30 Day FRN 2900-0798-Veteran Beneficiary Claim for Reimbursement of Travel Expenses 
Federal Register :: Agency Information Collection Activity Under OMB Review: Veteran/Beneficiary Claim for Reimbursement of Travel Expenses 
OMB received 20 public comments from 10/11/24-10/15/24. VTP received on 11/4/24 for response.




[bookmark: _MON_1792324525][bookmark: _MON_1792324532]Attachments Received:     


[bookmark: _MON_1792324568] 

1. PC-202402-2900-022-101124-091837-1
see attached document.
VA Response: VA has received your response and appreciates your feedback
2. PC-202402-2900-022-101224-011715-1
30-day FRN 2024-21141: https://www.federalregister.gov/d/2024-21141
FRN published on 09/18/2024, for ICR: 202402-2900-022, submitted to OIRA on 9/18/2024:
Did *not* have a 60-day FRN published.
The 60-day FRN published on 03/05/2024 was for "historical inactive" ICR 202402-2900-007, *withdrawn* on 09/17/2024.
https://www.federalregister.gov/d/2024-04543
https://www.reginfo.gov/public/do/PRAViewICR?ref_nbr=202402-2900-007
Withdrawn: "Removed from consideration", making the 60-day FRN null and void.
Start the approval process over with a new 60-day FRN.
Identify the ICR Reference No. and add hyperlink URL addressed to "View ICR - Agency Submission".
Add hyperlink URL addressed to "OMB Control Number History".
FRN says, "VHA must gather *certain* information to ...".
"The notice should include *details* about what information is being collected".
This is a wide spread, recurring issue with all VACO FRN's.
FRN does not indicate whether any comments were received during the 60-day period.
"The 30-Day Notice... must indicate whether any comments were received during the 60-day period."
Supporting Statement A:
https://www.reginfo.gov/public/do/DownloadDocument?objectID=140144700
1. VTP says, "Pursuant to 38 U.S.C. 111 and 38 C.F.R. Part 70, Subpart A..."
After "38 U.S.C. 111" insert "Payments or allowances for beneficiary travel".
After "and" insert "implemented by".
VTP says, "VHA must gather certain information..."
Change "gather certain information to "collect certain information specified in item 2"
After, "collect certain information specified in item 2", add, "according to statuary mandates, including The Paperwork
Reduction Act of 1995 (44 U.S.C 3501 et seq.).
"Detail any specific program problems you hope to resolve."
2. VTP says, "The claimant may provide self-attestation of their attendance at a VA authorized appointment with a non-VA provider."
No mention of "verification of attendance" (VOA) from the VA Form 10-3542.
VTP says, "If VA determines that *additional* information is needed to make a determination* ..., VA will notify the claimant...in accordance with 38 CFR 70.20(e).
38 CFR 70.20(e) determination criteria is beyond the VTP authority to *make* payments or *not make* payments.
There is no undefined, "additional" information collection in an ICR.
This item identifies *five* data elements and *only five* data elements to be collected:
Identity, addresses, dates, other than mileage, signature.
Define *all* data elements collected by any and *all* methods.
"Do *not* just make *general statements* about the overall use of the information, but address the *specific* data elements of information being collected."
"... you must demonstrate that you will be using all of the information collected for a practical* and *necessary* program purpose."
Add *all* modalities to your ICR:
Current modalities for Veterans to submit their BT applications include:
BTSSS – Online, on mobile devices, or via laptops and tablets offered at many VAMCs.
Paper Claims – VA Form 10-3542, Veteran/Beneficiary Claim for reimbursement of Travel Expenses,3 submitted for manual entry.
Patient Check-In (PCI) App - Mobile check-in through va.gov, integrating BT claims for appointments into BTSSS.
VetLink Kiosk Integration – Available at 38 VAMCs with Vecna contracts."
VA Response: VA has received your response and appreciates your feedback
3. PC-202402-2900-022-101224-012730-1
Supporting Statement A:
3. VTP has not complied with terms of clearance from 07/17/2017.
https://www.reginfo.gov/public/do/PRAViewICR?ref_nbr=201604-2900-019#
They have not provided screen shots/images of the kiosk/mobile technology/BTSSS.
"If this is an electronic application, you must provide screenshots of the entire online form."
Add BTSSS URL: https://dvagov-btsss.dynamics365portals.us/.
VA Form 10-3542 is *not* modernization.
4. VTP's VOA is an exact duplication of information collection by BTSSS and the VA Form 10-3542.
VTP has not described why the VOA is required or why the information collection performed by the BTSSS and other VHA systems cannot be used or modified for the purposed described in item 2 above.
VTP already stated in teem 2, "The claim includes a penalty statement and a statement indicating the claimant has traveled at their own expense and not used Government or cost- free resources for this purpose."
The statement also says, "I certify that the above information is correct."
This means the appointment was completed, service were received.
Add "I have received the services for the appointment related to this claim." to the certification on the VA Form 10-3542 and BTSSS if it makes you feel better.
Why does VTP trust the provider, but not the beneficiary?
Item 2 of this SSA identifies *five* data elements and *only five* data elements:
Identity, addresses, dates, other than mileage, signature.
"If the same or similar information is available, describe why it cannot be used or modified for the purposes described in item 2 above."
7. VTP says, "There are no such special circumstances."
Yes, there are. Information collection may be performed monthly, weekly, daily, hourly or by the minute; whenever a new  claim is submitted.
VTP says, "The information will be *voluntary*..."
The information collection is *not* "voluntary", it is *required to obtain a benefit*.
8. A 60-Day FRN for this ICR was *not* published on Tuesday, March 5, 2024.
VTP says, "VA meets with Veteran Service Organizations and public advocacy organizations on a regular basis..."
Name the VSO's and public advocacy organizations.
Did you notify them about this ICR?
Why not?
Provide frequency of meetings.
Provide verification of meetings.
9. VTP says, "The BT mileage reimbursement program is established in 38 U.S.C. Section 111..."
The very first sentence must be, "This information collection is required to obtain a benefit.
'12. VTP did not provide separate hour burden estimates for each form and by method of submission, and do not follow the instruction to "aggregate the hour burdens in Item 13."
Add and specify the time is takes to log on to the BTSSS, to enter data, attach document(s) and submit the claim, check the status of the claim, and the time for electronic messaging, telephone calls and letters to the local BT to resolve the claim.
BTSSS does not provide any notification when claim status changes.
BTSSS "Rejection Letters" do not identify the claim number being rejected.
"Indicate the... annual hour burden, and an explanation of how the burden was estimated "
VA Response: VA has received your response and appreciates your feedback.  The estimated time is an average time for completion of the form.   Information regarding records or files maintained by a federal agency may be requested by filing a Freedom of Information Act request.  
4. PC-202402-2900-022-101224-013837-1
Supporting Statement A:
13. VTP says, "There are no capitol, start-up costs".
Add: Cost estimates for computer, internet access, scanner, printer, ink, paper, envelopes, stamps, pens, telephone calls, electronic messaging...
"The estimates should take into account costs associated with generating, maintaining, and disclosing or providing the information.
"Capital and start-up costs include, among other items, preparations for collecting information such as purchasing computers...".
"Include descriptions of methods used to estimate major cost factors including system and technology acquisition, expected useful life of capital equipment, the discount rate(s), and the time period over which costs will be incurred."
"Operations and maintenance cost include the cost of mailing faxing or calling in information, making paper copies, notary costs, and electronic transmissions."
"Regular maintenance of any equipment initial cost fall under capital and start-up would also belong here."
14. VTP did *not* provide *any* costs of the BTSSS to the Federal Government.
Add: BTSSS development and operation costs, BTSSS recurring costs, additional personnel, overtime...
"... provide a description of the method used to estimate cost, which should include quantification of hours, operational expenses (such as equipment, overhead, printing, and support staff), and *any other expense* that would not have been incurred without this collection of information."
VA Form 10-3542: Instruction 6:
https://www.reginfo.gov/public/do/DownloadDocument?objectID=1400
VTP regulation 38 CFR 70.20(e) "Additional information", cited in item 2, equals VOA *determination* criteria.
Determination criteria, is *beyond* VTP authority to *make* payments or *not make* payments.
VOA has transformed *application* procedures into *determination* criteria to *deny* payments.
VTP cannot alter determination criteria "Prescribed by the President".
38 USC 111, Payments or allowances for beneficiary travel:
"... the Secretary *may* pay... an allowance based upon mileage at a rate of 41.5 cents per mile ..."
"if*... the Secretary exercises the authority under this section to *make* any payments..."
"... the Secretary *shall* make the payments... to or for the following persons:"
See (b)(1)(A) through (b)(3)(C)(a) for the *only* authorized determination criteria.
Cite the law; chapter, paragraph and sentence, requiring VOA, on the VA Form 10-3542 and in item 2 above.
VA Response: VA has received your response and appreciates your feedback.  VA provides a paper claims submission modality which allows the claimant to receive a paper form from VA, complete this form, and submit it for processing.    
5. PC-202402-2900-022-101324-010937-1
VHA MS VTP needs to add and describe all current modalities to the ICR and include screen shots of every page.
"Popular kiosks returned to VA clinics, hospitals after veterans complained about new online system" by LINDA F. HERSEY STARS AND STRIPES October 9, 2024.
Read more at: https://www.stripes.com/veterans/2024-10-09/veterans-travel-expenses-medical-care-kiosks-15457893.html Source - Stars and Stripes
VA Response: VA has received your response and appreciates your feedback.  
6. PC-202402-2900-022-101324-012252-1
Petition for the modification of 38 CFR 70, Subpart A, "Beneficiary Travel... under 38 USC 111" attached.
This petition includes the removal of 38 CFR 70.20 (e) "additional information"... cited in SSA item 2.
Reference 38 CFR 5:20.
VA Response: VA has received your response and appreciates your feedback.
7. PC-202402-2900-022-101324-013618-1
Add "The BTSSS has cost the VA $36 million as of July" to SSA item 14, costs to federal government.
https://www.military.com/daily-news/2024/10/04/va-brings-back-travel-claims-kiosks-after-pushback-veterans-caregivers.html
VA Response:  VA has received your response and appreciates your feedback.
8. PC-202402-2900-022-101424-085526-1
See forty-three (43) comments at https://www.regulations.gov/document/VA-2024-VACO-0002-0171/comment. Comments Received; 45.
Docket: VA-2024-VACO-0002
"Agency Information Collection Activities; Proposals, Submissions, and Approvals: Veteran/Beneficiary Claim for Reimbursement of Travel Expenses; OMB No. 0798 
Posted by the Department of Veterans Affairs on Oct 1, 2024"
VA Response: VA has received your response and appreciates your feedback.
9. PC-202402-2900-022-101424-090547-1
Review and add to Supplementary Documents.
"VA’s online claims system comes under fire in House subcommittee", June 12, 2024.
https://thehill.com/homenews/house/4718530-va-travel-claims-system-under-fire-house/
"Lawmakers Unload on VA’s Troubled Travel Reimbursement System", June 13, 2024.
https://www.meritalk.com/articles/lawmakers-unload-on-vas-troubled-travel-reimbursement-system/
VA Response: VA has received your response and appreciates your feedback.
10. PC-202402-2900-022-101524-054534-1
Supporting Statement A, Item 14, Cost to Federal Government:
In September 2021, VA reported to Congress that it had hired 148 full-time travel staff specifically to support the BTSSS implementation.
Letter from the VA Secretary to the US Senate Committee on Veterans’ Affairs Chairman, September 2, 2021.
VA OIG 21-03598-92 | Page 20 | May 31, 2023
VA Response: VA has received your response and appreciates your feedback.
11. PC-202402-2900-022-101524-055207-1
Supporting Statement A, Item 14, Cost to Federal Government:
In September 2016, VA awarded a firm-fixed-price contract to a company to develop and implement BTSSS from a commercial off-the-shelf system. The company made customizations and enhancements for BTSSS to provide the tools to streamline claims, automate eligibility determinations and payment processing, detect improper payments, and enhance its reporting. The initial contract was awarded for nearly $11 million, but as of July 2022, the cost to develop, implement, and enhance BTSSS was about $13.5 million.
Modifications to the initial contract award included an extension of the period of performance from September 29, 2018, to April 29, 2021. This extension occurred due to changes in the system environment and additional time needed for the company to complete testing and deployment. One key change to the contract occurred in September 2018: this change removed the kiosk as an accessible interface and replaced it with smart phone applications. Specifically, the contract states, “BTSSS shall be accessible via the following user interfaces: smart phone applications such as android and Apple-based mobile applications.” While this change removed initial planned efforts to integrate the kiosks with BTSSS, kiosks are still available for use at some medical facilities where veterans can input their information and print the paper form. The paper form is then submitted to travel staff who manually enter it into the travel system. In June 2022, the VTP director stated VA is holding discussions on future capabilities which could include having kiosks that connect directly to BTSSS. Beyond the original development contract, VA also awarded two BTSSS sustainment contracts. The first was awarded to the company under contract to complete system maintenance and upgrades for the new system. The second was awarded to a second vendor to provide software development and information technology operation services. This second contract provides the platform that BTSSS and several other VA systems use.
