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 21 public comments from 10/16/24-10/17/24. VTP received on 11/4/24 for response.






[bookmark: _MON_1792401578]Attachments Received: 

1. PC-202402-2900-022-101624-084839-1
VA Form 10-3542: Instruction 6
VTP regulation 38 CFR 70.20(e) "Additional information", cited in item 2, equals verification of attendance (VOA) *determination* criteria.
Determination criteria, is *beyond* VTP authority to *make* payments or *not make* payments.
VTP cannot alter determination criteria set by 38 USC 111, (b)(1)(A) through (b)(3)(C)(a).
VOA has transformed *application* procedures into *determination* criteria to *deny* payments.
The very specific authorities granted to the Secretary are limited and do not involve this conflict.
The implementation of the law cannot contradict the law as it does, and has, since the CFR was adopted on June 30, 2008.
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. It is *not* 38 USC 111, PL 116-117 or 38 CFR 70.
VA Response: VA has received your response and appreciates your feedback. Title 38 United States Code (U.S.C.) § 111 provides the Secretary with the authority to administer VA’s Beneficiary Travel benefits. Title 38 Code of Federal Regulations (CFR) Part 70, Subpart A regulates how VA administers the benefit for VHA purposes.  38 CFR 70.20(e) requires the VA to notify the claimant should additional information be needed to adjudicate the claim as VA must verify care or services were received prior to reimbursement. Further 38 CFR 70.4 again clarifies that eligibility is based on services received. This requirement supports VA’s obligation to deter fraud, waste, and abuse via improper payments as directed under the provisions of the Payment Integrity Information Act of 2019.
2. PC-202402-2900-022-101624-085237-1
Supplementary Documents:
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/wpcontent/
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
VA Response: VA has received your response and appreciates your feedback. 
3. PC-202402-2900-022-101624-091537-1
Supplementary Documents: Beneficiary Travel and BTSSS in the news since 2016 when OMB last approved ICR.
https://www.stripes.com/veterans/2024-10-09/veterans-travel-expenses-medical-care-kiosks-15457893.html
https://www.military.com/daily-news/2024/10/04/va-brings-back-travel-claims-kiosks-after-pushback-veterans-caregivers.html
https://thehill.com/homenews/house/4718530-va-travel-claims-system-under-fire-house/
https://www.meritalk.com/articles/lawmakers-unload-on-vas-troubled-travel-reimbursement-system/
https://www.alaskasnewssource.com/2024/04/12/veteran-pleads-help-va-leaders-struggle-keep-pace-with-reimbursementclaims/
https://pingree.house.gov/news/documentsingle.aspx?DocumentID=4710
https://news.va.gov/129612/veteran-travel-101-applying-for-reimbursement/
https://www.military.com/daily-news/2023/06/13/new-online-va-travel-reimbursement-program-failing-veterans-inspectorgeneral-finds.html
https://www.military.com/daily-news/2022/08/25/va-pushed-make-it-easier-veterans-get-reimbursed-travel-appointments.html
https://themissouritimes.com/alford-writes-letter-to-u-s-department-of-veteran-affairs/
https://www.hernandosun.com/2023/10/05/bilirakis-pushes-for-preservation-of-paper-va-travel-reimbursement-forms/
https://www.redlandsdailyfacts.com/2023/09/03/va-loma-linda-mismanaged-more-than-1-million-in-patient-transportationfunds-feds-say/
https://www.veterans.senate.gov/2022/9/tester-introduces-bipartisan-bill-to-boost-travel-reimbursement-benefits-for-veterans
https://www.kfyrtv.com/2022/08/31/vas-travel-reimbursement-system-challenge-some-rural-vets/
https://www.va.gov/montana-health-care/stories/montana-va-makes-appointment-verification-letter-more-available-toveterans/
https://www.disabledveterans.org/philadelphia-va-travel-pay-clerk-embezzled-500000/
https://www.wcnc.com/article/money/backlog-at-salisbury-va-delays-thousands-of-travel-reimbursements/275-96fbf2bb-f82e-4428-98e3-64757e979f49
https://news.va.gov/85832/travel-pay-claims-made-easy/
https://www.govexec.com/oversight/2019/12/special-counsel-alerts-white-house-and-congress-significant-financialmismanagement-va/161916/
https://abc11.com/i-team-durham-va-travel-reimbursement-delay/3320441/
VA Response: VA has received your response and appreciates your feedback.
4. PC-202402-2900-022-101624-101158-1
Chairman Rosendale Applauds VA's Decision to Reactivate Reimbursement Kiosks at VA Clinics and Hospitals. Washington, October 15, 2024
WASHINGTON, D.C. – Today, Chairman Matt Rosendale (MT-02) of the House Veterans Affairs Committee, Subcommittee on Technology Modernization released a statement after the Department of Veterans Affairs made the decision to reactivate travel reimbursement kiosks at over 750 VA clinic and hospital locations nationwide as well as announce plans to install dozens more at VA facilities lacking kiosks. This comes after the VA received immense pushback from veterans, advocates, and lawmakers alike over their failed transition to the online-based Beneficiary Travel Self-Service System (BTSSS). The BTSSS previously led some veterans to give up on the program in frustration and not obtain the reimbursement they have earned. The return of the kiosks is especially important in Montana as veterans travel hundreds of miles to receive VA care and need complete and timely reimbursements that the BTSSS simply cannot provide. “Veterans across Montana have told me about difficulties with the Beneficiary Travel Self-Service System, especially for some veterans who are not as proficient in technology. Veterans liked the old kiosk system,” said Chairman Rosendale. “It would have made more sense to improve the kiosks than completely phase them out. I am glad to see them back in the Treasure State and across the country.” 
BACKGROUND:
In 2022, Chairman Rosendale sent a letter to Department of Veterans Affairs Secretary Denis McDonough explaining the failures of the BTSSS due to the trouble veterans had using computers and the plight of veterans who reside in rural Montana and do not have reliable access to the internet.
The Office of the Inspector general found that from February 2021 through July 2022, the Beneficiary Travel Self-Service System fell short of all four metrics on increased automated claims adjudication, reduced manual overrides, greater new system usage, and more self-service use. In June, Chairman Rosendale also held a hearing on the failed BTSSS. https://rosendale.house.gov/news/documentsingle.aspx?DocumentID=2002
VA Response: VA has received your response and appreciates your feedback.
5. PC-202402-2900-022-101624-104154-1
"This effort began in 2019 to automate veterans’ travel reimbursements and eliminate improper payments using a new, web based system. I am sure the idea made sense on paper. But in reality, VA blindsided millions of veterans with a complicated and confusing new process. Training was minimal, and user testing was limited to a small group of VA employees. Without warning, the Department deactivated and then removed the popular VetLink kiosks from most of its facilities. Veterans had been successfully using the kiosks for years. But veterans struggled with the new website, and they continue to struggle with it today. I am proud to represent one of the most rural districts in the country. Montana veterans travel long distances to receive the health care they have earned. I routinely hear from my constituents about their frustrations with the new system and their struggles to get reimbursed on time, if at all. As a result of these problems, most veterans are relying on the paper travel reimbursement form, and a huge claims backlog developed that took several years to work down. We have seen this movie time and time again. VA undertakes an ambitious IT modernization project to revamp a business process, but it fails because it isn’t developed with the user in mind. And veterans who rely on the system to manage their health or finances get hurt. In this particular situation, BTS-3 caused confusion and frustration for veterans across America who count on receiving travel reimbursements when their VA medical appointments are not available close to home. This project has been a glaring example of poor planning, misunderstanding of veterans’ needs, and general dysfunction. According to the Office of Inspector General’s report, the system is a long way from meeting any of its goals. The contract was signed eight years ago, but as of last year, only 34% of travel reimbursement claims were being submitted electronically. That is far below the goal of 80%. The project was supposed to simplify the entire travel reimbursement process by auto-adjudicating 90% of claims. But as of last year, the system was only able to auto-adjudicate about 40%. Veterans submit about 6 million travel reimbursement claims every year. A majority of those claims have to be keyed into the BTS-3 system manually. Worse, the software is completely unable to auto-adjudicate travel reimbursements for community care, so 100% of those claims have to be manually reviewed. More than four years after the system was rolled out, VA still does not have a good solution for that. VA actually had to add about 140 more employees to process the travel claims manually. The project’s budget started at $11 million—which is modest compared to Oracle or the supply chain modernization—but I understand it has doubled. The budget does not seem to include all the additional expense from extra staffing and rework. And it surely does not account for all the veterans’ frustration and wasted time. I expect clear answers from our witnesses about the path forward. Despite several years of software updates, the BTS-3 system is still too difficult to log into, too slow to load, and too confusing to navigate. We learned that VA is planning to fold it into VA.gov soon. Given the difficulties that other parts of VA.gov have experienced recently, that consolidation needs to be handled very carefully." Continued at https://veterans.house.gov/news/documentsingle.aspx?DocumentID=6479#
VA Response: VA has received your response and appreciates your feedback.
6. PC-202402-2900-022-101624-111332-1
See 278 public comments at https://news.va.gov/129612/veteran-travel-101-applying-for-reimbursement/ Veteran travel 101:
Applying for travel reimbursement.
VA Response: VA has received your response and appreciates your feedback.
7. PC-202402-2900-022-101624-112417-1
Where are the screenshots of BTSSS and Kiosks...?
VA Response: VA has received your response and appreciates your feedback.  Screenshots of the electronic claim submissions were provided, and proper OMB control numbers and statements have been added are included with to the submission modalities platforms.
8. PC-202402-2900-022-101624-112752-1
Where is the status of records notice for BTSSS, Kiosks and Microsoft Dynamics?
VA Response: VA has received your response and appreciates your feedback.  The Privacy Act System of Record Number is 83VA10.  
9. PC-202402-2900-022-101724-042228-1
It should be stated that BTSSS collects and stores your financial institution routing number, your account number, your telephone number, your email address and more beyond what you enter in BTSSS, a kiosk or the VA Form 10-3542.
VA Response: VA has received your response and appreciates your feedback.  For clarity, BTSSS does not collect or store banking or electronic funds transfer profiles.  BTSSS is integrated with financial services systems of record provided by Veterans, Beneficiaries, and/or Caregivers on VA Form 10091, authorized under OMB 2900-0846.  Likewise, BTSSS is integrated with other VA systems of record to populate other Veteran data (e.g. telephone number, email address, etc.) necessary to properly adjudicate Beneficiary Travel claims, and those data points are also not stored within BTSSS. 
10. PC-202402-2900-022-101724-093712-1
Supporting Statement A:
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 statutory mandates, including The Paperwork Reduction Act of 1995 (44 U.S.C 3501 et seq.).
"Detail any specific program problems you hope to resolve."
VA Response: VA has received your response and appreciates your feedback.  The information being collected from the claimant is included on the form.   
11. PC-202402-2900-022-101724-094312-1
Supporting Statement A:
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.
b. Paper Claims – VA Form 10-3542, Veteran/Beneficiary Claim for reimbursement of Travel Expenses, 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."
VA Response: VA has received your response and appreciates your feedback and suggestions.
12. PC-202402-2900-022-101724-094936-1
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.
VA Response: VA has received your response and appreciates your feedback.  Screenshots of the electronic claim submissions were provided, and proper OMB control numbers and statements have been added are included with to the submission modalities platforms.
13. PC-202402-2900-022-101724-095603-1
Supporting Statement A:
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 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."
VA Response: VA has received your response and appreciates your feedback.
14. PC-202402-2900-022-101724-100130-1
Supporting Statement A:
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*.
VA Response: VA has received your response and appreciates your feedback.
15. PC-202402-2900-022-101724-101336-1
Supporting Statement A:
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.
"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 "VHA Lacks an Outcome-Oriented Outreach Plan Benefit". GAO-24-106816, Page 25-27, May 2024. 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)
GAO-24-106816, Page 31, May 2024
VA Response: VA has received your response and appreciates your feedback and suggestions.  The GAO recommendations are being addressed within VTP and VHA meets regularly with Veteran Service Organizations. 
16. PC-202402-2900-022-101724-101432-1
Supporting Statement A:
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."
VA Response: VA has received your response and appreciates your feedback and suggestions.
17. PC-202402-2900-022-101724-102029-1
Supporting Statement A:
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, scan document(s), attach document(s), 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 the 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.
18. PC-202402-2900-022-101724-102546-1
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."
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.    
19. PC-202402-2900-022-101724-105051-1
Supporting Statement A:
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."
"The $36 million web-based system was implemented nationwide in 2023 to speed up reimbursements to veterans." https://www.stripes.com/veterans/2024-10-09/veterans-travel-expenses-medical-care-kiosks-15457893.html
"VA actually had to add about 140 more employees to process the travel claims manually."
"The project’s budget started at $11 million...but I understand it has doubled."
"The budget does not seem to include all the additional expense from extra staffing and rework."
Rep. Matt Rosendale (R-Mont.), the Chairman of the House Committee on Veterans’ Affairs Subcommittee on Technology Modernization, June 11, 2024 https://veterans.house.gov/news/documentsingle.aspx?DocumentID=6479#
VA Response: VA has received your response and appreciates your feedback.
20. PC-202402-2900-022-101724-111915-1
VA Form 10-3542: Instruction 6:
Item 2 of this SSA identifies *five* data elements and *only five* data elements:
Identity, addresses, dates, other than mileage, signature.
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, services 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
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.
"Veterans submit about 6 million travel reimbursement claims every year.
A majority of those claims have to be keyed into the BTS-3 system manually,
Worse, the software is completely unable to auto-adjudicate travel reimbursements for community care, so 100% of those claims have to be manually reviewed.
More than four years after the system was rolled out, VA still does not have a good solution for that.
VA actually had to add about 140 more employees to process the travel claims manually."
Rep. Matt Rosendale (R-Mont.), the Chairman of the House Committee on Veterans’ Affairs Subcommittee on Technology Modernization, June 11, 2024
https://veterans.house.gov/news/documentsingle.aspx?DocumentID=6479#
Why does VTP trust the provider, but not the beneficiary?
VTP cannot alter determination criteria under regulations "Prescribed by the President" and Congress at 38 USC 111, (b)(1)(A) through (b)(3)(C)(a) 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:"
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.
VA Response: VA has received your response and appreciates your feedback. The certification on the form is stating that the Veteran incurred a cost, that they did not obtain transportation at Government expense or received any other transportation resources at no cost.  The certification statement does not include receiving examination, treatment, or care.
21. PC-202402-2900-022-101724-121257-1
The following documents contain a wealth of information since your long overdue ICR was approved way back on July 17, 2017 and expired July 31, 2020. Popular kiosks returned to VA clinics, hospitals after veterans complained about new online system https://www.stripes.com/veterans/2024-10-09/veterans-travel-expenses-medical-care-kiosks-15457893.html
VA Brings Back Travel Claims Kiosks After Pushback from Veterans, Caregivers https://www.military.com/dailynews/ 2024/10/04/va-brings-back-travel-claims-kiosks-after-pushback-veterans-caregivers.html
VA’s online claims system comes under fire in House subcommittee
https://thehill.com/homenews/house/4718530-va-travel-claims-system-under-fire-house/
Lawmakers Unload on VA’s Troubled Travel Reimbursement System
https://www.meritalk.com/articles/lawmakers-unload-on-vas-troubled-travel-reimbursement-system/
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
Veteran pleads for help as VA leaders struggle to keep pace with reimbursement claims https://www.alaskasnewssource.com/2024/04/12/veteran-pleads-help-va-leaders-struggle-keep-pace-with-reimbursementclaims/
Status Update Final to OIG Update, April 10, 2024: Attached to message.
Beneficiary Travel-OIT Update, April 10, 2024: Attached to message.
Veteran travel 101: Applying for travel reimbursement https://news.va.gov/129612/veteran-travel-101-applying-forreimbursement/
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
Maine Delegation Calls on VA Secretary to Fix Travel Reimbursement System
https://pingree.house.gov/news/documentsingle.aspx?DocumentID=4710
New Online VA Travel Reimbursement Program Is Failing Veterans, Inspector General Finds
https://www.military.com/daily-news/2023/06/13/new-online-va-travel-reimbursement-program-failing-veterans-inspectorgeneral- finds.html
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/wpcontent/
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
A Should Make It Easier for Veterans to Get Reimbursed for Appointment Travel, Senator Says
https://www.military.com/daily-news/2022/08/25/va-pushed-make-it-easier-veterans-get-reimbursed-travel-appo 
VA Response: VA has received your response and appreciates your feedback.  All recommendations from OIG 21-03598-92 have been addressed and closed.
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BTSSS Status Update Final to OIG 20240410.pdf
DEPARTMENT OF VETERANS AFFAIRS

