100 100
Question Number: Veterans 5
Sum does not add to 100% due to rounding. NA Not asked.

Category added in 2003.
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TABLE A-9, continued

How accurate was the information you received?
Base: Individuals receiving benefits under Chapter 30 and Chapter 1606.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims
Unweighted N 2126 1,645 1,001 456 427 237 | 554 383 261 550 401 241 566 434 262
Very accurate 27 31 31 35 33 28 26 28 39 24 33 28 23 29 32
Somewhat accurate 56 49 47 49 48 56 60 49 46 59 49 44 56 47 45
Neither accurate nor inaccurate 10 9 11 9 10 6 9 11 6 10 7 15 12 12 11
Somewhat inaccurate 5 5 6 4 5 5 4 6 6 6 5 7 6 5 5
Very inaccurate 1 2 2 3 1 4 1 1 1 1 1 2 2 4 2
Don't know NA 4 3 NA 3 2 NA 5 1 NA 4 4 NA 3 5
TOTAL 99 100 100 100 100 101 [ 100 100 99 100 99 100 99 100 100
Question Number: Veterans 5
Sum does not add to 100% due to rounding. NA Not asked.

Category added in 2003.
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Base: Individuals receiving benefits under Chapter 30 and Chapter 1606.

TABLE A-10
When did you begin to PLAN the use of your education benefits?

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 912 715 449 178 198 112 | 246 167 113 | 243 152 110 | 245 198 114
Before active-duty service 20 19 23 20 14 22 18 18 24 17 20 21 25 24 25
Six months or more before separation 21 23 23 23 25 26 20 18 18 20 25 27 19 21 22
from active-duty service
Less than six months before separation 5 6 6 3 8 5 5 5 9 6 4 5 7 9 3
from active-duty service
At separation from active-duty service 12 12 12 10 13 8 10 15 14 15 11 12 11 8 12
Less than six months after separation 9 13 8 8 8 6 9 10 11 9 16 6 9 15 12
from active-duty service
Six months or more after separation from 34 28 29 36 32 34 37 34 25 32 24 30 29 23 26
active-duty service
TOTAL 101 101 101 100 100 101 99 100 101 99 100 101 | 100 100 100
Supplemental Claims
Unweighted N 1,189 864 525 271 213 115 | 299 206 142 | 300 225 126 | 319 220 142
Before active-duty service 18 20 17 18 19 11 17 19 20 16 18 13 21 24 27
Six months or more before separation 23 20 27 25 18 24 22 21 27 24 20 30 21 20 23
from active-duty service
Less than six months before separation 7 8 7 6 10 5 7 9 4 9 6 10 6 7 7
from active-duty service
At separation from active-duty service 14 16 15 14 15 21 14 17 15 14 17 12 15 11 13
Less than six months after separation 11 12 8 9 10 7 13 9 10 11 13 9 10 15 8
from active-duty service
Six months or more after separation from 27 25 27 29 28 33 26 25 25 26 24 27 27 24 23
active-duty service
TOTAL 100 101 101 101 100 101 9 100 101 ] 100 98 101 | 100 101 101

Sum does not add to 100% due to rounding.

Question Number: Veterans 6
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TABLE A-10, continued

When did you begin to PLAN the use of your education benefits?

Base: Individuals receiving benefits under Chapter 30 and Chapter 1606.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims
Unweighted N 2,101 1,579 974 449 411 227 | 545 373 255 | 543 377 236 | 564 418 256
Before active-duty service 18 20 18 18 19 12 18 19 21 16 19 14 21 24 26
Six months or more before separation 23 20 26 25 19 24 22 20 25 23 21 30 21 20 23
from active-duty service
Less than six months before separation 7 8 7 6 9 5 7 9 5 8 6 9 6 7 6
from active-duty service
At separation from active-duty service 14 15 14 13 15 19 13 17 15 14 17 12 14 11 13
Less than six months after separation 10 12 8 8 10 7 13 9 10 11 14 9 10 15 8
from active-duty service
Six months or more after separation from 28 25 27 30 28 33 28 26 25 27 24 27 27 24 24
active-duty service
TOTAL 100 100 100 [ 100 100 100 | 101 100 101 99 101 101 99 101 100

Sum does not add to 100% due to rounding.

Question Number: Veterans 6
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TABLE A-11
Which of the following information sources did you find useful in PLANNING

for the use of your education benefits?
Base: Individuals receiving benefits under Chapter 30 and Chapter 1606 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 747 458 206 115 171 114 164 113 206 116
VA Information pamphlet 32 28 28 25 40 26 29 30 34 30
VA's website on the Internet 29 26 25 34 36 21 27 28 27 20
Military base or unit Education Office 41 38 44 42 34 30 40 40 46 38
Another person in my unit 19 14 16 15 19 16 20 11 24 17
Friend or family 14 12 11 12 13 6 17 14 13 14
School 32 33 31 31 27 33 36 33 30 37
Other 9 5 7 5 9 6 10 3 10 7
None of the above NA 4 NA 3 NA 5 NA 4 NA 4
Supplemental Claims

Unweighted N 889 543 219 122 212 147 232 128 226 146
VA Information pamphlet 36 31 41 27 38 35 34 33 31 29
VA's website on the Internet 27 30 28 29 26 26 28 32 22 30
Military base or unit Education Office 43 37 35 39 50 39 44 33 43 42
Another person in my unit 15 13 14 14 14 15 15 11 18 16
Friend or family 12 11 12 14 13 8 10 12 12 9
School 35 41 41 40 34 38 30 39 41 51
Other 8 5 5 3 6 5 11 5 6 4
None of the above NA 5 NA 4 NA 6 NA 6 NA 6

Multiple mention.
NA Not asked.

Question Number: Veterans 7
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TABLE A-11, continued

Which of the following information sources did you find useful in PLANNING

for the use of your education benefits?
Base: Individuals receiving benefits under Chapter 30 and Chapter 1606 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims

Unweighted N 1,636 1,001 425 237 383 261 396 241 432 262
VA Information pamphlet 35 31 39 26 38 33 34 32 31 29
VA's website on the Internet 27 29 28 30 27 26 28 31 22 29
Military base or unit Education Office 43 37 36 39 48 38 43 34 44 42
Another person in my unit 16 13 14 14 15 16 15 11 19 16
Friend or family 12 11 12 14 13 8 11 12 12 9
School 35 40 40 39 33 37 30 38 40 49
Other 8 5 6 4 6 5 11 5 7 5
None of the above NA 5 NA 4 NA 6 NA 6 NA 5

Multiple mention.
NA Not asked.

