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UNITED STATES G E N E R A L  ACCOUNTING 

WASHINGTON, D.C. 2054s 

OFFICE 

MANPOWER AND WELFARE 
OIVlSlON 

M r .  Rufus H. Wilson 

SEQ 1 1  19?5 

Chief Bene f i t s  D i rec to r  
Department of Veterans Bene f i t s  
Veterans Adminis t ra t ion 

Dear M r .  Wilson: 

The General Accounting Of f i ce  surveyed certain a s p e c t s  o f  c o n t r o l s  
i n  t h e  Veterans Adminis t ra t ton 's  @A) computer-based Compensatfon and 
Pension (C&P) system over  t h e  accuracy, v a l i d i t y ,  and trmeliness of 
b e n e f i t  payment processing.  
Bal t imore,  and Chicago r e g i o n a l  o f f i c e s  (VAROs), t h e  Data Process ing  
Center (DPC) a t  Hines,  I l l i n o i s  and a t  t h e  VA Cen t ra l  Of f i ce  i n  
washington, D.C. 

Our survey was  conducted a t  t h e  Washington, 

Our observa t ions  p e r t a i n i n g  to c o n t r o l s  a t  t h e  DPC are s t i l l  
be ing  eva lua ted ,  and cons ide ra t ion  i s  being given t o  r e p o r t i n g  
s e p a r a t e l y  on those  matters i f  warranted. 

I n  the i n t e r e s t  of prompt r epor t ing ,  we w i s h  t o  b r i n g  t o  your 
a t t e n t i o n  our  observa t ions  a t  t h e  t h r e e  aforementioned VAROs so that 
c o r r e c t i v e  a c t i o n  can be  taken a t  o the r  VAROs i f  warranted. 

W e  have observed c e r t a i n  condi t ions  concerning procedures and 
c o n t r o l s  a t  t h e  t h r e e  VAROs which w e r e  n o t  adequate  t o  ensure  t h e  
tinely c o r r e c t i o n  and r e submi t t a l  of payment transactions r e j e c t e d  by 
t h e  computer because of e r r o r .  Our survey d i sc losed  t h e  following: 

--Tests of t h e  t ime l ines s  of c o r r e c t i n g  r e j e c t e d  pension awards 
a t  the Baltimore and Washington VAROs i nd ica t ed  that d e l i v e r y  
of t h e  first check t o  pension r e c i p i e n t s  i s  o f t e n  delayed be- 
cause c o r r e c t i o n s  w e r e  n o t  made i n  a t imely  fashion.  

--Improved c o n t r o l s  over  t h e  r e s o l u t i o n  of rejects a t  t h e  t h r e e  
VAROs could minimize de lavs  i n  d e l i v e r y  of b e n e f i t  payment 
checks, overpayments and underpayments t o  ve t e rans  and t h e i r  
su rv ivo r s ,  hardship  paynents ,  and t h e  a d d i t i o n a l  recordkeeping 
and paperwork a s soc ia t ed  wi th  t h e s e  condi t ions .  



--The volune of r e j e c t e d  awards and a t t e n d a n t  de l ays  i n  t h e i r  
r e s o l u t i o n  could b e  reduced by the VAROs manually v e r i f y i n g  
c o n t r o l  totals on t h e  inpu t  documents. 

Ce r t a in  c o r r e c t i v e  a c t i o n s  t o  improve c o n t r o l s  have been i n i t i a t e d  
o r  considered a t  t h e s e  VAROs, and new inpur  machines w i l l  b e  acqui red  
which have t h e  c a p a b i l i t y  to reduce t h e  number of t r a n s a c t i o n s  r e j e c t e d  
by t h e  computer. However, t h e  untimely c o r r e c t i o n  of e r r o r s  may w e l l  
exist i n  o the r  VAROs, and several months may e l a p s e  be fo re  f u l l  
replacement of t h e  e x i s t i n g  inpu t  equipment. 

Accordingly, w e  are recommending t h a t  t h e  Chief Bene f i t s  D i rec to r  
i s s u e  appropr i a t e  i n s t r u c t i o n s  t o  the VAROs t o  t i g h t e n  c o n t r o l s  over  
c o r r e c t i o n  of payment rejects and perform manual v e r i f i c a t i o n  of c o n t r o l  
t o t a l s .  

DESCRIPTION OF PROCESSING 
C&P TRANSACTIONS 

Most of the t r a n s a c t i o n s  processed by t h e  DPC o r i g i n a t e  a t  the 58 
VAROs where t h e  ope ra t ions  of the C&P programs are c a r r i e d  on. 
primary i n p u t  from the VAROs is  in the form of' paper tape.  