OFFICE OF INSPECTOR GENERAL
WASHINGTON, DC 20001

SUBJECT: Status Request—Goals Not Met for Implementation of the Beneficiary
Travel Self-Service System
(Report Number 21-03598-92, Issued Date: May 31, 2023)

1. Thank you for providing status updates regarding the subject report on January 3 and 17,
2024. Based upon this information, OIG closed the following recommendation: 3.

2. OIG considers the following recommendations of the subject report open at this time: 1,
2, and 4. Please use the attached template to complete your response to each open
recommendation. We request that you provide a narrative describing the progress made towards
full implementation over the preceding 90 days. Provide supporting documentation (if
applicable) in the form of embedded documents. Indicate whether you recommend closing any
recommendations.





Attachment

Goals Not Met for Implementation of the Beneficiary Travel Self-Service System
Report Number 21-03598-92, Issued May 31, 2023

Recommendation 1:

The director of the Veterans Transportation Program
determines what system changes are needed to meet auto-
adjudication goals and implement these changes.

OIG Comment:

Please ensure your response contains documentation to verify the
completion of the stated actions below.

VA Response:

VHA Initial Comments:

Concur.

The Veterans Transportation Program (VTP), in collaboration
with VA Office of Information and Technology (OIT), will
perform a complete assessment of defined performance measures
for the Beneficiary Travel Self-Service System (BTSSS), ensure
the defined performance measures and associated management
reports are readily available to VHA leadership, establish a
process to regularly monitor, analyze deviations from established
performance measures and take action to address performance of
VA medical centers not meeting the standard.

