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Action PLAN





GOALS/OBJECTIVES 








GOAL:  To improve communication with staff and veterans by all segments of VA about all VA benefits and services.�
�
OBJECTIVE:


What specific things are we going to accomplish, which by themselves or in combination with other objectives will achieve the goal?�
TACTICS:


How is the objective to be achieved.  What are the intermediate steps along the way?  (May be only one step).  Each step along the way should have a measurable outcome and a milestone date should be indicated.�
MEASURABLE


OUTCOMES:


Metrics!!!!  How do you convincingly demonstrate to Veterans or other stakeholders (say, Dr. Kizer, GAO, OIG) that we’ve achieved the objective?  There may be measurable outcomes for the intermediate steps but the most important are the outcome measures to demonstrate achievement of the objectives and ultimately the goal.�
MILESTONES:


When will intermediate steps and the final objective be achieved?  Most importantly, when will the goal be achieved?  Specific dates are required.�
OWNERSHIP:


Who is accountable and responsible? *�
�
1.  Establish a committee of front line employees to improve knowledge about all VA programs�
�
�
10/99  Committee formed and at least one meeting held.  COMPLETED.�
Julie Brandt (VHA)


Guy Sakamoto (VBA)�
�
1.a.�
1.a.  Committee members identified and date of first meeting established.�
1.a.  List of names and date/time for meeting.�
1.a. Committee is currently meeting biweekly.  Tours of VARO and VAMC done to familiarize all staff with both facilities.�
Julie Brandt (VHA)


Guy Sakamoto (VBA)�
�
1.b.  Miscellaneous issues�
�
Various communications issues identified for resolution.�
3/00 Four broad areas of communication concerns have been identified: Information verification & eligibility issues (from VARO to VAMC); Phone numbers of VARO staff for VAMC staff (/Vs/ 1-800 number only); VAMC lack of 1-800 number (VARO receives many calls on their 1-800 number since VAMC does not currently have a 1-800 number); �
Julie Brandt (VHA)


Guy Sakamoto (VBA)�
�
�
�
�
�
�
Communication about policy changes prior to implementation (i.e. waiting list or other changes that will impact veterans and result in increased calls to VARO).�
�
�
Information packets





2.a.  Veterans Pamphlet�
�
2a.  A packet with a general description of the various programs and public contact numbers is available to front line staff at both the VARO and VAMC to give to veterans.�
1/00  Veterans and staff surveyed about frequently asked questions.  Template and subject index developed.  Wording and composition developed for many sections.  A few left to do.�
Julie Brandt (VHA)


Bob Secrist (VBA)�
�
�



2.b.  Employees Pamphlet�
�
2b.  A packet with a general description of the various programs and individuals with subject matter expertise and their phone numbers is available to front line staff at both the VARO and VAMC.�
1/00  Template and subject index developed. . Template and subject index developed.  Wording and composition developed for many sections.  A few left to do.�
Julie Brandt (VHA)


Bob Secrist (VBA)�
�
3.  Employee Education�
�
VAMC and VARO to combine efforts to provide supervisory training, customer service training and other training (EEO, diversity, etc.)�
a. Completed.


�
Bruce Stewart (VHA)


Betty Walker (VBA)�
�
�
Future training needs to be identified, a schedule established, trainers identified and classes held.�
Classes established in Tempo and updated with attendance (for VAMC).  VARO keeps own records.�
12/99


Request for prioritized topics for next year sent out.  Schedule being developed for 2000


1/00  Input received and schedule set (with instructors identified)�
Bruce Stewart (VHA)


Betty Walker (VBA)�
�
3.a.�
Information about the August training session to be shared with VARO so their supervisors can attend.�
VARO staff notified of topics, time etc..�
8/99  VARO has been provided information about the August session.


10/99  VARO has been provided information about the November session.�
Bruce Stewart (VHA)


Betty Walker (VBA)�
�
4.  One VA training�
�
The learning map and the information packet (2b above) will be used to train front line employees about VA activities and benefits.�
1/00  Initial classes to be held.  Classes scheduled for January 2000.





3/00  “Front line” employees are trained.�
Bruce Stewart (VHA)


Betty Walker (VBA)�
�
5.  Employee newsletter�
�
VAMC and VARO to publish a monthly newsletter (jointly).�
10/99  Completed (ongoing monthly).�
Bruce Stewart (VHA)


Betty Walker (VBA)�
�
6.  POW Outreach�
Identify POW’s, determine benefit status and work to determine whether any increases are warranted.�
Changes in awards of benefits�
12/00  �
Bruce Stewart (VHA)


Guy Sakamoto (VBA)�
�
6.a.�
Listing of POW’s seen at Boise VAMC.�
Listing of names, SSAN’s, C Numbers, phone numbers and addresses of POW’s seen at Boise VAMC.�
12/99 Completed 9/99.�
Bruce Stewart�
�
6.b.�
Listing of POW’s in VBA computer system.�
Listing of names, SSAN’s, C Numbers, phone numbers and addresses of POW’s in VBA data system.  Also, current S/C % status.�
12/99 Completed 12/99.�
Guy Sakamoto�
�
6.c.�
Listing of POW’s at State of Idaho Department of Motor Vehicles.�
Listing of names, SSAN’s, phone numbers and addresses of POW’s in DMV data system (if they can provide).�
12/99 In process.�
Guy Sakamoto�
�
6.d.�
Comparison of listings to identify any veterans or widows with potential for increased benefits.�
Listing of veterans and widows who might be eligible for increased benefits.�
3/00�
Bruce Stewart (VHA)


Guy Sakamoto (VBA)�
�
�



6.e.�
Outreach to Survivors of Guam, Wake and Cavite for any ex-POW’s or widows not in receipt of S/C benefits at maximum rates.�
Contact with members at monthly meetings and annual "Spring Fling"”�
6/00�
Bruce Stewart (VHA)


Guy Sakamoto (VBA)�
�
6.f.�
Schedule examinations as indicated and do ratings.�
Examinations completed and ratings done.�
12/00�
Bruce Stewart (VHA)


Guy Sakamoto (VBA)�
�



