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 37 public comments on 10/19/24. VTP received on 11/7/24 for response.











Attachments Received: 

1. PC-202402-2900-022-101924-094434-1
Add the costs of BTSSS to your ICR and provide details.
VA Response: VA has received your response and appreciates your feedback. 
2. PC-202402-2900-022-101924-094734-1
See "Veteran Travel Reimbursement Headaches Prompt VA to Pursue New Options for Claims Filing, Processing" at https://www.military.com/daily-news/2024/02/27/veteran-travel-reimbursement-headaches-prompt-va-pursue-new-optionsclaims-filing-processing.html
VA Response: VA has received your response and appreciates your feedback. 
3. PC-202402-2900-022-101924-095055-1
Reference proposed VA Form 10-3542, instruction 6 and See "Montana VA Makes Appointment Verification Letter More Available to Veterans" at https://www.va.gov/montana-health-care/stories/montana-va-makes-appointment-verification-lettermore-available-to-veterans/
VA Response: VA has received your response and appreciates your feedback. 
4. PC-202402-2900-022-101924-095225-1
See "New Online VA Travel Reimbursement Program Is Failing Veterans, Inspector General Finds" at https://www.military.com/daily-news/2023/06/13/new-online-va-travel-reimbursement-program-failing-veterans-inspector-
VA Response: VA has received your response and appreciates your feedback. 
5. PC-202402-2900-022-101924-095403-1
See "VA’s online claims system comes under fire in House subcommittee" at https://thehill.com/homenews/house/4718530-va-travel-claims-system-under-fire-house/
VA Response: VA has received your response and appreciates your feedback. 
6. PC-202402-2900-022-101924-095546-1
See "Veteran pleads for help as VA leaders struggle to keep pace with reimbursement claims" at https://www.alaskasnewssource.com/2024/04/12/veteran-pleads-help-va-leaders-struggle-keep-pace-with-reimbursement-
VA Response: VA has received your response and appreciates your feedback. 
7. PC-202402-2900-022-101924-100231-1
See BT-OIT Update 20240425 attached.
VA Response: VA has received your response and appreciates your feedback. 
8. PC-202402-2900-022-101924-100411-1
See "BTSSS Status Update Final to OIG 20240410" attached.
VA Response: VA has received your response and appreciates your feedback. 
9. PC-202402-2900-022-101924-100936-1
Reference proposed VA Form 10-3542 instruction 6 and see "Add an appointment 20241010" attached.
VA Response: VA has received your response and appreciates your feedback. 
10. PC-202402-2900-022-101924-101717-1
Reference proposed VA From 10-3542 instruction 6 and see "Verification of Community Care Appointment" at https://www.va.gov/files/2023-11/Verification%20of%20Community%20Care%20Appointment.pdf and attached.
VA Response: VA has received your response and appreciates your feedback. 
11. PC-202402-2900-022-101924-102232-1
Reference proposed VA Form 10-3542 instruction 6 and see "BTSSS brochure August 2022" at https://www.va.gov/files/2022-08/BTSSS%20brochure%20August%202022.pdf and attached.
VA Response: VA has received your response and appreciates your feedback. 
12. PC-202402-2900-022-101924-102759-1
Reference proposed VA Form 10-3542 instruction 6 and see "Beneficiary Travel Mileage Reimbursement Tri-Fold" at https://www.tn.gov/content/dam/tn/veteranservices/learning/powerpoints/2024-quarterly-training/2024-spring-regionaltraining/veterans-transportation-program-presentation/Benficiary%20Travel%20Mileage%20Reimbursment%20Tri-Fold.pdf and attached.
VA Response: VA has received your response and appreciates your feedback. 
13. PC-202402-2900-022-101924-103209-1
Reference proposed VA From 10-3542 instruction 6 and see "Community Care Travel Reimbursement" at https://vetsbenefits.net/community-care-travel-reimbursement-t201799.html#google_vignette
VA Response: VA has received your response and appreciates your feedback. 
14. PC-202402-2900-022-101924-103412-1
See "Maine Delegation Calls on VA Secretary to Fix Travel Reimbursement System" at https://golden.house.gov/media/press-releases/maine-delegation-calls-on-va-secretary-to-fix-travel-reimbursement-system
VA Response: VA has received your response and appreciates your feedback. 
15. PC-202402-2900-022-101924-104012-1