Additionally, VHA and OIT will perform a full analysis of BTSSS
rules engine, identify opportunities to consolidate redundant rules
and/or eliminate excessive rules and implement appropriate
changes to the rules engine that impair VHA’s ability to balance
goals of timely delivery of benefits with the goal of mitigating risk
of improper payments.

Status: In progress Target Completion Date: March 2024
VHA Status Update September 2023

VTP continues to collaborate with OIT to improve the efficiency
of BTSSS. Recent BTSSS updated/revised rules deployed include:
3.5.0 deployed 6/29/23 (BTSSS-4938, BTSSS-5520, BTSSS-
5698, BTSSS-5505); 3.6.0 deployed 8/10/23 (BTSSS-6176); 3.7.0
deploys 9/21/23 (BTSSS-6321).

Status: In Progress Target Completion Date: March 2024

VHA Status Update December 2023

VTP continues to collaborate with OIT to prioritize change
requests and execute changes in line with the available budget and
constraints to improve the efficiency of BTSSS. Most recently,
BTSSS 3.8.0 was deployed on 11/2/2023, with Change Request
3934 improvements related to Transplant/Donor enhancements.
BTSSS Auto-Adjudication rate increased from 26.5% at the end of
FY22 to 28.7% at the end of FY23.

Status: In Progress Target Completion Date: March 2024






VHA Status Update March 2024

VTP met with OIT and VEO in Atlanta during the week of
February 26, 2024, to further strategize BTSSS improvements for
prioritizing staff experience, veteran experience, and reporting
capabilities of the system (please see BT-OIT Update embedded
below ). Additionally, the team performed a full analysis of all 62
rules in the BTSSS rules engine and determined auto-adjudication
performance metrics. An agreement was reached on prioritizing
the elimination of rules that are negatively impacting auto-
adjudication rates but do not increase the risk of improper
payments as captured within JIRA Updates supporting
documentation. The team established a cyclical process for
continued monitoring of the execution of BTSSS enhancements
and change request prioritizations.

Status: Complete

Supporting
Documentation: JIRA Updates.pdf  BT-OIT Update.pdf
Status: We request closure of this recommendation based on the evidence

provided above.

Recommendation 2:

The director of the Veterans Transportation Program
conducts outreach to users, solicits feedback, and considers
whether system changes are needed based on feedback, to
increase self-service portal usage.

OIG Comment:

Please ensure your response contains documentation to verify the
completion of the stated actions below.

VA Response:

VHA Initial Comments:

Concur.

The Veterans Transportation Program (VTP) will collaborate with
stakeholders from the Veterans Integrated Service Networks and
VA medical centers (VAMC) to refresh and expand the
communications plan strategy provided to the VAMC public
affairs teams prior to the BTSSS national deployment, to ensure
community stakeholders (including Veterans, Veterans Service
Offices, etc.) have awareness of BTSSS, as well as an
understanding of the application and benefits of using the self-
service option.

Additionally, VTP, in collaboration with the VA OIT and the
Veterans Experience Office, will expand the baseline BTSSS
Veteran survey (piloted in October 2022) to obtain feedback






regarding their experience using the BTSSS. We will utilize the
customer feedback to perform targeted user testing by Veterans to
develop and prioritize future changes to BTSSS.

Status: In progress Target Completion Date: March 2024
VHA Status Update September 2023

VTP continues to participate in outreach events and site visits to
provide onsite guidance, training, and support for BTSSS to
Veterans and staff. Twelve site visits completed during FY23 and
VTP participated in four outreach events during the fourth quarter
of FY23 (July: the VFW National Convention, August: the
American Legion National Convention; the Vietnam Veterans of
America National Convention; and the Coordinating Council for
Access to Mobility National Panel Discussion).

VTP provides training and education forums on a recurring, bi-
weekly basis to field staff for BTSSS updates as well as an
opportunity for questions from the field.

On August 31, 2023, OMB approved an updated survey to be
provided to beneficiaries who have recently utilized BTSSS for
the submission of their travel claim.

The target completion date for deployment of the survey is
October 31, 2023.

Status: In Progress Target Completion Date: October 2023

VHA Status Update December 2023

The monthly BTSSS survey was launched on October 31, 2023. A
survey dashboard was created to analyze data trends. Currently,
the BTSSS survey is anonymous. However, a change request will
be submitted soon to remove anonymity to allow for focus groups
and more transparent improvements based on identified significant
trends. Additional potential survey modifications are being
considered based on results analysis (i.e., distinguishing between
non-VA and VA care, free text entry points, and submission
modality).

VTP continues to provide training and education forums regularly
to facilities and VISN staff on BTSSS. These forums provide an
opportunity for questions regarding BTSSS to be answered. A
VTP BTSSS SharePoint site is available with BTSSS outreach
materials for field staff to use when educating, training, and
informing beneficiaries of the BTSSS Veteran Self-Service Portal
processes. The Veteran Self-Service Portal is improved with links
to make the claim creation and submission process interactive to
ease the use of the portal.






Due to the survey modifications, the target completion date has
been reset to March 2024.
Status: In Progress Target Completion Date: March 2024

VHA Status Update March 2024

Since October 2023, approximately 9,500 BTSSS surveys have
been completed. 80%+ of the surveys were completed by veterans
age 50+, with 97% of respondents filing between 1-5 claims a
month and 79% traveling 1-60 miles (one-way) for their VA
appointments.

Throughout that same period VTP has seen a steady increase in
key customer experience domains as the program office has
identified areas of opportunity, assessed, and made strides towards
improvements. VTP has seen a 14% increase in ease/simplicity of
use for BTSSS and a 13% increase in satisfaction with BTSSS
from October 2023 - March 2024.

Key areas of opportunity identified through the survey
surrounding improvement of the claim submission process include
feedback from Veterans indicating additional modalities were
preferred for claims submission. Based on this feedback, in
addition to the claimant utilizing a personal device to submit a
claim directly into BTSSS, two additional modalities are available.
With upgraded Kiosk-BTSSS integration, claimants may use this
paperless modality to submit a claim. The mobile patient check-in
application provides claimants the opportunity to submit a claim
for mileage reimbursement during check-in for their VA
appointment. From January 1, 2024, through March 25, 2024, over
205,000 claims have been submitted through these modalities.

