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Introduction

In March 2023, the U.S. Department of Veterans Affairs (VA) delivered to Congress a
Department of Veterans Affairs 5-Year Modernization Plan of Benefits Delivery
Information Technology Systems. The original plan in 2023 outlining how VA would
modernize benefits information technology systems was required under section 701(b) of
Sergeant First Class Heath Robinson Honoring Our Promise to Address Comprehensive
Toxics Act of 2022 (PACT Act).

In the spirit of transparency, VA is releasing this 2024 Addendum to highlight:

e Progress made in 2023 and 2024,

¢ New insights gained;

e How systems modernization efforts so far are benefitting Veterans and survivors;
and

e How VA is enhancing the modernization plan based on Veteran feedback,
lessons learned, and emerging technologies and trends.

We are including in this Addendum an Executive Summary of Progress, an updated
Roadmap of Modernization Efforts, and updated Modernization Funding Estimates.

This 2024 Addendum outlines a modernization vision, principles, and pillars that align to
the original 5-Year modernization plan and to VA'’s overall Digital Transformation vision
to prioritize vision-driven execution and outcomes, operational and people excellence,
and delightful end user experiences for Veterans and the VA staff who deliver benefits
and health care services.

By providing this Addendum and engaging in transparency going forward, VA is
committed to ongoing and open communication with Veterans, Congress, and the
public about PACT Act-related systems modernization. Most importantly, VA
remains dedicated to keeping its promise to honor the Nation’s Veterans, their
families, caregivers, and survivors.
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Foreword

Joshua Jacobs, Under Secretary for Benefits, U.S. Department of
Veterans Affairs

Kurt DelBene, Assistant Secretary for Information and Technology and Chief
Information Officer, U.S. Department of Veterans Affairs

The PACT Act is enabling unprecedented collaboration across VA and empowering us
to deliver more earned benefits to more Veterans and survivors than ever before. VA
views the PACT Act as an opportunity to assess and address key system modernization
needs. With continued commitment to the modernization strategy outlined in the original
5-year roadmap delivered to Congress in 2023, we are maturing and evolving the
modernization plan based on feedback, lessons learned, and emerging technologies
and trends. In the first year of PACT Act modernization, we laid a foundation to
transform the Veteran experience and change how Veterans engage with VA, with
measurable results.

As a first priority for modernization in fiscal year (FY) 2023, VA focused on how we
could efficiently manage the anticipated volume of claims generated through VA’s
outreach to Veterans while supporting the rapidly expanding numbers of claims
processing staff. VA’s large-scale Veteran outreach program boosted not only PACT
Act claims but also overall Veteran engagement and benefits enrollment, resulting in a
record 39.3% increase in claims filed in FY 2023. Information Technology (IT) efforts
expanded options for how Veterans apply for benefits, offering more choices to meet
Veteran needs and preferences. Whether through the VA.gov website, our mobile app,
call centers, in-person, or VA-accredited representatives like Veteran Service
Organizations (VSO), Veterans can now access, understand, and manage their benefits
more effectively than ever before.

VA’s early and immediate focus on foundational system and data improvements made
this level of outreach and filing choice possible. Significant, impactful early completions
of IT efforts in the 5-year plan were contributors to VA’s success in processing nearly 2
million total claims in FY 2023 and 2.5 million claims in FY 2024. The record level of
claims processing was made possible by adding strength in numbers to our workforce
and ensuring they had the tools and technology to enhance effectiveness and efficiency
in claims processing. We strengthened skills and expertise, provided more training,
more support tools, faster search capabilities across evidence files, better workload
management, and consolidation of information enabling a better picture of the Veteran.

At the same time that we responded to immediate needs, we also put in motion 70
modernization efforts, many of which are long-term in nature. We have made significant
progress in the foundational work needed to modernize systems, as well as in building
the framework that allows for new capabilities, automations, and efficiencies. While
complete modernization in some areas will take several years, the vision of what will be
is quickly taking shape, and current improvements in functionality are already enhancing
the Veteran and employee experience. Among those are rapid adoption of flexible and
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resilient technologies that enable automation and enhance security. Early and ongoing
enhancements to architecture support VA’s ability to continue accelerating benefits
delivery and leverage the rich collection of data that will improve the Veteran
experience.