See "Lab test, one way or round trip travel reimbursement?" at https://community.hadit.com/topic/87307-lab-test-one-way-orround-trip-travel-reimbursement/
VA Response: VA has received your response and appreciates your feedback. 
16. PC-202402-2900-022-101924-104137-1
See "VA Tallahassee and Gainesville refuse to mail glasses or provide travel pay" at https://community.hadit.com/topic/67567-va-tallahassee-and-gainesville-refuse-to-mail-glasses-or-provide-travel-
VA Response: VA has received your response and appreciates your feedback. 
17. PC-202402-2900-022-101924-104500-1
See "STATEMENT OF JON RETZER DAV ASSISTANT NATIONAL LEGISLATIVE DIRECTOR BEFORE THE SUBCOMMITTEE ON TECHNOLOGY MODERNIZATION COMMITTEE ON VETERANS’ AFFAIRS UNITED STATES HOUSE OF REPRESENTATIVES June 11, 2024" at https://www.dav.org/wp-content/uploads/Retzer20240611.pdf and attached.
VA Response: VA has received your response and appreciates your feedback. 
18. PC-202402-2900-022-101924-105347-1
Reference proposed VA Form 10-3542 instruction 6 see and see "What do I need to do to get reimbursed if I had an offsite appointment with a civilian doctor that the VA paid for me to see?" at https://www.va.gov/san-diego-health-care/programs/vatravel-reimbursement-form-va-form-10-3542-with-instructions/ and below.
"Fill out this same form that's stapled to this sheet (VA Form 10-3542). Ask your provider's office for documentation on their office letterhead providing the following requirements:
Statement showing the Veteran's full name. the date the Veteran completed the appointment(s). The address of the provider's office. Wording showing the appointment was completed. Please do not attach an appointment schedule. The key is that the documentation must show the appointment was completed in order for VA to provide reimbursement. Telephonic inquiries cannot satisfy this requirement. Please do not have your provider send it in separately. It has to come with your completed travel reimbursement request form submitted by the Veteran."
VA Response: VA has received your response and appreciates your feedback. VA has provided guidance to VAMCs for collecting BT claim information during the OMB recertification process, as well appropriate steps and acceptable ways to verify and document completed appointment for non-VA care.  We will follow up with all VAMCs to ensure they are following that guidance and their local resources are in line with Agency guidance and meeting OMB PRA requirements.  
19. PC-202402-2900-022-101924-111915-1
Reference proposed VA From 10-3542 instruction 6 and see "Add your expenses and receipts" at https://www.va.gov/resources/how-to-file-a-va-travel-reimbursement-claim-online/ and below. "If you have receipts or proof of attendance records for non-VA care appointments, select Add Attachments. You can add up to 5 attachments."
VA Response: VA has received your response and appreciates your feedback. 
20. PC-202402-2900-022-101924-013126-1
See "Has anyone ever actually been able to file a travel claim for va healthcare" at https://www.reddit.com/r/Veterans/comments/11fit4u/has_anyone_ever_actually_been_able_to_file_a/
VA Response: VA has received your response and appreciates your feedback. 
21. PC-202402-2900-022-101924-013436-1
See "The VA is trash!" at https://www.reddit.com/r/Veterans/comments/14f9xmk/the_va_is_trash/
VA Response: VA has received your response and appreciates your feedback. 
22. PC-202402-2900-022-101924-013558-1
See " BTSSS Online Upload Down?" at https://www.reddit.com/r/Veterans/comments/1dfbmsk/btsss_online_upload_down/
VA Response: VA has received your response and appreciates your feedback. 
23. PC-202402-2900-022-101924-013921-1
See "Has anyone that uses VA medical care actually been compensated for travel?" at https://www.reddit.com/r/Veterans/comments/19faxpr/has_anyone_that_uses_va_medical_care_actually/
VA Response: VA has received your response and appreciates your feedback. 
24. PC-202402-2900-022-101924-014025-1
See "The VA has made it impossible to get travel pay" at https://www.reddit.com/r/Veterans/comments/pgpeya/the_va_has_made_it_impossible_to_get_travel_pay/
VA Response: VA has received your response and appreciates your feedback. 
25. PC-202402-2900-022-101924-014148-1