VA OIG 21-03598-92 | Page 26-27 | May 31, 2023
VA Response: VA has received your response and appreciates your feedback.
12. PC-202402-2900-022-101524-055854-1
Supporting Statement A, Item 8., b.: Consultation
VTP did not effectively communicate with veterans prior to transitioning between systems. During system development, VTP only solicited feedback from a narrow group of veterans who worked with the program office—excluding veterans not employed by VA and veterans service organizations.
VA OIG 21-03598-92 | Page 8 | May 31, 2023
VA Response: VA has received your response and appreciates your feedback. As of October 2023, VA has implemented a monthly survey soliciting feedback and input from Veterans who utilize the BTSSS system.  
13. PC-202402-2900-022-101524-016048-1
VHA Does Not Collect Information on Underserved Subpopulations of Veterans’ Use of the Benefit.
Although VHA has high-level information on veterans’ use of the mileage benefit, it does not collect information on how extensively underserved subpopulations of veterans are using the mileage reimbursement benefit to help defray their mileage costs. VA identifies underserved veterans as those that previously have been denied consistent or fair treatment, such as those living in rural areas or having low incomes. VHA collects veteran demographic information, such as income and rurality, that VHA officials told us they could use to develop a method to determine subpopulations’ use of the benefit. However, as of January 2024, officials stated they only access demographic information, such as veterans’ rurality, to process claims. Additionally, officials do not use demographic information to assess benefit use by different groups of veterans, such as how many veterans who live in rural areas use the benefit or receive the deductible waiver. Officials stated that they have not assessed benefit use beyond high-level trends because they have been more focused on implementing the new travel system. In particular, officials said they assess information related to monitoring claims volume and improper payments. Officials added that they are looking into ways to standardize and improve the travel system’s reporting capabilities, which may help them further assess benefit use. Officials said they plan to implement additional reporting tools in FY 2024. However, as of January 2024, VHA officials did not have a plan to routinely analyze subpopulation usage information. Officials explained the program’s eligibility requirements are not based on being part of an underserved veteran population, unlike other veteran transportation programs, such as the Highly Rural Transportation Grants.
VHA and VA each has a strategic objective to increase equity and access for underserved veterans. Specifically, VHA’s Long-Range Plan for FY 2022-2025 identifies the importance of understanding social risk factors, such as lack of transportation, as a way to improve access and meet its objective of ensuring equity for veterans who are underserved. Moreover, VA’s strategic plan identifies trend analysis as a way to identify underserved veterans’ needs and to promote equity and access. The strategic plan also identifies as an objective evidence-based decision-making to ensure resources are allocated towards VA’s priorities and ensure equitable access to VA resources. By assessing underserved veterans’ use of the benefit, VHA can better understand how recent changes in use of the benefit caused by the COVID-19 pandemic might have affected groups of veterans differently. This type of assessment would align with VHA and VA strategic objectives, and could help VHA identify any inequities in access and make decisions on how to address them now that the COVID-19 public health emergency has ended.31 For example, as officials anticipate an increase in benefit use, they may want to determine if veterans who live in rural areas are using the mileage reimbursement benefit more to access in-person care. This is important because rural veterans are less likely to have the broadband access necessary to access telehealth care...
VA Response:  VA has received your response and appreciates your feedback.
14. PC-202402-2900-022-101524-061917-1
Supporting Statement A, 8., b., Consultation:
Veterans Lack Awareness of the Mileage Reimbursement Benefit; VHA Lacks an Outcome-Oriented Outreach Plan. According to representatives from selected national veterans service organizations and officials from the three VHA health care systems in our review, some veterans are not aware of the mileage reimbursement benefit or do not understand aspects of it. This may result in veterans not using the benefit to the fullest and may diminish their access to care. Veterans service organization representatives and officials from two of the VHA health care systems in our review stated some veterans were unclear about aspects of the benefit, including the impact of the deductible and the deductible waiver and benefit eligibility requirements. For example, representatives from one veterans service organization told us that their members view the criteria for deductible waiver eligibility as an additional barrier to accessing mileage reimbursement and are concerned that requesting the waiver could delay their reimbursement. In addition, officials from one VHA health care system stated that some VHA users were not aware of the benefit until after receiving emails from VHA about the transition to the new travel system, which was rolled out in 2020.43 Officials from another VHA health care system told us that some veterans were unaware that benefit eligibility requirements differ from deductible waiver eligibility requirements. Specifically, they thought that if they are eligible for the benefit because of their disability rating then their deductible should be waived—which does not align with policy. Representatives from veterans service organizations and officials from two VHA health care systems in our review stated that VHA’s existing communication methods regarding the benefit were at times not helpful and varied from facility to facility. For example, representatives from one veterans service organization noted that the YouTube videos explaining the travel system were not clear. Representatives from another veterans service organization stated that some health care systems’ staff remind veterans during appointments to submit claims for reimbursement, but others do not. VHA’s Member Services has a strategic goal of simplifying transportation benefit delivery and identified increasing proactive outreach and training to internal and external transportation stakeholders as initiatives to achieve that goal. In November 2023, Member Services hired a veterans experience officer to assist with the strategic objective of increasing proactive outreach. Officials told us this individual will be responsible for evaluating existing outreach activities and working with field representatives to determine best practices at health care systems and assess the current state of outreach activities. Officials stated that this assessment will allow Member Services to identify gaps in communication and outreach and develop a plan to address these gaps. As of January 2024, VHA Member Services stated that they had begun outreach efforts. Specifically, they stated they have made changes to the VA website and held local outreach events. However, they have not finalized a plan specifically outlining how Member Services will increase outreach and achieve its goal...
VA Response: VA has received your response and appreciates your feedback.  
15. PC-202402-2900-022-101524-062428-1
GAO Recommendations for Executive Action.
We are making the following four recommendations to VA:
The Under Secretary for Health should collect and assess information on subpopulations of veterans’ use of the mileage reimbursement benefit and identify options, as appropriate, to help improve access to care for underserved veterans. (Recommendation 1)
The Under Secretary for Health should collect additional information on veterans’ travel costs and assess costs by demographic, geographic, or other subpopulations to inform evidence-based decisions about transportation programs’ resources. This additional information could include fuel costs and the cost of vehicle maintenance, accessories, parts, and tires. (Recommendation 2)
The Under Secretary for Health should finalize and implement an outreach plan for improving veterans’ awareness of aspects of the mileage reimbursement benefit. The plan should include outcome-oriented performance measures and appropriate communication methods, based on factors such as the intended audience. (Recommendation 3)
The Under Secretary for Health should evaluate the effectiveness of the outreach plan for improving veterans’ awareness of the benefit, and revise communication methods as appropriate. (Recommendation 4)
Page 31 GAO-24-106816 VA Mileage Reimbursement Benefit
VA Response:  VA has received your response and appreciates your feedback.  The information being collected from the claimant is included on the form.  
16. PC-202402-2900-022-101524-063022-1
Beneficiary Travel Self Service System (BTSSS) Survey Sampling Methodology Report,
Prepared by Veteran Experience Office Version: 10 August 2023, attached for review and inclusion.
VA Response: VA has received your response and appreciates your feedback. 
17. PC-202402-2900-022-101524-064459-1
Supporting Statement A, 2., Data Elements:
Identify all data elements collected by all methods and justify them.
"Please check any information listed below that your system collects, uses, disseminates, creates, or maintains. If additional SPI is collected, used, disseminated, created, or maintained, please list those in the text box below":
Name
Social Security Number
Date of Birth
Mother’s Maiden Name
Personal Mailing Address
Personal Phone Number(s)
Personal Fax Number
Personal Email Address
Emergency Contact Information (Name, Phone Number, etc. of a different individual)
Financial Information
Health Insurance Beneficiary Numbers
Account numbers
Certificate/License numbers*
Vehicle License Plate Number
Internet Protocol (IP) Address Numbers
Medications
Medical Records
Race/Ethnicity
Tax Identification Number
Medical Record Number
Gender Integrated Control Number (ICN)
Military History/Service Connection
Next of Kin Other Data Elements (list below)
•For Veterans, Dependents, or Caregivers the following information is collected:
First and Last name,
Email address,
Integrated Control Number (ICN),
Electronic Data Interchange Personal Identifier (EDIPI),
Correlated IDs,
Address,
Date of Birth,
Eligibility and Enrollment Data (such as service-connected percentages),
Appointment Data (such as appointment date, appointment status and facility location), Vendor ID, Dollar Amount, and Claims related data.
VA Response: VA has received your response and appreciates your feedback.  The information being collected from the claimant is included on the form.  
18. PC-202402-2900-022-101524-065322-1
Add to Supporting Statement A:
"Information that comes from the Veteran that is required for a claim submission is *stored* with the claim record in *Microsoft Dynamics*. This includes attachments submitted by the Veteran." Privacy Impact Assessment, Page 10 of 40, October 20, 2022.
Where is the SORN for Microsoft Dynamics?
VA Response: VA has received your response and appreciates your feedback.  The Privacy Act System of Record Number is 83VA10.
19. PC-202402-2900-022-101524-094417-1
Supporting Statement A, item 3, Information Technology; item 4, Duplication; VA Form 10-3542, Instruction 6: "According to VHA health care system officials, VHA’s new travel system has slowed processing times due to additional requirements for verifying community care appointments.
For example, the travel system does not automatically adjudicate claims related to non-VA appointments, such as community care appointments.
Instead, for these claims, the veteran needs to provide documentation that the appointment occurred, and local VHA staff need to manually verify the documentation.
According to officials, if the claim does not include documentation that the appointment was completed, the claim is placed under manual review, and ultimately denied until the veteran submits this documentation.
Officials from all three VHA health care systems told us that manual verifications slow the claims processing and contribute to delays in veterans receiving reimbursements."
GAO-24-106816, Page 29, May 2024.
VA Response: VA has received your response and appreciates your feedback
20. PC-202402-2900-022-101524-094524-1
Supporting Statement A, item 14., Costs to Federal Government:
"Officials from one VHA health care system in our review stated that with these changes, a staff person can process about 64 to 80 claims per day in the new (BTSSS) travel system, whereas they previously could process 150 to 175 claims per day in the old system. Officials from this health care system also said it now takes 7 to 12 minutes to process a claim in the new system, whereas a staff person could process a claim in 2 minutes in the old system.
GAO-24-106816, Page 29-30, May 2024.
VA Response: VA has received your response and appreciates your feedback.
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Subpart A—Beneficiary Travel and Special Mode Transportation Under 38 U.S.C. 111


§ 70.1 Purpose and scope.


(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


§ 70.2 Definitions.