The allocated funding for Benefits delivery IT modernization allows us to accelerate the
pace at which we can bring our systems up to industry standards and deliver more for
Veterans and their survivors. The efforts described in section 5 of this addendum are all
planned and budgeted within current allocations. This includes refinements to existing
work and additional new efforts that are the culmination of greater insight into what it
takes to modernize our systems.

The past year of modernization under PACT Act also revealed challenges. When a high
volume of submissions on a single day in August 2023 caused 18% of Veterans who
filed claims for disability compensation under the PACT Act to receive error messages,
VA reached out directly to those individuals to confirm their intent to file would be
honored and effective date protected. We also did a full review of VA.gov processing
systems to ensure VA has comprehensive error handling in place. Our targeted
resolution process allows us to more accurately observe and quickly address issues in
our systems. A total of 56 automatic monitors are consolidated in a unified “watch
tower” where the health of VA systems is centrally discerned. VA is committed to
resolving issues quickly as they emerge and preventing them from happening in the
future.

The foundational work accomplished in FY 2023 allowed us to achieve the first set of
desired outcomes outlined on our original roadmap, which is described in more detail in
the Executive Summary. With this foundation in place, VA processed 2.5 million claims
in FY 2024, which is a 27% increase from last year’s record. In addition to faster, more
accurate claims processing, VA also expects to deliver improved stability and security of
systems, additional automation capability, better support tools for claims processors,
and improved workflow and efficiency in 2024. The momentum we have achieved to
date, coupled with the Administration and Congress’ commitment to Veterans,
empowers VA to make our vision a reality. In our second year of PACT Act
modernization, we anticipate building on this progress and continuing to grow VA’s
ability to serve Veterans faster, more accurately, and more equitably than ever before
while striving to deliver a world-class customer experience.
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Executive Summary

Over the last 2 years, VA has made substantial progress against our 5-year
modernization roadmap. We laid the foundation to support our vision of enabling a
journey driven, proactive engagement with Veterans that will change the way VA
delivers benefits and services, leading to increased customer service, higher utilization,
and better outcomes for the Veteran. The impact of our progress in 2023 is perhaps
best represented by the more than 400,000 new health care enrollments submitted
between March 2023 and March 2024. This more than 30% increase from the previous
year is directly tied to increases in service connectivity to specific conditions defined in
the PACT Act legislation. This is the largest number of enrollees in a single year over
the past 5 years at VA and a nearly 50% increase over pandemic-level enrollment in
2020. Enroliment at this scale would not have been possible without the efforts outlined
throughout this Executive Summary. In addition to the key accomplishments shared
here, we also offer insight into lessons learned and a look ahead at how our plans for
systems modernization are maturing to better serve Veterans, their families, and
caregivers, as well as earn their trust.

VA'’s progress outlined throughout this Executive Summary has been organized by key
accomplishments that span across all five modernization pillars:

@ Improved Veteran Experience
@ Increased Efficiency and Accuracy in Claims Processing

Improved System Architecture and Resiliency
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Outcomes of Early Completions and Foundational Work

In anticipation of the increased volume of claims that PACT Act would bring, VA
accelerated the timeline for planned systems modernization. Over the last 2 years, we
made notable progress against our 5-year roadmap, with a focus on transforming critical
systems and infrastructure from dated and disjointed to modern and connected. In FY
2023, VA made progress against 70 modernization efforts, resulting in the
modernization and enhancement of over 40 systems in a highly compressed timeframe.
This substantial investment laid the foundation for the accomplishments outlined here
and for the next stages of modernization.

As of August 2024, VA has 147 modernization efforts underway and is on track to
continue delivering substantial progress with each new year of modernization. While
many of our individual modernization initiatives are multi-year efforts, the incremental
nature of this work means benefits are already being realized by Veterans, their
families, caregivers, and beneficiaries as well as the VA workforce, which is outlined
throughout this addendum. The positive impact of these efforts will continue to ramp up
over time as our modernization plan matures and VA is able to leverage the foundation
now in place. (See Figure 1)

Benefit Systems Modernization by Year:
Modernization Efforts by Fiscal Year (projected 3% annual increase in new efforts added)
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Figure 1: Benefits Systems Modernization Efforts by Fiscal Year, as listed in the 2023 Plan and 2024 Addendum.
Outlying fiscal years show estimates for completions, additional efforts in progress, and efforts planned but not
in progress.