See "The travel claim change the last few years has probably cost veterans millions and unclaimed travel expenses, and someone needs to do something about it." At https://www.reddit.com/r/Veterans/comments/1bu5zq0/the_travel_claim_change_the_last_few_years_has/
VA Response: VA has received your response and appreciates your feedback. 
26. PC-202402-2900-022-101924-014318-1
See "VA Travel Pay Down?" at https://www.reddit.com/r/Veterans/comments/174kmex/va_travel_pay_down/
VA Response: VA has received your response and appreciates your feedback. 
27. PC-202402-2900-022-101924-020631-1
See "Chairman Rosendale Exposes Failed VA Beneficiary Travel Self-Service System" at https://www.youtube.com/watch?v=dtMK8mMFNLg
VA Response: VA has received your response and appreciates your feedback. 
28. PC-202402-2900-022-101924-021428-1
See "Questioning the VA on their decision to remove travel reimbursement kiosks" at https://www.youtube.com/watch?v=lg3XGnTwMR4
VA Response: VA has received your response and appreciates your feedback. 
29. PC-202402-2900-022-101924-021902-1
See "Maine delegation wants VA to fix travel reimbursement system" at https://www.youtube.com/watch?v=bCDjoxNLd_Y
VA Response: VA has received your response and appreciates your feedback. 
30. PC-202402-2900-022-101924-021945-1
See "Veterans who must travel long distances to receive VA healthcare are entitled to compensation" at https://www.youtube.com/watch?v=TZrQj1f7azY
VA Response: VA has received your response and appreciates your feedback. 
31. PC-202402-2900-022-101924-110051-1
Reference proposed VA Form 10-3542 instruction 6 and see "BTSSS says" below.
"when a veteran is seen in the Community per VA referral, they must provide from that outside facility a note stating veterans name, completed appointment date, this information must be on facilities letterhead signed by staff at that facility."
From COLTRIN, Gloria A. (TUC BENEFICIARY TRAVEL) 
Subject Appointment: BTSSS says
Message ID 5138905567
Attachments Proof of attendance letter.Pdf (281.50 KB).
22 Dec 2023 @ 1057 ET
VA Response: VA has received your response and appreciates your feedback. 
32. PC-202402-2900-022-101924-110247-1
Reference proposed VA Form 10-3542 instruction 6 and see the SAVAHCS "proof of attendance letter" attached.
VA Response: VA has received your response and appreciates your feedback.
33. PC-202402-2900-022-101924-111255-1
Reference proposed VA Form 10-3542 instruction 6 and see "IMPORTANT UPDATE COMMUNITY CARE CONFIRMATION" at https://content.govdelivery.com/attachments/USVHA/2021/08/05/file_attachments/1898626/Business%20Office%20newslett er%20August%202021.pdf, below and attached.
"To process claims for Community Care appointments, proof of attendance must be attached to the travel claim. Proof may be provided by memorandum of appointment confirmation OR on official letterhead from the community provider (work excuse). The original document must be attached to the claim and include the date and time of appointment and signature of a representative of the clinic. Memoranda are available at any John J. Pershing VA Medical Center campus. It is important that you attach the original document to each claim submitted and ensure your claim is received within 30 calendar days of your appointment. "
VA Response: VA has received your response and appreciates your feedback.
34. PC-202402-2900-022-101924-112120-1
Supporting Statement A, item 2,:
VTP says "The claimant may provide self-attestation of their attendance at a VA authorized appointment with a non-VA provider."
Explain and justify the verification document on the proposed VA Form 10-3542 instruction 6.
Explain and justify the multitude of forms and letters already in use throughout the VA without OMB authorization.
Specify your reasoning in reference to the data elements to be collected in item 2, using IT to reduce the burden in item 3, and avoiding the obvious duplication you're creating in item 4..
https://www.va.gov/montana-health-care/stories/montana-va-makes-appointment-verification-letter-more-available-toveterans/
https://www.va.gov/files/2022-05/Appointment%20Verification%20Letter.pdf
https://content.govdelivery.com/attachments/USVHA/2021/08/05/file_attachments/1898626/Business%20Office%20newsletter%20August%202021.pdf