Question Number: Veterans 7
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TABLE A-12

While on active-duty, were you offered the opportunity to attend any briefings

or sessions that provided information regarding your education benefits?
Base: Individuals receiving benefits under Chapter 30 and Chapter 1606 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 925 739 455 184 205 114 247 169 113 248 160 112 | 246 205 116
Yes 57 67 52 57 66 58 56 72 50 62 65 49 52 68 54
No 43 33 48 43 34 43 44 28 50 38 35 51 48 32 47
TOTAL 100 100 100 100 100 101 ( 100 100 100 | 100 100 100 | 100 100 101
Supplemental Claims
Unweighted N 1,200 877 534 274 216 120 | 305 210 144 302 230 125 | 319 221 145
Yes 60 66 52 61 70 42 54 66 55 62 64 51 61 64 63
No 40 34 48 39 30 58 46 34 45 38 36 49 39 36 37
TOTAL 100 100 100 100 100 100 ( 100 100 100 | 100 100 100 | 100 100 100
All Claims
Unweighted N 2,125 1,616 989 458 421 234 552 379 257 | 550 390 237 | 565 426 261
Yes 60 66 52 61 69 44 55 66 54 62 65 50 60 64 61
No 40 34 48 39 31 56 45 34 46 38 35 50 40 36 39
TOTAL 100 100 100 100 100 100 [ 100 100 100 | 100 100 100 | 100 100 100

Sum does not add to 100% due to rounding.

Wording changes in 2003 and 2004.

Question Number: Veterans 8
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TABLE A-13
Did you attend any briefing or sessions that provided information regarding

your education benefits?
Base: Not offered the opportunity to attend briefing or session - Chapter 30 and Chapter 1606 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 215 51 55 49 60
Yes 90 88 87 90 95
No 10 12 13 10 5
TOTAL 100 100 100 100 100
Supplemental Claims
Unweighted N 238 39 67 52 80
Yes 91 97 92 88 91
No 9 3 8 12 9
TOTAL 100 100 100 100 100
All Claims
Unweighted N 453 90 122 101 140
Yes 91 96 92 88 91
No 9 4 8 12 9
TOTAL 100 100 100 100 100

Added in 2004

Question Number: Veterans 9
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TABLE A-14

Looking back, how much of what you NEEDED TO KNOW did you get from these sessions?

Base: Attended a briefing or session - Chapter 30 and Chapter 1606 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004|2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 520 472 193 104 126 46 136 118 47 154 98 43 126 130 57
All 14 12 11 19 17 10 12 12 13 14 10 13 10 9 7
Most 47 40 46 42 38 40 50 40 52 43 38 49 59 44 40
Some 28 34 33 28 30 38 30 32 30 29 37 28 24 36 41
Little 10 11 9 11 7 12 7 14 5 13 12 9 7 8 11
None * 4 * - 8 - 1 2 - 1 3 - - 3 2
TOTAL 99 101 99 100 100 100 [ 100 100 100 | 100 100 99 | 100 100 101
Supplemental Claims
Unweighted N 722 547 213 168 136 38 168 130 60 188 136 45 198 145 70
All 13 11 13 21 9 20 11 9 19 9 14 7 11 9 11
Most 50 49 48 45 51 43 53 42 52 52 52 53 47 46 41
Some 29 28 26 29 28 21 28 33 26 28 26 22 32 29 36
Little 8 9 11 3 8 15 9 11 2 10 6 16 9 13 10
None 1 3 2 1 3 -- -- 5 2 1 3 3 1 3 3
TOTAL 101 100 100 99 99 99 | 101 100 101 [ 100 101 101 | 100 100 101
All Claims
Unweighted N 1,242 1,019 406 272 262 84 304 248 107 | 342 234 88 324 2715 127
All 13 11 12 21 10 19 11 9 18 10 13 7 11 9 10
Most 49 48 48 45 49 43 52 42 52 51 50 53 48 45 41
Some 29 29 27 29 29 24 28 33 26 28 27 23 31 30 36
Little 8 9 11 4 8 15 8 11 2 10 7 15 9 12 10
None 1 3 2 1 4 - * 5 2 1 3 2 1 3 3
TOTAL 100 100 100 [ 100 100 101 99 100 100 | 100 100 100 | 100 99 100

Sum does not add to 100% due to rounding.

* Less than 0.5%. -- None.

Question Number: Veterans 10
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Base: Attended a briefing or session - Chapter 30 and Chapter 1606 only.

TABLE A-15
How accurate was the information you received?

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 539 470 192 108 124 46 140 118 47 160 98 43 131 130 56
Very accurate 43 38 46 44 39 45 42 42 56 39 34 a7 49 42 35
Somewhat accurate 46 49 45 50 46 39 47 43 36 47 55 47 39 47 56
Neither accurate nor inaccurate 7 6 6 5 5 8 5 8 5 10 4 6 8 5 6
Somewhat inaccurate 3 1 1 1 3 3 5 3 3 2 1 -- 3 -- --
Very inaccurate 1 1 1 1 1 3 1 -- -- 2 -- -- 2 3 2
Don't know NA 5 1 NA 5 3 NA 4 -- NA 6 - NA 2 2
TOTAL 100 100 100 101 99 101 | 100 100 100 | 100 100 100 | 101 99 101
Supplemental Claims
Unweighted N 740 543 214 171 135 38 173 130 60 191 134 45 205 144 71
Very accurate 44 48 46 51 49 37 44 40 59 44 51 37 38 46 53
Somewhat accurate 46 40 42 40 40 51 45 48 35 47 38 47 50 37 34
Neither accurate nor inaccurate 7 4 5 7 5 - 9 2 2 5 4 8 8 5 5
Somewhat inaccurate 2 1 3 2 * 3 1 1 -- 3 -- 5 3 4 2
Very inaccurate * 2 1 1 3 6 -- 1 2 1 1 - - 2 -
Don't know NA 5 4 NA 2 3 NA 7 2 NA 5 3 NA 6 7
TOTAL 99 100 101 101 99 100 99 99 100 [ 100 99 100 99 100 101
Question Number: Veterans 11
--None. *Lessthan 0.5%. Sum does not add to 100% due to rounding. NA Not asked.

Category added in 2003.
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TABLE A-15, continued

How accurate was the information you received?

Base: Attended a briefing or session - Chapter 30 and Chapter 1606 only.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims
Unweighted N 1,279 1,013 406 279 259 84 313 248 107 351 232 88 336 274 127
Very accurate 44 46 46 50 48 39 44 40 59 44 49 39 40 45 51
Somewhat accurate 46 41 42 41 41 49 46 47 35 47 40 47 49 38 37
Neither accurate nor inaccurate 7 4 5 7 5 1 9 3 2 6 4 8 8 5 5
Somewhat inaccurate 2 1 3 2 1 3 2 2 1 2 * 5 3 4 1
Very inaccurate * 2 1 1 3 5 * 1 2 1 1 - * 2 *
Don't know NA 5 3 NA 2 3 NA 7 2 NA 5 2 NA 6 6
TOTAL 99 99 100 101 100 100 [ 101 100 101 | 100 99 101 | 100 100 100
Question Number: Veterans 11
--None. *Lessthan 0.5%. Sum does not add to 100% due to rounding. ~NA Not asked.

Category added in 2003.
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TABLE A-16
Within the past year, did you receive a VA pamphlet about your
education benefits through the mail?