For purposes of this part:


(a) This part provides a mechanism under 38 U.S.C. 111 for the Veterans Health Administration (VHA) to
make payments for travel expenses incurred in the United States to help veterans and other persons
obtain care or services from VHA.


(b) This part does not cover payment for emergency transportation of veterans for non-service-connected
conditions in non-VA facilities when the payment for transportation is covered by §§ 17.1000 through
17.1008 of this chapter, as authorized by 38 U.S.C. 1725.


Attendant means an individual traveling with a beneficiary who is eligible for beneficiary travel and requires the
aid and/or physical assistance of another person.


Beneficiary means a person determined eligible for VHA benefits.


Claimant means a veteran who received services (or his/her guardian) or the hospital, clinic, or community
resource that provided the services, or the person other than the veteran who paid for the services.


Clinician means a Physician, Physician Assistant (PA), Nurse Practitioner (NP), Psychologist, or other
independent licensed practitioner.


Emergency treatment means treatment for a condition of such a nature that a prudent layperson would have
reasonably expected that delay in seeking immediate medical attention would have been hazardous to life
or health (this standard would be met if there were an emergency medical condition manifesting itself by
acute symptoms of sufficient severity (including severe pain) that a prudent layperson who possesses an
average knowledge of health and medicine could reasonably expect the absence of immediate medical
attention to result in placing the health of the individual in serious jeopardy, serious impairment to bodily
functions, or serious dysfunction of any bodily organ or part).


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.


Link to an amendment published at 88 FR 10036, Feb. 16, 2023.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


These amendments were delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.
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(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


§ 70.3 Determination of Secretary.


For each fiscal year, the Secretary of Veterans Affairs will determine whether funds are available for paying
expenses of VHA beneficiary travel under 38 U.S.C. 111. If the Secretary determines that funds are available for
such purpose, VA will make payment for expenses of such travel in accordance with the provisions of this part.


(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


§ 70.4 Criteria for approval.


Irregular discharge means the release of a competent patient from a VA or VA-authorized hospital, nursing
home, or domiciliary care due to: refusal, neglect or obstruction of examination or treatment; leaving
without the approval of the treating health care clinician; or disorderly conduct and discharge is the
appropriate disciplinary action.


Special mode of transportation means an ambulance, ambulette, air ambulance, wheelchair van, or other mode
of transportation specially designed to transport disabled persons (this would not include a mode of
transportation not specifically designed to transport disabled persons, such as a bus, subway, taxi, train,
or airplane). A modified, privately-owned vehicle, with special adaptive equipment and/or capable of
transporting disabled persons is not a special mode of transportation for the purposes of this part.


United States means each of the several States, Territories, and possessions of the United States, the District of
Columbia, and the Commonwealth of Puerto Rico.


VA means the Department of Veterans Affairs.


VA-authorized health care facility means a non-VA health care facility where VA has approved care for an eligible
beneficiary at VA expense.


VA facility means VA Medical Center (VAMC), VA Outpatient Clinic (OPC), or VA Community Based Outpatient
Clinic (CBOC).


VHA means the Veterans Health Administration, a principal unit within VA.


(a) VA will approve payment for beneficiary travel under this part if:


(1) The travel was made to obtain care or services for a person who is eligible for beneficiary travel
payments under § 70.10,


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.
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(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


§ 70.10 Eligible persons.


(2) The travel was in connection with care or services for which such person was eligible under the laws
administered by VA,


(3) Application was made in accordance with § 70.20,


(4) All of the requirements of this part for payment are met, and


(5) Any failure to obtain the care or services was due to actions by officials of VA or persons acting on
behalf of VA.


(b) When a claimant requests payment for beneficiary travel after the provision of care or services and the
travel did not include a special mode of transportation, VA will approve round-trip payment under this part
only if the travel was:


(1) In connection with care or services that were scheduled with VHA prior to arrival at the VHA-
designated facility, or


(2) For emergency treatment.


(c) When a claimant requests payment for beneficiary travel for care or services that were not scheduled with
VHA prior to arrival at the facility and were not emergency treatment and the travel did not include a
special mode of transportation, VA will not approve round-trip payment under this part but will approve
payment for the return trip if VHA actually provided care or services.


(d) Except as provided in § 70.32 concerning reimbursement or prior payment, when payment for beneficiary
travel is requested for travel that includes a special mode of transportation, VA will approve payment
under this part if:


(1) The travel is medically required,


(2) The beneficiary is unable to defray the cost of such transportation, and


(3) VHA approved the travel prior to travel in the special mode of transportation or the travel was
undertaken in connection with a medical emergency.


(a) The following listed persons are eligible for beneficiary travel payments under this part:


(1) A veteran who travels to or from a VA facility or VA-authorized health care facility in connection with
treatment or care for a service-connected disability (regardless of percent of disability).


(2) A veteran with a service-connected disability rated at 30 percent or more who travels to or from a VA
facility or VA-authorized health care facility for examination, treatment, or care for any condition.


(3) A veteran who travels to a VA facility or VA-authorized health care facility for a scheduled
compensation and pension examination.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.
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(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


[73 FR 36798, June 30, 2008, as amended at 73 FR 50723, Aug. 28, 2008]


(4) A veteran receiving pension under 38 U.S.C. 1521, who travels to or from a VA facility or VA-
authorized health care facility for examination, treatment, or care.


(5) A veteran whose annual income (as determined under 38 U.S.C. 1503) does not exceed the
maximum annual rate of pension that the veteran would receive under 38 U.S.C. 1521 (as adjusted
under 38 U.S.C. 5312) if the veteran was eligible for pension and travels to or from a VA facility or
VA-authorized health care facility for examination, treatment, or care.


(6) A veteran who travels to or from a VA facility or VA-authorized health care facility for examination,
treatment, or care, and who is unable to defray the expenses of that travel as defined in paragraph (c)
of this section.


(7) A member of a veteran's immediate family, a veteran's legal guardian, or a person in whose
household the veteran certifies an intention to live, if such person is traveling for consultation,
professional counseling, training, or mental health services concerning a veteran who is receiving
care for a service-connected disability; or a member of a veteran's immediate family, if such person
is traveling for bereavement counseling relating to the death of such veteran in the active military,
naval, or air service in the line of duty and under circumstances not due to the veteran's own
misconduct.


(8) An attendant other than a VA employee, who is accompanying and assisting a beneficiary eligible for
beneficiary travel payments under this section, when such beneficiary is medically determined to
require the presence of the attendant because of a physical or mental condition.


(9) Beneficiaries of other Federal agencies, incident to medical services rendered upon requests of
those agencies, subject to reimbursement agreement by those agencies.


(10) Allied beneficiaries as defined by 38 U.S.C. 109 subject to reimbursement agreement by the
government concerned.


(b) For purposes of this section, the term “examination, treatment, or care” means the care or services
provided under the Medical Benefits Package in § 17.38 of this chapter.


(c) For purposes of this section, a beneficiary shall be considered unable to defray the expenses of travel if
the beneficiary:


(1) Has an income for the year (as defined under 38 U.S.C. 1503) immediately preceding the application
for beneficiary travel that does not exceed the maximum annual rate of pension that the beneficiary
would receive under 38 U.S.C. 1521 (as adjusted under 38 U.S.C. 5312) if the beneficiary were
eligible for pension during that year; or


(2) Is able to demonstrate that due to circumstances such as loss of employment, or incurrence of a
disability, his or her income in the year of travel will not exceed the maximum annual rate of pension
that the beneficiary would receive under 38 U.S.C. 1521 (as adjusted under 38 U.S.C. 5312) if the
beneficiary were eligible for pension; or


(3) Has a service-connected disability rated at least 30 percent; or


(4) Is traveling in connection with treatment of a service-connected disability.
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§ 70.20 Application.


(The Office of Management and Budget has approved the information collection requirement in this section under
control number 2900-0798)


(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


[73 FR 36798, June 30, 2008, as amended at 89 FR 11730, Feb. 15, 2024]


§ 70.21 Where to apply.


(a) A claimant may apply for beneficiary travel orally or in writing but must provide VA the receipt for each
expense other than for mileage.


(b) A claimant must apply for payment of beneficiary travel within 30 calendar days after completing
beneficiary travel that does not include a special mode of transportation.


(c) For beneficiary travel that includes a special mode of transportation, a claimant must apply for payment of
beneficiary travel and obtain approval from VA prior to the travel; however, if the travel included a special
mode of transportation and the claimant without prior approval applies for payment of the beneficiary
travel within 30 calendar days after the travel is completed, the application will be considered timely
submitted if the travel was for emergency treatment.


(d) Notwithstanding other provisions of this section, for travel that includes meals and/or lodging, a claimant
must apply for and receive approval prior to obtaining the meals and/or lodging in order to receive
payment in accordance with § 70.30(a)(3) for the meals and/or lodging.


(e) If VA determines that additional information is needed to make a determination concerning an application
under this part, VA will notify the claimant in writing of the deficiency and request additional information.
If the claimant has not responded to the request within 30 days, VA may decide the claim prior to the
expiration of the 1-year submission period required by 38 U.S.C. 5103(b)(1) based on all the information
contained in the file, including any information it has obtained on behalf of the claimant. If VA does so,
however, and the claimant subsequently provides the information within 1 year of the date of the request,
VA must readjudicate the claim.


(f) Notwithstanding other provisions of this section, if a person becomes eligible for payment of beneficiary
travel after the travel takes place, payment may be made if the person applies for travel benefits within 30
days of the date when the person became eligible for travel benefits.


(g) The date of an application for beneficiary travel is the postmark date, if mailed; or the date of submission
if hand delivered, provided by electronic means, or provided orally.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.
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Claimants for beneficiary travel must submit the information required in § 70.20 to the Chief of the Business Office
or other designee at the VA medical facility responsible for the medical care or services being provided and for
which travel is required.


(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


§ 70.30 Payment principles.


(a) Subject to the other provisions of this section and subject to the deductibles required under § 70.31, VA
will pay the following for beneficiary travel by an eligible beneficiary when travel expenses are actually
incurred:


(1) The per mile rate established by the Secretary for the period of travel for use of privately owned
vehicle or the actual cost for use of the most economical common carrier (bus, train, taxi, airplane,
etc.), for travel to and from VA or VA-authorized health care subject to the following:


(i) Travel by a privately owned vehicle for a compensation and pension examination that is solely
for the convenience of the Government (e.g., repeat a laboratory test, redo a poor quality x-ray)
may have a different per mile rate if deemed appropriate by the Secretary.


(ii) Per mile payment for use of privately owned vehicle may not exceed the cost of such travel by
public transportation (even if it is for the convenience of the government) unless determined to
be medically necessary.


(iii) Payment for a common carrier may not exceed the amount allowed for a privately owned
vehicle unless travel by a privately owned vehicle is not reasonably accessible or travel by a
common carrier is determined to be medically necessary.


(iv) As required by law, each time the Federal government makes a change in mileage rates payable
under 5 U.S.C. 5702 and 5704 for Federal employee travel by privately owned vehicle, but not
less frequently than annually, the Secretary shall conduct an investigation of the actual costs of
travel, including lodging and subsistence. In conducting the investigation, the Secretary shall
consult with the Administrator of the General Services Administration, the Secretary of
Transportation, the Comptroller General of the United States, and veterans' service
organizations. As part of the investigation, the Secretary shall review and consider various
factors including vehicle depreciation, State and Federal vehicle taxes and the costs of
gasoline, oil, maintenance, accessories, parts, tires, and insurance. However, to the extent that
the Administrator of General Services has, within a reasonable period of time, conducted an
investigation of travel costs that included the factors described in this paragraph, the Secretary
may consider that investigation in lieu of conducting a separate investigation with respect to
the findings of those individual factors. The Secretary is not obligated to accept or rely on any
conclusions of the Administrator's investigation. Based on the investigation required by this
subsection, VA shall determine whether there is a need to change the mileage rates payable


Link to an amendment published at 88 FR 10036, Feb. 16, 2023.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


These amendments were delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.
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under paragraph (a) of this section. If a determination is made that a change is warranted the
new rate(s) will be published in the notices section of the FEDERAL REGISTER. Current rate(s) can
be found at http://www.va.gov/healtheligibility/Library/pubs/BeneficiaryTravel/
BeneficiaryTravel.pdf or by contacting the Beneficiary Travel office at the closest VA health care
facility.


(2) The actual cost of ferry fares, bridge tolls, road tolls, and tunnel tolls (supported by receipts for such
expenses as required by § 70.20(a)).


(3) The actual cost for meals, lodging, or both, not to exceed 50 percent of the amount allowed for
government employees under 5 U.S.C. 5702, when VA determines that an overnight stay is required.
Factors VA may consider in making that determination include, but are not limited to the following:


(i) The distance the veteran must travel.


(ii) The time of day when VA scheduled the veteran's appointment.


(iii) The weather conditions or congestion conditions affecting the travel.


(iv) The veteran's medical condition and its impact on the ability to travel.


(4) The actual cost of a special mode of transportation.


(b) Payments under this section are subject to the following:


(1) Except as otherwise allowed under this section, payment is limited to travel from the beneficiary's
residence to the nearest VA facility where the care or services could be provided and from such VA
facility to the beneficiary's residence.


(2) Payment may be made for travel from the beneficiary's residence to the nearest non-VA facility where
the care or services could be provided and from such facility to the beneficiary's residence if VA
determines that it is necessary to obtain the care or services at a non-VA facility.


(3) Payment may be made for travel from or to a place where the beneficiary is staying (if the beneficiary
is not staying at the beneficiary's residence) but the payment may not exceed the amount that would
be payable for travel under paragraph (b)(1) or (b)(2) of this section, as applicable.


(4) If the beneficiary's residence changed while receiving care or services, payment for the return trip will
be for travel to the new residence, except that payment may not exceed the amount that would be
allowed from the facility where the care or services could have been provided that is nearest to the
new residence (for example, if during a period of care or services in Baltimore, a beneficiary changed
his or her address from Baltimore to Detroit, payment for the return trip would be limited to that
allowed for traveling to the new residence from the nearest facility to the new residence in Detroit
where the care or services could have been provided).


(5) If the beneficiary is in a terminal condition at a VA facility or other facility under VA auspices and
travels to a non-VA medical facility for the purpose of being nearer to his or her residence, payment
may be made for travel to the medical facility receiving the beneficiary for such purpose.


(6) Payment may be made for travel from a non-VA health care facility where the beneficiary is receiving
care or services to the nearest VA facility where the appropriate care or services could be provided.


(7) Payment will not be made for return travel for a beneficiary receiving an irregular discharge.
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(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


§ 70.31 Deductibles.


(8) On a case-by-case basis, payment for travel may be paid for any distance if it is financially favorable
to the government (for example, payment for travel could be allowed to a more distant nursing home
when admission to that nursing home is a prerequisite to qualify for community assistance that
would more than offset the additional travel payment).


(c) Payment for travel of an attendant under this section will be calculated on the same basis as for the
beneficiary.


(d) For shared travel in a privately-owned vehicle, payments are limited to the amount for one beneficiary (for
example, if a beneficiary and an attendant travel in the same automobile or if two beneficiaries travel in
the same automobile, the amount for mileage will be limited to the amount for one beneficiary).


(e) Beneficiary travel will not be paid under the following circumstances:


(1) The payment of the travel allowance would be counterproductive to the therapy being provided and
such determination is recorded in the patient's medical records, and


(2) The chief of the service or a designee reviewed and approved the determination by signature in the
patient's medical record.


(a) VA shall deduct an amount established by the Secretary for each one-way trip from the amount otherwise
payable under this part for such one-way trip, except that:


(1) VA shall not deduct any amounts in a calendar month after the completion of six one-way trips for
which deductions were made in such calendar month, and


(2) Whenever the Secretary adjusts the mileage rates as a result of the investigation described in §
70.30(a)(1)(iv), the Secretary shall, effective on the date such mileage rate change should occur,
adjust proportionally the deductible amount in effect at the time of the adjustment. If a
determination is made that a change is warranted, the new deductible(s) will be published in the
notice section of the FEDERAL REGISTER. Current deductible(s) can be found at http://www.va.gov/
healtheligibility/Library/pubs/BeneficiaryTravel/BeneficiaryTravel.pdf or by contacting the Beneficiary
Travel office at the closest VA health care facility.


(b) The provisions under this section for making deductions shall not apply to:


(1) Travel that includes travel by a special mode of transportation,


(2) Travel to a VA facility for a scheduled compensation and pension examination, and


(3) Travel by a non-veteran.


(c) VA shall waive the deductible under this section when it would cause the beneficiary severe financial
hardship. For purposes of this section, severe financial hardship occurs if the beneficiary:


(1) Is in receipt of a VA pension;


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.
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(The Office of Management and Budget has approved the information collection provisions in this section under
control number 2900-0091)


(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


§ 70.32 Reimbursement or prior payment.


(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


§ 70.40 Administrative procedures.


(2) Has income for the year prior to the year in which application is made pursuant to § 70.20 that does
not exceed the household income threshold determined under 38 U.S.C. 1722(a) (the current income
thresholds can be found at http://www.va.gov/healtheligibility/Library/pubs/VAIncomeThresholds/
VAIncomeThresholds.pdf); or


(3) Has circumstances in the year the application is made pursuant to § 70.20 that cause his or her
projected income not to exceed the household income threshold determined under 38 U.S.C.
1722(a).


(d) Waivers granted under this section are valid:


(1) Through the end of the calendar year of the application made pursuant to § 70.20; or


(2) Until there is a change in the beneficiary's household income during the calendar year of the
application made pursuant to § 70.20 that results in the beneficiary no longer meeting the terms of
paragraph (c) of this section.


(e) A beneficiary granted a waiver under this section must promptly inform VA of any household income
status change during the waiver period that results in the beneficiary no longer meeting the terms of
paragraph (c) of this section.


(a) Payment will be made on a reimbursement basis after the travel has occurred, except that:


(1) Upon completion of examination, treatment, or care, payment may be made before the return travel
has occurred, and


(2) In the case of travel by a person to or from a VA facility by special mode of transportation, VA may
provide payment for beneficiary travel to the provider of the transportation before determining
eligibility of such person for such payment if VA determines that the travel is for emergency
treatment and the beneficiary or other person made a claim that the beneficiary is eligible for
payment for the travel.


(b) Payment under this part will be made to the beneficiary, except that VA may make a beneficiary travel
payment under this part to a person or organization other than the beneficiary upon satisfactory evidence
that the person or organization actually provided or paid for the travel.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.
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(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


[73 FR 36798, June 30, 2008, as amended at 87 FR 43748, July 22, 2022]


§ 70.41 Recovery of payments.


Payments for beneficiary travel made to persons ineligible for such payment are subject to recapture under
applicable law, including the provisions of §§ 1.900 through 1.953 of this chapter.


(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


§ 70.42 False statements.


A person who makes a false statement for the purpose of obtaining payments for beneficiary travel may be
prosecuted under applicable laws, including 18 U.S.C. 1001.


(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


§ 70.50 Reduced fare requests.


(a) This section applies only to legacy claims.


(b) Upon denial of an initial claim for beneficiary travel, VA will provide the claimant written notice of the
decision and advise the claimant of reconsideration and appeal rights. A claimant who disagrees with the
initial decision denying the claim for beneficiary travel, in whole or in part, may obtain reconsideration
under § 17.133 of this chapter and may file an appeal to the Board of Veterans' Appeals under parts 19
and 20 of this chapter. An appeal may be made directly to the Board of Veterans' Appeals without
requesting reconsideration.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.
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Printed reduced-fare requests for use by eligible beneficiaries and their attendants when traveling at their own
expense to or from any VA facility or VA-authorized facility for authorized VA health care are available from any VA
medical facility. Beneficiaries may use these request forms to ask transportation providers, such as bus companies,
for a reduced fare. Whether to grant a reduced fare is determined by the transportation provider.


(Authority: 38 U.S.C. 101, 111, 501, 1701, 1714, 1720, 1728, 1782, 1783, E.O. 11302)


Subpart B—Veterans Transportation Service Under 38 U.S.C. 111A


Source: 81 FR 10506, Mar. 1, 2016, unless otherwise noted.


§ 70.70 Purpose and definitions.


(Authority: 38 U.S.C. 111A, 501, 1714)


§ 70.71 Eligibility.


(a) Purpose. This subpart implements the Veterans Transportation Service (VTS), through which VA
transports eligible persons to or from a VA or VA-authorized facility or other place for the purpose of
examination, treatment, or care.


(b) Definitions. For purposes of this subpart:


Attendant has the meaning set forth in § 70.2, and also means an individual traveling with a veteran or
servicemember who is eligible for travel under VTS and requires the aid and/or assistance of another
person.


Eligible person means a person described in § 70.71.


Guest means any individual the veteran or servicemember would like to have accompany him or her to an
appointment but whose presence is not medically required.


Scheduled visit means that a VA beneficiary had an appointment that was made before she or he appeared
at a VA, or VA-authorized, facility, or that a VA beneficiary was specifically authorized to appear at
such facility on the date of the visit in order to obtain examination, treatment, or care. Examples of
scheduled visits include: Regular appointments for examination, treatment, or care; visits to undergo
laboratory work; or doctor-recommended visits to clinics with open hours.


Unscheduled visit means a visit to a VA, or VA-authorized, facility for purposes of examination, treatment,
or care that was not recorded in VA's scheduling system prior to the veteran's visit. For example, an
unscheduled visit may be for a simple check of a person's blood pressure, for counseling, or for
clinical intervention.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.
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Except as provided in paragraph (j) of this section, VA facilities may provide VTS benefits to the following:


(a) Persons eligible for beneficiary travel. All persons eligible for beneficiary travel benefits in § 70.10 are
eligible for VTS benefits (however, persons cannot claim benefits under both programs for the same trip
or portion of a trip).


(b) Enrolled veterans. Regardless of a veteran's eligibility for beneficiary travel, VA may provide VTS to
veterans enrolled in VA's health care system who need transportation authorized under § 70.72 for:


(1) A scheduled visit or urgent care;


(2) Retrieval of, adjustment of, or training concerning medications and prosthetic appliances, or a
service dog (as defined in 38 CFR 17.148);


(3) An unscheduled visit; or


(4) To participate and attend other events or functions, as clinically determined by VA, for the purposes
of examination, treatment, or care.


(c) Non-enrolled veterans. VA may provide VTS to veterans not enrolled in VA's health care system who need
transportation authorized under § 70.72 for:


(1) A compensation and pension examination;


(2) An unscheduled or walk-in visit;


(3) To apply for enrollment or health care benefits; or


(4) To participate and attend other events or functions, as clinically determined by VA, for the purposes
of examination, treatment, or care.


(d) Servicemembers. VA may provide VTS to a member of the Armed Forces (including the National Guard or
Reserve) traveling to a VA or VA-authorized facility for VA hospital care or medical services, including
examination, treatment or care, a compensation and pension examination, or to enroll or otherwise
receive benefits for which they are eligible.


(e) Prospective Family Caregivers and Family Caregivers.


(1) VA may provide VTS to a prospective Family Caregiver who has applied for designation as a Family
Caregiver under 38 CFR 71.25(a) when the travel is for purposes of assessment and training under
38 CFR 71.25(c) and (d).


(2) VA may provide VTS to a Family Caregiver (who is approved and designated under 38 CFR 71.25) of
veteran or servicemember described in paragraphs (b) through (d) of this section to:


(i) Accompany or travel independently from a veteran or servicemember for purposes of
examination, treatment, or care of the veteran or servicemember; or


(ii) Receive benefits under 38 CFR 71.40(b) or (c). For health care benefits provided under 38 CFR
71.40(c)(3), Primary Family Caregivers may travel using VTS for care only if it is provided at a
VA facility through the Civilian Health and Medical Program of the Department of Veterans
Affairs (CHAMPVA) Inhouse Treatment Initiative (CITI).