https://www.va.gov/files/2023-11/Verification%20of%20Community%20Care%20Appointment.pdf
https://www.va.gov/st-cloud-health-care/programs/btsss-brochure/
https://www.va.gov/files/2022-08/BTSSS%20brochure%20August%202022.pdf
https://www.va.gov/san-diego-health-care/programs/va-travel-reimbursement-form-va-form-10-3542-with-instructions/
https://www.tn.gov/content/dam/tn/veteranservices/learning/powerpoints/2024-quarterly-training/2024-spring-regionaltraining/veterans-transportation-program-presentation/How%20to%20File%20for%20Travel%20Reimbursement.pdf
https://www.tn.gov/content/dam/tn/veteranservices/learning/powerpoints/2024-quarterly-training/2024-spring-regionaltraining/veterans-transportation-program-presentation/Benficiary%20Travel%20Mileage%20Reimbursment%20Tri-Fold.pdf
VA Response: VA has received your response and appreciates your feedback.
35. PC-202402-2900-022-101924-112144-1
Reference proposed VA From 10-3542 instruction 6 and see "BTSSS: How to submit a travel reimbursement claim for a non-VA facility appointment 5 of 6" at https://www.youtube.com/watch?v=ai_LYF3al-s
VA Response: VA has received your response and appreciates your feedback.
36. PC-202402-2900-022-101924-114501-1
Proposed VA Form 10-3542 instruction 6:
Explain and justify how 38 CFR 70.20 (e) "additional information" for *application*, from item 2, morphed into "verification" of attendance for *determination* on the form.
Specify your reasoning for adding this burden in reference to the data elements to be collected in item 2, using IT to reduce the burden in item 3, and avoiding the obvious duplication you're creating in item 4.
How does verification of attendance reconcile with "The claimant may provide self-attestation of their attendance at a VA authorized appointment with a non-VA provider.
Explain and justify the multitude of forms, letters and instructions already in use throughout the VA without OMB authorization since 2008.
https://www.va.gov/montana-health-care/stories/montana-va-makes-appointment-verification-letter-more-available-toveterans/
https://www.va.gov/files/2022-05/Appointment%20Verification%20Letter.pdf
https://content.govdelivery.com/attachments/USVHA/2021/08/05/file_attachments/1898626/Business%20Office%20newsletter%20August%202021.pdf
https://www.va.gov/files/2023-11/Verification%20of%20Community%20Care%20Appointment.pdf
https://www.va.gov/st-cloud-health-care/programs/btsss-brochure/
https://www.va.gov/files/2022-08/BTSSS%20brochure%20August%202022.pdf
https://www.va.gov/san-diego-health-care/programs/va-travel-reimbursement-form-va-form-10-3542-with-instructions/
https://www.tn.gov/content/dam/tn/veteranservices/learning/powerpoints/2024-quarterly-training/2024-spring-regionaltraining/veterans-transportation-program-presentation/How%20to%20File%20for%20Travel%20Reimbursement.pdf
https://www.tn.gov/content/dam/tn/veteranservices/learning/powerpoints/2024-quarterly-training/2024-spring-regionaltraining/veterans-transportation-program-presentation/Benficiary%20Travel%20Mileage%20Reimbursment%20Tri-Fold.pdf
VA Response: VA has received your response and appreciates your feedback. VHA provides standardized guidance to VA Medical Centers for posting on their local pages and will address any deviations. 
37. PC-202402-2900-022-101924-115632-1
Supporting Statement A, 2.:
VTP says "If VA determines that additional information is needed to make a determination concerning an application for benefits, VA will notify the claimant in writing in accordance with 38 CFR 70.20(e). "
This should be stricken form the ICR.
VA may request "missing" information that was *approved* by this ICR, they may *not* request "additional" information, not identified and not approved by this ICR, regardless of what the CFR may say.
44 USC 3501 et seq. overrides any and all agency written regulations.
VA Response: VA has received your response and appreciates your feedback. If the claimant failed to include all of the information needed to adjudicate a claim for reimbursement such as receipts for meals and lodging, tolls, etc., VA provides the opportunity to the claimant to submit documentation to support the claim. 
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Serving Montana’s Veterans  