Base: All education beneficiaries.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 1,107 1,403 1,020 | 254 369 260 273 334 258 292 315 252 | 288 385 250
Yes 89 79 72 87 79 71 93 78 76 89 79 68 89 81 76
No 11 21 28 13 21 29 7 22 24 11 21 32 11 19 24
TOTAL 100 100 100 100 100 100 ( 100 100 100 | 100 100 100 | 100 100 100
Supplemental Claims
Unweighted N 1,326 1,511 1,045 | 306 369 235 | 330 375 279 335 402 255 | 355 365 276
Yes 89 86 73 87 86 74 88 82 70 92 88 74 89 84 72
No 11 14 27 13 14 26 12 18 30 8 12 26 11 16 28
TOTAL 100 100 100 100 100 100 ( 100 100 100 | 100 100 100 | 100 100 100
All Claims
Unweighted N 2,433 2914 2,065 | 560 738 495 603 709 537 627 717 507 | 643 750 526
Yes 89 85 73 87 85 74 89 82 71 91 87 73 89 84 73
No 11 15 27 13 15 26 11 18 29 9 13 27 11 16 27
TOTAL 100 100 100 100 100 100 [ 100 100 100 | 100 100 100 | 100 100 100

Sum does not add to 100% due to rounding.

Wording changes in 2003.

Question Number: Dependents 5/Veterans 12
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TABLE A-17

How much of what you NEEDED TO KNOW did you get from the pamphlet?

Base: Received a VA pamphlet in the mail.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004|2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 733 1,068 744 163 284 191 | 201 244 193 189 240 173 | 180 300 187
All 15 22 20 15 22 26 15 22 13 16 23 20 12 19 21
Most 46 51 44 46 49 31 44 51 52 46 52 47 48 48 40
Some 27 21 22 27 23 32 26 22 17 27 19 20 28 25 23
Little 8 3 10 7 2 8 10 4 9 7 2 10 7 5 13
None 5 3 5 5 4 4 5 1 9 4 4 3 4 3 3
TOTAL 101 100 101 100 100 101 ( 100 100 100 | 100 100 100 | 99 100 100
Supplemental Claims
Unweighted N 933 1,150 749 211 287 173 | 235 271 196 | 250 305 183 | 237 287 197
All 20 25 21 27 27 23 20 22 23 17 27 18 19 21 23
Most 45 40 41 43 44 45 41 45 42 49 38 40 41 37 38
Some 24 22 25 20 20 17 27 20 25 22 21 30 27 29 23
Little 7 7 7 5 6 7 7 8 3 8 8 9 9 7 6
None 5 5 6 5 3 9 5 5 8 4 6 3 6 5 10
TOTAL 101 99 100 | 100 100 101 | 100 100 101 | 100 100 100 | 102 99 100
All Claims
Unweighted N 1,666 2218 1,493 | 374 571 364 | 436 515 389 | 439 545 356 | 417 587 384
All 19 25 21 25 27 24 19 22 21 17 27 18 18 21 23
Most 45 42 41 43 45 43 42 46 43 49 40 41 42 38 38
Some 24 22 25 21 20 18 27 20 24 23 21 29 27 29 23
Little 7 7 7 5 5 7 7 7 4 7 7 9 8 7 7
None 5 5 6 5 3 8 5 5 8 4 6 3 5 4 9
TOTAL 100 101 100 99 100 100 | 100 100 100 | 100 101 100 [ 100 99 100

Sum does not add to 100% due to rounding.

Question Number: Dependents 6/Veterans 13
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TABLE A-18
To whom did you submit your application for education benefits?

Base: All education beneficiaries.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 1,172 1,414 1,017 | 267 372 260 | 294 335 259 | 310 318 249 | 301 389 249
School 70 70 70 71 71 70 68 60 65 74 77 73 65 66 69
VA directly by mail or visit 22 20 18 22 20 15 21 28 25 19 15 17 27 24 18
VA directly on-line through VA's website 5 5 5 3 7 7 6 6 4 5 4 5 4 6 5
Don't recall 3 4 7 4 2 8 5 6 6 2 4 6 4 4 7
TOTAL 100 99 100 100 100 100 ( 100 100 100 | 100 100 101 | 100 100 99
Supplemental Claims
Unweighted N 1,414 1,519 1,041 | 342 370 236 | 352 377 274 | 355 405 256 | 365 367 275
School 77 78 75 76 78 69 70 74 69 80 81 79 76 77 81
VA directly by mail or visit 15 14 14 18 16 20 17 18 18 13 12 11 15 12 11
VA directly on-line through VA's website 3 4 4 2 4 7 6 4 6 3 4 3 2 4 2
Don't recall 5 3 6 4 2 5 7 4 7 4 2 6 7 6 7
TOTAL 100 99 99 100 100 101 [ 100 100 100 | 100 99 99 100 99 101
All Claims
Unweighted N 2,586 2933 2,058 | 609 742 496 | 646 712 533 | 665 723 505 | 666 756 524
School 76 77 75 75 77 69 70 72 68 80 81 78 75 76 79
VA directly by mail or visit 16 15 15 18 16 19 18 19 19 13 13 12 17 14 11
VA directly on-line through VA's website 3 4 4 2 5 7 6 4 6 3 4 4 2 5 2
Don't recall 5 3 6 4 2 5 7 4 7 4 3 6 6 6 7
TOTAL 100 99 100 99 100 100 [ 101 99 100 [ 100 101 100 [ 100 101 99

Sum may not add to 100% due to rounding.
Wording change in 2003.

Question Number: Dependents 7/Veterans 14
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TABLE A-19

Did you find anything to be difficult or confusing about the application?

Base: All education beneficiaries.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 1,032 1,410 1,022 | 239 372 261 | 265 334 260 | 270 317 250 | 258 387 251
Yes 17 16 20 15 19 20 18 14 18 17 13 21 17 24 18
No 83 84 80 85 81 80 82 86 82 83 87 79 83 76 82
TOTAL 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100
Supplemental Claims
Unweighted N 1,134 1,507 1,041 | 271 366 236 | 286 375 276 | 292 403 256 | 285 367 273
Yes 14 14 16 13 13 18 13 13 15 13 14 16 17 17 15
No 86 86 84 87 87 82 87 87 85 87 86 84 83 83 85
TOTAL 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100
All Claims
Unweighted N 2,166 2917 2063 | 510 738 497 | 551 709 536 | 562 720 506 | 543 750 524
Yes 14 14 17 13 14 18 14 13 15 13 14 17 17 18 16
No 86 86 83 87 86 82 86 87 85 87 86 83 83 82 84
TOTAL 100 100 100 | 100 100 100 [ 100 100 100 | 100 100 100 | 100 100 100

Wording change in 2003.

Question Number: Dependents 8/Veterans 15
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TABLE A-20
What specifically did you find to be difficult or confusing about the application?

