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Spport for veteransandthei r fanil i es has d ways beenanati onal concernand
priority. 1n1626, the A ynouth @l ony passed al awthat providedlifetine
suppart for any sol dier woreturnedfrombattlewthaninury. 1n1789, the
@rtinenta Gngress passed anati onad pensionlawfor so dierswofought in
the Aneri can Reval ution. Rresident Linca nsignedlegislationin 1862 wi ch
aut hori zed nati onal ceneteries. In 1865, the National Honefor Vol unt eer
Sidersvasestadished, andhones for disad ed Gvil Vi vet erans vere opened
insevera |ocations throughout the country.

IN1919, the Uhited Sates Gvernnent Li fe | nsurance progranvas est adl i shed.
IN1930 angjar cosdidati ondf veterans servi cefuncti ans cocurred wen Rresi dart
Hoover signed a bi || whi ch establ i shed the \eterans Admini stration, an
i ndependent Federa agency that i ncorporatedthe \kt erans Bureau, Bureau of
Rersi ons, and Nti o Hnefor \Woluteer S ders.

DringVarldVer |1, the Nati on' s nest far-reachi ng programf or vet erans vas estall i shed wtht he passage
of the Servi cenen’ s Readj ust nent Act of 1944, alsoknown as “The G Bl of Rghts,” wichoffered! ow
inerest | cans to purchase hones, farns, o snal | busi nesses; unenpl oynent benefits; financia assi stance
for education;, andhealthcareandrehabilitati onservices. Utinately, in1988, recogni zingtheneedto
coordinatethefull range of servicesfor our Nati on' s veterans, Gongress establ i shed a newcabi net post
creati ngthe Departnent of \eterans Afairs (\A.

VAW I cotinuetotransform Today, thereare norethan 25 ml | i on nen and wonen who have servedinthe
anedforces. VAcuretly provideshed thcareadberefit servicestonnllios o veeerasasve | asdighle
survivors and dependent s of veterans. Theneeds of today’ sveteras adther famlieswl | cotinueto change
Wilethefuueveteranpopd aionwll nast likd ybesnaller, veteranswil | livel ager adnay requ readd ti od
hed thcareand berefit services. Asalpartnent, or visionfar thefuureis:

“ Asthe Department of \ieterans Affairs headsinto the 21st Century, wewill strive to meet the needs of the
Nation’s veterans and their families today and tomorrow. e will become an even more veteran-focused
organization, functioning as a single comprehensive provider of seamless service to the men and women
who have served our Nation. Wewill continuoudy benchmark the quality and delivery of our servicewith
the best in business and use innovative means and high technol ogy to deliver world-class service. We will
foster partner shipswith veteransand other stakeholders, making them part of the decision-making process.
Wewill cultivate a dedicated VA work force of highly skilled employees who understand, believe in, and
take pridein our vitally important mission.”

Thi s docunent, our first fornal VASrategi c Hanfor Enpl oyees, conmoni cates VA s nissi on, Vi sion, core
val ues, | ong-termgoal s and o ecti ves, and our shared commnt nent to serving veterans andthei r fanlies.
For noredetailedinfornati onregarding VA s | ong-termstrat egi ¢ di recti on, FY 2000 acconpl i shnent s and
pl anned achi evenent s for FY' 2002, | encourage youtorefer to VA s conpendi umof pl anni ng docunent s,
includingthe Srategic AHanfor FY2001 - 2006, FY 2000 Annual Rer f or nance Report, and FY 2002 Annual
Rerf ornance H an.

| amsi ncer el y honored and hunfol ed t o have been confirned as the Secretary for \eterans Afairs. | believe
deeply inouwr Cepartnent and amful |y conmittedto owr nissi onof servicetoveterans. V& have the finest
vorkforceinthe Federal Governnent, andtoget her we can nake aprofound differenceinthelives of our
Nation' s veterans andthei r fannl i es by achi evingthe goal s and obj ectives presentedinthisplan. |
strongl y encour age each and every enpl oyee to revi ewt hi s docunent and di scuss it wth your supervi sor
andpeers. It isextrenalyinportant that eachof usfully understands vihi ch goal s and o ecti ves our work
drectly supports and howour effarts affect thelives of veterans. Youare encouragedto use thi s docunent
tolearnnore about theful |l array of progansandfuntims\jyt grecarriedout throughout VA

Scretary, Departnent of \eterans Afairs




QAL 1

Restore the Capability of Disabled Veteransto the
Greatest Extent Possible and I mprove the Quality of
Their Livesand That of Their Families

VA will achieve this goal of restoring the capability of
disabled veterans by maximizing the ability of disabled
veterans, including special veteran populations, and their
dependents and survivors to become full and productive
members of society through a system of health care,
compensation, vocational rehabilitation, and dependency
and indemnity compensation.