DEPARTMENT OF VETERANS AFFAIRS 


Montana VA Health Care System 


3687 Veterans Drive, P.O. Box 1500 
Fort Harrison, MT 59636-1500 
1.877.468.8387 | 406.442.6410 


www.montana.va.gov  
 


   


  
 
 


May 26, 2022 


 
From:  Robert McAlpin-Mobility Manager 


Subj:  Letter of Appointment Verification    


 
1. Travel benefits are available for all eligible Veterans under Title 38 United States Code 


(USC), Section 111. Proof of care must be received before travel benefits can be 


processed. For faster processing, please fill out this form and submit it with the travel 


claim to your local VA travel benefits office. 


 


2. VETERAN: 


        Please provide the following information: 


        PRINTED NAME: ___________________________________________ 


 DATE OF BIRTH: ___________________________________________ 


        LAST 4 OF SSN:  ____________________________________________ 


 


3. PROVIDER OFFICE: 


Please confirm the Veteran received care at ______________________ 


                                                                                          (Facility Name)   


  for ________________________ on ________________       


                       (Type of care)                       (Date of appt)      


 


 


______________________________________                                                                        


(Signature of Provider Representative) 


   
4.  Appointment verifications can be attached directly to claim in the online BTSSS travel portal. 


 


               Appointment verifications can also be sent by fax: (406) 447-7295 or (406) 447-7987 


 


   


 



http://www.montana.va.gov/
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BENEFICIARY TRAVEL/OIT UPDATE
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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
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FY23 Accomplishments 


Veteran Facing Experiences
• Enabled login.gov as a credential to 


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
• IFAMS migration 


discussions/planning
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Reimbursement
• Automated FSC batch jobs


Reporting
• Migrated all BTSSS data from 


Dynamics to CXI
• Started revamped PowerBI reports
• Started training VTP staff


Foundational activities necessary to move us toward the future state.







FY24 Focus Areas
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Auto Adjudication


Mail Automation (VHA)


Enhanced Veteran view of Claim status


Address AccessVA DupID login issue


Kiosk IPT (VHA / OCTO / VES / VEO)


Self-service mileage-only claims


Q3 FY24 Q4 FY24 Future


Staff portal modernization


Pending outcome of IPT


Product operations model


Staff Focused


Veteran Focused


Operations Focused







Benefit Travel Claim Lifecycle Overview – Current 
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Travel Claim Management (TCM)


Financial Service Center (FSC)


API Access


VA.gov MHV Kiosk eCheck-in
(SMS)


Paper


Travel Claim Portal (TCP)







Benefit Travel Claim Lifecycle Overview – Future 
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Travel Claim Management (TCM)


Financial Service Center (FSC)


API Access


Mobile
(VAHB)


VA.gov Kiosk eCheck-in
(SMS)


Paper


Mail 
Automation


• Health portal migration complete
• TCP sunset


Manual entry of 
paper to TCM remains







Appendix
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Benefit Travel Claim Lifecycle Overview – Current 
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Travel Claim Portal (TCP)


Travel Claim Management (TCM)


Financial Service Center (FSC)


API Access


VA.gov MHV TCP Kiosk eCheck-in
(SMS)


Paper







Benefit Travel Claim Lifecycle Overview – Future 
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Travel Claim Management (TCM)


Financial Service Center (FSC)


API Access


Mobile
(VAHB)


VA.gov Kiosk eCheck-in
(SMS)


Paper


Mail 
Automation


• Health portal migration complete
• TCP sunset


Manual entry of 
paper to TCM remains







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)
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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)


12







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
• 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 SecIDs


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 SecID 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


16







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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How to file a travel 
pay claim online 


 
Beneficiary Travel  


Self-Service System 
(BTSSS) 


 
4. Add your expenses and receipts.  


 


• On the “Claim Expenses” page, make 


sure your appointment information 


and address are correct. 


 


• If you have receipts or proof of 


attendance records for non-VA care 
appointments, select Add 


Attachments. You can add up to 5 


attachments.  