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.
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(Authority: 38 U.S.C. 111A, 1714, 1720G, 1781, 1782, 501)


§ 70.72 Types of transportation.


(f) Attendants. VA may provide VTS to an attendant of a veteran or servicemember described in paragraphs
(b) through (d) of this section.


(g) Persons receiving counseling, training, or mental health services. VA may provide VTS to persons receiving
counseling, training, or mental health services under 38 U.S.C. 1782 and 38 CFR 71.50.


(h) CHAMPVA beneficiaries. VA may provide VTS to persons eligible for health care under the Civilian Health
and Medical Program of the Department of Veterans Affairs (CHAMPVA) under 38 CFR 17.270 through
17.278, provided that such care is being provided at a VA facility through the CHAMPVA Inhouse
Treatment Initiative (CITI).


(i) Guests. For each veteran described in paragraph (b) or (c) of this section or member of the Armed Forces
described in paragraph (d) of this section, a guest may travel with the veteran or servicemember provided
resources are still available after providing services to individuals identified in paragraphs (b) through (h)
of this section.


(j) Limitations on eligibility. Notwithstanding an individual's eligibility under this section:


(1) A person may be ineligible for transportation services if VA determines the person's behavior has
jeopardized or could jeopardize the health or safety of other eligible users of VTS or VA staff, or
otherwise has interfered or could interfere with the safe transportation of eligible persons to or from
a VA facility or other place.


(2) Only one person may travel with an eligible veteran or servicemember as a Family Caregiver,
attendant, or guest, unless a VA clinician determines that more than one such person is needed or
would otherwise be beneficial to the examination, treatment, or care of the eligible veteran or
servicemember. Family Caregivers traveling for benefits under paragraph (e)(1) or (e)(2)(ii) of this
section are not subject to this limitation.


(3) Persons under the age of 18 may accompany another person using VTS with the consent of their
parent or legal guardian and the medical facility director or designee. VA transportation of children is
not available if State law requires the use of a child restraint, such as a child safety seat or booster
seat. In making determinations under this provision, the medical facility director or designee will
consider:


(i) The special transportation needs of the child, if any;


(ii) The ability to transport the child safely using the available resources;


(iii) The availability of services at the facility to accommodate the needs of the child;


(iv) The appropriateness of transporting the child; and


(v) Any other relevant factors.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.
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The following types of transportation may be provided by VA facilities through VTS:


(Authority: 38 U.S.C. 111A, 501, 1718, 7301)


§ 70.73 Arranging transportation services.


(a) Door-to-door service. VA facilities may use VTS to transport, on a scheduled or unscheduled basis, eligible
persons between a VA or VA-authorized facility and their residence or a place where the person is staying.
VA facilities may use VTS to transport eligible persons to and from a VA or VA-authorized facility and
another location identified by the person when it is financially favorable to the government to do so.


(b) Travel to and from designated locations. VA facilities may use VTS to provide transportation between a VA
or VA-authorized facility and a designated location in the community on a scheduled basis.


(c) Service between VA facilities. VA facilities may use VTS to provide scheduled or unscheduled
transportation between VA or VA-authorized health care facilities. This includes travel from one building
to another within a single VA campus.


(d) Other locations. VA facilities may use VTS to provide scheduled or unscheduled transportation to and/or
from a VA or VA-authorized facility or other places when a VA clinician has determined that such
transportation of the veteran, servicemember, their attendant(s), or CHAMPVA beneficiary receiving
benefits through the CITI program would be needed to promote, preserve, or restore the health of the
individual and is in accord with generally accepted standards of medical practice, as defined in 38 CFR
17.38(b).


(a) Requesting VTS. An eligible person may request transportation services by contacting the facility director
or designee at the VA facility providing or authorizing the examination, treatment, or care to be delivered.
The person must provide the facility director or designee with information necessary to arrange these
services, including the name of the person, the basis for eligibility, the name of the veteran or
servicemember they are accompanying (if applicable), the time of the appointment (if known), the eligible
person's departure location and destination, any special needs that must be accommodated to allow for
transportation (e.g., wheelchair, oxygen tank, or service animal as defined in 38 CFR 1.218(a)(11)(viii)),
and other relevant information. Transportation services generally will be provided on a first come, first
served basis.


(b) Travel without a reservation. Eligible persons who have provided the facility director or designee with the
information referred to in the previous paragraph may travel without a reservation for the purpose of
examination, treatment, or care when, for example:


(1) The person is being discharged from inpatient care;


(2) The person is traveling for an unscheduled visit, pursuant to a recommendation for such a visit by an
attending VA clinician; or


(3) The person is being transported to another VA or VA-authorized facility.


Link to an amendment published at 88 FR 10037, Feb. 16, 2023.


This amendment was delayed until Feb. 16, 2025, at 88 FR 90120, Dec. 29, 2023.
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(The Office of Management and Budget has approved the information collection requirements in this section under
control number 2900-0838)


(Authority: 38 U.S.C. 111A, 501)


(c) Determining priority for transportation. When the facility director or designee determines there are
insufficient resources to transport all persons requesting transportation services, he or she will assist any
person denied VTS in identifying and accessing other transportation options. VTS resources will be
allocated using the following criteria, which are to be assessed in the context of the totality of the
circumstances, so that no one factor is determinative:


(1) The eligible person's basis for eligibility. Enrolled veterans will receive first priority, followed in order
by non-enrolled veterans; servicemembers; Family Caregivers; persons receiving counseling, training,
or mental health services under 38 U.S.C. 1782 and 38 CFR 71.50; CITI beneficiaries; and guests.
Persons eligible under more than one designation will be considered in the highest priority category
for which that trip permits. VA will provide transportation to any attendant accompanying a veteran
or servicemember who is approved for transportation.


(2) First in time request.


(3) An eligible person's clinical need.


(4) An eligible person's inability to transport him or herself (e.g., visual impairment, immobility, etc.).


(5) An eligible person's eligibility for other transportation services or benefits.


(6) The availability of other transportation services (e.g., common carriers, veterans' service
organizations, etc.).


(7) The VA facility's ability to maximize the use of available resources.
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§ 111. Payments or allowances for beneficiary travel



(a) Under regulations prescribed by the President pursuant to the provisions of this section, the Secretary may pay the actual necessary expense of travel (including lodging and subsistence), or in lieu thereof an allowance based upon mileage (at a rate of 41.5 cents per mile), of any person to or from a Department facility or other place in connection with vocational rehabilitation,counseling required by the Secretary pursuant to chapter 34 or 35 of this title, or for the purpose of examination, treatment, or care. Actual necessary expense of travel includes the reasonable costs of airfare if travel by air is the only practical way to reach a Department facility. In addition to the mileage allowance authorized by this section, there may be allowed reimbursement for the actual cost of ferry fares, and bridge, road, and tunnel tolls.

(b)(1) Except as provided in subsection (c) of this section and notwithstanding subsection (g)(2) of this section or any other provision of law, if, with respect to any fiscal year, the Secretary exercises the authority under this section to make any payments, the Secretary shall make the payments provided for in this section to or for the following persons for travel during such fiscal year for examination, treatment, or care for which the person is eligible:

(A) A veteran or other person whose travel is in connection with treatment or care for a service-connected disability. 

(B) A veteran with a service-connected disability rated at 30 percent or more.

(C) A veteran receiving pension under section 1521 of this title.

(D) A veteran (i) who is not traveling by air and whose annual income (as determined under section 1503 of this title) does not exceed the maximum annual rate of pension which would be payable to such veteran if such veteran were eligible for pension under section 1521 of this title, or (ii) who is determined, under regulations prescribed by the Secretary, to be unable to defray the expenses of the travel for which payment under this section is claimed.

(E) Subject to paragraph (3) of this subsection a veteran or other person whose travel to or from a Department facility is medically required to be performed by a special mode of travel and who is determined under such regulations to be unable to defray the expenses of the travel for which payment under this section is claimed.

(F) A veteran whose travel to a Department facility is incident to a scheduled compensation and pension examination.

(G) A veteran with vision impairment, a veteran with a spinal cord injury or disorder, or a veteran with double or multiple amputations whose travel is in connection with care provided through a special disabilities rehabilitation program of the Department (including programs provided by spinal cord injury centers, blind rehabilitation centers, and prosthetics rehabilitation centers) if such care is provided—

(i) on an in-patient basis; or

(ii) during a period in which the Secretary provides the veteran with temporary lodging at a facility of the Department to make such care more accessible to the veteran. 

(2) The Secretary may make payments provided for in this section to or for any person not covered by paragraph (1) of this subsection for travel by such person for examination, treatment, or care. Such payments shall be made in accordance with regulations which the Secretary shall prescribe.

(3)(A) Except as provided in subparagraph (B) of this paragraph, the Secretary shall not make payments under this section for travel performed by a special mode of travel unless

(i) the travel by such mode is medically required and is  authorized by the Secretary before the travel begins, or

(ii) the travel by such mode is in connection with a medical emergency of such a nature that the delay incident to obtaining authorization from the Secretary to use that mode of travel would have been hazardous to the person’s life or health.

(B) In the case of travel by a person to or from a Department facility by special mode of travel, the Secretary may provide payment under this section to the provider of the transportation by special mode before determining the eligibility of such person for such payment if the Secretary determines that providing such payment is in the best interest of furnishing care and services. Such a payment shall be made subject to subsequently recovering from such person the amount of the payment if such person is determined to have been ineligible for payment for such travel.

(C) In the case of transportation of a person to or from a Department facility by ambulance, the Secretary may pay the provider of the transportation the lesser of the actual charge for the transportation or the amount determined by the fee schedule established under section 1834(l) of the Social Security Act (42 U.S.C. 1395m(l)) unless the Secretary has entered into a contract for that transportation with the provider(4) In determining for purposes of subsection

(a) whether travel by air is the only practical way for a veteran to reach a Department facility, the Secretary shall consider the medical condition of the veteran and any other impediments to the use of ground transportation by the veteran.

(c)(1) Except as otherwise provided in this subsection, the Secretary, in making a payment under this section to or for a person described in subparagraph (A), (B), (C), or (D) of subsection (b)(1) of this section for travel for examination, treatment, or care, shall deduct from the amount otherwise payable an amount equal to $3 for each one-way trip.

(2) In the case of a person who is determined by the Secretary to be a person who is required to make six or more one-way trips for needed examination, treatment, or care during the remainder of the calendar month in which the determination is made or during any subsequent calendar month during the one-year period following the last day of the month in which the determination is made, the amount deducted by the Secretary pursuant to paragraph (1) of this subsection from payments for trips made to or from such facility during any such month shall not exceed $18.

(3) No deduction shall be made pursuant to paragraph (1) of this subsection in the case of a person whose travel to or from a Department facility is performed by a special mode of travel for which payment under this section is authorized under subsection (b)(3) of this section.

(4) The Secretary may waive the deduction requirement of paragraph (1) of this subsection in the case of the travel of any veteran for whom the imposition of the deduction would cause severe financial hardship. The Secretary shall prescribe in regulations the conditions under which a finding of severe financial hardship is warranted for purposes of this paragraph.

(d) Payment of the following expenses or allowances in connection with vocational rehabilitation, counseling, or upon termination of examination, treatment, or care, may be made before the completion of travel:

(1) The mileage allowance authorized by subsection(a) of this section.

(2) Actual local travel expenses.

(3) The expense of hiring an automobile or ambulance, or the fee authorized for the services of a nonemployee attendant.

(e)(1) Except as provided in paragraph (2), when any person entitled to mileage under this section requires an attendant (other than an employee of the Department) in order to perform such travel, the attendant may be allowed expenses of travel upon the same basis as such person.