Objective 1.1

Maximize the physical, mental, and social functioning of
disabled veterans including special populations of
veterans by assessing their needs and coordinating the
delivery of health care benefits and services

3 95% of discharges from Spinal Cord Injury Center
bed sections will be to non-institutional settings

Objective 1.2

Improve the quality of life and economic status of service-
disabled veterans and recognize their contributions and
sacrifices made in defense of the Nation

3 Customer orientation for the compensation and
pension program will be 90%

3 The program will achieve a National Accuracy
Rate (core rating work) of 96%

3 Overall satisfaction with the compensation and
pension program will be 90%
(recently established key measure)

3 The average time to complete arating-related action
will be 74 days

3 Theaverage appeal resolution time will be 365 days

3 The abandoned call rate will be reduced to 4%

3 Theblocked call rate will be reduced to 4%

Objective 1.3

Enable service-disabled veterans to become employable
and obtain and maintain suitable employment

3 70% of veterans exiting the vocational rehabilitation
program will obtain and maintain suitable
employment

Objective 1.4

Ensure survivors of service-disabled veterans are able to
maintain a minimum standard of living and income
through compensation and education benefits

3 Theprogramwill achieve a National Accuracy Rate
(corerating work) of 96%

3 Overall satisfaction with the compensation and
pension program will reach 90%

3 The average time to complete a rating-related
action will be 74 days

3 The abandoned call rate will be reduced to 4%
3  The blocked call rate will be reduced to 4%

QAL 2
Ensure a Smooth Transition for Veterans from Active
Military Serviceto Civilian Life.

Veterans will be fully reintegrated into their communities
with minimum disruption to their lives through transitional
health care, readjustment counseling services, education
assistance, and home loan guaranties.

Objective 2.1

Ease the reentry of new veterans into civilian life by
increasing awareness of, access to, and use of benefits
and services during transition

95% of veterans separating/retiring will participate in
benefits briefing prior to discharge
Objective 2.2

Assist veterans in readjusting to civilian life by enhancing
their ability to achieve educational and career goals

3 The MGIB usage rate will increase to 70%

3 The number of days to process original and
supplemental claims will be 10 days and 7 days,
respectively

3 95% of userswill be highly satisfied

3 97% of benefits paymentswill be accurate

Objective 2.3

Improve the ability of veterans to purchase and retain a
home through a loan guaranty program

3 The Foreclosure Avoidance Through Servicing
(FATS) ratio will be 40%
Veteran satisfaction will increase to 95%
Lender satisfaction will increase to 80%



VA s StRaTEG C

As we head into the new millennium, VA will continue its commitment to meet the needs of this Nation’s veterans
the goals, objectives, performance measures and targets necessary to achieve this mission. Each and every VA em
employees to be familiar with the Strategic Plan and identify how you support the goals, objectives, performance r

VA's Strategic Plan centers around four strategic goals and an enabling goal. These goals are One VA in nature,

lives of disabled veterans, veterans in transition from the military, the overall veterans population and their famili
major programs and management functions in order to achieve our strategic goals. In addition, the Srategic Pla
progress toward achievement of our goals and objectives. Thisis not a complete list of the measures used througt
Employees, we have provided examples of representative performance measures and targets used throughout the v
have also highlighted the Department’s “ key performance measures’ and their targets. These are indicated by a c
the “key performance measures’ as critical to the Department’s success, and they will be used to measure progres

VA leadership challenges all employees to become familiar with the Srategic Plan so that you can better understa
intended to improve the lives of our Nation’s veterans, their families, and the Nation as a whole. We also encoura

better understand the strategic direction of VA.

QAL 3

Honor and Serve Veteransin Life and Memorialize
Them in Death for Their Sacrifices on Behalf of the
Nation

Veterans will have dignity in their lives, especially in
time of need, through the provision of health care,
pension programs and life insurance. The Nation will
also memorialize them in death for the sacrifices they
have made for their country.