 


• Choose an expense type. Follow the 


instructions to add information about 


each expense.  


 


5. Submit your claim. 


 


Review the Beneficiary Travel Agreement 


Notice. Check the box to show your 


agreement. Select Submit Claim. 


 


After you submit your claim, the system 


will redirect you back to your claims 


dashboard.  


 


You will find your claim listed in review 


status.  


 


Once your claim is processed it will be 


electronically deposited into your bank 


account.  


Need time to gather receipts or other 
information?   
You can choose to save your claim and come 


back later to edit it. But you will still need to 


submit it within 30 days of your appointment.  


 


If you require help with your travel claim, call 


the Beneficiary Travel Office at (320) 252-1670 


Ext. 6442. 


 
Scan a QR code below for videos on how to file 


a claim for VA and Non-VA appointments.  


 


          VA Appt.                   Non-VA Appt. 


 


 
St. Cloud VA Health Care System 


4801 Veterans Drive 
St. Cloud, MN  56303-2099 


320-252-1670 | 800-247-1739 
 


Created By: Health Administration Service 
Created Date: August 2022 


 
www.va.gov/st-cloud-health-care/ 


www.facebook.com/StCloudVAHCS 
 


 



http://www.stcloud.va.gov

http://www.Facebook.com/StCloudVAHCS





Once you have access to the BTSSS 
dashboard, follow the steps below 


to submit a claim:  
 
1. Go to your Beneficiary Travel 
profile. Once you sign in, you’ll go to the 
portal welcome page. Check the box to 
agree to the terms and conditions. Then 
select Proceed to Profile Review.  
 
Note: If this doesn’t work, make sure you’ve 
checked the terms and conditions. Then wait a 
few seconds and try again.  
 
2. Review your profile and go to your 
dashboard. Save any needed updates to 
your personal, contact, or financial 
information. When you’re finished, select 
Proceed to My Dashboard.  
 
Note: Caregivers will first select Proceed to My 
Veteran List, then Select this Veteran to go to 
the dashboard of a specific Veteran.  
 
3. Create a claim. You can do this in 
either of these 2 ways:  
• Go to the “My appointments” area. In 


the “associated Appointments” column, 


select Create Claim for the 


appointment you are claiming travel pay 


for.  


• Or go to the “My Claims” area. Select 


Create. Then select Create a Claim  


for the appointment you are claiming 


travel pay for.  


 


This will open the “Initiate a Claim” form. 
Confirm or update your address. Then 


select Create Claim and Add Expenses.  


 


 


Other Log On Options 
 
 
1. ID.me.  ID.me allows you to log in using 
your Facebook, Google, or LinkedIn account. 
 


 
 
2. My HealtheVet. MyHealtheVet allows you 
to use your MyHealtheVet information. If you 
do not have a MyHealtheVet account and need 
help creating one, contact the Health Hub at 
(320) 252-1670 Ext. 7271.   
 


 
 
 
 


 


 
 


 


 


How do I file a travel pay claim 
online using the BTSSS?  


 
Log on using AccessVA 
 
Go to a search engine and type in: 
ACCESSVA, click on ACCESSVA-
VETERANS AFFAIRS: 
 
 


 
Click on I am a Veteran:  
 


 
 
Click on the icon Veteran Travel Claim 
Entry:  
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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 


Supporting 
Documentation: 


BTSSS 
Survey_Multiple Choic        


BT-OIT Update.pdf


  
Kiosks and Veteran 
Experience Project C   


 
 


 


Status: 
We request closure of this recommendation based on the evidence 
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- 


Status: We request closure of this recommendation based on the evidence 
provided above. 
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John J. Pershing VA Medical Center  
Veteran Newsletter                                                                          August 2021 


 
We hope you are staying safe during these warm summer 
months and throughout this COVID 19 Pandemic.   As we 
continue to see spikes in the new Delta Variant, we wanted to 
reach out through a new avenue to ensure you continue to 
receive news and updates occurring throughout our VA Health 
Care System.     
 
As we continue to battle the COVID pandemic, we want to 
encourage you to practice social distancing and always wear a 
mask when you are out in public.   That’s why it is a 
requirement to wear a mask when visiting Federal properties.   
It’s going to take all of us to end this fight. 
 