(2)(A) Without regard to whether an eligible veteran entitled to mileage under this section for travel to a Department facility for the purpose of medical examination, treatment, or care requires an attendant in order to perform such travel, an attendant of such veteran described in subparagraph 

(B) may be allowed expenses of travel (including lodging and subsistence) uponthe same basis as such veteran during—

(i) the period of time in which such veteran is traveling to and from a Department facility for the purpose of medical examination, treatment, or care; and (ii) the duration of the medical examination, treatment, or care episode for such veteran.

(B) An attendant of a veteran described in this subparagraph is a provider of personal care services for such veteran who is approved under paragraph (6) of section 1720G(a) of this title or designated under paragraph (7) of such section 1720G(a).

(C) The Secretary may prescribe regulations to carry out this paragraph. Such regulations may include provisions—

 (i) to limit the number of attendants that may receive expenses of travel under this paragraph for a single medical examination, treatment, or care episode of an eligible veteran; and

(ii) to require such attendants to use certain travel services.

(D) In this subsection, the term ‘‘eligible veteran’’ has the meaning given that term in section 1720G(a)(2) of this title.

(f) The Secretary may provide for the purchase of printed reduced-fare requests for use by veterans and their authorized attendants when traveling at their own expense to or from any Department facility.

(g)(1) Beginning one year after the date of the enactment of the Caregivers and Veterans Omnibus Health Services Act of 2010, the Secretary may adjust the mileage rate described in subsection (a) to be equal to the mileage reimbursement rate for the use of privately owned vehicles by Government employees on official business (when a Government vehicle is available), as prescribed by the Administrator of General Services under section 5707(b) of title 5.

(2) If an adjustment in the mileage rate under paragraph (1) results in a lower mileage rate than the mileage rate otherwise specified in subsection (a), the Secretary shall, not later than 60 days before the date of the implementation of the mileage rate as so adjusted, submit to Congress a written report setting forth the adjustment in the mileage rate under this subsection, together with a justification for the decision to make the adjustment in the mileage rate under this subsection.
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[bookmark: _Toc17919972]Executive Summary

The Beneficiary Travel Self Service System (BTSSS) survey is designed to measure customers satisfaction after utilizing the newly created modality to submit their Beneficiary Travel reimbursement. BTSSS offers veterans and Caregivers a web-based tool that can be used 24/7/365, accessible from anywhere with an internet connection, which allows them to track their claim status at any time. The intent for implementing BTSSS is two-fold: 1) provide Veterans a more stream-lined reimbursement application process that does not involve visiting a VA Medical Center or sending through the US Postal Service, and 2) improve the Agency's ability process reimbursement applications in an accurately and timely manner.

Veterans Experience data is collected by using an online transactional survey disseminated via an invitation email sent to randomly selected Veterans. Eligible Veterans data are compiled at the end of the month post BTSSS services; and the survey data collection occurs for 2 weeks after the survey is sent out. The questionnaire is brief and contains general Likert-scale (a scale of 1-5 from Strongly Disagree to Strongly Agree) questions to assess customer satisfaction, as well as questions assessing the knowledge, speed, and manner of the interaction. These questions have been mapped to the OMB A-11 Customer Experience drivers After the survey has been distributed, recipients have two weeks to complete the survey and will receive a reminder email after one week.

The overall sample size for the BTSSS population is determined so that the reliability of monthly survey estimate is at 4.5% Margin of Error at the 95% Confidence Level. Once data collection is completed, the participant responses in the online survey will be weighted so that the samples more closely represent the overall population. 

 This report describes the methodology used to conduct the BTSSS survey. Information about quality assurance protocols, as well as limitations of the survey methodology, is also included in this report.

  




[bookmark: _Toc17919973]Part I – Introduction

[bookmark: _Toc17919974][bookmark: _Hlk511300100]A. Background 

[bookmark: _Toc490572151][bookmark: _Hlk511314360]	Enterprise Measurement and Design (EMD) is the Analytics and Human Centered Design (HCD) division within the Veterans Experience Office (VEO). The EMD team is tasked with conducting transactional surveys of the Veteran population to measure their satisfaction with the Department of Veterans Affairs (VA) numerous benefit services. Thus, their mission is to empower Veterans by rapidly and discreetly collecting feedback on their interactions with such VA entities as NCA, VHA, and VBA. VEO surveys generally entail probability samples which only contact minimal numbers of Veterans necessary to obtain reliable estimates. This information is subsequently used by internal stakeholders to monitor, evaluate, and improve beneficiary processes. Veterans are always able to decline participation and have the ability to opt out of future invitations. A quarantine protocol is maintained to limit the number of times a Veteran may be contacted, in order to prevent survey fatigue, across all VEO surveys. 

Surveys issued by VEO are generally brief in nature and present a low amount of burden to Veterans. A few targeted questions will utilize a human centered design (HCD) methodology, revolving around seven principles:

· Overall: (1) Satisfaction, (2) Confidence/Trust

· Service: (3) Effectiveness/Quality

· Process: (4) Ease/Simplicity, (5) Efficiency/Speed, (6) Equity/Transparency

· People: (7) Employee Helpfulness

Questions will focus on a specific aspect of a service process; spanning communication, applying for benefits, deliberation, and/or receipt of benefits. Structured questions directly address the pertinent issues regarding each surveyed line of business. The opportunity to volunteer open-ended text responses is provided within most surveys. This open text has been demonstrated to yield enormous information. Machine learning tools are used for text classification, ranking by sentiment scores, and screening for homelessness, depression, etc. Modern survey theory is used to create sample designs which are representative, statistically sound, and in accordance with OMB guidelines on federal surveys. 

[bookmark: _Toc511750800]	The Veteran Experience Office (VEO) has been commissioned by VHA to measure the satisfaction and experience of veterans that have obtained BTSSS at a VA facility. Sampled patients will be contacted through an invitation email. A link will be enclosed so the survey may be completed using an online interface, with customized patient information. The survey itself will consist of a handful of questions revolving around a human-centered design, focusing on such elements as trust, emotion, effective, and ease with the care they received.




[bookmark: _Toc17919975]B. Basic Definitions

		[bookmark: _Toc511750801]Coverage

		The percentage of the population of interest that is included in the sampling frame.



		Measurement Error

		The difference between the response coded and the true value of the characteristic being studied for a respondent.



		Non-Response

		Failure of some respondents in the sample to provide responses in the survey.



		Transaction

		A transaction refers to the specific time a Veteran interacts with the VA that impacts the Veteran’s journey and their perception of VA’s effectiveness in caring for Veterans. 



		Response Rate

		The ratio of participating persons to the number of contacted persons. This is one of the basic indicators of survey quality.



		Sample

		In statistics, a data sample is a set of data collected and/or selected from a statistical population by a defined procedure.



		Sampling Error

		Error due to taking a particular sample instead of measuring every unit in the population.



		Sampling Frame

		A list of units in the population from which a sample may be selected. 



		Reliability

		The consistency or dependability of a measure. Also referred to as standard error.







[bookmark: _Toc17919976]C. Application to Veterans Affairs

This measurement may bring insights and value to all stakeholders at VA. Front-line VA leaders can resolve individual feedback from Veterans and take steps to improve the customer experience; meanwhile VA executives can receive real-time updates on systematic trends that allow them to make changes.

1) [bookmark: _Toc511750802][bookmark: _Toc17919977]To collect continuous customer experience data from Veterans obtaining services from a VA BTSSS.

2) To help field staff and the national office identify opportunities that may improve the experience of Veterans.

3) To better understand the reason that Veterans navigating the VA BTSSS program have a positive or negative experience.

Part II – Methodology

[bookmark: _Toc483228672][bookmark: _Toc511750803][bookmark: _Toc17919978]A.  Target Population and Frame

The target population of the Beneficiary Travel Self Service System (BTSSS) surveys is all Veterans who have obtained services at with the BTSSS program in the 30 days prior to sampling. Identification of these Veterans will occur via monthly data extracts provided by the BTSSS Program office Subjects Matters Experts. In addition the Veterans must be 18 years or older and must have a valid email address in record with the VA.   



. 



B. [bookmark: _Toc511750804][bookmark: _Toc17919979]Sample Size Determination

For a given margin of error and confidence level, the sample size is calculated as below (Lohr, 1999). For population that is large, the equation below is used to yield a representative sample for proportions:



where

· = 1.96, which is the critical Z score value under the normal distribution when using a 95% confidence level (α = 0.05).

· p = the estimated proportion of an attribute that is present in the population, with q=1-p. 

· Note that pq attains its maximum when value p=0.5, and this is often used for a conservative sample size (i.e., large enough for any proportion).

· e = the level of precision achieved with the sample.  Also referred to as the margin of error (MOE).

For a population that is relatively small, the finite population correction is used to yield a representative sample for proportions:

[bookmark: OLE_LINK2]

Where

·  = Representative sample for proportions when the population is large.

· N = Population size.



The margin of error surrounding the baseline proportion is calculated as:



Where

· = 1.96, which is the critical Z score value under the normal distribution when using a 95% confidence level (α = 0.05).

· N = Population size.

· n = Representative sample.

· p = the estimated proportion of an attribute that is present in the population, with q=1-p.



Sample sizes will be targeted to achieve 1,950 respondents overall each month for the survey.  This sample size will allow for sustained sampling of the population over time and prevent oversampling of the same veteran in consecutive weeks and months. The table 1 shows the breakout of the population eligible for sampling and the target and fielded sample sizes. For this survey, we assume a response rate of 15%. 







Table 1. Sample Monthly Targets for the survey

		

		Monthly Email Population

		Target Sample

		Actual Needed Sample

		Response Rate

		Error with 95% CI

		Yearly Actual Needed Sample 



		Total

		20,000

		1,950

		13,000

		15%

		4.5%

		156,000







The yearly sample needed for the surveys is 156,000.

C. [bookmark: _Toc17919980][bookmark: _Toc511750805]Stratification

Stratification is usually used to ensure that the sample matches the population, to the extent possible, across sub-populations. The sample use implicit sampling to assure that the sample reflects the demographic breakdown by veteran gender and age group (<30 years, 30-39 years, 40-49 years, 50-59 years, 60-69 years, 70+ years) within each explicit strata. However, there will be no stratification for BTSSS. 



D. [bookmark: _Toc17919981]Data Collection Methods

The BTSSS Surveys will be sampled and conducted in tandem with all the other VEO VSignals surveys. The sample frame will be drawn from every months. The initial survey invites will be sent the following day. After 7 days a reminder invite will be sent and the survey will close 14 days after the initial invitation. 

Table 3. Survey Mode

		Mode of Data Collection



		Recruitment Method

		Time After Transaction 

		Recruitment  Period



		Online Survey

		Email Recruitment

		Within 7 days after encounter

		14 Days

(Reminder after 7 Days)







E. [bookmark: _Toc511750806][bookmark: _Toc17919982]Reporting

Researchers will be able to use the VSignals platform for interactive reporting and data visualization. Trust, Ease, Effectiveness, and Emotion scores can be observed for each). The scores may be viewed by Age Group, Gender, and Race/Ethnicity in various charts for different perspective. They are also depicted within time series plots to investigate trends. Finally, filter options are available to assess scores at varying time periods and within the context of other collected variable information.

Recruitment is continuous, but the results from several weeks may be combined into a monthly estimate for more precise estimates, which is the recommended reporting level. Weekly estimates may include minor distortions but allow analysts to review scores more quickly and within smaller time intervals. Weekly estimates are less reliable for small domains, and should only be considered for aggregated populations.  Monthly estimates will have larger sample sizes, and therefore higher reliability set to a 4.5% MOE at the 95% Confidence level. All estimates are also weighted in real time on the platform for improved representation and less bias (non-response and coverage, see section G on Sample Weighting) but the weights can introduce distortions when looking at short time windows. Quarterly estimates are the most precise, but will take the greatest amount of time to obtain (12 weeks of collection). However, Quarterly estimates are the most suitable for the analysis of small populations (e.g. VAMC, Female Veterans 18-29, etc.).