Objective 3.1

Improve the overall health of enrolled veterans including
specia populations of veterans through a health care
system characterized by convenient access, high quality,
satisfied patients, and cost efficiency

3 Improve performance on the Chronic Disease Care
Index Il to 82%
3 Improve performance on the Prevention Index |1
to 85%
3 72% of veterans will rate VA health care as very good
or excellent
3 90% of patients will be seen within 20 minutes of
their scheduled appointment at VA health care
facilities
3 90% of patients will be able to obtain a non-urgent
appointment with a specialist within 30 days of referral
3 90% of newly enrolled veterans will be able to obtain
an initial non-urgent primary care appointment within
30 days
3 VA will reduce the average number of Veterans
Health Service Standards problems reported in the
annual outpatient feedback survey to:
i Patient Education 26%
i Visit Coordination 12%
i Pharmacy 16%

3 95% of the root cause analyses will be complete and
in correct format within 45 calendar days from the
time an event becomes known

Objective 3.2

Provide alevel of income that brings eligible veterans and
their survivors up to a standard of living that ensures well
being and dignity in their lives

3 The program will achieve a Nationd Accurecy Rate
(corerating work) of 96%

3 Overall satisfaction with the compensation and
pension program will reach 90%

3 The average time to complete arating-related action
will be 74 days

3 Theabandoned call rate will be reduced to 4%

3 Theblocked call rate will be reduced to 4%

Objective 3.3

Enhance the financial security for veterans' families
through life insurance and other benefits programs

3 The percentage of blocked calls will be reduced to
1%

3 The accuracy of insurance disbursements will be
maintained at 99%

3 Disbursements will be processed in an average of
3 work days

3 95% of veterans will be highly satisfied with VA
insurance programs

Objective 3.4

Ensure that the burial needs of veterans and eligible
family members are met

3 88% of veterans will be served by a buria optionin a
national or State veterans cemetery within 75 miles
of their residence

3 100% of respondents will rate the quality of service
provided by national cemeteries as excellent

Objective 3.5

Provide veterans and their families with symbolic
expressions of remembrance

The percentage of headstones and markers that are
delivered undamaged and correctly inscribed will
increase to 98%



WD Bl NG GoaLs

and their families. This Employee Strategic Plan, a summary version of the Department’s Strategic Plan, lays out
loyee plays an important role in accomplishing the Department’s goals. That iswhy it is so important for VA
easures and targetsin the Plan.

eflecting the combined efforts of all VA organizations to deliver important services and programs that improve the
s, and the Nation at large. Each goal is supported by objectives that describe what results are needed from our
identifies some of the performance measures and their associated targets for FY 2006 that VA will use to gauge

out the Department, but illustrates ways in which we will monitor our progress. In this Srategic Plan for

A Strategic Plan to give you an idea of what we are striving to achieve. These are indicated by a bullet (-). We

heck mark (3). Although all of VA's measures are important to achieving our mission, VA leaders have identified
on our strategic goals.

d your role in supporting the Department’s mission and how you directly support the strategic goals that are
ge all employees to share the details of this plan with veterans and our Department’s stakeholders to help them

3 Thelnstitutional Review Board will achieve 100%
compliance with necessary National Committee for
Quality Assurance accreditation and maintenance

QAL 4
Contribute to the Public Health, Socioeconomic Well
Being, and History of the Nation

VA will support the public health of the Nation as a whole
through medical research, medical education and
training, and serve as a resource in the event of a
national emergency or natural disaster. VA will support
the socioeconomic well being of the Nation, our states,
and our local communities through the provision of
compensation and pension benefits, education,
vocational rehabilitation, insurance, and home loan
programs. VA will preserve the memory and sense of
patriotism of the Nation by maintaining national
cemeteries as national shrines and hosting patriotic and
commemor ative ceremonies and events that thank and
honor our Nation’s veterans and their families.

Objective 4.1

Advance VA medical research and development
programs to better address the needs of the veteran
population and to contribute to the Nation’s knowledge
of disease and disability

requirements

Objective 4.2

Ensure an appropriate supply of health care providers
for veterans and the Nation through sustained
partnerships with the medical education community

3 Medical residents and other trainees will grade
their VA clinical training experience with a score
of 85% or better

Objective 4.3

Improve the Nation’s response in the event of a
national emergency or natural disaster by providing
timely and effective contingency medical support
and other services

100% of VA-managed Federal Coordinating
Centers will complete at least one National
Disaster Medical System casualty reception
exercise every three years

Objective 4.4

Enhance the economic well being of the Nation
through veterans benefits and business assistance
programs

Veteran home ownership rate will be 12%
higher than the general population

Objective 4.5

Ensure that national cemeteries are maintained as
shrines dedicated to preserving our Nation’s
history, nurturing patriotism, and honoring the
service and sacrifice veterans have made

3 100% of respondents will rate the appearance
of national cemeteries as excellent



ENABLI NG GOAL

Create an Environment That Fosters the Delivery of
One VA World-Class Service to Veterans and Their
Families Through Effective Communication and
Management of People, Technology, Business
Processes, and Financial Resources

VA's “ enabling” goal is different from our four
strategic goals. This goal and its corresponding
objectives represent crosscutting activities that enable
all organizational units to carry out the Department’s
mission.