With the first and second year of Benefits systems modernization complete, VA’s many
lessons learned are reflected in the updates to our 5-year modernization plan. This
includes refinements to existing work and the addition of 73 new efforts that are the
result of greater clarity on what it takes to modernize our systems, all budgeted within
current allocations.
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System Modernization

Aligned Modernization Pillars:

Veteran Experience Claims Efficiency System Architecture Data Structure Employee Experience

The 701(b) 5-Year Modernization Plan is designed to move VA Benefits systems to a
level that matches the best technology in the industry. While this will take years to
achieve, several immediate improvements were made in FY 2023 and FY 2024 that had
significant impact on VA’s ability to handle the load of incoming enroliments and claims.

Monitoring and logging the performance of key systems like VA.gov and Veterans
Benefits Management System (VBMS) was one step in improving their resiliency—the
ability to stay up and running with no disruptions to Veterans or claims processors. VA
also added the capability to increase system capacity to handle the load of incoming
enroliments and claims by moving VBMS to the cloud, which helped its resiliency and
responsiveness. Other systems moved to the cloud as well, ensuring that VA takes
advantage of all the benefits that cloud-based systems offe—more efficiency and
flexibility, better data security, easier integration with other systems, as well as quicker
disaster recovery and backup.

To develop new technologies, VA increased the use of Application Program Interfaces
(API) that assist developers in creating new technologies faster and with greater built-in
security. In essence, APIs provide a jump-start for developers to begin their work.

VA'’s foundational modernization efforts also included decommissioning several legacy
systems, reducing VA’s system maintenance and security surface area, and freeing up
resources. Of the six legacy systems scheduled for decommissioning in 2023, three
were fully decommissioned and the schedule for three others was extended for a variety
of factors. Four systems included in this modernization plan are scheduled for
decommissioning in FY 2024.

Improvements in Data and Data Usage

Aligned Modernization Pillars:

Veteran Experience Claims Efficiency System Architecture @Data Structure Employee Experience

VA'’s ability to leverage the wealth of Veteran data greatly improved in 2023. By
integrating data from separate systems and cross-referencing information from sources
outside VA, a more complete picture of the Veteran is now available. This includes
centralized and consolidated data for Veteran demographics, service, deployments,
medals, awards, contact information, and Congressional district. This centralization of
data allows VA to identify new opportunities for outreach to Veterans, whether for PACT
Act or other purposes.

To further improve the security of Veteran data, in 2023, VA created more robust data
access and policy procedures, as well as improved governance by reviewing data

Page 12 of 121



requests, updating security settings, and reviewing security access in systems. These
changes not only support security but also enhance VA'’s reporting capabilities, enabling
data analysts to request additional data points to include in PACT Act dashboards
shared externally.

Increasing Veteran and Survivor Benefits Enroliment and Claims

In FY 2023, VA saw record numbers of health care enroliments, claims filed, and exams
conducted. To make this possible, VA conducted a large-scale Veteran outreach
program which boosted not only the number of PACT Act claims filed, but also overall
Veteran engagement and benefits enroliment. VA paired these outreach efforts with
expanded options for how Veterans and survivors apply for benefits, offering more
choices to meet their needs and preferences. VA’s focus on foundational system and
data improvements made this level of outreach and filing choice possible. VA’s efforts,
combined with the PACT Act’s eligibility expansion, resulted in 2.4 million claims filed in
FY 2024, a 38% increase in filings since FY 2022. (See Figure 2)

Benefits Claims Filed:

Foundations and Key Drivers of Increases

FOUNDATIONAL ;
WORK p KEY DRIVERS OUTCOMES

Expanded Benefits

Systems and

Architecture Enroliment Options A Record
Modernization 2.4 Milli
. illion
Large-Scale Veteran Outreach . .
! Claims Filed
Improved Data & -
OTTONTIOOMEE  Expanded Benefit Eligibility in FY 2024

under PACT

Figure 2: Benefits Claims Filed: Foundations and Key Drivers of Increases

Veteran Outreach

Aligned Modernization Pillars:

@Veteran Experience Claims Efficiency System Architecture Data Structure Employee Experience

Reaching out to Veterans started with improving data to identify them as candidates for
PACT Act. Not only did VA need to reach the “right” Veteran, but it also needed the right
contact information to connect with those Veterans. VA strategically increased the
accuracy of existing Veteran data through validating contact information, including:
notifying Veterans of invalid physical mail addresses so that they could update their
contact information and stay informed; validating about 350,000 Veteran phone
numbers as mobile or land lines to enable outreach via text; and integrating existing
Veteran contact information with multiple applications used in benefits processing.
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Data on Veterans exists in disparate systems for different purposes, and VA worked to
integrate data from those disparate systems to increase effectiveness. VA developed
data sets on Veterans and refined them by cross-referencing a Veteran with such
information as Medals and Awards recipients; Military Personnel, Service and
Deployment Data; and Veteran PACT Act Claims data. By cross-referencing across
data repositories, VA was able to build a more accurate and complete picture of

the Veteran.

That enhanced view of the Veteran enabled the development of Outreach Modules,
refined to target specific groups of Veterans in specific ways. Targeted email, text, and
mail campaigns achieved resounding success, as did in-person events held across the
country, with:

Over 982,000 emails sent;

Over 855,000 letters and postcards mailed;

About 657,000 texts sent to Veterans in VA’s first-ever text campaign; and
2,558 in-person events held.

Most importantly, early indicators of the impact of this outreach are positive. VA saw a
record 39.3% increase in claims filed in FY 2023, with increases in PACT Act claims
and other claim types, indicating the wide-ranging benefits of VA’s large-scale outreach
campaign.

Making it Easier for Veterans to Apply

Aligned Modernization Pillars:

@V&teran Experience Claims Efficiency System Architecture Data Structure @ Employee Experience

VA'’s outreach efforts drove Veterans to us, but to ensure that Veterans could enroll or
file a claim with ease, VA expanded options for how Veterans apply for benefits. VA
offered choices to meet Veteran needs and preferences, whether that be filing through
the VA.gov website, the VA mobile app, call centers, in-person, or VA-accredited
representatives like VSOs. Regardless of how they choose to interact with VA, Veterans
can now access, understand, and manage their benefits more effectively than ever
before. One specific example of this is the VA Profile enhancements on VA.gov, which
reduced manual data entry for Veterans by integrating known contact information and
prepopulating the data where possible. During call center phone conversations, VA
employees were provided automatic “helpful hints” about missing information via a chat
bot, prompting the employee to seek the relevant information or ask pertinent questions.
These enhancements to call center capabilities are already showing a positive impact
on the Veteran experience with 77% of survey respondents rating “satisfied” with their
experience in 2023, a 1.5% increase from 2022. Additionally, scores for trust and quality
are all on the rise increasing by 1.8% and 1.3% respectively between 2022 and 2023.
We expect to see this positive trend continue as VA rolls out additional enhancements.
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Increasing Veteran and Survivor Claims Processed

VA added many new features and capabilities to systems to handle the influx of new
claims, resulting in 2.5 million total claims processed in FY 2024, a record 47% increase
from FY 2022-24. Our early and ongoing architecture enhancements and system
modernization efforts supported VA’s ability to leverage the rich collection of data that
will improve the Veteran experience. This level of claims processing was also made
possible by adding strength in numbers to our workforce and providing them with tools
and technology to work as effectively and efficiently as possible. We strengthened skills
and expertise, provided more employee training, more support tools, faster search
capabilities across evidence files, better workload management, and consolidation of
information, enabling a better picture of the Veteran. (See Figure 3)

Veteran Claims Processed:

Foundations and Key Drivers of Increases

FOUNDATIONAL ‘
: KEY DRIVERS , OUTCOMES

Systems and Increased Staffing A Record
Architecture
Modernization 2.5 Million
Improved Employee Training Claims
and Support e
= Processed
Improved Data ¢ = T e '
and Data Usage nhanced Employee lools x
and Capabilities in FY 2024