The 

The VAROs t r a n s c r i b e  t h e  d a t a  f o r  t h e  t r a n s a c t i o n s  t o  paper  t a p e  
by means of f l e x o w r i t e r  machines and m a i l  t h e  paper t a p e  d a i l y  t o  t h e  
DPC. 
through a series of computer runs c a l l e d  a process ing  cyc le .  The DPC 
usua l ly  runs two process ing  cyc le s  pe r  week f o r  C&P t r a n s a c t i o n s .  
Each process ing  cyc le  inc ludes  (1) t h e  updat ing of t h e  master C&P f i l e s ,  
(2) the p repa ra t ion  of a magnetic t a p e  f i l e  f o r  t h e  Treasury Disbursing 
Center (TDC) i n  Austin,  Texas t o  produce checks f o r  one time and 
r e t r o a c t i v e  payments, (3) the p repa ra t ion  of messages t o  f i e l d  s t a t i o n s ,  
and ( 4 )  the Prepa ra t ion  of a magnetic t a p e  t o  be  used by  t h e  TDC i n  
updat ing i t s  f i l e  p e r t a i n i n g  to payees. 

A t  t h e  DPC t r a n s a c t i o n s  are pu t  on magnetic t a p e  and are processed 

When e r r o r s  are de tec t ed  by t h e  computer programs, they  may b e  
r e j e c t e d  by t h e  computer and s e n t  back t o  t h e  VAROs f o r  c o r r e c t i o n ,  o r  
they  may b e  allowed t o  cont inue  i n  process  s u b j e c t  t o  later co r rec t ions .  
Respons ib i l i t y  f o r  c o r r e c t i o n  of e r r o r s  on payment t r a n s a c t i o n s  which 
are r e j e c t e d  rests s o l e l y  w i t h  t h e  V U 0  involved. Messages on t r ans -  
a c t i o n s  r e j e c t e d  by t h e  f i r s t  computer run, c a l l e d  the c o n t r o l  run,  are 
t e l e typed  back t o  the VAROs f o r  c o r r e c t i o n  and resubmission. Transac t ions  
r e j e c t e d  by the subsequent runs  i n  che process ing  cycle are mailed back 
t o  t h e  VAROs f o r  similar ac t ion .  
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DELAYS I N  DELIVERY OF FIRST 
C-EECK TO PENSIONERS 

Our p a r t i c u l a r  concern i n  t h e  survey was d i r e c t e d  t o  t h e  t ime l ines s  
of c o r r e c t i o n  of rejects from t h e  computer c o n t r o l  runs on o r i g i n a l  and 
reopened pension awards and t h e  r e s u l t a n t  de lays  i n  t h e  d e l i v e r y  of  t h e  
i n i t i a l  pension checks t o  r e c i p i e n t s .  We made t e s t s  of pension awards 
rejected i n  October 1974 and January 1 9 7 5  at t h e  Washington and 
Bal t imore VAROs. Our tests showed t h a t  ve t e rans  and su rv ivo r s  whose 
awards w e r e  r e j e c t e d  by t h e  c o n t r o l  runs were experiencing de lays  i n  
t h e  r e c e i p t  of t h e i r  b e n e f i t  checks because rejects w e r e  no t  reso lved  
i n  a t imely  manner. 

The pension b e n e f i t  is a means of supplementing t h e  income of 
e l i g i b l e  ve t e rans ,  widows, and orphaned c h i l d r e n  i n  f i n a n c i a l  need. 
Accordingly,  de l ays  i n  t h e  d e l i v e r y  of checks can cause undue hardships  
t o  t h e s e  r e c i p i e n t s .  

The i n i t i a l  check s e n t  t o  a pension b e n e f i c i a r y  i s  gene ra l ly  an  
accrued payment r e t r o a c t i v e  t o  t h e  d a t e  of t h e  claim o r  t h e  d a t e  t h e  
ve t e ran  became permanently and t o t a l l y  d i sab led ,  o r  i n  t h e  case of 
dea th  pensions,  t h e  f i r s t  day of t h e  month i n  which a v e t e r a n ' s  dea th  
occurred,  depending on t h e  circumstances i n  each case. I n  each proc- 
e s s i n g  cyc le  dur ing  t h e  month t h e  DPC prepares  a magnetic t ape  on 
r e t r o a c t i v e  payments due on awards processed by t h e  computer. The 
t a p e  is s e n t  t o  t h e  Treasury Disbursing Center which prepares  and mails 
t h e  checks to t h e  b e n e f i c i a r i e s .  

The VARO can i s s u e  a hardship  o r  s p e c i a l  payment when an award is  
r e j e c t e d  by the computer and t h e  r e c i p i e n t  i s  i n  d i r e  need. These 
payments may b e  i s sued  by t h e  Aust in  TDC a f t e r  process ing  through t h e  
C&P system o r  through a l o c a l  Treasury Disbursing Off ice .  