 
 
 
 
 
The John J. Pershing VA Medical Center is excited to introduce the Verbal Passcode process.  A Verbal Passcode will allow 
you to choose a special code to give to close family members or friends with whom you would like to share your personal 
health information.  This passcode authorizes family and friends to speak with staff at our facility about your care and 
authorizes them to make and confirm appointments.  To obtain a Verbal Passcode, you must complete authentication in 
person at any local VA clinic.  Check-In staff will guide you through the rest of the process.  The Verbal Passcode is valid 
with the John J. Pershing VA Medical Center and its associated community clinics.  If you wish to set up your Verbal 
Passcode, just ask when checking in to your next VA appointment   If you questions or concerns regarding this process, 
feel free to contact Lisa Edwards, Privacy Officer at (573) 778-4505. 
 
  


Did You Know? 
COVID vaccinations are available at all clinics for 
you, your spouse, and your caregiver free of charge!   
You may receive yours at your closest community 
clinic or by calling (573) 686-4151 or 888-557-8262 
and pressing option “3.”  Moderna vaccine is only 
available on certain days, so please call in advance. 
 
Have you had recent changes to your income? If 
you have recently retired or are experiencing 
financial hardship, contact a member of our 
business office to see if you qualify for assignment 
into a higher Priority Group by calling our office at 
(573) 686-4151 ext. 52177.   


Introducing the Verbal Passcode 







 


 


   


 
 
My HealtheVet, VA’s online patient portal, gives you access to your 
VA health information so you can understand and manage your VA 
care.  


Using your My HealtheVet Premium account, you will be able to: 


-Request VA prescription refills, track your VA medications, and access 
your current VA prescriptions and prescription history. 


-View, download and print your VA health information, reports and images 
from your VA medical record. 


-Send secure online messages to your VA care team to ask them non-
urgent health questions; ask to renew your medications; and send  
updates on your condition. 


-View, schedule, reschedule and cancel VA appointments. 
 
 


 
 
 
 
 
 
 
 
 


 


 
Website: 


 
Contact: 


 
Email: 


www.access.VA.gov  573-686-4151 ext 52177 Popbluff-businessofficeintake@va.gov  


 


IMPORTANT UPDATE 
COMMUNITY CARE CONFIRMATION 


 


To process claims for Community Care appointments, 
proof of attendance must be attached to the travel claim.  
Proof may be provided by memorandum of appointment 
confirmation OR on official letterhead from the 
community provider (work excuse).   The original 
document must be attached to the claim and include the 
date and time of appointment and signature of a 
representative of the clinic.  Memoranda are available at 
any John J. Pershing VA Medical Center campus.  
 


It is important that you attach the original document to 
each claim submitted and ensure your claim is received 
within 30 calendar days of your appointment.  
 
 
 


INTRODUCING 
BENETRAVEL SELF SERVICE SYSTEM 


 


The Beneficiary Travel Self Service System (BTSSS) 
solution provides an intuitive online interface for 
claimants to submit and track their beneficiary 
travel claims. BTSSS provides a more Veteran-
focused experience for beneficiary travel 
reimbursements, allowing claimants to submit and 
track travel claims at their convenience. BTSSS also 
provides capabilities for beneficiaries to receive 
payments by electronic funds and helps eliminate  
fraud, waste, and abuse.   


    
 


QUESTIONS? 
We’re here to help!  Please contact us by phone, 
email, or by secure message in MyHealtheVet. 


Beginning September 1, 2021, My 
HealtheVet “Advanced” accounts 
will be discontinued. 
 
As of September 1, if you have 
an Advanced account today and do not 
upgrade to a Premium account, your 
account will revert to a Basic account. If that 
occurs, you will lose access to the 
pharmacy features, including the ability to 
request and track your VA prescription 
refills.  That means… it’s time to upgrade to 
a Premium account!  With a free Premium 
account, you can securely access your VA 
health information, 24/7. 
 