Figure 3: Veteran Claims Processed: Foundations and Key Drivers of Increases

As of July 31, 2024, VA completed 2,081,627 claims, 27.7% greater than at this point in
2023. In July 2024, VA achieved the highest output month ever with 229,538 claims
completed in a single month—the sixth time to achieve over 200,000 completions since
first accomplished in January 2024. With the achievement of this milestone, VA’s top 10
best claims production months in agency history have all happened in the last 12
months. The impact of VA'’s increase in claims processing efficiency can also be seen in
measures like VA’s daily claims production average which moved to 7,713 in 2023, an
increase of 15.4% from the daily production average in 2022. For FY 2024, daily claims
production output exceeds 8,000 claims daily 96% of the time (203 of 212 working
days). VA is processing an average of 9,694 claims per day. (See Figure 4)
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Figure 4: Number of High Production Days in FY 2023 and FY 2024 where Daily Claims Production

exceeded 8,000, 9,000, or 10,000

These gains in daily processing capacity have also helped to tackle the backlog.
Currently, the backlog (claims over 125 days) remains a low percentage of the overall
claims inventory—approximately 27.5%, as of July 31, 2024. Because of VA’s efforts to
process claims more quickly and accurately, the current backlog is much lower than the
70.2% backlog in 2013, the last time inventory was nearly as high as it is now. (See

Figure 5)
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Figure 5: FY 2024 Inventory and Backlog as of July 31, 2024
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Increasing Staffing to Handle the Rapid Scale of Veteran Need and Load

Aligned Modernization Pillars:

@Veteran Experience Claims Efficiency System Architecture Data Structure @ Employee Experience

In anticipation of the response from Veterans, VA embarked on an aggressive hiring
initiative to increase claims processing capacity, hiring 6,000 new claims processors in
2023. VA's End User Services “Ready on Day One” initiative prioritized provisioning
new hires with the equipment, software, and access needed to be productive on their
first day on the job. In FY 2023, VA hired 70,205 new employees to support PACT Act
efforts. Of those new hires, over 98% had the equipment and accounts available on
their start date. Over 59,000 equipment provisioning requests were completed in FY
2023, a 39% increase in demand over FY 2022. (See Figure 6)

FY 2023 New Hires by
Administration

VHA 61,239

VBA 8,216

NCA 464
VACO 1,572

Figure 6: FY 2023 - New Hires by Administration

Improving Employee Training to Strengthen Skills and Expertise

Aligned Modernization Pillars:

@Veteran Experience Claims Efficiency System Architecture Data Structure Employee Experience

Aggressive hiring called for an equally robust effort to improve training for new hires and
get them up to speed as soon as possible. It takes about 24 months for a new employee
to reach full production performance. It is imperative to accelerate training and create
environments where trainees can practice on the most realistic simulated claims.

VA accelerated the ability to get new hires trained by upgrading the DEMO/VA Training
Academy (ACAD) Environment in 2023 to establish a 2-week start cadence for training
new employees in VBMS. The system was enhanced to mirror the production
environment and to use data that replicates what new claims processors would see in
an actual claims experience. In addition, the system provided new capability to practice
on more complex claims and those with higher error rates. This is designed to prepare
new employees more thoroughly to be productive and accurate.
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Enabling the Workflow of Claims Submissions and Decisions

Aligned Modernization Pillars:

Veteran Experience @ Claims Efficiency System Architecture Data Structure @ Employee Experience

As disability compensation claims are submitted, the workload must be balanced among
VA Regional Offices (RO). Modernization began in 2023 to address system limitations
within the VBMS Work Queue and to enable increased claims load. Similarly, re-
architecture of VBMS National Work Queue (NWQ) commenced to improve claims
management and on-demand distributions of claims to and from the field, which enables
better workload distribution. Both efforts will continue through the next 2 years to
increase efficiency in claims processing.

Enhancements to Automated Issue Management (AIM) also improved claims
processing efficiency by automatically dividing a complex claim into simpler, single-
issue contentions that can be processed individually and more quickly. This improves
the speed with which a claim can move through the adjudication process.