Base: Found something to be difficult or confusing.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004|2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 179 332 202 37 92 43 49 65 55 48 67 51 45 108 53
Print size was hard to read 3 6 1 -- 3 1 1 5 -- 3 9 2 9 4 5
It was too long 18 9 12 7 14 22 25 3 20 16 5 5 25 12 9
Some questions were not clear 70 51 50 71 43 59 73 59 51 69 47 53 64 59 34
Some instructions were confusing 53 52 60 52 41 53 60 57 57 49 57 71 51 53 49
Asked for information VA should have 34 29 33 29 38 53 40 24 18 31 28 34 36 24 28
already had
Asked for information that was hard to 21 17 14 19 14 11 25 16 12 12 23 12 33 11 21
supply
Not clear why all the information was 30 29 18 29 31 26 37 27 14 21 29 14 35 28 23
needed
Supplemental Claims
Unweighted N 164 307 180 36 76 43 39 79 49 38 76 40 51 76 48
Print size was hard to read 5 2 3 3 1 12 -- 1 1 7 5 -- 7 1 1
It was too long 16 9 16 23 12 13 21 7 2 13 9 21 8 7 23
Some questions were not clear 70 46 52 75 48 45 69 37 67 62 49 53 76 48 43
Some instructions were confusing 58 43 45 53 34 57 52 43 44 65 44 45 58 51 35
Asked for information VA should have 39 36 40 42 45 51 36 27 36 34 29 28 47 47 55
already had
Asked for information that was hard to 19 19 26 22 5 31 12 20 18 15 23 22 27 23 32
supply
Not clear why all the information was 32 20 25 43 14 16 25 17 26 20 17 32 46 34 19
needed

See next page for notes.

Question Number: Dependents 9/Veterans 16
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TABLE A-20, continued

What specifically did you find to be difficult or confusing about the application?

Base: Found something to be difficult or confusing.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004|2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims
Unweighted N 343 639 382 73 168 86 88 144 104 86 143 91 96 184 101
Print size was hard to read 5 3 3 2 1 10 * 2 1 7 5 * 7 1 1
It was too long 16 9 15 20 12 14 22 6 6 14 8 18 10 8 21
Some questions were not clear 70 47 51 74 47 47 70 40 64 63 49 53 74 49 42
Some instructions were confusing 57 45 48 53 36 56 54 45 47 62 46 49 57 51 37
Asked for information VA should have 38 35 39 40 44 51 37 27 32 33 29 29 45 43 51
already had
Asked for information that was hard to 19 18 24 22 6 28 16 19 17 14 23 21 28 21 31
supply
Not clear why all the information was 32 22 24 40 17 18 28 19 24 20 18 29 44 33 19
needed
Question Number: Dependents 9/Veterans16
-- None.

* Less than 0.5%.
Multiple mentions.
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TABLE A-21

Did VA let you know your application had been received?

Base: All education beneficiaries.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 1,185 1,414 1,024 | 270 373 262 | 296 333 261 | 313 319 250 | 306 389 251
Yes 87 87 84 87 85 87 91 87 81 85 88 82 84 90 87
No 13 13 16 13 15 13 9 13 19 15 12 18 16 10 13
TOTAL 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100
Supplemental Claims
Unweighted N 1,404 1,500 1,039 | 337 370 235 | 345 370 274 | 350 399 253 | 372 361 277
Yes 78 83 85 78 82 84 81 84 83 79 84 88 74 81 82
No 22 17 15 22 18 16 19 16 17 21 16 12 26 19 18
TOTAL 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100
All Claims
Unweighted N 2589 2914 2063 | 607 743 497 | 641 703 535 | 663 718 503 | 678 750 528
Yes 79 84 85 80 82 84 83 85 83 80 85 87 75 82 82
No 21 16 15 20 18 16 17 15 17 20 15 13 25 18 18
TOTAL 100 100 100 | 100 100 100 [ 100 100 100 | 100 100 100 | 100 100 100

Question Number: Dependents 10/Veterans 17
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TABLE A-22
How completely did VA keep you informed of the status of your application?

Base: All education beneficiaries.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 1,192 1,420 1,028 | 268 376 264 301 333 261 317 320 252 | 306 391 251
Completely 27 38 30 27 38 31 28 38 29 27 40 34 24 34 24
Mostly 31 28 29 28 24 25 31 30 34 34 27 25 32 31 31
Somewhat 20 16 19 20 15 24 18 16 16 21 15 17 21 16 20
Only a little 10 8 10 11 11 8 12 6 7 7 8 12 10 10 11
Not at all 11 8 10 14 11 11 9 8 11 11 7 9 10 8 10
Didn't need status information 2 2 2 1 2 1 3 1 3 1 3 2 3 2 3
TOTAL 101 100 100 101 101 100 | 101 99 100 { 101 100 99 100 101 99
Supplemental Claims

Unweighted N 1,417 1,517 1,045 | 339 370 237 | 349 377 276 | 356 403 257 | 373 367 275
Completely 26 34 33 26 28 29 28 32 36 27 38 37 23 32 30
Mostly 27 28 30 23 30 32 26 30 27 28 26 30 28 29 28
Somewhat 20 17 16 20 16 15 18 16 18 21 17 15 22 18 17
Only a little 11 7 8 13 9 8 12 10 7 10 4 8 11 10 10
Not at all 13 11 9 15 14 14 14 10 10 12 11 4 13 8 11
Didn't need status information 3 3 4 2 4 2 3 3 3 2 3 5 4 2 5
TOTAL 100 100 100 99 101 100 | 101 101 101 | 100 99 99 101 99 101

Sum may not add to 100% due to rounding.

Question Number: Dependents 11/Veterans 18
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TABLE A-22, continued
How completely did VA keep you informed of the status of your application?

Base: All education beneficiaries.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims
Unweighted N 2609 2937 2073 | 607 746 501 650 710 537 673 723 509 679 758 526
Completely 26 34 33 26 29 29 28 33 35 27 39 36 23 33 29
Mostly 27 28 29 24 29 31 27 30 28 29 26 30 29 29 29
Somewhat 20 17 16 20 16 17 18 16 18 21 17 16 22 18 17
Only a little 11 7 9 13 9 8 12 9 7 10 4 9 11 10 10
Not at all 13 10 9 15 13 13 13 10 10 12 10 5 12 8 11
Didn't need status information 2 3 4 2 3 2 3 3 3 2 3 5 4 2 4
TOTAL 99 99 100 100 99 100 | 101 101 101 | 101 99 101 | 101 100 100

Sum may not add to 100% due to rounding.

Question Number: Dependents 11/Veterans 18
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TABLE A-23
How long did it take VA to process your application?