Status: Complete

p— BT-OIT Update.pdf Kiosks and Veteran

Supporting Survey_Multiple Choi Experience Project C

Documentation:

Stat We request closure of this recommendation based on the evidence
atus:

provided above.






Recommendation 4:

The assistant under secretary for health for operations
coordinates with the Veterans Health Administration Office of
Finance and assess whether duplicate payments were made to
veterans requesting travel reimbursement since the new
system went live.

OIG Comment:

Please ensure your response contains documentation to verify the
completion of the stated actions below.

VA Response:

VHA Initial Comments:

Concur.

The Assistant Under Secretary for Health for Operations, with
support from the Veterans Transportation Program, the Veterans
Integrated Service Network, the VA medical centers,

the Financial Services Center

and the VHA Office of Finance, will assess the current payment
system, internal controls, and whether duplicate payments
occurred.

Status: In progress Target Completion Date: March 2024
VHA Status Update September 2023

The Veterans Transportation Program (VTP) continues
coordination with appropriate VA Offices to assess whether
internal controls are working and if duplicate payments

occurred. Specifically, VTP is working with the Office of
Information and Technology (OIT) and the VA Financial Services
Center (FSC) to develop reports that analyze duplicate payment
universe data within BTSSS and ensure VA’s Financial
Management System populates compatible data from BTSSS for
future streamlined duplicate payment analysis. Additionally,
recent payment integrity reviews over the Beneficiary Travel
program did not identify duplicate payments as a significant cause
of error for improper payments.

Status: In Progress Target Completion Date: March 2024
VHA Status Update December 2023

The Veterans Transportation Program (VTP) continues
coordination with appropriate VA offices to assess duplicate
payments and related controls. The Office of Information and
Technology (OIT) is working to remedy BTSSS data conditioning,
validation, and mapping issues to allow for streamlined duplicate
payment analysis. Additionally, recent payment integrity reviews
over the Beneficiary Travel program did not identify duplicate
payments as a significant cause of error for improper payments.
Status: In Progress Target Completion Date: March 2024






VHA Status Update March 2024

The recommended assessment of duplicate payments are
complete and are documented within the embedded supporting
documentation below.

Status: Complete

Supporting

Documentation: BTSSS Rec 4 White
* Paper_OIG 21-03598-

We request closure of this recommendation based on the evidence

Status: .
ats provided above.
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ICR 201604-2900-019_274040.pdf
NOTICE OF OFFICE OF MANAGEMENT AND BUDGET ACTION

Date  07/17/2017

Department of Veterans Affairs

FOR CERTIFYING OFFICIAL: Rob Thomas
FOR CLEARANCE OFFICER: Cynthia Harvey-Pryor

In accordance with the Paperwork Reduction Act, OMB has taken action on your request received
11/22/2016

ACTION REQUESTED: Extension without change of a currently approved collection
TYPE OF REVIEW REQUESTED: Regular

ICR REFERENCE NUMBER: 201604-2900-019
AGENCY ICR TRACKING NUMBER: 2900-0798
TITLE: Beneficiary Travel Mileage Reimbursement Application Form

LIST OF INFORMATION COLLECTIONS: See next page

OMB ACTION: Approved without change
OMB CONTROL NUMBER: 2900-0798

The agency is required to display the OMB Control Number and inform respondents of its legal significance in
accordance with 5 CFR 1320.5(b).

EXPIRATION DATE: 07/31/2020 DISCONTINUE DATE:

BURDEN: RESPONSES HOURS
Previous 11,600,000 580,000
New 11,600,000 580,000
Difference

Change due to New Statute
Change due to Agency Discretion
Change due to Agency Adjustment
Change due to PRA Violation

o O O O
o O O o

COSTS

o O O O

TERMS OF CLEARANCE: By the time of the next submission, VA will (1) match the burden estimate on the form to the
burden estimate on the supporting statement, (2) more clearly display the expiration date, (3)
provide screenshots/images of the kiosk/mobile technology, (4) include the date of the BLS

wage data, and (5) source and date the GS wage data used.

OMB Authorizing Official: Dominic J. Mancini

Deputy and Acting Administrator,
Office Of Information And Regulatory Affairs



Jack T

Highlight



Jack T

Highlight



Jack T

Highlight



Jack T

Highlight





IC Title

List of ICs

VETERAN/BENEFICIARY

Form No.

Form Name

CFR Citation

CLAIM FOR
REIMBURSEMENT OF
TRAVEL EXPENSES

VA Form 10-3542

VETERAN/BENEFICIARY
CLAIM FOR
REIMBURSEMENT OF
TRAVEL EXPENSES







image4.emf
Kiosks and Veteran  Experience Project Charter.pdf


Kiosks and Veteran Experience Project Charter.pdf
Department of Veterans Affairs

Kiosks and Veteran Experience Project
Charter

Veterans Health Administration

3/26/24

Version 1.0






Kiosks and Veteran Experience Project Charter

Version History

Version Implemented
Number By
Tiffiany Jackson

Revision
Date
3/12/2024

Approved By  Approval Description of
Date Change






Kiosks and Veteran Experience Project Charter

Table of Contents

VEISION HISTOMY ...ttt e e e e e e e e e e e e e e et et e et e e e e bbb e e e e e e e e as 2
S o0 o= P 4
FZ N o] o o Y- o1 o 1SRRI 4
B TR @ 1] 1= o 1Y =P 4
Y 1Y 0] 01T 1] I 5
5. TIMEIINE ... e et e et 6
Y o] o (017 | TP P PP PP 6





Kiosks and Veteran Experience Project Charter

1. Scope

The Veterans Health Administration (VHA) is developing a strategy to analyze and
improve the Veteran user experience when submitting a Beneficiary Travel (BT)
reimbursement claim with a particular focus on the role of the kiosk terminal. This
Charter establishes an Integrated Project Team (IPT) for the Kiosk and Veterans
Experience Project. The Project is developing a Veteran-centered plan to meet or
exceed the Veterans’ previous kiosk experience, particularly in its function as a method
for submitting BT claim. The project will implement accepted recommendations and
evaluate their impact on the Veteran’s experience.