F. [bookmark: _Toc17919983][bookmark: _Toc511750807]Quality Control

To ensure the prevention of errors and inconsistencies in the data and the analysis, quality control procedures will be instituted in several steps of the survey process. Records will undergo a cleaning during the population file creation.  The quality control steps are as follows.

1. Records will be reviewed for missing sampling and weighting variable data.  When records with missing data are discovered, they will be either excluded from the population file or put into separate strata upon discussion with subject matter experts.

2. Any duplicate records will be removed from the population file to both maintain the probabilities of selection and prevent the double sampling of the same veteran.

3. Invalid emails will be removed.

The survey sample loading and administration processes will have quality control measures built into them.

1. The extracted sample will be reviewed for representativeness. A secondary review will be applied to the final respondent sample.

2. The survey load process will be rigorously tested prior to the induction of the BTSS Survey to ensure that sampled customers is not inadvertently dropped or sent multiple emails.

3. The email delivery process is monitored to ensure that bounce-back records will not hold up the email delivery process.  

The weighting and data management quality control checks are as follows:

1. The sum of the weighted respondents will be compared to the overall population count to confirm that the records are being properly weighted.  When the sum does not match the population count, weighting classes will be collapsed to correct this issue.

2. The unequal weighting effect will be used to identify potential issues in the weighting process.  Large unequal weighting effects indicate a problem with the weighting classes, such as a record receiving a large weight to compensate for nonresponse or coverage bias.

G. [bookmark: _Toc17919984]Sample Weighting, Coverage Bias, and Non-Response Bias

A final respondent sample should closely resemble the true population, in terms of the demographic distributions (e.g. age groups). One problem that arises in the survey collection process is nonresponse, which is defined as failure of selected persons in the sample to provide responses. This occurs in various degrees to all surveys, but the resulting estimates can be distorted when some groups are actually more or less prone to complete the survey. In many applications, younger people are less likely to participate than older persons. Another problem is under-coverage, which is the event that certain groups of interest in the population are not even included in the sampling frame. They cannot participate because they cannot be contacted: those without an email address will be excluded from sample frame. These two phenomena may cause some groups to be over- or under-represented. In such cases, when the respondent population does not match the true population, conclusions drawn from the survey data may not be reliable, and are said to be biased.

Survey practitioners recommend the use of sampling weighting to improve inference on the population. This will be introduced into the survey process as a tool that helps the respondent sample more closely represent the overall population. Weighting adjustments are commonly applied in surveys to correct for nonresponse bias and coverage bias. As a business rule will be implemented to require callers to provide email address, the coverage bias for this survey is expected to decrease. In many surveys, however, differential response rates may be observed across age groups. In the event that some age groups are more represented in the final respondent sample, the weighting application will yield somewhat smaller weights for this age group. Conversely, age groups that are underrepresented will receive larger weights. This phenomenon is termed non-response bias correction for a single variable. Strictly speaking, we can never know how non-respondents would have really answered the question, but the aforementioned adjustment calibrates the sample to resemble the full population – from the perspective of demographics. This may result in a substantial correction in the resulting weighting survey estimates when compared to direct estimates in the presence of non-negligible sample error (non-response bias).

Because the email population will have different demographics than the overall population, the initial sample will be selected in a manner from the frame so that the final respondent sample resembles the overall population. Stratification may also adjust for non-response (occurring when certain subpopulations are less prone to participate). Targets will be established for every permutation of the following stratification variables. As such, population values will be collected and recorded by VEO for every data collection period.

The stratification scheme above will result in a representative sample with respect to the full population. Weighting will then be applied so that the sample is more fully matched to the population. Sample weights will be generated for monthly estimates.

Since 85% of older Americans utilize email (Choi & Dinitto, 2013), we can presume that a large share of veterans chose not to share their email address with VHA or are simply unaware of that option. It is assumed that the level of patient satisfaction is not directly related to their email status (Missing at Random). Since age and gender have been observed to be strong predictors of patient satisfaction in other VA health surveys, the stratification and weighting methodology outlined above will adequately compensate for any bias introduced by the incomplete frame of population.

Weighting will utilize cell weights in real time. To make this possible, targets will be based on the previous month’s population. With each query on the VSignals platform for each respondent by dividing the target for a cell by the number of respondents in the cell. The weighting scheme will include, where possible all the variables used for explicit stratification, However, cells will be collapsed if the proportion of the population is insufficient to reliably achieve a minimum of 3 completes per month. As a result, weights may be more comprehensive for larger population segments. For instance, in the VA, women are a smaller proportion of the populations. Therefore, woman will have more collapsed cells than men.

As part of the weighting validation process, the weights of persons in age and gender groups are summed and verified that they match the universe estimates (i.e., population totals). Additionally, we calculate the unequal weighting effect, or UWE (see Kish, 1992; Liu et al., 2002). This statistic is an indication of the amount of variation that may be expected due to the inclusion of weighting. The unequal weighting effect estimates the percent increase in the variance of the final estimate due to the presence of weights and is calculated as:



where 

· cv = coefficient of variation for all weights .

· s = sample standard deviation of weights.

·  = sample mean of weights, ij.

H. [bookmark: _Toc17919985]Quarantine Rules

VEO seeks to limit contact with Veterans as much as possible, and only as needed to achieve measurement goals. These rules are enacted to prevent excessive recruitment attempts upon Veterans. VEO also monitors veteran participation within other surveys, to ensure veterans do not experience survey fatigue. All VEO surveys offer options for respondents to opt out, and ensure they are no longer contacted for a specific survey. VEO also monitors Veteran participation within other surveys, to ensure Veterans do not experience survey fatigue. Finally, all VEO surveys offer options for respondents to opt out, and ensure they are no longer contacted for a specific survey.



Table 4. Quarantine Protocol

		Quarantine Rule

		Description

		Elapsed Time 



		Repeated Sampling for BTSSS Survey

		Number of days between receiving/completing online survey, prior to receiving email invitation for a separate BTSSS experience

		30 Days 



		Other VEO Surveys

		Number of days between receiving/completing online survey and becoming eligible for another VEO survey

		30 Days



		Prioritization

		Prioritization is based on the observed sample sizes. 

		N/A



		Opt Outs

		Persons indicating their wish to opt out of either phone or online survey will no longer be contacted.

		N/A







[bookmark: _Toc516137687][bookmark: _Toc17919986][bookmark: _Toc490572153][bookmark: _Toc490572159]Part III – Assumptions and Limitations

[bookmark: _Toc490572154][bookmark: _Toc516137689][bookmark: _Toc17919987]A. Coverage Bias

Since the VEO BTSSS surveys are email based only, there is a large population of patients that cannot be reached by the survey. Veterans that lack access to the internet or do not use email may have different levels of Trust and satisfaction with their service. However, the majority of Veterans that do not share their email addresses do so because they did not have an opportunity to provide the information, or they elected not to share their email address. As such, it is thought that Veterans in this latter category do not harbor any tangible differences to other Veterans who do share their information. In order to verify this, VEO plans to execute a coverage bias study to assess the amount of coverage bias due and derive adjustment factors in the presence of non-negligible bias.
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	Withdrawn: "Removed from consideration", making the 60-day FRN null and void. 

	Start the approval process over with a new 60-day FRN.

	Identify the ICR Reference No. and add hyperlink URL addressed to "View ICR - Agency 	Submission".

	Add hyperlink URL addressed to "OMB Control Number History".

FRN says, "VHA must gather *certain* information to ...". 

	"The notice should include *details* about what information is being collected". 

	This is a wide spread, recurring issue with all VACO FRN's.

FRN does not indicate whether any comments were received during the 60-day period. 

	"The 30-Day Notice... must indicate whether any comments were received during the 60-	day period."

Supporting Statement A:

	https://www.reginfo.gov/public/do/DownloadDocument?objectID=140144700



1. VTP says, "Pursuant to 38 U.S.C. 111 and 38 C.F.R. Part 70, Subpart A..." 

	After "38 U.S.C. 111" insert "Payments or allowances for beneficiary travel".	

	After "and" insert "implemented by".

    VTP says,"VHA must gather certain information..."

	Change "gather certain information to "collect certain information specified in item 2" 

	After, "collect certain information specified in item 2",  add, "according to statury 	mandates, including The Paperwork Reduction Act of 1995 (44 U.S.C 3501 et seq.).

"Detail any specific program problems you hope to resolve."

2. VTP says, "The claimant may provide self-attestation of their attendance at a VA authorized appointment with a non-VA provider." 

	No mention of "verification of attendance" (VOA) from the VA Form 10-3542

   VTP says,  "If VA determines that *additional* information is needed to make a *determination* ..., VA will notify the claimant...in accordance with 38 CFR 70.20(e). 

	38 CFR 70.20(e) determination critera is beyond the VTP authority to *make* 			payments or *not make* payments. 

	There is no undefined, "additional" information collection in an ICR.			

This item identifies *five* data elements and *only five* data elements to be collected:

	Identity, addresses, dates, other than mileage, signature.

Define *all* data elements collected by any and *all* methods.

"Do *not* just make *general statements* about the overall use of the information,			 but address the *specific* data elements of information being collected."

"... you must demonstrate that you will be using all of the information collected for 		a *practical* and *necessary* program purpose."

Add *all* modalities to your ICR:

	"Current modalities for Veterans to submit their BT applications include:

 

		a. BTSSS – Online, on mobile devices, or via laptops and tablets offered at many 			VAMCs.

 

		b. Paper Claims – VA Form 10-3542, Veteran/Beneficiary Claim for 				reimbursement of Travel Expenses,3 submitted for manual entry.

 

		c. Patient Check-In (PCI) App - Mobile check-in through va.gov, integrating BT 			claims for appointments into BTSSS.



		d. VetLink Kiosk Integration – Available at 38 VAMCs with Vecna contracts."

3. VTP has not complied with terms of clearance from 07/17/2017. 	https://www.reginfo.gov/public/do/PRAViewICR?ref_nbr=201604-2900-019#

	They have not provided screen shots/images of the kiosk/mobile technology/BTSSS. 

		"If this is an electronic application, you must provide screenshots of the entire 			online form."

Add BTSSS URL: https://dvagov-btsss.dynamics365portals.us/.

VA Form 10-3542 is *not* modernization.

4. VTP's VOA is an exact duplication of information collection by BTSSS and the VA Form 10-3542.

	VTP has not described why the VOA is required or why the information collection 	performed by the BTSSS and other VHA systems cannot be used or modified for the 	purposed described in item 2 above.

	VTP already stated in tem 2, "The claim includes a penalty statement and a statement 	indicating the claimant has traveled at their own expense and not used Government or cost-	free resources for this purpose."

		The statement also says, "I certify that the above information is correct." This means 		the appointment was completed, service were recieved.

 

  	Add "I have received the services for the appointment related to this claim." to the 	certifications on the VA Form 10-3542 and BTSSS if it makes you feel better.

	Why does VTP trust the provider but not the beneficiary?

Item 2 of this SSA identifies *five* data elements and *only five* data elements:

	Identity, addresses, dates, other than mileage, signature.

"If the same or similar information is available, describe why it cannot be used or modified for 	the purposes described in item 2 above."

7. VTP says, "There are no such special circumstances." 

	Yes, there are. Information collection may be performed monthly, weekly, daily, hourly or 	by the minute; whenever a new claim is submitted.

     VTP says,"The information will be *voluntary*..." 

	The information collection is *not* "voluntary", it is *required to obtain a benefit*.

8. A 60-Day FRN for ths ICR was *not* published on Tuesday, March 5, 2024. 

VTP says, "VA meets with Veteran Service Organizations and public advocacy 	organizations on a regular basis..."

	Name the VSO's and public advocacy organizations. 

		Did you notify them about this ICR?

			Why not?

	Provide frequency of meetings.

	Provide verification of meetings.