I f  an award is  r e j e c t e d  by t h e  c o n t r o l  run of a process ing  cyc le ,  
t h e  s t a t i o n s  are requi red  t o  c o r r e c t  and resubmit t h e  r e j e c t e d  award 
by t h e  next process ing  cyc le  b u t  no later than  5 working days fo l lowing  
r e c e i p t  of t h e  telecommunications reject  messages. This  requirement is  
set f o r t h  i n  t h e  VA's Automatic Data Process ing  Manual f o r  t h e  CdP 
system. 
t h e  award through t h e  VARO and t h e  DPC and the subsequent mai l ing  of 
t h e  r e t r o a c t i v e  check t a p e  to the Ausrin TDC g e n e r a l l y  t akes  a maximum 
of 10 t o  1 4  ca lendar  days. 

I f  t h i s  cri teria i s  m e t  by t h e  s t a t i o n s ,  t h e  reprocess ing  of 

A t  t h e  Washington and Baltimore VAROs w e  s e l e c t e d  a sample of 
pension awards r e j e c t e d  by t h e  c o n t r o l  runs  i n  t h e  October 1974 and 
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January 1975 process ing  cyc les .  Our sample showed ca lendar  day de lays  
i n  t h e  r e c e i p t  of  t h e  checks experienced by t h e  r e c i p i e n t s  from t h e  
time the awards were o r i g i n a l l y  r e j e c t e d  t o  t h e  t i m e  of t h e  subsequent 
r e s o l u t i o n  of t h e  e r r o r s  and release of t h e  payment t apes  by t h e  Hines 
DPC t o  t h e  Aus t in  TDC. The r e s u l t s  of our  sample follow: 

DELAY TO PENSIONERS 
I N  RECEIPT OF FIRST CHECK 

Number of cases a t  Number of cases a t  
Washington VARO Baltimore VARO 

Length of delay Oct. 7 4  Jan. 7 5  Oct. 7 4  Jan. 75 

Hardship payments made 
i n  month award r e j e c t e d  1 5 

11 - 1 4  days 
15 - 20 days 
2 1  - 25 days 
26 - 30 days 
31 - 40 days 
4 1  - 50 days 
51 - 60 days 
61 - 90 days 
Over 90 days 

T o t a l  cases 

3 
19 
16 

3 
4 
2 
0 
1 
1 

1 
6 
19 

4 
b /  
$/ 
3 

2- b/ 
E/ 
I 

0 4 

2 
3 
3 
1 
0 
5 
0 
0 
0 - 
14 c 

4 
3 

15 
1 4  
1 2  

7 
1 0 d  
l&J 

0 
I 

a/ Inc ludes  two cases where no payment had been made through March 21, 
1975, t h e  d a t e  of t h e  l as t  payment cyc le  w e  reviewed. 

k’ Inc ludes  one case where o r i g i n a l  s u b m i t t a l  to DPC w a s  i n  p r i o r  
month and r e j ec t ed .  

E‘ Inc ludes  7 cases where no payments had been made through March 10 ,  
1975, t h e  d a t e  of t h e  l as t  payment cyc le  w e  reviewed. 

2’ Inc ludes  1 4  cases where no payments had been made through March 10, 
1975, the d a t e  of t h e  las t  payment c y c l e  w e  reviewed. 

The 58 VAROs t r ansmi t t ed  approximately 37,000; 50,000 and 52,000 
o r i g i n a l  and reopened CbP award t r a n s a c t i o n s  dur ing  t h e  months of 
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January, February and March 1875,  r e spec t ive ly .  Information on how 
many of these awards w e r e  f o r  pension b e n e f i t s  w a s  n o t  ava i l ab le .  
The  c o n t r o l  run a t  t h e  DPC r e j e c t e d  about  2,300; 3,000 and 3,100 C&P 
award t r a n s a c t i o n s  r e spec t ive ly ,  about  6 percent  of t h e  t o t a l  t ransmi t ted .  

It should b e  noted t h a t  our  sample was n o t  s t a t i s t i c a l l y  v a l i d  
f o r  p r o j e c t i n g  r e s u l t s .  Rowever, we b e l i e v e  it demonstrated t h a t  de lays  
t o  t h e  ve t e rans  were occurr ing  and t h a t  these de lays  could b e  a t t r i b u t e d  
t o  unt imely r e s o l u t i o n  of rejects. 

NEED FOR IMPROVED CONTROLS TO 
INSURE TIMELY CORRECTION AND 
RESUBMISSION OF REJECTED TRANSACTIONS 

Accountabi l i ty  f o r  e r r o r  c o r r e c t i o n  a t  t h e  Washington, Bal t imore 
and Chicago VAROs was fragmented and l o o s e l y  c o n t r o l l e d ,  and s t a t i o n  
management d i d  n o t  monitor t h e  t ime l ines s  of e r r o r  co r rec t ions .  
Certain improvements were made a t  t h e  Washington and Bal t imore VAROs 
dur ing  our  survey. 
a c c o u n t a b i l i t y  f o r  c o r r e c t i o n  and r e submi t t a l  of e r r o r s  i n d i c a t e s  t h a t  
improvements may b e  needed i n  o t h e r  VAROs as w e l l .  

However, t h e  l a c k  of a w e l l  def ined  system f o r  

The automated C&P system has  ex tens ive  programmed e d i t s  t o  provide 
f o r  t h e  i s o l a t i o n  of e r r o r s  and t h e  continued process ing  of t h e  remaining 
v a l i d  da t a .  A l l  such  r e j e c t e d  d a t a  should be  c o n t r o l l e d  t o  ensure  that  
the requi red  c o r r e c t i o n  is made and t h a t  it is  reen te red  c o r r e c t l y  i n t o  
t h e  system a t  the appropr i a t e  t i m e .  
t h e  e f f o r t  made i n  the process ing  c y c l e  t o  f i l t e r  ou t  e r r o r s  and 
transmit them quickly  t o  t h e  VAROs f o r  c o r r e c t i o n  is diminished i n  value.  

Unless such c o n t r o l  is implemented, 

Need f o r  improved c o n t r o l s  
over rejects from c o n t r o l  run 

A common technique f o r  c o n t r o l l i n g  t h e  d i s p o s i t i o n  of e r r o r s  is the 
maintenance of a l o g  i n  which e r r o r s  and their d i s p o s i t i o n  can b e  
recorded. 
the  r e s o l u t i o n  of rejects. 

The l o g  can a l s o  be  used by superv isory  personnel  t o  monitor 

Chicago VARO 

I 

A t  Chicago no c o n t r o l  l o g  w a s  maintained f o r  rejects from t h e  
c o n t r o l  run. 
rejects on hand and noted messages over  5 days o ld  f o r  which claim 
f o l d e r s  had n o t  been obta ined  so  t h a t  c o r r e c t i v e  a c t i o n  could b e  i n i t i a t e d .  
However, no accounring w a s  made of even tua l  r e s o l u t i o n  of t h e  r e j e c t e d  
awards. 

On a hi-weekly b a s i s  the i n p u t  u n i t  supe rv i so r  reviewed 
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Balt imore VARO 

A t  Bal t imore w e  a l s o  observed t h a t  no such c o n t r o l  l o g  w a s  
maintained. A s  t h e  telecommunications messages were received from 
t h e  DPC, they were c u t  i n t o  s t r i p s  and d i s t r i b u t e d  t o  va r ious  c o n t r o l  
c l e r k s  t o  r e s o l v e  t h e  e r r o r s .  No account ing w a s  made of t h e  r e s o l u t i o n  
of t h e s e  rejects by t h e  admin i s t r a t ive  t echn ic i an  i n  charge of t h e s e  
c o n t r o l  c l e rks .  

I n  Baltimore w e  examined 22 claim f o l d e r s  from our  sample of awards 
r e j e c t e d  i n  January 1975 and which w e r e  s t i l l  unresolved as of  e a r l y  
March 1975. I n  12 cases w e  found no evidence of resubmission. I n  10  
cases w e  found t h a t  awards were resubmit ted and subsequent ly  r e j e c t e d  
again.  
resubmission and i n  a l l  t h r e e  cases  t h e  awards were r e j e c t e d  aga in  one 
o r  more t i m e s .  The above ind ica t ed  t h e  need f o r  p r i o r i t y  a t t e n t i o n  t o  
t h e  r e s o l u t i o n  of payment rejects a t  Baltimore.  

However, i n  only t h r e e  cases d i d  w e  f i n d  evidence of  t imely  

I n  March 1975 t h e  a d m i n i s t r a t i v e  t echn ic i an  i n i t i a t e d  a reject l o g  
and t h e  c o n t r o l  clerks w e r e  instructed to report correccion dates  to 
t h e  t echn ic i an  f o r  record ing  i n  t h e  log. 

Bal t imore VARO o f f i c i a l s  advised u s  t h a t  an a n a l y s i s  of rejects 
w i l l  b e  compiled by t h e  a d m i n i s t r a t i v e  technic ian .  
i n d i c a t e  those  employees i n  need of t r a i n i n g  and c l o s e r  superv is ion .  