2. Approach

The approach of the IPT is to review transactional quantitative data, displaying the
current state of how BT claims are filed. With a focus on improving the Veteran’s
experience, the IPT will conduct human-centered design research to provide qualitative
data by obtaining direct feedback from the Veteran on how to improve their experience
when submitting a BT claim.

This IPT will analyze the value of the kiosks to understand why some Veterans prefer to
use the kiosk, and if any training, education, or awareness activities may be leveraged
to improve the Veterans’ experience when submitting a BT claim.

Out of Scope: There are multiple efforts focused on making improvements to the BT
program. This IPT will seek input from the appropriate business owners prior to
proposing any recommendations that change any existing digital modalities used to
submit BT claims.

3. Objectives

The IPT has five primary objectives:

1. Conduct a Human Centered Design (HCD) analysis of the Veteran’s user
experience when submitting a travel claim with a particular focus on the role of
the kiosks.

2. Conduct a comparative analysis of kiosks functionality and the existing digital
modality for submitting BT claims in order to identify gaps in functionality or
accessibility.

3. Develop recommendations and an action plan to meet or exceed the Veterans’

previous kiosk experience when submitting travel claims.

Implement approved action plan.

Develop and implement a plan to monitor the impact of the improvements.

a &





4. Membership

Office

Digital Health Office (DHO) Senior Advisor (Executive

Under Secretary of Health

(USH)

Digital Health Office (DHO) Deputy Director of Agent Assisted
VHA Digital Health Office & VEO

Veterans Transportation
Program

Veterans Transportation
Program

Veterans Transportation
Program

Office of Information
Technology

Office of Information
Technology

Veteran Engagement
Office (VEO)

Veteran Engagement
Office (VEO)

Integrated Veteran Care
(IVC)

Integrated Veteran Care
(IVC)
Patient Experience

Kiosks and Veteran Experience Project Charter

Role

Sponsor)

Senior Advisor, Healthcare

Operation (IPT Chair)

MCT

Deputy Executive Director

(Business Owner)
Director (TBD)

Deputy Director (TBD)
Digital Services Expert

Digital Services Expert

Customer Experience Strategist

Associate Director, CX
Innovation, CX Tools and
Implementation

Executive Director, Access
Transformation (Business

Owner)
Business Owner

PATS-R Coordinator, VISN 19,

Business Owner

NEWE
Nadia Smith

Harrison Hines

Trisha Dang

Ryan Heiman
Benjamin Williams
Kathleen Metzger
Lauren Alexanderson
Lisa Koenigsberg
Christopher Hughes

Paula Stokes

Mark Hausman

Katie O’Grady

Cliff Tracy





Kiosks and Veteran Experience Project Charter

5. Timeline

The timeline provided below, is subject to change with new information.

FEB MAR APR MAY JUN JuL AUG SEPT
Existing VA System Data 219 3/20
(transactions, cost, utilization)
Evaluation of current technologies and identify
gapsin function or accessibility
3/15 5/17

Analyze existing Veteran experience data

Capture the voice of the Veteran

RECOMMENDATIONS & APPROVAL 4/15“ 5/31

Develop plans for implementation

Obtain USH approval of Action Plan

IMPLEMENTATION & EVALUATION 6/8 QR uATION

ER 2025)

Analyze kiosk operation and Veteran
experience data post implementation

Last updated: 3/11/2024

6. Approval

Signature: Date:

I I A R R I S eP I Digitally signed by HARRISON
Print Name: HINES
Title: -04'00'

Role:

Signature: Date:
Print Name:

Title:

Role:






				2024-03-26T12:07:52-0400

		HARRISON HINES










image5.emf
Press release.pdf


Press release.pdf
AFFAIRS

Browse News

Search by Keyword

Enter search term

Search by Subcommittee

Select Subcommittee AV

Search by Congressional Session

Congressional Session Vv

Search by Month and Year

2024 NV H January AV

Tech Mod Chairman Rosendale Delivers Opening Remarks at
Hearing on Complex VA Travel Reimbursement System

Washington, June 11, 2024 | Kathleen McCarthy
Subcommittees: Technology Modernization

WASHINGTON, DC - Today, Rep. Matt Rosendale (R-Mont.), the Chairman of the House Committee on Veterans'
Affairs Subcommittee on Technology Modernization, delivered the following opening remarks, as prepared, at the

start of the subcommittee’s oversight hearing to examine the shortcomings of BTS-3, VA's Beneficiary Travel Self-
Service System for use by veterans to obtain reimbursement for their travel to and from medical appointments:

Good afternoon. The Subcommittee will come to order.

Before we proceed, | ask unanimous consent that Dr. Miller-Meeks and Rep. Hageman be permitted to participate in
this hearing.

Without objection, so ordered.

I want to welcome our witnesses from the Department of Veterans Affairs and the Disabled American
Veterans.
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This effort began in 2019 to automate veterans’ travel reimbursements and eliminate improper payments
using a new, web-based system.

I am sure the idea made sense on paper.
But in reality, VA blindsided millions of veterans with a complicated and confusing new process.
Training was minimal, and user testing was limited to a small group of VA employees.

Without warning, the Department deactivated and then removed the popular VetLink kiosks from most of its
facilities.

Veterans had been successfully using the kiosks for years.

But veterans struggled with the new website, and they continue to struggle with it today.
I am proud to represent one of the most rural districts in the country.

Montana veterans travel long distances to receive the health care they have earned.

I routinely hear from my constituents about their frustrations with the new system and their struggles to get

reimbursed on time, if at all.

As a result of these problems, most veterans are relying on the paper travel reimbursement form, and a huge claims
backlog developed that took several years to work down.

We have seen this movie time and time again.

VA undertakes an ambitious IT modernization project to revamp a business process, but it fails because it
isn’t developed with the user in mind.

And veterans who rely on the system to manage their health or finances get hurt.
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This project has been a glaring example of poor planning, misunderstanding of veterans’ needs, and general
dysfunction.