For more information contact Antonia Varner 
My HealtheVet Coordinator at (573)778-4180 



https://myhealth.va.gov/

http://www.access.va.gov/

mailto:Popbluff-businessofficeintake@va.gov



		John J. Pershing VA Medical Center 
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August 15, 2023 


 


Secretary Denis R. McDonough 


Department of Veterans Affairs    


810 Vermont Ave, NW 


Washington, D.C. 20571 


 


 


Dear Secretary McDonough,   


 


We write to bring to your attention obstacles veterans in Maine and across the country face in 


receiving mileage reimbursement for travel to and from Department of Veterans Affairs (VA) 


and VA-authorized care. As you know, the Beneficiary Travel Self Service System (BTSSS) was 


introduced as the new payment processing system for mileage reimbursement, replacing the 


legacy Veterans Health Information System and Technology Architecture (VistA) system. The 


VA has spent billions of taxpayer dollars on its roll out, yet BTSSS is riddled with complications 


that negatively impact veterans. As we discussed in your recent trip to Maine, we strongly 


encourage the VA to look into the issues with BTSSS to ensure our veterans receive the best 


service possible, and allow Maine veterans to continue to utilize in-person travel reimbursements 


options. 


 


BTSSS is intended to replace the legacy VistA system, which is prone to inefficiencies, and 


provide veterans with a more reliable travel reimbursement process. While we recognize and 


commend that BTSSS is addressing some of the problems experienced with VistA, such as 


duplicate payments, it is clear the new system has its own significant issues. For instance, 


although BTSSS provides the ability to submit and review the status of a claim, it only does so 


for veterans who have access to the internet and are adept with a computer. With around half of 


Maine veterans over the age of 65, and over 60% of our veterans living in rural areas of Maine, 


this creates unnecessary obstacles due to unreliable internet access and computer proficiency. 


 


The BTSSS system also has a number of flaws that delay the processing of a travel claim and 


cause unnecessary hardship for veterans. For example, if a veteran has to bypass a closer VA 


medical facility to go to a different one or a community provider for specialty care, this cannot 


be automatically processed by BTSSS. Instead, the system creates an error that has to be 


manually reviewed and overridden by a VA employee, causing significant delays. Additionally, 


for veterans with multiple addresses, such as snowbird veterans, BTSSS is unable to recognize 


and pull a secondary address to process mileage. The error created by this issue requires veterans 


to contact the VA to get the staff to manually override the system to allow for payment. 


Furthermore, a May 2023 report from the Office of the Inspector General (OIG) found that 


BTSSS fell drastically short of all of its system performance goals.  


 


We have received a significant amount of correspondence from Maine veterans confused and 


frustrated by the BTSSS system. Given the difficulties veterans face receiving reimbursement 


through the new system, we are concerned that VA may soon remove the option for Maine 







  


veterans to use VistA, forcing all travel reimbursements to be processed via the current BTSSS 


system without addressing its many faults. This would undoubtedly add to the hardships of 


veterans instead of alleviating them. The VA’s efforts to modernize are appreciated, but all 


efforts should be made to ensure the burden of these changes is not placed on our veterans. We 


therefore strongly encourage the VA to address these and any other previously unforeseen issues 


surrounding BTSSS before removing VistA as an option for Maine veterans.  


We look forward to your response to the following questions: 


- Will the VA ensure that Maine veterans have access to the VistA reimbursement system 


until the significant issues with BTSSS have been properly addressed?  


- How does the VA plan to fix the processing issues with non-standard reimbursement 


claims on BTSSS before entirely replacing the VISTA system? 


- How does the VA intend to address the impact of limited computer access and 


proficiency on older, rural veterans seeking mileage reimbursement?  


- Will VA implement the two recommendations from the OIG’s May 2023 report on the 


BTSSS program?  


We appreciate your efforts to reimburse Maine veterans for their VA related travel expenses 


without facing unnecessary obstacles. Thank you for your attention to this important matter. 


 


Sincerely, 


 


   


 


 


ANGUS S. KING, JR. 


United States Senator 


 


 


 


 


 


 


 


 


 


SUSAN M. COLLINS 


United States Senator 


 


 


 


 


 


CHELLIE M. PINGREE 


United States 


Representative 


 


 


 


 


  


JARED F. GOLDEN 


United States 


Representative  


 


 


 


 


 


 