The a n a l y s i s  w i l l  

Washington VARO 

A t  t h e  Washington VARO a c o n t r o l  c l e r k  o r  reject exped i t e r  main- 
t a i n e d  a l o g  by record ing  on t h e  telecommunications messages rece ived  
from t h e  H i n e s  DPC, t h e  d a t e s  co r rec t ed  award documents w e r e  prepared 
by t h e  VARO f o r  resubmission. We found, however, t h a t  t h e  l o g  was 
incomplete,  and apparent ly  n o t  reviewed by superv isory  personnel  t o  
ensure  tha t  rejects w e r e  cor rec ted .  
f o r  an  entire process ing  cyc le  were n o t  rece ived  and l i t t l e  e f f o r t  w a s  
made t o  o b t a i n  the messages and c o r r e c t  t h e  rejects. We found several 
examples whereby c o r r e c t i o n  and r e submi t t a l  w a s  no t  noted i n  t h e  logs.  
For example, of t h e  54  cases w e  reviewed i n  January 1975, 11 showed no 
c o r r e c t i o n  da te .  
through March 21, 1975, t h e  l a s t  payment cyc le  w e  looked at .  On t h r e e  
o t h e r  cases, 32, 35 and 60 days lapsed  be fo re  t h e  r e c i p i e n t  rece ived  
h i s  f i r s t  check. We advised Washington VARO o f f i c i a l s  t h a t  appropr i a t e  
superv isory  review of t h e  l o g  would have c a l l e d  a t t e n t i o n  t o  t h e s e  rejects 
so  t h a t  prompt c o r r e c t i v e  a c t i o n  could b e  i n i t i a t e d .  Washington VARO 
o f f i c i a l s  gene ra l ly  agreed t h a t  performance i n  c o n t r o l l i n g  and c o r r e c t i n g  
telecommunications rejects w a s  d e f i c i e n t  and i n i t i a t e d  a c t i o n  t o  b e t t e r  
monitor and c o n t r o l  s t a t i o n  performance i n  this area. 

I n  one i n s t a n c e  t h e  reject messages 

Four o f  the 11 r e j e c t e d  awards had n o t  been resubmit ted 
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In May 1975 the Washington VARO moved t o  new q u a r t e r s  and the 
claims process ing  act ivi t ies  have been r ea l igned  t o  employ the u n i t  
concept of organiza t ion .  
performed by small ope ra t ing  u n i t s .  The personnel ,  f i l e s  and equipment 
needed f o r  claims process ing  are loca ted  i n  t h e  u n i t  area. 

Under t h e  u n i t  concept claims process ing  is 

The u n i t  concept was  developed t o  minimize t h e  continued movement 
of claim f o l d e r s  w i t h i n  r eg iona l  o f f i c e s  and thereby  provide b e t t e r  
c o n t r o l  over  t h e  f i l e s .  
f o l d e r s  was a c o n t r i b u t i n g  f a c t o r  a t  t h e  Washington VARO i n h i b i t i n g  
t h e  t imely  r e s o l u t i o n  of rejects, t h e  u n i t  concept should help.  

Inasmuch as d i f f i c u l t i e s  i n  ob ta in ing  claim 

We were advised by t h e  VARO Di rec to r  t h a t  t h r e e  a d d i t i o n a l  reject 
exped i t e r s  have been assigned t o  c o n t r o l  compensation and pension 
rejects. P r i o r  to May 1975 only one man was  ass igned  t h a t  r e s p o n s i b i l i t y  
f o r  the en t i re  VARO. 

Although the Baltimore VARO h a s  employed t h e  u n i t  concept s i n c e  
A p r i l  1974, i t  has experienced problems i n  t imely  r e s o l u t i o n  of rejects, 
The s i t u a t i o n  a t  Bal t imore sugges ts  t h a t  even though more personnel  are 
ass igned  t o  r e so lv ing  rejects, c l o s e  supe rv i s ion  o f  reject exped i t e r s  
i s  needed to  ensu re  t h a t  the r e j e c t e d  transactions are reprocessed  
promptly . 
Need f o r  c o n t r o l s  over  
reiects from subseauent  
computer runs 

Our a t t e n t i o n  dur ing  t h e  survey  was  d i r e c t e d  p r imar i ly  t o  timely 
r e s o l u t i o n  of rejects from t h e  c o n t r o l  run  a t  Hines which r ep resen t  
e r r o r s  i n  format on t h e  i n p u t  documents. 
from o t h e r  computer runs  dur ing  t h e  process ing  cyc le ,  and t h e  reject 
messages are mailed from t h e  DPC t o  t h e  va r ious  VAROs. W e  d id  n o t  
perform any tests t o  a s c e r t a i n  t h e  timeliness of r e s o l u t i o n  of t h e s e  
rejects, b u t  w e  d i d  observe t h a t  c o n t r o l s  a t  t h e  Washington and Bal t imore 
r e g i o n a l  o f f i c e s  w e r e  n o t  adequate  t o  ensure  that  c o r r e c t i o n s  were made. 