Job Aids for Claims Processors

Aligned Modernization Pillars:

Veteran Experience @ Claims Efficiency System Architecture Data Structure @ Employee Experience

A number of efforts in 2023 helped to reduce the amount of time it takes claims
processors to gather information and reduce manual input of information into VBMS.
One of the most beneficial job aids introduced to claims processors this year was Smart
Search, a capability added in VBMS to search text, images, and even handwriting
across a Veteran’s claim evidence folder, enabling processors to locate relevant files
within seconds. This drastically reduces the time it takes to search for and find relevant
documents by eliminating manual searching of the hundreds (sometimes thousands) of
documents found in a typical Veteran evidence file. Within 10 seconds, a typical search
on key words delivers a set of documents to the claims processor. Smart Search not
only increases efficiency but also increases accuracy by ensuring key documents are
not inadvertently overlooked during the search process. Over 540 million Veteran files
have been scanned for Smart Search, and almost 1 million documents are ingested and
scanned daily. More enhancements for Smart Search are in progress now.

Another timesaver rolled out in 2023 is the pre-population of Disability Benefits
Questionnaire (DBQ) Data of Medical Data for Ratings Decisions into VBMS. This
capability automatically transcribes DBQ data and imports it to VBMS ratings
calculators, eliminating what was a manual process that took up to 15 minutes per DBQ
rated issue. The pre-population of information not only increases claims processing, but
also eliminates the opportunity for manual errors.

Page 18 of 121



Decision Support for Claims Processors

Aligned Modernization Pillars:

Veteran Experience @Claims Efficiency System Architecture @Data Structure @Employee Experience

Providing tools to help claims processors make more accurate decisions is an
overarching goal of modernization and involves a variety of tools and capabilities,
including automation. Disability and health care ratings decisions are made using
calculators, so updated human physiological systems and calculators have been
implemented to remove any risk of using outdated evaluations on claims. In addition,
systems were updated to offer automatic “helpful hints” and reminders for claims
processors when they encounter a complex claim. The system can now recognize when
a claim has a number of attributes and makes suggestions to consider as part of the
rating decision. VA also rolled out a new summary document that indexes all the
information and provides the claims processor with a recommendation rating. The
ultimate rating decision is always left to the claims processor, but these tools help
ensure that all factors are considered. All decision support automation tools are
rigorously tested and piloted before being rolled out to regional offices.

Expanding the Ability for Systems to Handle the Influx of Claims

Aligned Modernization Pillars:

Veteran Experience Claims Efficiency System Architecture @Data Structure Employee Experience

In preparation for the expected influx of claims brought on from VA’s large-scale
outreach efforts and expanded enrollment options, VA conducted extensive system
analysis and targeted testing to identify any immediate limitations that would need to be
addressed. While all benefits systems were analyzed, key systems such as VA.gov and
VBMS were given priority for testing, capacity analysis, and resiliency should an outage
occur. Based on the results of this analysis and testing, VA prioritized and accelerated
moving underlying infrastructure and architecture to the cloud to support this claims
influx. This resulted in both improvements in reliability and increased load handling.
These efforts occurred in tandem with outreach and hiring initiatives to ensure that VA
could manage the increased load and to support future claims surges. As a result, VA
processed 2.5 million total claims in FY 2024, a record 47% 2-year increase from FY
2022 to FY 2024. With each claims surge VA learns new lessons on how to better
prepare for future surges and grow our baseline processing capacity year over year.

Progress and Lessons Learned

The Impact of Modernization Progress

The foundational work delivered in 2023 and 2024 helped VA move closer to achieving
our vision. From enabling large-scale Veteran outreach to significant improvements in
claims processing, the technology advancements made over the last year will ultimately
help VA transform the Veteran experience. Our focus on systems modernization moved
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VA further away from the limitations of legacy systems and set us on a path toward
offering Veterans and VA employees systems that match the best technology in the
industry. VA has grown our strength in numbers with more claims processors on board
than at any point in VA’s history, and more will be added to support our ability to deliver
more benefits to more Veterans than ever before. Throughout the surges in claims seen
in 2023, VA's Benefits systems handled the influx of claims and applications, helping VA
reach a new record of nearly 2 million total claims processed in FY 2023. Thanks to the
foundational modernization work accomplished over the past year, VA processed 2.5
million claims in FY 2024, a new record and more than 27% increase from FY 2023’s
record.