According to the Office of Inspector General’s report, the system is a long way from meeting any of its goals.

The contract was signed eight years ago, but as of last year, only 34% of travel reimbursement claims were being
submitted electronically.

That is far below the goal of 80%.

The project was supposed to simplify the entire travel reimbursement process by auto-adjudicating 90% of claims.
But as of last year, the system was only able to auto-adjudicate about 40%.

Veterans submit about 6 million travel reimbursement claims every year.

A majority of those claims have to be keyed into the BTS-3 system manually.

Worse, the software is completely unable to auto-adjudicate travel reimbursements for community care, so
100% of those claims have to be manually reviewed.

More than four years after the system was rolled out, VA still does not have a good solution for that.
VA actually had to add about 140 more employees to process the travel claims manually.

The project’s budget started at $11 million—which is modest compared to Oracle or the supply chain
modernization—but I understand it has doubled.

The budget does not seem to include all the additional expense from extra staffing and rework.

And it surely does not account for all the veterans’ frustration and wasted time.
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Despite several years of software updates, the BTS-3 system is still too difficult to log into, too slow to load,
and too confusing to navigate.

We learned that VA is planning to fold it into VA.gov soon.

Given the difficulties that other parts of VA.gov have experienced recently, that consolidation needs to be
handled very carefully.

Now that VA has shown that the kiosks can be integrated with BTS-3, we need to see an orderly plan to reintroduce

the kiosks where veterans want them.

Most of all, we need to know that any further changes to this system and the travel reimbursement process
will be tested by real veterans and clearly communicated before anything gets pushed out.

We cannot allow another VA IT project—even a relatively small project—to escape scrutiny while it burns
through taxpayer dollars and undermines veterans’ care.

Once again, | want to thank our witnesses for joining us today.

With that, | yield to Ranking Member Cherfilus-McCormick for her opening statement.
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Supplementary Documents:

The following documents contain a wealth of information since your long overdue ICR was approved way back on July 17, 2017 and expired July 31, 2020.

All should be incorporated into the applicable items in 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

Popular kiosks returned to VA clinics, hospitals after veterans complained about new online system

 https://www.stripes.com/veterans/2024-10-09/veterans-travel-expenses-medical-care-kiosks-15457893.html

VA Brings Back Travel Claims Kiosks After Pushback from Veterans, Caregivers

https://www.military.com/daily-news/2024/10/04/va-brings-back-travel-claims-kiosks-after-pushback-veterans-caregivers.html



VA’s online claims system comes under fire in House subcommittee

https://thehill.com/homenews/house/4718530-va-travel-claims-system-under-fire-house/



Lawmakers Unload on VA’s Troubled Travel Reimbursement System

https://www.meritalk.com/articles/lawmakers-unload-on-vas-troubled-travel-reimbursement-system/



Veteran pleads for help as VA leaders struggle to keep pace with reimbursement claims

https://www.alaskasnewssource.com/2024/04/12/veteran-pleads-help-va-leaders-struggle-keep-pace-with-reimbursement-claims/



Veteran travel 101: Applying for travel reimbursement

https://news.va.gov/129612/veteran-travel-101-applying-for-reimbursement/



Maine Delegation Calls on VA Secretary to Fix Travel Reimbursement System

https://pingree.house.gov/news/documentsingle.aspx?DocumentID=4710



New Online VA Travel Reimbursement Program Is Failing Veterans, Inspector General Finds

https://www.military.com/daily-news/2023/06/13/new-online-va-travel-reimbursement-program-failing-veterans-inspector-general-finds.html



VA Should Make It Easier for Veterans to Get Reimbursed for Appointment Travel, Senator Says

https://www.military.com/daily-news/2022/08/25/va-pushed-make-it-easier-veterans-get-reimbursed-travel-appointments.html



Alford writes letter to U.S. Department of Veteran Affairs

https://themissouritimes.com/alford-writes-letter-to-u-s-department-of-veteran-affairs/



Bilirakis Pushes for Preservation of Paper VA Travel Reimbursement Forms

https://www.hernandosun.com/2023/10/05/bilirakis-pushes-for-preservation-of-paper-va-travel-reimbursement-forms/



https://www.redlandsdailyfacts.com/2023/09/03/va-loma-linda-mismanaged-more-than-1-million-in-patient-transportation-funds-feds-say/



Tester Introduces Bipartisan Bill to Boost Travel Reimbursement Benefits for Veterans

https://www.veterans.senate.gov/2022/9/tester-introduces-bipartisan-bill-to-boost-travel-reimbursement-benefits-for-veterans



VA’s travel reimbursement system a challenge for some rural vets

https://www.kfyrtv.com/2022/08/31/vas-travel-reimbursement-system-challenge-some-rural-vets/



Montana VA Makes Appointment Verification Letter More Available to Veterans

https://www.va.gov/montana-health-care/stories/montana-va-makes-appointment-verification-letter-more-available-to-veterans/



VA Travel Pay Clerk Embezzled Nearly $500,000 Before Termination

https://www.disabledveterans.org/philadelphia-va-travel-pay-clerk-embezzled-500000/



Backlog at Salisbury VA delays thousands of travel reimbursements

https://www.wcnc.com/article/money/backlog-at-salisbury-va-delays-thousands-of-travel-reimbursements/275-96fbf2bb-f82e-4428-98e3-64757e979f49



Travel pay claims made easy

https://news.va.gov/85832/travel-pay-claims-made-easy/



Special Counsel Alerts White House and Congress of ‘Significant Financial Mismanagement’ at VA

https://www.govexec.com/oversight/2019/12/special-counsel-alerts-white-house-and-congress-significant-financial-mismanagement-va/161916/



Veterans upset about travel reimbursement delays at Durham VA

https://abc11.com/i-team-durham-va-travel-reimbursement-delay/3320441/
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Pain points

Veteran experiences

» The travel claims process is complex and does not put the Veteran first.
 Veterans find getting and using a login to be frustrating

* Veterans miss being able to use a digital, on-site, device to submit a Travel claim

Staff experience
* Inconsistent travel claims processes across VISN's
» Travel clerks encounter usability issues

Product operating model

* Business partners treat product as a project and business silos lead to
haphazard product decisions

» Lack of IT ownership over the roadmap





FY23 Accomplishments

Foundational activities necessary to move us toward the future state.