Transac t ions  are a l s o  r e j e c t e d  

Curren t ly ,  a c o r r e c t i o n  c o n t r o l  card  accompanies each reject n o t i c e  
rece ived  by the VAROs. A t  t h e  Washington VARO t h e  r e j e c t  exped i t e r  used 
the card  t o  r eques t  claim f o l d e r s  when c o r r e c t i v e  a c t i o n  w a s  required.  
When claim f o l d e r s  were n o t  rece ived  the reject e x p e d i t e r  i n i t i a t e d  a 
second r eques t  g e n e r a l l y  about a month later. 
r eques t  t h e  claim f o l d e r s  w e r e  n o t  ob ta ined ,  b o t h  t h e  reject message and 
the c o n t r o l  ca rd  w e r e  destroyed. 
that a l l  rejects were co r rec t ed  and resubmit ted.  
observed that the reject exped i t e r  was  prepar ing  to  throw away 2 9 ' r e j e c t  

I f  a f t e r  t h e  second 

Records w e r e  n o t  maintained t o  ensu re  
I n  February I975 we  
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messages on payment t r a n s a c t i o n s  generated i n  December 1974 process ing  
cyc le s  because t h e  claim f o l d e r s  were no t  ob ta ined  by h i s  second reques t .  

A t  t h e  Baltimore VARO t h e  c o r r e c t i o n  c o n t r o l  ca rds  were destroyed 
by t h e  admin i s t r a t ive  t echn ic i an  upon r e c e i p t .  
n o t i c e s  were d i s t r i b u t e d  by t h e  admin i s t r a t ive  t echn ic i an  t o  t h e  c o n t r o l  
c l e r k s  under t h e  t echn ic i an ' s  superv is ion .  
routed t h e  messages t o  f i l e  c l e r k s  t o  o b t a i n  t h e  claim f o l d e r s  o r  t o  
a d j u d i c a t o r s  f o r  t h e i r  ac t ion .  No records  were maintained by t h e  
a d m i n i s t r a t i v e  t echn ic i an  t o  ensure  t h a t  t h e  rejects were cor rec ted .  
Moreover, t h e  admin i s t r a t ive  t echn ic i an  advised us t h a t  when reject 
messages were re turned  because claim f o l d e r s  could no t  be loca t ed ,  she  
took no f u r t h e r  a c t i o n  on t h e  r e j e c t e d  i t e m s .  

The hardcopy reject 

The c o n t r o l  c l e r k s  i n  t u r n  

Rejected payment t r a n s a c t i o n s  which are n o t  reso lved  can r e s u l t  i n  
overpayments o r  underpayments, de lays  i n  d e l i v e r y  of checks and 
a d d i t i o n a l  admin i s t r a t ive  work by t h e  VAROs r e s u l t i n g  from complaints 
of  ve te rans .  
p rovide  a c c o u n t a b i l i t y  f o r  t h e  r e s o l u t i o n  of r e j e c t e d  payment t r ans -  
a c t i o n s  a t  these r e g i o n a l  o f f i c e s .  
agreed w i t h  our  sugges t ions  and have i n i t i a t e d  a c t i o n s  t o  t i g h t e n  
c o n t r o l s  over  these type  rejects. 

Accordingly, w e  suggested a t i g h t e n i n g  of c o n t r o l s  t o  

The Washington and Bal t imore VAROs 

In view of t h e  l a c k  of c o n t r o l  a t  t h e s e  VAROs w e  b e l i e v e  t h a t  the 
s i t u a t i o n  may w e l l  exist i n  o t h e r  VAROs and t h a t  appropr i a t e  i n s t r u c t i o n s  
should b e  i s sued  by t h e  Chief Bene f i t s  D i rec to r  t o  improve c o n t r o l  over  
reject co r rec t ions .  

NEED FOR MANUAL VERIFICATION OF 
CONTROL TOTALS ON C&P AWARDS 

A c o n t r o l  t o t a l  i s  recorded on each author ized  C&P award. The 
c o n t r o l  t o t a l  is  the sum of t h e  e f f e c t i v e  d a t e s  on t h e  award. 
e d i t s  i n  t h e  computer test t h e  c o n t r o l  t o t a l s  t o  provide some assurance 
that the e f f e c t i v e  d a t e s  are accura t e ly  recorded on t h e  inpu t  documents 
s o  t h a t  awards do n o t  s ta r t  o r  terminate prematurely.  