Lessons Learned

Throughout these gains in progress, VA learned many lessons that are helping inform
our plans going forward. First and foremost, VA has adopted an end-to-end approach to
product rollout. As part of our modernization efforts in 2023, it was clear that all
systems, from claims application to decision notification, need to be considered during
every stage of planning and product roll-out. This approach also informed how we
manage systems testing. Testing every system along the Veteran journey for resiliency
and evaluating every Veteran-technology interaction point to ensure performance is
critical to successful systems modernization at VA, particularly in support of large-scale
Veteran outreach efforts.

The first year of Benefits systems modernization under PACT Act, and the associated
multi-year funding availability, also presented VA with the opportunity to pivot to a more
holistic approach to systems modernization planning. The multi-year horizon of Cost of
War Toxic Exposures Funds (TEF) has allowed us to plan multi-year modernization
efforts differently compared to the typical year by year appropriation process. This has
allowed decision making to focus on the most efficient and effective way to develop and
deploy modernizations, without the constraints of what can be accomplished with a
single year of funding.

Looking Forward

The accomplishments in FY 2023 and FY 2024 will allow VA to mature beyond the first
stage of modernization where the priority was ensuring VA had capacity to handle the
increased volume of claims. We are now entering the next stage of modernization,
where the priority will be helping to ensure our workforce can do more work, more
efficiently. While our modernization plans continue to mature and specific needs come
into focus, TEF investments allows us to accelerate the pace at which we can bring our
systems up to industry standards and deliver more for our Veterans, all within budgeted
allocations.

As we look ahead to VA'’s focus over the next year, there are several key areas to note.
First, based on feedback from Veterans and VSOs, VA will be putting more focus on the
systems that Veterans interface with directly to improve the Veteran experience. This
includes a redesign of the Veteran health care enroliment experience to help Veterans
understand all additional benefits for which they may be eligible. VA is also expanding

Page 20 of 121



the community partner platform to ensure partners assisting Veterans can see
everything available to each Veteran they support. The effort to redesign the National
Call Center (NCC) to a modern platform with chatbots and other modern features will
further improve interactions with VA for Veterans, family members, and survivors.
Finally, VA is launching a new Transition Assistant to help Veterans as they onboard to
VA, ensuring they understand and enroll in all benefits for which they are eligible.

VA is also focused on maturing our data integration and usage capabilities. This year,
VA will create a consolidated view of Veteran interaction history with VA and enhance
access to toxic exposure data to support proactive outreach, health care enroliment,
claims processing, and health research. VA will also move toward real-time updates
versus monthly pushes for changes to Veteran data to improve how quickly VA can
leverage enhanced Veteran information. Additionally, VA will expand its use of strategic
measurement tools across the enterprise to leverage not only sentiment analysis data,
but also operational and behavioral data, to better understand unmet Veteran needs.
VA is rolling out a prioritized and sortable list of Veteran pain points, sorted by their
relative severity, the number of Veterans they impact, and the comparative strength of
existing research into the problem. This list will enable VA to strategically target the
gaps between Veteran expectation and experience, ensuring VA is prioritizing the right
problems according to Veteran needs.

VA will continue system enhancements and automation to further improve efficiency
and accuracy in claims processing and the employee experience. Additional
modernization to VBMS NWQ will further enable VA'’s ability to support increased claims
loads, as well as increase the speed of claims processing and the distribution of
workload between regional offices. Supporting the establishment of additional Appeals
Modernization Act (AMA) claims in VBMS will reduce reliance on workarounds and
legacy systems to perform critical claims actions, as well as give users more robust
decision data history.

Finally, VA plans to continue the modernization of systems and decommissioning of
legacy products as outlined in detail in section 5 of this 2024 Addendum. A large part of
our focus includes continued modernization of the Benefits Integration Platform (BIP),
which will provide the technology scaffolding that supports operations and day-to-day
access of more than 26,000 claims processors. BIP modernization efforts will enable IT
development teams to begin their work within hours, rather than months, of claims
submission and will provide standardized processes for delivery, security, and cost
allocation.