Objective E.1

Improve communications with veterans, employees, and
stakeholders to share the Department’s mission, goals,
and results and to increase awareness of benefits and
services for veterans and their families

85% of VA employees will indicate that they
understand VA's strategic goals

Objective E.2

Recruit, develop, and retain a competent, committed,
and diverse workforce that provides high quality
service to veterans and their families

i The aggregate score on the One VA Employee
Satisfaction Survey using FY 01 baseline will
increase by 10%

Objective E.3

Implement a One VA Information Technology (IT)
framework that supports the integration of information
across business lines and provides a source of consistent,
reliable, accurate, and secure information to veterans and
their families, employees, and stakeholders

i 100% of major VA IT systems subject to the
Capital Asset Management process will conform to
the One VA Architecture

Objective E.4
Improve the overall governance of VA and the
management of its business processes

| Customers will be satisfied with Shared Service
Center Services 85% of the time



Wo W SERE

Qur Gnti nuous Focus Gh Qur Nation's

\&t erans

Beginning with our Nation’s struggle for freedom more
than two centuries ago, approximately 42 million men
and women have served their country during war time
periods. Most (about 85 percent) served in one or more of
the four

Figurel
\et eran Popul ati on by Reriod of Service
(As of July 1, 1999)

) 5.8
Peacetime

* There were 3,400
World War |
World War |
veterans.
2.2 Source:
Gulf War era 1993 VA veteran
population estimates
and projections

Period of Service

Korean
Conflict

World War Il

) 8.1
Vietnam era
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Table 1l
P o ect ed Nunibber * of VA
Pograns Partici pants

FY 2001
Participants

Program

Medical Care Unique Patients 3,895,000
Compensation Veterans 2,285,000
Survivors/Children 302,000
Pension Veterans 363,000
Survivors 253,000
Education Veterans/Servicepersons 309,000
Reservists 71,000
Survivors/Dependents 49,000
Vocational Veterans Receiving 55,000

Rehabilitation Services
Housing Loans Guaranteed 250,000
Insurance Administered Policies 2,047,000
Supervised Policies (SGLI) 2,670,000
Supervised Policies (VGLI) 388,000
Burial Interments 88,000
Graves Maintained 2,447,000
Headstones/Markers 349,000

Provided

* Numbers are rounded to the nearest 1,000.

major conflicts of the 20th century, with World War 11
veteransrepresenting nearly 40 percent of all American war
participants. Today there are about 24.9 million veterans
living inthe United States and the Commonweal th of Puerto
Rico; 19 million of these veterans served during at least
onewartimeperiod. Therearealso approximately 45 million
family membersof living veterans and survivors of deceased
veterans. Figure 1 shows the population size of veterans
that VA serves by period of service. Table 1 shows the
number of participantsthat VA projectsto servein our major
program areas in FY 2001, and how we affect the lives of
millions of veterans and their families.

Wo W Are

VA smssionis “To care for hi mwho shal | have bor ne
the batt! e and for hi s wdowand hi s or phan. ”

Thesewords, spoken by Abraham Lincoln during his second
inaugural address, reflect the philosophy and principlesthat
guide VA in everything we do. President Lincoln’s
proclamation has captured America’'s commitment to many
generations of veterans, and it is an enduring symbol of our
support for those who have served. Today, President
Lincoln’'s statement reflects VA's inherent responsibility to
serve America sveteransand their familieswith dignity and
compassion and to be their principal advocate in ensuring
that they receive medical care, benefits, social support, and
|asting memorial s promoting the health, welfare, and dignity
of all veteransin recognition of their service to this Nation.

VA'stotal obligationsfor FY 2001 are projected to be $54.3
billion. Of that amount, $24.1 billion will be for
compensation and pension benefits, $6.4 billion for other
benefitsand programs, $23.5 billion will be spent on medical
care, and $323 million on burial operations and associated
benefits.

VA employs approximately 220,000 individuals (including
full and part-time employees) and almost 98 percent of these
employees provide direct services to veterans and their
families in VA field operations. VA has facilities in al 50
states, U.S. territories, and the District of Columbia. VA
provides services and benefits through the following 10
major business lines:

n  Compensation
n Medica Care

n Medical Research
n Medica Education

n  Pension

n  Education

n  Vocational Rehabilitation & Employment
n  Housing

n  Insurance

n  Burid

VA accomplishes delivery of veteran services through our
172 medical centers, 800 ambulatory care and
community-based outpatient clinics, 206 veteran centers,
57 regional benefit offices, morethan 24 military discharge
centers, and 119 national cemeteries.