Programmed 

A t  t h e  Washington VARO w e  noted t r a n s a c t i o n s  which were r e j e c t e d  one 
o r  more t i m e s  because c o n t r o l  t o t a l s  as shown i n  t h e  i n p u t  documents d id  
n o t  ag ree  wi th  t h e  computer's c a l c u l a t i o n  of t h e  t o t a l s .  
p repar ing  the i n p u t  documents d id  n o t  v e r i f y  t h e  a d d i t i o n  of t h e  c o n t r o l  
t o t a l s  p r i o r  t o  submission of t h e  inpu t  documents. 
t h e  a d d i t i o n  is v e r i f i e d  manually, the number of days e lapsed  t o  c o r r e c t  
t h e  e r r o r s  and t h e  r e s u l t a n t  de l ays  t o  r e c i p i e n t s  of checks can b e  
shor tened  cons iderably  i n  such cases. 

Clerks  

We b e l i e v e  t h a t  if 
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A t  the Washington VARO, w e  analyzed t h e  October 1974 and January 
1975 cyc le s  and found t h a t  25 percent  and 38 percen t  of t h e  o r i g i n a l  
and reopened C&P awards, which were r e j e c t e d  because of i npu t  e r r o r s ,  
were r e j e c t e d  because of i n v a l i d  c o n t r o l  t o t a l s .  We examined t h e  
inpu t  documents of 11 cases r e j e c t e d  i n  October and 9 cases r e j e c t e d  
i n  January because of i n v a l i d  c o n t r o l  t o t a l s .  We added t h e  e f f e c t i v e  
d a t e s  of t h e s e  cases and found t h a t  9 of t h e  11 rejects i n  October and 
a l l  t h e  cases i n  January would no t  have been r e j e c t e d  had t h e  c o n t r o l  
t o t a l s  been manually v e r i f i e d  a f t e r  be ing  f lexotyped.  

After b r ing ing  t h e  matter t o  t h e  a t t e n t i o n  of t h e  Washington VARO, 
w e  were advised by t h e  A s s i s t a n t  Adjudicat ion O f f i c e r  t h a t  c o n t r o l  
t o t a l s  would b e  v e r i f i e d  on a sample b a s i s .  
a v e r i f i c a t i o n  of c o n t r o l  t o t a l s  on a l l  i n p u t  documents would slow down 
award process ing  considerably.  However, i f  t h e  sample v e r i f i c a t i o n  
i n d i c a t e s  t h a t  i n v a l i d  c o n t r o l  t o t a l s  are s t i l l  a cont inuing  problem, 
more v e r i f i c a t i o n  would be  performed. 
t o t a l s  on a sample b a s i s ,  t h e  VARO w i l l  review wi th  r e spons ib l e  f lexo-  
writer ope ra to r s  the mistakes c r e a t e d  dur ing  f lexotyping .  This  e f f o r t  
should reduce e r r o r s  such as i n v a l i d  c o n t r o l  t o t a l s  caused by i n a c c u r a t e  
f lexo  typ  ing. 

H e  f u r t h e r  advised t h a t  

I n  a d d i t i o n  t o  v e r i f y i n g  c o n t r o l  

S p e c i f i c  procedures  f o r  manual v e r i f i c a t i o n  of c o n t r o l  t o t a l s  are 
l e f t  up t o  t h e  i n d i v i d u a l  VAROs. 
and Bal t imore VAROs w e  w e r e  advised by VARO o f f i c i a l s  t h a t  c o n t r o l  
t o t a l s  are n o t  manually v e r i f i e d  i n  Chicago b u t  are i n  Baltimore. 
recognize that c o n t r o l s  i n  computer systems should be  automated as much 
as p o s s i b l e  because t h e  machines can perform t h e s e  c o n t r o l  func t ions  
more r a p i d l y  and a c c u r a t e l y  than  people. However, under t h e  b e s t  
condi t ions ,  r e j e c t e d  award t r a n s a c t i o n s  by t h e  computer can r e s u l t  i n  a 
de lay  of 10 t o  1 4  days i n  the veterans and su rv ivo r s  r ece iv ing  t h e i r  
i n i t i a l  checks. Therefore ,  it appears  t h a t  manual v e r i f i c a t i o n  of t h e  
c o n t r o l  t o t a l s  on t h e s e  awards would minimize such delays.  
w e  b e l i e v e  that  t h e  Chief Bene f i t s  D i rec to r  should r e q u i r e  a l l  VARO 
i n p u t  u n i t s  t o  manually v e r i f y  c o n t r o l  t o t a l s  on C&P awards. 