Base: All education beneficiaries.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004|2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 1,136 1,358 979 264 363 253 | 283 324 244 | 299 306 241 | 290 365 241
1 week 2 2 3 2 2 1 3 3 6 1 1 1 5 2 2
2 weeks 10 10 10 9 7 9 8 15 11 11 10 11 11 9 9
3 weeks 11 15 16 12 11 9 8 12 15 12 17 20 13 16 18
4 weeks 20 24 22 17 22 22 23 22 20 20 27 23 20 22 22
5 weeks 9 10 11 10 8 12 10 10 7 8 9 9 8 12 16
6 weeks 16 14 15 15 14 16 17 12 13 16 15 18 16 14 13
7 weeks 3 3 2 5 4 2 4 2 1 2 3 1 3 3 3
8 weeks 12 12 9 11 12 11 11 12 12 17 12 6 8 11 7
9 weeks 2 1 1 3 3 3 2 1 1 1 1 * 2 * *
10 or more weeks 14 10 12 16 16 15 13 11 14 13 6 10 13 11 10
TOTAL 99 101 101 100 99 100 99 100 100 | 101 101 99 99 100 100
Supplemental Claims
Unweighted N 1,321 1,400 1,008 | 326 349 232 | 312 346 263 | 331 373 249 | 352 332 264
1 week 3 2 3 3 1 1 3 * 3 4 4 4 3 2 2
2 weeks 11 16 11 8 10 9 10 11 8 11 23 12 17 14 12
3 weeks 13 15 16 13 11 10 11 12 13 13 17 16 14 17 23
4 weeks 21 23 25 19 22 23 18 24 22 24 22 31 22 23 19
5 weeks 7 8 8 7 9 9 9 6 6 7 8 10 8 7 6
6 weeks 16 13 14 17 12 15 15 20 17 16 10 11 14 14 16
7 weeks 3 3 4 3 3 4 3 3 3 3 2 4 3 3 2
8 weeks 11 9 10 13 13 12 10 9 15 10 6 6 9 12 13
9 weeks 2 2 1 1 4 3 2 1 -- 2 2 1 1 1 1
10 or more weeks 13 10 9 15 15 14 20 14 13 11 6 5 9 7 7
TOTAL 100 101 101 99 100 100 | 101 100 100 | 101 100 100 [ 100 100 101

* Less than 0.5%.

Sum may not add to 100% due to rounding.

Question Number: Dependents 12/Veterans 19
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TABLE A-23, continued
How long did it take VA to process your application?

Base: All education beneficiaries.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims

Unweighted N 2457 2,758 1,987 | 590 712 485 595 670 507 630 679 490 642 697 505
1 week 3 2 3 2 1 1 3 1 3 3 3 4 3 2 2

2 weeks 11 15 10 9 9 9 10 11 9 11 21 12 16 14 11
3 weeks 13 15 16 13 11 10 11 12 14 13 17 17 14 17 22
4 weeks 21 23 25 19 22 23 19 24 22 24 23 30 22 22 19

5 weeks 8 8 8 7 9 10 9 7 6 7 8 10 8 8 7

6 weeks 16 13 14 17 12 15 15 19 17 16 10 12 15 14 15
7 weeks 3 3 3 3 3 4 3 3 3 3 2 4 3 3 2

8 weeks 11 10 10 13 13 12 10 10 14 11 7 6 9 11 12
9 weeks 2 2 1 1 4 3 2 1 * 2 1 1 1 1 1
10 or more weeks 13 10 9 15 15 14 18 13 13 11 6 6 10 8 7
TOTAL 101 101 99 99 99 101 | 100 101 101 | 101 98 102 | 101 100 98

* Less than 0.5%.

Sum may not add to 100% due to rounding.

Question Number: Dependents 12/Veterans 19
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TABLE A-24
How long do you think is REASONABLE for VA to process your application?

Base: All education beneficiaries.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 1,164 1,408 1,008 | 266 372 260 | 291 333 254 | 308 318 249 | 299 385 245
1 week 4 5 5 4 6 5 4 3 7 3 6 4 6 6 4
2 weeks 27 27 29 24 18 24 25 27 25 30 35 33 30 17 29
3 weeks 17 19 18 20 18 15 16 20 18 16 18 17 14 20 23
4 weeks 33 33 36 31 42 36 38 32 38 32 26 36 34 40 31
5 weeks 4 3 4 4 2 5 4 4 3 4 4 5 3 3 2
6 weeks 9 9 7 11 10 10 8 12 7 9 8 4 8 8 9
7 weeks 1 * -- 1 1 -- 1 * * 1 * -- * 1 --
8 weeks 3 3 2 4 4 5 4 2 2 3 3 * 4 4 2
9 WeekS * * * — * 1 * * _— * — * _— 1 *
10 or more weeks 1 * * 2 1 * 1 * -- 1 * * 1 1 *
TOTAL 99 99 101 101 102 101 ( 101 100 100 | 99 100 99 | 100 101 100
Supplemental Claims
Unweighted N 1,408 1,500 1,031 | 336 369 234 | 350 373 272 | 354 399 254 | 368 359 271
1 week 8 6 5 6 7 7 6 2 2 10 8 6 6 6 4
2 weeks 30 31 31 31 24 30 27 26 26 29 36 34 32 34 32
3 weeks 18 18 22 16 16 23 21 16 20 15 22 21 22 16 23
4 weeks 31 31 29 34 37 25 30 42 35 33 23 27 27 28 32
5 weeks 3 3 2 3 2 3 3 4 3 3 4 2 3 3 1
6 weeks 6 7 8 7 10 8 9 9 11 6 4 8 5 9 6
7 weeks * * 1 * -- -- -- * -- 1 -- 1 -- 1 --
8 weeks 3 3 2 2 3 3 2 4 3 3 * 4 3 1
9 weeks * * -- -- 1 -- -- -- -- * -- -- * -- --
10 or more weeks 1 * 1 1 * 1 1 * -- * 1 * 1 1 1
TOTAL 100 99 101 100 99 100 [ 100 101 101 | 100 101 99 [ 100 101 100

-- None. * Less than 0.5%.

Sum may not add to 100% due to rounding. Question Number: Dependents 13/Veterans 20
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TABLE A-24, continued
How long do you think is REASONABLE for VA to process your application?

Base: All education beneficiaries.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims

Unweighted N 2,572 2908 2039 | 602 741 494 641 706 526 662 717 503 667 744 516
1 week 7 6 5 6 7 6 6 2 3 9 7 6 6 6 4

2 weeks 29 31 31 30 23 29 26 26 26 29 36 34 31 32 32

3 weeks 18 19 21 17 17 22 20 16 20 16 22 20 21 16 23

4 weeks 32 31 30 33 38 26 31 41 35 33 24 28 28 30 32

5 weeks 3 3 2 4 2 3 3 4 3 3 4 2 3 3 1

6 weeks 7 7 8 7 10 8 9 9 10 6 4 7 5 8 7

7 weeks * * 1 * * -- * * * 1 * 1 * 1 --

8 weeks 3 3 2 2 2 4 3 2 3 3 3 * 4 3 1

9 WeekS * * * — 1 * * * _— * — * * * *

10 or more weeks 1 * 1 1 * 1 1 * - * 1 * 1 1 1
TOTAL 100 100 101 100 100 99 99 100 100 | 100 101 98 99 100 101

-- None.
* Less than 0.5%.

Sum may not add to 100% due to rounding.

Question Number: Dependents 13/Veterans 20
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TABLE A-25
Did you PHONE VA about your recent education claim?

Base: All education beneficiaries.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 1,190 1,412 1,020 | 269 375 262 | 300 335 262 | 315 310 248 | 306 392 248
Yes 58 51 45 63 55 58 56 56 43 56 44 39 58 55 44
No 42 49 55 37 45 42 44 44 57 44 56 61 42 45 56
TOTAL 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100
Supplemental Claims
Unweighted N 1,417 1,518 1,038 | 338 374 236 | 350 374 277 | 357 404 253 | 372 366 272
Yes 74 51 49 75 51 60 69 52 46 78 50 49 70 54 42
No 26 49 51 25 49 40 31 48 54 22 50 52 30 46 58
TOTAL 100 100 100 | 100 100 100 | 100 100 100 | 100 100 101 | 100 100 100
All Claims
Unweighted N 2,607 2930 2058 | 607 749 498 | 650 709 539 | 672 714 501 678 758 520
Yes 72 51 49 73 51 60 67 53 46 75 49 47 68 54 42
No 28 49 52 27 49 40 33 47 54 25 51 53 32 46 58
TOTAL 100 100 101 100 100 100 [ 100 100 100 | 100 100 100 | 100 100 100

Sum does not add to 100% due to rounding.

Wording changes in 2003. In 2001 Administration they were asked if they ever called VA. The follow-up question asked which number they used most often.
The 2002 Administration asked only about the toll-free numbers. The 2003 Administration did not specify number called.

Question Number: Dependents 14/Veterans 21
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TABLE A-26

Base: Phoned VA about recent claim.

How many times did you phone VA about your recent claim?

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004|2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 687 748 450 165 197 138 | 169 185 111 176 155 92 177 211 109
1 time 18 30 25 19 17 27 16 33 14 17 35 33 20 31 20
2 times 26 21 24 23 27 17 27 21 38 25 14 24 29 27 19
3 times 26 23 20 26 28 20 24 21 12 27 24 23 23 17 23
4 times 10 9 6 10 9 5 10 8 4 10 9 7 9 10 11
5 times or more 21 17 25 22 18 31 22 17 33 21 18 13 19 15 27
TOTAL 101 100 100 [ 100 99 100 | 99 100 101 | 100 100 100 [ 100 100 100
Supplemental Claims
Unweighted N 1,032 762 483 254 192 131 244 181 120 | 278 200 115 | 256 189 117
1 time 12 35 24 14 35 22 15 31 28 10 36 23 12 37 25
2 times 21 23 22 22 18 19 20 22 23 20 26 21 23 24 25
3 times 24 14 19 18 16 21 24 11 16 26 13 22 25 16 13
4 times 8 5 12 9 1 7 9 12 11 9 4 17 6 6 8
5 times or more 35 22 24 37 29 32 32 23 22 35 20 17 34 17 29
TOTAL 100 99 101 100 99 101|100 99 100 | 100 99 100 | 100 100 100
All Claims
Unweighted N 1,719 1,510 933 419 389 269 | 413 366 231 | 454 355 207 | 433 400 226
1 time 13 34 24 15 33 23 15 31 25 11 36 24 13 36 25
2 times 22 23 22 22 19 19 21 22 26 21 25 21 23 24 24
3 times 24 15 19 19 18 21 24 13 15 26 15 22 25 16 15
4 times 8 6 11 9 2 7 9 12 10 9 5 16 7 6 8
5 times or more 33 21 24 35 27 31 30 22 24 33 20 16 32 17 29
TOTAL 100 99 100 [ 100 99 101 99 100 100 | 100 101 99 [ 100 99 101

Question Number: Dependents 15/Veterans 22
Sum does not add to 100% due to rounding. Wording changes in 2003.
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TABLE A-27
Why did you call VA?

Base: Called VA about recent claim.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 689 753 451 165 199 140 | 169 187 110 | 178 157 92 177 210 109
Get information before | applied for benefits | 22 15 15 18 11 16 26 16 13 21 17 19 24 17 7
Apply for education benefits 22 12 10 15 11 9 27 11 6 23 12 13 24 15 10
Check on the status of my education 62 55 61 64 74 67 59 53 51 61 45 65 65 55 61
claim

Change the status of enroliment 9 15 13 9 12 17 10 16 12 6 17 6 12 15 18
Verify enroliment to VA 43 43 48 39 42 44 46 41 52 44 40 48 46 49 46
Check on my remaining education 11 11 13 13 9 12 9 9 8 10 17 13 13 7 18

benefits
Check on payment 44 37 29 50 38 31 44 40 24 38 33 33 44 39 27
Correct a payment problem 17 19 19 17 21 28 13 14 19 18 21 11 20 18 22
Get other information 23 26 20 17 25 17 29 24 28 22 29 14 28 25 22

Multiple mentions.

Question Number: Dependents 16/Veterans 23
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TABLE A-27, continued

Why did you call VA?

Base: Called VA about recent claim.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Supplemental Claims
Unweighted N 1,039 779 487 254 196 132 | 245 188 121 | 280 202 116 | 260 193 118
Get information before | applied for benefits 17 9 12 15 16 13 17 10 10 18 7 12 17 7 14
Apply for education benefits 19 10 9 15 13 11 19 12 8 21 9 8 21 9 10
Check on the status of my education 66 51 58 68 56 66 67 56 63 64 49 44 64 45 71
claim

Change the status of enroliment 16 13 18 18 14 13 17 13 16 15 12 19 17 12 24
Verify enroliment to VA 54 51 50 55 54 52 51 47 43 55 46 50 51 60 54
Check on my remaining education 25 20 27 25 18 22 22 18 13 25 25 31 27 13 42

benefits
Check on payment 46 29 36 47 35 36 47 29 32 46 25 39 43 31 30
Correct a payment problem 27 20 23 29 23 28 23 21 18 26 17 22 29 22 22
Get other information 23 19 26 23 19 22 23 20 24 22 20 26 23 18 36

Multiple mentions.

Question Number: Dependents 16/Veterans 23
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TABLE A-27, continued

Why did you call VA?

Base: Called VA about recent claim.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims
Unweighted N 1,728 1,532 938 419 395 272 | 414 375 231 | 458 359 208 | 437 403 227
Get information before | applied for benefits 17 10 12 15 15 13 18 11 10 19 8 12 17 9 13
Apply for education benefits 19 1 9 15 12 11 20 12 8 21 10 9 21 9 10
Check on the status of my education 65 51 58 68 58 66 66 55 61 64 49 46 64 46 70
claim
Change the status of enroliment 16 13 17 17 13 14 16 14 16 14 13 18 17 12 23
Verify enroliment to VA 52 50 50 53 52 51 50 46 44 54 45 50 50 59 53
Check on my remaining education 23 19 25 24 17 21 20 17 12 23 24 29 25 12 38
benefits
Check on payment 45 30 35 48 35 35 46 30 31 45 26 39 43 32 30
Correct a payment problem 26 20 22 27 22 28 21 20 18 25 18 21 28 22 22
Get other information 23 20 25 22 20 21 24 21 25 22 21 34 25 19 34

Multiple mentions.

Question Number: Dependents 16/Veterans 23
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TABLE A-28
How easy was it to get through to VA when you called?

