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The Department of Veterans Affairs (VA) strives to engage, empower and serve 
Veterans and other beneficiaries with seamless, secure and on-demand access to 
benefit information and services.  As part of the Department’s “MyVA” initiative, a new 
VA-wide focus on customer service and improving the Veteran experience aims to 
ensure Veterans receive the best possible service in every interaction with VA, and that 
employees have the flexibility to deliver effective and personalized assistance. VA is 
examining our Veteran-facing processes and organizations from the Veteran’s 
perspective, and is dedicated to providing quality and timely service, as well as more 
choice and flexibility for our Veterans, their families and Survivors.  
 
VA continues to strengthen the contact center enterprise service model using a multi-
dimensional approach through people, process and technology and by improving 
telephone service and online web access.  Since 2009, VA has made significant 
advancements in how Veterans can access and ask questions regarding their benefits 
through improvements on the eBenefits platform, virtual live-chat capabilities, and 
accessibility to VA’s seven National Call Centers (NCC).   

BACKGROUND 

VBA continues to expand access channels to reach more Veterans. Total VBA access 
points have increased from FY2011 to FY2014.  

FY2011 Total Contacts 15 million (includes calls, email, eBenefits sessions)  

FY 2014 Total Contacts 68 million (includes calls, email, eBenefits sessions) 

 
Historical Blocked Call Rates: 
 
FY                      Blocked Call % 
2015*                         59% 
2014                          55% 
2013                          63% 
2012                          51% 
2011                          63%  
 
*FYTD as of January 30, 2015 
 
As VA experienced growth in the number of pending claims, requests for information 
from the National Call Center continued to increase. VA examined the growth in 
pending claims and in FY2011 upgraded its telephone infrastructure and recruited and 
expanded resources to continue to strengthen the service model.  Although the number 
of “blocked” calls – an industry term describing calls that are not connected to a Call 



Center employee due to a full call queue – is high, demand for information from the 
National Call Center continues to climb. National Call Center volume had increased by 
8,000 calls daily since the start of FY15 (as of Jan. 14, 2015). Many of these blocked 
calls are from repeat callers or callers who choose to disconnect.  
 
Attrition Rates:  
FY                   Monthly Agent Attrition Rate:  
FY 2014                     2.9% 
FY 2013                     3.0% 
 

As part of an employee succession planning and talent development process, many 
Call Center Agents are promoted to other areas within VA. This process allows VA to 
continue to develop its employees and share and retain talent across the organization. 
In alignment with the Call Center industry, there are periods of time throughout the year 
when attrition occurs. New agents are recruited and begin an 8-week new hire training 
program. VA follows a recruitment and onboarding process to ensure that qualified 
candidates are selected for the position. Due to their expertise and job experience, 
agents are also promoted to a higher level within the Call Center. This provides growth 
and development opportunities for the agents. 
 
National Call Center Staffing: 
 
FY                  Staffing 
2011               571 
2012               677 
2013               677 
2014               736 
 
Access to Benefit Information and Services 
 
Self Service Access 
 
Technologies and processes that can be accessed and used directly by a Veteran, 
Servicemember, family member or other stakeholders to obtain information on VA 
information and services include:  
 
eBenefits 
eBenefits is a joint VA/DoD web portal that provides resources and self-service 
capabilities to Veterans, Servicemembers, and their families to research, access and 
manage their VA and military benefits and personal information. It is an essential way 
for Veterans, Servicemembers, and their families to receive access to and service from 
VA and DoD.   

 eBenefits uses secure credentials to allow access to personal information and 
gives users the ability to perform numerous self-service functions  

 It also provides a list of links to other sites that provide information about military 
and Veteran benefits   



 There are currently more than 4.3M registered users on eBenefits 
 
eBenefits has over 55 self-service features that include: 

 Allowing Veterans and Servicemembers to access official military personnel 
documents 

 Submit and view the status of their disability compensation claim 

 Add dependents  

 Transfer entitlement of Post-9/11 GI Bill to eligible dependents (Service members 
only) 

 Register for and update direct deposit information for certain benefits. 
 
For a complete list of features please see the attached factsheet or visit 
www.ebenefits.va.gov 
 
National Resource Directory 
Within eBenefits is the National Resource Directory (NRD) which is a joint VA/ 
Department of Defense (DOD) / Department of Labor (DOL) website that connects 
wounded warriors, Servicemembers, Veterans, families and caregivers to thousands of 
services and programs at the national, state and local levels to support them during 
recovery, rehabilitation and reintegration.  
 
For more information please see the attached factsheet or visit 
https://www.ebenefits.va.gov/ebenefits/nrd  
 
Stakeholder Enterprise Portal (SEP) 
SEP is a secure, web-based access point for VA’s business partners. This portal helps 
Veterans Service Organization (VSO) representatives and other external VA business 
partners to assist Veterans they represent more quickly, efficiently, and electronically. 
 

 The Stakeholder Enterprise Portal (SEP) can be accessed anywhere to prepare 
electronic claims, upload supporting documents and submit the claim on behalf 
of the Veteran electronically to VA 

 SEP allows VSOs and other VA business partners to prepare and submit 
electronic claims along with supporting documents, which could help Veterans 
get their claims processed more quickly versus physically mailing in paper claims 

 
For more information please visit https://www.sep.va.gov/sep/web/guest/sep  
 
Rules Based Processing System (RBPS) 
RBPS is a feature in the electronic claims submission process accessed through 
eBenefits and SEP that automates the processing of changes to a disabled Veteran’s 
family member status. Requests for changes to family member status are fairly straight 
forward in most situations– when an eligible dependent is added, the Veteran receives 
an additional amount of money to their monthly compensation payment. Therefore, 
these requests lend themselves to automation more than other types of claims and 
requests. When the request is filed through eBenefits or SEP, RBPS determines if all 

http://www.ebenefits.va.gov/
https://www.ebenefits.va.gov/ebenefits/nrd
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requirements are met and if so, automatically grants the benefit, sends the Veteran a 
letter and deposits money in the Veteran’s account. 
 