During our  i n q u i r i e s  a t  t h e  Chicago 

We 

Accordingly, 

ACQUISlTION OF EQUIPMENT 
TO REPLACE PLEXOWRITERS 

Most of t h e  368 f l e x o w r i t e r  machines i n  t h e  58 VAROs are i n  poor 
cond i t ion  and e f f o r t s  are be ing  made t o  r e p l a c e  t h e s e  machines. The 
General Se rv ices  Adminis t ra t ion r e c e n t l y  granted t h e  VA a de l ega t ion  
of procurement a u t h o r i t y  f o r  compet i t ive s o l i c i t a t i o n  f o r  necessary  
equipment t o  supplement and/or r e p l a c e  t h e  e x i s t i n g  f l e x o w r i t e r  equip- 
ment. A Department of Data Management (DDM) official advised us that:  I 

1 ,  
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t h e  new machines w i l l  be  " i n t e l l i g e n t  te rmina ls"  which w i l l  con ta in  
c e r t a i n  e d i t  c o n t r o l s  and b e  equipped w i t h  v i s u a l  d i s p l a y  u n i t s  s o  
t h a t  c e r t a i n  e r r o r s  can be  de t ec t ed  and co r rec t ed  be fo re  t h e  d a t a  is 
t ransmi t ted .  The e x i s t i n g  equipment does no t  have t h e s e  f e a t u r e s .  

W e  recognize t h a t  re ject  rates on inpu t  from t h e  f l e x o w r i t e r  
machines are h igh ,  p a r t i c u l a r l y  i n  t h e  Washington and Baltimore VAROs 
b u t  w e  could n o t  assess how many e r r o r s  were a t t r i b u t a b l e  t o  t h e  
condi t ion  of t h e  machines o r  t o  people. However, t h e  machines 
envis ioned as replacements appear t o  have t h e  c a p a b i l i t y ,  through 
v i s u a l  d i s p l a y  and e d i t  f e a t u r e s ,  t o  reduce cons iderably  t h e  number 
of t r a n s a c t i o n s  t r ansmi t t ed  to Hines and subsequent ly  r e j e c t e d  because 
of i npu t  format e r r o r s .  

Severa l  months may e l a p s e  bef1S.e f u l l  replacement of t h e  f lexo-  
writer equipment. A DDM o f f i c i a l  clctvised t h a t  i n  a l l  p r o b a b i l i t y ,  
i n s t a l l a t i o n  of the new machines w i l l  no t  begin u n t i l  about January 
1976 and i n s t a l l m e n t s  w i l l  b e  i n  increments of about 20 p e r  month. 
It has  n o t  y e t  been determined how many machines w i l l  be  acqui red  
and over  what t h e f r a m e .  Accordingly, w e  b e l i e v e  t h a t  t h e r e  is a 
need f o r  interim measures t o  ensure expedi t ious  c o r r e c t i o n  of rejects. 

CONCLUSIONS 

Improved c o n t r o l s  over  t h e  r e s o l u t i o n  of r e j e c t e d  payment 
t r a n s a c t i o n s  a t  t h e  t h r e e  VAROs could minimize de lays  i n  t h e  d e l i v e r y  
of b e n e f i t  payment checks,  overpayments and underpayments, hardship  
payments, and t h e  a d d i t i o n a l  recordkeeping and paperwork a s s o c i a t e d  
w i t h  t h e s e  condi t ions.  

The volume of  r e j e c t e d  awards and a t t e n d a n t  de lays  i n  t h e i r  
r e s o l u t i o n  could a l s o  be  reduced by t h e  VAROs manually v e r i f y i n g  
c o n t r o l  t o t a l s  on i n p u t  documents. 

Certain c o r r e c t i v e  a c t i o n s  t o  improve c o n t r o l s  have been i n i t i a t e d  
o r  considered a t  the VAROs, and new inpu t  machines w i l l  b e  acquired 
wi th  t h e  c a p a b i l i t y  t o  reduce the number of t r a n s a c t i o n s  r e j e c t e d  by 
t h e  computer. However, the untimely c o r r e c t i o n  of e r r o r s  may w e l l  
exis t  i n  o t h e r  VAROs and several months may e l a p s e  be fo re  full replace-  
ment of t h e  e x i s t i n g  i n p u t  equipment. 

RECOMMENDATIONS 

We recommend t h a t  t h e  Chief Bene f i t s  D i rec to r  i s s u e  appropr i a t e  
interim i n s t r u c t i o n s  t o  t h e  VAROs t o  monitor and supe rv i se  reject 
c o r r e c t i o n  and t o  i n s t i t u t e  manual v e r i f i c a t i o n  of c o n t r o l  t o t a l s .  
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We w i s h  t o  acknowledge t h e  cour t e s i e s  and cooperation extended 
by VA personnel i n  Washington and a t  t h e  reg iona l  o f f i c e s  t o  our  
representa t ives  during our survey. 

P lease  advise us of any ac t ions  taken o r  planned on the matters 
i n  t h i s  report .  

Sincerely yours, 

George D. Peck 
Assistant Direct o r  