Base: Called VA about recent claim.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 685 755 448 164 200 138 | 168 187 110 | 178 157 92 175 211 108
Very easy 22 30 22 22 15 17 21 27 19 23 40 29 22 30 22
Somewhat easy 32 28 26 28 27 25 31 32 19 31 27 36 40 29 18
Neither easy nor difficult 18 12 13 21 16 12 18 11 14 17 9 13 15 12 12
Somewhat difficult 16 14 17 17 21 14 17 15 21 16 9 12 14 16 27
Very difficult 11 13 19 11 19 27 13 12 24 10 10 10 9 11 19
Never got through 2 4 3 2 3 6 1 3 3 3 5 * 1 2 2
TOTAL 101 101 100 | 1010 101 101 | 101 100 100 | 100 100 100 [ 101 100 100
Supplemental Claims
Unweighted N 1,037 777 486 255 194 131 | 245 189 121 | 278 201 116 | 259 193 118
Very easy 18 27 22 16 22 15 16 25 22 21 26 27 15 38 20
Somewhat easy 29 31 23 28 30 27 25 29 19 29 33 22 33 30 26
Neither easy nor difficult 16 13 12 16 17 7 16 9 11 16 16 16 16 8 13
Somewhat difficult 23 18 18 22 18 17 26 22 20 23 16 17 22 16 21
Very difficult 13 11 20 17 12 25 15 16 27 10 9 16 13 8 16
Never got through 1 * 4 2 1 8 1 -- * * * 2 2 -- 3
TOTAL 100 100 99 101 100 99 99 101 99 99 100 100 | 101 100 99
Question Number: Dependents 17/Veterans 24
-- None

* Less than 0.5%.

Sum may not add to 100% due to rounding.
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TABLE A-28, continued
How easy was it to get through to VA when you called?

Base: Called VA about recent claim.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims

Unweighted N 1,722 1,532 934 419 394 269 | 413 376 231 | 456 358 208 | 434 404 226
Very easy 18 28 22 17 21 15 17 25 22 21 27 28 16 37 21
Somewhat easy 29 30 24 28 29 27 26 29 19 29 32 23 34 30 25
Neither easy nor difficult 16 13 13 17 17 8 16 9 12 16 15 16 16 8 13
Somewhat difficult 22 17 18 21 19 17 25 21 20 23 16 16 21 16 22
Very difficult 13 11 20 16 13 26 15 15 26 10 9 16 12 8 17
Never got through 1 1 3 2 1 8 1 1 1 1 1 2 1 * 3
TOTAL 99 100 100 | 101 100 101 | 100 100 100 | 100 100 101 ] 100 99 101

* Less than 0.5%.

Sum may not add to 100% due to rounding.

Question Number: Dependents 17/Veterans 24
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TABLE A-29
Which of the following happened to you when you called VA?

Base: Got through to VA.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004|2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 672 733 427 160 194 126 166 182 105 172 151 90 174 206 106
Frequently busy 22 NA NA 22 NA NA 26 NA NA 20 NA NA 19 NA NA
Got through on the first try NA 34 29 NA 19 23 NA 30 26 NA 45 35 NA 39 28
Got a busy signal NA 12 14 NA 16 19 NA 17 14 NA 7 12 NA 10 12
Experienced a reasonable wait time NA 37 34 NA 40 32 NA 41 34 NA 37 36 NA 29 33
Waited over a minute for call to be 67 27 33 67 39 50 61 26 33 56 23 25 58 23 26
answered
Hung up, couldn't wait for call to be NA 12 18 NA 19 33 NA 13 22 NA 7 3 NA 13 18
answered
Call disconnected before it was answered 8 8 11 8 10 19 14 12 11 8 4 4 9 6 13
Call got misdirected 11 11 14 11 12 20 13 9 16 9 10 8 11 11 12
Other 9 11 17 9 13 20 8 13 24 10 7 11 17 13 14
None of the above 21 2 1 21 -- -- 22 4 -- 25 1 2 28 1 --

Multiple mentions.
NA Not Asked
--None.

Wording changes and categories added in 2003.

Question Number: Dependents 18/Veterans 25
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TABLE A-29, continued

Which of the following happened to you when you called VA?

Base: Got through to VA.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Supplemental Claims
Unweighted N 1,022 766 467 251 191 122 | 240 186 116 | 276 196 114 255 193 115
Frequently busy 35 NA NA 42 NA NA 39 NA NA 33 NA NA 30 NA NA
Got through on the first try NA 34 26 NA 23 19 NA 29 23 NA 34 30 NA 52 29
Got a busy signal NA 13 16 NA 20 20 NA 18 18 NA 11 15 NA 4 11
Experienced a reasonable wait time NA 36 35 NA 37 36 NA 31 30 NA 42 38 NA 27 30
Waited over a minute for call to be 66 31 34 67 38 34 68 41 31 65 24 32 67 26 42
answered
Hung up, couldn't wait for call to be NA 13 19 NA 18 28 NA 20 21 NA 10 10 NA 8 25
answered
Call disconnected before it was answered 17 8 12 18 10 14 19 10 15 18 6 6 12 5 21
Call got misdirected 10 10 13 11 12 20 9 6 12 9 11 7 13 11 20
Other 9 9 11 8 13 11 8 11 14 9 7 8 10 5 16
None of the above 17 1 1 16 * * 13 2 2 19 2 -- 16 * 3

Multiple mentions.

NA Not Asked

*Less than 0.5%.

-- None.

Wording changes and categories added in 2003.

Question Number: Dependents 18/Veterans 25
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TABLE A-29, continued

Which of the following happened to you when you called VA?

Base: Got through to VA.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims
Unweighted N 1,694 1,499 894 411 385 248 406 368 221 448 347 204 429 399 221
Frequently busy 34 NA NA 39 NA NA 37 NA NA 31 NA NA 28 NA NA
Got through on the first try NA 34 26 NA 23 20 NA 29 23 NA 35 31 NA 50 28
Got a busy signal NA 13 16 NA 20 20 NA 18 18 NA 10 15 NA 5 11
Experienced a reasonable wait time NA 36 35 NA 38 36 NA 33 30 NA 42 38 NA 27 31
Waited over a minute for call to be 65 30 34 67 38 37 67 39 31 64 24 31 66 26 40
answered
Hung up, couldn't wait for call to be NA 13 19 NA 18 29 NA 19 22 NA 10 9 NA 9 24
answered
Call disconnected before it was answered 16 8 12 16 10 15 18 11 14 17 6 6 12 5 20
Call got misdirected 10 10 13 11 12 20 10 6 13 9 11 7 13 11 19
Other 9 9 12 8 13 12 8 12 16 9 7 8 11 6 16
None of the above 17 1 1 17 * * 14 2 2 20 2 * 17 * 2

Multiple mentions.
NA Not Asked
*Less than 0.5%.

Wording changes and categories added in 2003.