Veterans who have at least a 30 percent combined VA disability rating may use 
eBenefits to: 

 Add a spouse  

 Add a child (or stepchild) under the age of 18  

 Add or update the status of a child (or stepchild) who is between 18 to 23 years 
old and is enrolled in an educational institution approved by VA  

 
If the Veteran requests to add a family member to their disability compensation award 
and is one of those described above, but the system cannot check all of the boxes – for 
any reason – the system sends the request to one of VA’s Veterans Service 
Representatives who processes it manually. 
 
As of February 5, 2015, over 55% of electronic dependency claims are processed via 
RBPS, which automates the process and the action is completed in one business day.  
 
To learn more about RBPS, please go to http://www.blogs.va.gov/VAntage/13707/new-
technology-automates-veterans-requests-to-update-family-member-status/  
 
Agent Assisted Access 
 
Technologies and processes used by VA employees, such as call center agents and 
Public Contact Teams (PCTs), to provide services and information to Veterans, 
Servicemembers and other stakeholders include: 
 
Customer Relationship Management / Unified Desktop (CRM/UD) 
CRM/UD combines 13 separate databases into one desktop application. This tool 
allows the Call Center Agents to access a wider spectrum of Veterans’ information 
without having to log on and close out separate applications. This enables Call Center 
Agents to provide higher quality customer service to the Veteran, families and 
Servicemembers. In the past Call Center Agents would have to log in and out of multiple 
databases, close windows and open new applications to answer Veterans calls. 
CRM/UD has allowed the Call Center Agents to respond quicker to questions and have 
more information readily available. 
 

 Over 9M calls handled by VA Call Center employees using CRM UD since June 
2012 

 CRM/UD is deployed to 7 VBA National Call Centers and 
o National Pension Call Center  
o San Juan Regional Office (RO)  
o Public Contact Teams  
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Knowledge Management (KM) 
Knowledge Management (KM) is an enterprise-wide solution to disseminate accurate 
and consistent general benefit information to VA staff, Veterans, beneficiaries, and the 
public in an intuitive, easy-to-use application.     
 
KM provides capabilities for Veterans, beneficiaries and public contact staff to achieve 
on-demand access to general information on benefits and services instantly, accurately 
and efficiently through one knowledge base. It also improves VA’s ability to successfully 
resolve issues for Veterans and beneficiaries on the first contact, eliminating call 
transfers and extended wait times while enabling agents to provide a wide variety of 
services to Veterans. 
 
For more information please see KnowVA Knowledge Base at 
http://www.knowva.ebenefits.va.gov/system/templates/selfservice/va_ss/#!portal/55440
0000001018?LANGUAGE=en&COUNTRY=us  
 
Voice Access Modernization (VAM) – Veteran-friendly telephone improvements 
Consolidated 8 call centers into 1 national queue, improving efficiency and utilization of 
call agents.  National queue allows calls to be routed, by caller need and preference, 
directly to an agent with the appropriate skill set.  
 
To better serve Veterans, family members and Survivors calling VA for assistance, VA 
implemented the Virtual Hold system in 2011.  Virtual Hold allows callers to record their 
name and phone number, and the system automatically holds their place in the queue 
and calls them back once an agent is available – an industry best practice. If a caller 
reaches VA’s National Call Center after normal business hours, the Virtual Hold system 
allows the caller to schedule an automated return call. The call is completed on average 
of one business day. VA’s Virtual Hold system has a 94-percent successful re-connect 
rate.  
 
National Call Center Service Enhancements  

 Special Veterans Service Organization (VSO) Line – Launched May 2013  
• Dedicated phone number for VSO agents to provide support on claims, 

the Stakeholder Enterprise Portal (SEP), and eBenefits 
• Communication with our partners enhanced and access increased 
• Over 156K calls answered – Wait time under 4.5 minutes with no 

blocked calls 

 Report of Death Interactive Voice Response (IVR) Prompt and Call Routing 
– Launched April 2013 

• New process assists Survivors during their time of grieving 
• Priority routing reduces wait time and sends Survivors directly to a 

specialist 
• Over 360K calls answered – Wait time of 14 seconds with no blocked 

calls 
 
 

http://www.knowva.ebenefits.va.gov/system/templates/selfservice/va_ss/#!portal/554400000001018?LANGUAGE=en&COUNTRY=us
http://www.knowva.ebenefits.va.gov/system/templates/selfservice/va_ss/#!portal/554400000001018?LANGUAGE=en&COUNTRY=us


 Dependency Pilot Rapid Response-Launched October 6, 2014 
• The Dependency Pilot was implemented at the St. Louis Call Center 

and the Phoenix Call Center 
• Processed over 12K dependency claims for the following 

circumstances at point of call and with reduced processing time: 
• Add a minor biological child 
• Add a spouse 
• Add a minor stepchild 
• Add a school-aged child 
 

VA continues to work on implementing new technology for the telephone systems, so it 
can then provide additional self-service options to its Veterans’ most common 
questions.  Potential self-service options will include, checking payment status, 
education benefits, claim status, and appeals status.  These inquiries make up 60% of 
the reasons for its calls.  As part of a future enhancement, the system will automatically 
play the monthly check amount immediately after the caller completes his or her 
Security Identification. For every question that can be answered by self-service options, 
whether by telephone or internet, there will be improved levels of service and more 
Veterans can be assisted each day. 
 