9. VTP says, "The BT mileage reimbursement program is established in 38 U.S.C. Section 111..."                    The very first sentence must be,  "This information collection is required to obtain a benefit.

12. VTP did not provide separate hour burden estimates for each form and by method of submission, and do not follow the instruction to "aggregate the hour burdens in Item 13." 

 	Add and specify the time is takes to log on to the BTSSS, to enter data, attach document(s) 	and submit the claim, check the status of the claim, and the time for electronic 	messaging, telephone calls and letters to the local BT to resolve the claim.

		BTSSS does not provide any notification when claim status changes.

		BTSSS "Rejection Letters" do not identify the claim number being rejected.

"Indicate the... annual hour burden, and an explanation of how the burden was estimated "

		

13. VTP says, "There are no capitol, start-up costs".

	Add: Cost estimates for computer, internet access, scanner, printer, ink, paper, envelopes, 	stamps, pens, telephone calls, electronic messaging...

		"The estimates should take into account costs associated with generating, maintaining, 			and disclosing or providing the information. 

		

		"Capital and start-up costs include, among other items, preparations for collecting 			information such as purchasing computers...". 

				

		"Include descriptions of methods used to estimate major cost factors including system 			and technology acquisition, expected useful life of capital equipment, the discount 			rate(s), and the time period over which costs will be incurred."



		"Operations and maintenance cost include the cost of mailing faxing or calling in 			information, making paper copies, notary costs, and electronic transmissions."

		"Regular maintenance of any equipment initial cost fall under capital and start-up 			would also belong here."

14. VTP did *not* provide *any* costs of the BTSSS to the Federal Government.

	Add: BTSSS development and operation costs, BTSSS recurring costs, additional 			personnel, overtime...

		"... provide a description of the method used to estimate cost, which should include 			quantification of hours, operational expenses (such as equipment, overhead, printing, 			and support staff), and *any other expense* that would not have been incurred without 			this collection of information." 

	

VA Form 10-3542: Instruction 6:

	https://www.reginfo.gov/public/do/DownloadDocument?objectID=140144800



VTP regulation 38 CFR 70.20(e) "Additional information", cited in item 2, equals VOA *determination* criteria.



	Determination criteria, is *beyond* VTP authority to *make* payments or *not make* 	payments.

	VOA has transformed *application* procedures into *determination* criteria to *deny* 	payments.

	VTP cannot alter determination criteria "Prescribed by the President".

38 USC 111, Payments or allowances for beneficiary travel:

	"... the Secretary *may* pay... an allowance based upon mileage at a rate of 41.5 cents 	per mile ..."

	"if*... the Secretary exercises the authority under this section to *make* any payments..."

 	"... the Secretary *shall* make the payments... to or for the following persons:"

	See (b)(1)(A) through (b)(3)(C)(a) for the *only* authorized determination critera.

Cite the law; chapter, paragraph and sentence, requiring VOA, on the VA Form 10-3542 and in item 2 above.

	It is *not* 38 USC 111, PL 116-117 or 38 CFR 70.

Supplementary Documents:

The following 10 documents contain a wealth of information on OMB 2900-0798; past, present and future. Since BTSSS is the present and the future, it should feature heavily. *All* should be incorporated into Supporting Statement A, and added to Supplementary Documents, to increase public *knowledge* and *participation* in this process.

The VA Beneficiary Travel Self-Service System: Mission Accomplished?, The Subcommittee on Technology Modernization Oversight Hearing, June 6, 2024: https://docs.house.gov/Committee/Calendar/ByEvent.aspx?EventID=117397 http://docs.house.gov/meetings/VR/VR11/20240611/117397/HHRG-118-VR11-WList-20240611.pdf 

http://docs.house.gov/meetings/VR/VR11/20240611/117397/HHRG-118-VR11-Wstate-HeimanR-20240611.pdf



Additional Assessments of Mileage Reimbursement Data and Veterans' Travel Costs Needed, GAO-24-106816, May 28, 2024: https://www.gao.gov/products/gao-24-106816

Status Update Final to OIG Update, April 10, 2024: Attached to message.

Beneficiary Travel-OIT Update, April 10, 2024: Attached to message.

Kiosks and Veteran Experience Project Charter Veterans Health Administration Version 1.0, 03/26/24: Attached to message.

VA Survey, Beneficiary Travel Self Service System (BTSSS), 02/29/2024:

 https://downloads.regulations.gov/VA-2024-VACO-0002-0137/attachment_1.pdf

Beneficiary Travel Self Service System (BTSSS) Survey Sampling Methodology Report, 10 August 2023: https://www.reginfo.gov/public/do/DownloadDocument?objectID=134880901 

Goals Not Met for Implementation of the Beneficiary Travel Self-Service System, OIG 21-03598-92, May 31, 2023: https://www.vaoig.gov/reports/review/goals-not-met-implementation-beneficiary-travel-self-service-system 

Privacy Impact Assessment for the VA IT System called: Beneficiary Travel Self-Service System (BTSSS), October 2, 2022: https://department.va.gov/privacy/wp-content/uploads/sites/5/2023/05/FY23BeneficiaryTravelSelfServiceSystemBTSSSPIA.pdf 

Beneficiary Travel (BT) Frequently Asked Questions (FAQ), September 2022: https://www.va.gov/healthbenefits/resources/publications/10-621_BT_FAQ.pdf
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Title 38 —Pensions, Bonuses, and Veterans' Relief
Chapter I —Department of Veterans Affairs


Part 5 Administrative Procedures:Guidance Documents


§ 5.0 Purpose.
§ 5.10 Definitions relating to guidance documents.
§ 5.15 Procedures for issuing guidance documents.
§ 5.20 Procedures for petition for the withdrawal or modification of a guidance document.
§ 5.25 Guidance website.


PART 5—ADMINISTRATIVE PROCEDURES:GUIDANCE DOCUMENTS
Authority: 38 U.S.C. 501; E.O. 12866, 58 FR 51735, 3 CFR, 1993 Comp., p. 638.


Source: 85 FR 72570, Nov. 13, 2020, unless otherwise noted.


§ 5.0 Purpose.


This part provides the Department of Veterans Affairs' (VA's) processes and procedures for issuing and managing
guidance documents.


[86 FR 30184, June 7, 2021]


§ 5.10 Definitions relating to guidance documents.


The following definitions apply to §§ 5.0 through 5.25.


This content is from the eCFR and is authoritative but unofficial.


Guidance document means an agency statement of general applicability (i.e., it applies to more than just one
person, event, or transaction), that is intended to have a future effect on the behavior or actions of
regulated parties (to include non-VA actors), and that sets forth a policy on a statutory, regulatory, or
technical issue, or an interpretation of a statute or regulation. A guidance document does not include the
following:


(1) Rules promulgated pursuant to notice and comment under section 553 of title 5, United States Code,
or similar statutory provisions;


(2) Rules exempt from rulemaking requirements under section 553(a) of title 5, United States Code;


(3) Rules of agency organization, procedure, or practice;


(4) Decisions of agency adjudications under section 554 of title 5, United States Code, or similar
statutory provisions;
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https://www.govinfo.gov/link/uscode/38/501

https://www.federalregister.gov/executive-order/12866

https://www.federalregister.gov/citation/58-FR-51735

https://www.ecfr.gov/on/2024-10-09/title-3/

https://www.federalregister.gov/citation/85-FR-72570

https://www.federalregister.gov/citation/86-FR-30184

https://www.ecfr.gov/on/2024-10-09/title-38/section-5.0/

https://www.ecfr.gov/on/2024-10-09/title-38/section-5.25/

https://www.govinfo.gov/link/uscode/5/553

https://www.govinfo.gov/link/uscode/5/554





§ 5.15 Procedures for issuing guidance documents.


(5) Internal guidance directed to the issuing agency or other agencies that is not intended to have
substantial future effect on the behavior of regulated parties; or


(6) Internal executive branch legal advice or legal opinions addressed to executive branch officials.


Significant guidance document means a guidance document that the Administrator of the Office of Information
and Regulatory Affairs determines is reasonably anticipated to:


(1) Lead to an annual effect on the economy of $100 million or more or adversely affect in a material
way the economy, a sector of the economy, productivity, competition, jobs, the environment, public
health or safety, or State, local, or tribal governments or communities;


(2) Create a serious inconsistency or otherwise interfere with an action taken or planned by another
agency;


(3) Materially alter the budgetary impact of entitlements, grants, user fees, or loan programs or the rights
and obligations of recipients thereof; or


(4) Raise novel legal or policy issues arising out of legal mandates, the President's priorities, or the
principles of Executive Order 12866.


VA means the Department of Veterans Affairs.


(a) General.


(1) Each guidance document should clearly and prominently state that it does not bind the public, except
as authorized by law or as incorporated into a contract. * * * Guidance documents may include the
following or similar disclaimer language: The contents of this document do not have the force and
effect of law and are not meant to bind the public in any way. This document is intended only to
provide clarity to the public regarding existing requirements under the law or agency policies.


(2) Each guidance document should include the following information in the published guidance
document:


(i) The term guidance;


(ii) The agency or office issuing the document;


(iii) To what and to whom the document applies;


(iv) The date of issuance;


(v) The title and unique identification number of the document;


(vi) Citation to statutory or regulatory authority that the guidance document interprets or applies;


(vii) A short summary of the subject matter covered at the beginning of the guidance document; and


(viii) As applicable, the guidance document being revised or replaced.


(b) Significant guidance documents. VA will refer to the Administrator of the Office of Information and
Regulatory Affairs (OIRA) within the Office of Management and Budget, or the Administrator's designee,
the question of whether a guidance document is significant. Significant guidance documents should
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[85 FR 72570, Nov. 13, 2021, as amended at 86 FR 30184, June 7, 2021]


§ 5.20 Procedures for petition for the withdrawal or modification of a guidance document.


[85 FR 72570, Nov. 13, 2021, as amended at 86 FR 30184, June 7, 2021]


§ 5.25 Guidance website.


VA has a guidance website that contains, or links to, guidance documents that are currently in effect. The website
can be found at the following address: www.va.gov/orpm/va_guidance_documents.asp.


[86 FR 30184, June 7, 2021]


contain the disclaimer and information described in paragraph (a) of this section. Additionally, unless the
Administrator of OIRA, pursuant to review under E.O. 12866, and VA agree that exigency, safety, health, or
other compelling cause warrants an exemption, the following additional procedures apply:


(1) The Secretary or a VA component head appointed by the President (with or without confirmation by
the Senate), or by an official who is serving in an acting capacity as either of the foregoing, must
approve any significant guidance document prior to issuance. This approval authority is not
delegable.


(2) Significant guidance documents must be submitted to OIRA for review under Executive Order 12866
prior to issuance.


(3) Significant guidance documents must comply with the applicable requirements set forth in Executive
Orders 12866, 13563, and 13609.


Petitions for withdrawal or modification of a guidance document. The following procedures apply for the public to
petition for withdrawal or modification of a guidance document.


(a) A member of the public wishing to petition for withdrawal or modification of a guidance document
may submit such petition via email to: OEIDMO@va.gov. Petitions may also be mailed to the
following address: Office of Policy and Interagency Collaboration, Office of Enterprise Integration,
810 Vermont Avenue NW, Washington, DC 20420.


(b) A petition for withdrawal or modification of a guidance document must contain the following
information:


(1) The petitioner's name and address;


(2) Information identifying the guidance document to which the petition pertains;


(3) A statement of the reasons the petitioner believes the document should be withdrawn or
modified.


(c) VA will seek to provide a response to a petition within 90 days of receipt of the request.
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https://www.federalregister.gov/citation/85-FR-72570

https://www.federalregister.gov/citation/86-FR-30184

mailto:OEIDMO@va.gov

https://www.federalregister.gov/citation/85-FR-72570

https://www.federalregister.gov/citation/86-FR-30184

http://www.va.gov/orpm/va_guidance_documents.asp

https://www.federalregister.gov/citation/86-FR-30184
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