Veteran Facing Experiences Reimbursement

« Enabled login.gov as a credential to « Automated FSC batch jobs
access BTSSS

« Updates to Travel Claim Portal (TCP)
to include both 508 and general UX
things

* Launched claim ingest API

» eCheck-in API

Staff-facing experience
» Upgraded to FSC MULESOFT API
* |[FAMS migration
discussions/planning

Reporting
« Migrated all BTSSS data from
Dynamics to CXI
« Started revamped PowerBI reports

« Started training VTP staff





FY24 Focus Areas

Future

Q3 FY24 Q4 FY24

Auto Adjudication

Staff Focused

Staff portal modernization

Mail Automation (VHA)

Address AccessVA DuplD login issue

Kiosk IPT (VHA / OCTO / VES / VEO) Pending outcome of IPT

Enhanced Veteran view of Claim status
Veteran Focused
Self-service mileage-only claims

Product operations model

Operations Focused






Benefit Travel Claim Lifecycle Overview — Current
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Benefit Travel Claim Lifecycle Overview - Future
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Benefit Travel Claim Lifecycle Overview — Current

eCheck-in
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Benefit Travel Claim Lifecycle Overview - Future

VA.gov Paper Kiosk eCheck-in Mobile
(SMS) (VAHB)
* Health portal migration complete
* TCP sunset
Mail
Automation
Manual entry of
paper to TCM remains
\ 4 \ 4 \ 4 \ 4

API Access

Financial Service Center (FSC)






Auto Adjudication P1 (Q3 FY24)

Problem Statement
Current business rules limit the systems ability to optimize
for auto adjudication.

Goal
Auto adjudicate 85% of milage only VA appointments

Baseline
~43% (month of February)

Action
Various rules engine modifications and additional
reporting capabilities
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Mail Automation P1 (Q3 FY24)

Problem Statement

Currently there is a backlog of over 400,000 paper healthcare claims
nationwide. Veteran Affairs Medical Centers (VAMC's) grapple with
substantial turnovers and vacancies among the BT clerk staff, amplifying
the duration required for a clerk to manually digitize and upload a paper
claim.

Goal

Provide the ability for the Beneficiary Travel Self-Service System (BTSSS)
to consume, view and establish digitized mail claims for travel
reimbursement.

Deliverables

Phase 1 — Mail scanned into CMP (Q3)

Phase 2 — CMP and VBA Automation Platform (VBAAP) Integration +
BTSSS Integration with VBAAP (TBD)

Phase 3 — MS CRM integration with VBAAP (TBD)





Enhanced Veteran view of Claim status

Problem Statements

Veterans don't have insight into where in the adjudicated process their
claim is via experiences that meet their accessibility needs, match their
technology comfort level, utilize their preferred communication
methods, and exist within digital channels they already use.

Goal
Veterans can easily understand where in the review process their claim is
via VA.gov

Deliverables

Fully accessible claim list with information on status and process in plain
language built within the Payments section in MHV on va.gov (Q4 FY24)
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Self-service mileage-only claims in current digital tools

Problem Statement

Veterans are confused about where to file travel claims that meet their accessibility needs, match
their technology comfort level, utilize their preferred communication methods, and exist within
digital channels they already use.

Goal

Veterans should be able to submit mileage-only claims in digital tools that they are already using to
manage their appointments.

Deliverables
— Submit simple, mileage-only claims using eCheck-in (Complete)
* Launched nationally in December 2023
e eCheck-in travel claims now make up approximately 18% of claims created digitally by
Veterans, w/out staff intervention (auto adjudication)

— Submit simple, mileage claims from the past appointment list in the VA Health and Benefits
mobile app (Q4 of FY24)

— Allow Veterans at sites using Oracle Health EHR to submit a mileage-only claim starting with
VEText and low-risk authentication website (similar to eCheck-in process for VistA sites) (Q4 of
FY24)

— Allow Veterans at sites using VistA EHR to submit a mileage-only claim starting with VEText and
low-risk authentication website (Q4 of FY24)
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How We Work(Q3 FY24)

Problem Statement
There is a disconnect between OIT and VTP which limits VA's ability to provide
best in class CX for Beneficiary Travel.

Goal
OIT and VTP partner to produce the best CX outcomes for Veterans and
employees.

Actions

» Core team, inclusive of VTP and OIT, focuses on BT strategy/priorities
» Revamp working model towards being more iterative

 Service blueprint

 Deliver shared BT roadmap — increased visability
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Login Issues through AccessVA (Q3 FY24)

Problem Statement
High number of Congressional inquiries for BTSSS not working due to
Veterans getting login errors through AccessVA, due to duplicate SeclDs

Goal
Eliminate login problems due to duplicate SecIDs

Deliverables

» Conduct lower environment testing to identify which system is throwing
the error

« Deliver a remediation plan for duplicate SeclD users
* Ensure HRC has appropriate comms

« Review Vsignals for additional login problems
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Staff Portal Modernization (Q4 FY24)

Problem Statement
The Travel Claims Management (TCM) tools are Inconsistent used across
staff teams and there is non-consistent training processes.

Goal
Create an easy to use and consistent workflow set of tools, and training, for
Travel Clerks to manage claims.

Deliverables

« New contract team on board

» User research to inform best path forward
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Kiosk IPT (VHA)

Problem Statement

VHA has been moving away from kiosks as a modality for Veterans to access
VA services. As a result, many Veterans are dissatisfied because of not
having an option to use a kiosk to submit their beneficiary travel claims.

Goal

Building on previous advanced made by other workstreams across VA,
develop and implement a Veteran-centered plan to meet or exceed the
Veterans' previous kiosk experience, particularly in its function as a method
for submitting BeneTravel claims.

Deliverables
Generate a Veteran-centered action plan with recommendations to the USH

on the role of kiosks in BT claims submission and improve the process
overall. Implement accepted recommendation and evaluate impact on
Veteran Experience.
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