Question Number: Dependents 18/Veterans 25
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TABLE A-30

How much of what you NEEDED TO KNOW did you get from your

telephone contact with VA?
Base: Got through to VA.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 674 731 429 161 193 127 | 166 182 105 171 149 90 176 207 107
All 34 45 39 36 44 35 34 49 52 32 41 36 34 49 33
Most 34 32 31 34 33 33 37 30 22 30 33 34 37 29 34
Some 19 14 17 20 15 19 15 16 15 22 16 15 19 9 21
Little 10 6 7 10 6 5 10 3 8 11 6 10 9 9 5
None 3 3 6 1 2 8 4 3 3 5 3 5 2 4 7
TOTAL 100 100 100 101 100 100 ( 100 101 100 | 100 99 100 | 101 100 100
Supplemental Claims
Unweighted N 1,025 771 468 251 192 123 | 241 187 117 | 277 198 114 | 256 194 114
All 36 49 47 34 42 40 34 50 52 38 54 49 35 47 45
Most 37 32 29 37 32 33 38 32 23 36 31 28 40 32 31
Some 18 14 15 17 18 11 20 16 16 18 12 15 16 14 20
Little 7 3 8 8 5 12 6 1 9 6 2 7 8 4 3
None 2 2 2 3 3 3 2 1 1 2 1 2 2 3 1
TOTAL 100 100 101 99 100 99 100 100 101 | 100 100 101 | 101 100 100

Wording changes in 2003.
Sum may not add to 100% due to rounding.

Question Number: Dependents 19/Veterans 26
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TABLE A-30, continued

telephone contact with VA?
Base: Got through to VA.

How much of what you NEEDED TO KNOW did you get from your

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
All Claims
Unweighted N 1,699 1,502 897 412 385 250 | 407 369 222 | 448 347 204 432 401 221
All 36 49 46 34 42 40 34 50 52 37 53 47 35 47 43
Most 37 32 29 37 32 33 38 31 23 36 31 28 39 32 32
Some 18 14 15 18 17 12 19 16 16 18 13 15 16 13 20
Little 7 3 8 8 5 11 7 1 9 7 3 7 8 5 3
None 2 2 2 3 3 3 2 1 1 2 1 2 2 3 2
TOTAL 100 100 100 100 99 99 100 99 101 | 100 101 99 100 100 100

Wording changes in 2003.
Sum may not add to 100% due to rounding.

Question Number: Dependents 19/Veterans 26

Schulman, Ronca, & Bucuvalas, Inc. - page A-53




VA Education Beneficiaries 2004 Customer Satisfaction Study

TABLE A-31

Generally, were you able to get this information on the first call?
Base: Got through to VA.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004|2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 671 726 427 160 194 124 165 178 105 | 170 148 91 176 206 107
Yes 67 72 67 68 65 62 67 76 69 65 73 72 68 73 63
No 33 28 33 32 35 38 33 24 31 35 27 28 32 27 37
TOTAL 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100
Supplemental Claims
Unweighted N 1,023 770 469 252 192 123 | 240 186 117 | 276 198 114 | 255 194 115
Yes 70 75 69 70 77 66 68 65 70 72 78 69 70 78 73
No 30 25 31 30 23 34 32 35 30 28 22 31 30 22 27
TOTAL 100 100 100 | 100 100 100 | 100 100 100 | 100 100 100 [ 100 100 100
All Claims
Unweighted N 1,694 1,496 896 412 386 247 | 405 364 222 | 446 346 205 | 431 400 222
Yes 70 75 69 70 75 66 68 66 70 71 78 69 70 77 72
No 30 25 31 30 25 34 32 34 31 29 22 31 30 23 29
TOTAL 100 100 100 [ 100 100 100 | 100 100 101 | 100 100 100 [ 100 100 101

Sum does not add to 100% due to rounding.
Wording changes in 2003.

Question Number: Dependents 20/Veterans 27

Schulman, Ronca, & Bucuvalas, Inc. - page A-54




VA Education Beneficiaries 2004 Customer Satisfaction Study

TABLE A-32

speak with a VA employee?
Base: Got through to VA.

Was your question answered by the automated system or did you

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 667 718 426 158 189 126 | 164 176 103 169 148 91 176 205 106
Automated system 15 19 23 14 17 21 15 18 23 17 21 23 14 18 24
VA employee 53 53 54 55 54 53 56 55 56 47 51 60 55 53 40
Both 32 28 24 31 29 26 29 27 21 37 28 18 31 29 36
TOTAL 100 100 101 100 100 100 ( 100 100 100 | 101 100 101 | 100 100 100
Supplemental Claims
Unweighted N 1,019 762 467 249 191 121 | 241 184 117 | 275 196 114 | 254 191 115
Automated system 14 19 15 14 21 13 15 17 18 14 17 15 12 23 16
VA employee 51 52 55 49 56 55 52 49 50 52 53 56 51 49 56
Both 35 29 30 37 22 32 33 35 31 34 30 29 37 28 28
TOTAL 100 100 100 | 100 99 100 | 100 101 99 | 100 100 100 [ 100 100 100
All Claims
Unweighted N 1,680 1,480 893 407 380 247 | 405 360 220 | 444 344 205 | 430 396 221
Automated system 14 19 16 14 21 14 15 17 19 14 17 16 13 23 17
VA employee 51 52 55 50 56 55 53 49 51 51 53 56 51 49 53
Both 35 29 29 36 23 31 32 34 30 35 30 28 37 28 29
TOTAL 100 100 100 [ 100 100 100 | 100 100 100 | 100 100 100 [ 101 100 99

Sum does not add to 100% due to rounding.
Wording changes in 2003.

Question Number: Dependents 21/Veterans 28
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TABLE A-33

How responsive was the person you talked to?

Base: Interacted with a person when called VA about recent claim.

All RPOs REGIONAL PROCESSING OFFICE
Atlanta Buffalo Muskogee St. Louis
2002 2003 2004 | 2002 2003 2004 | 2002 2003 2004 ( 2002 2003 2004 | 2002 2003 2004
% % % % % % % % % % % % % % %
Original Claims
Unweighted N 576 618 368 141 164 109 | 142 155 90 143 122 79 150 177 90
Very responsive 61 65 58 64 58 49 58 71 67 63 65 62 59 64 51
Somewhat responsive 29 27 27 27 31 35 34 27 22 26 28 24 32 21 28
Neither responsive nor non-responsive 5 5 9 4 4 5 5 1 8 7 6 11 5 7 13
Somewhat non-responsive 3 2 5 2 1 11 4 1 * 4 1 2 2 5 7
Very non-responsive 1 2 1 3 5 1 -- * 4 * -- 1 2 3 1
TOTAL 99 101 100 [ 100 99 101 | 101 100 101 | 100 100 100 [ 100 100 100
Supplemental Claims
Unweighted N 884 665 412 217 168 109 | 205 164 101 239 176 102 | 223 157 100
Very responsive 58 63 61 54 63 54 50 56 70 61 65 68 61 64 47
Somewhat responsive 33 27 24 34 23 32 38 35 18 31 28 21 31 22 28
Neither responsive nor non-responsive 4 5 5 4 5 5 7 7 9 3 2 1 4 7 13
Somewhat non-responsive 4 4 5 6 6 3 4 2 3 3 4 6 3 4 9
Very non-responsive 2 2 4 2 4 6 1 * * 2 2 5 1 3 3
TOTAL 101 101 99 1