VA continues to monitor the technology landscape for ways to take advantage of flexible
and resilient technology and ways to accelerate improvements to architecture and data
integration. As new trends emerge and technology evolves, it is imperative that VA
remain at the ready to continue to refine the modernization roadmap to capitalize on
these opportunities.

But perhaps the more pivotal opportunity PACT Act legislation has created for VA is that
there are now more Veterans enrolled and receiving benefits than ever before. Through
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this unprecedented action and response, VA's vision continues to be sharpened by the
magnitude of Veteran experiences we now can see and learn from. VA'’s ability to
realize its modernization vision depends on our ability to respond to Veteran feedback,
apply lessons learned, adapt to the ever-changing technology landscape, and align the
right resources and technology to the best possible Veteran experience.

Rising to this opportunity requires us to remember every day that the unprecedented
progress we have achieved is not VA'’s alone to claim. VA’'s many stakeholders—
including Veterans, their families and caregivers, VA employees from technology to the
field, the VSO Community, and members of Congress—have taken positive, proactive
action to change the way we interact together, to ensure those who served receive the
benefits they earned. It is VA’s ongoing commitment to be transparent and accountable
to earn our stakeholders’ continued partnership and trust, which is imperative to our
success.
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Section 5: Modernization Roadmap

The modernization efforts outlined throughout this section will continue to
improve claims processing efficiency and speed, system resiliency,
accessibility and compliance to section 508, and the management and use of
data to empower VA employees and create a singular, proactive benefits
experience for Veterans.

The targeted modernization outcomes remain the same today as outlined in the original
modernization plan. The roadmap is organized by the five overarching modernization
pillars that enable VA to respond to the PACT Act effectively across Fiscal Years 2023 —
2027. (See Figure 7)

Modernization Pillars and Outcomes

FY 2026

FY 2027 ‘

Future State

’ FY 2023 ‘ FY 2024 FY 2025
|

Improved “VA notifies me “| receive benefits faster and
Veteran about PACT ACT" easier than ever”
Experience
Increase Efficiency |EEE#ETERGIELT Fast Tracked Claims
in Claims & Routing Decisions
Processing

Improved System
Architecture and
Resiliency

Intagrated Scalable

Improved Data
Infrastructure
and Use of Data

Limited Predictive Use of
Data to Enable Outcomes

Targeted Outreach
and Support

“VA reaches out with new
information on my benefits”

Claims Automation Enablement

Interoperable

Single View of Veteran Journey
from Enlistment to Legacy

“l receive personalized support
from VA on my benefits”
Proactive Outreach and
Engagement
Composable Plug and Play
Positive Reaction to
Moments that Matter

Improved Employee, Increase Training and

Experience and
Efficiency Job Tool support

Streamline and Interaction
Workflow

Improved Decision Support,
Awards, Workload Management

Automation-enabled Focus on
Specialized Veteran Support

Figure 7: Modernization Roadmap Outcomes from FY 2023 — FY 2027

The following sections, 5A through 5E, describe the specific modernization efforts that
have been identified to date that will help achieve the desired outcomes in support of
the PACT Act. This includes relevant updates to the 96 efforts included in the original
modernization plan, details for 73 newly added efforts included as part of the natural
evolution of the plan, and indicators for the initiatives that are in progress, complete, or
planned. It is expected that the mapping of work efforts to pillars, outcomes, and
anticipated execution time frames will continue to mature as VA assesses the actual
impact of the PACT Act over time. VA is committed to continuously evolving this plan as
priorities are refined, resource constraints are better understood, new technologies are
developed, and cross functional efforts are leveraged to support faster scalability and
adoption. See Appendix: System Disposition Status for a list of systems and their
modernization status from FY 2024-27.
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Understanding Modernization Development Approaches

VA carefully considers how to approach the development of each modernization effort
we undertake. We leverage industry best practices and consider the impact of each
modernization effort on VA’'s information systems ecosystem as a whole to include
ensuring the security of VA information and systems. Diversifying our approach to
development allows VA to deliver high quality 508 compliant solutions to Veterans faster
with the greatest information security. Today, VA uses five primary development
approaches for modernization, detailed below. These labels have been assigned to
each initiative in section 5 and the percentage breakdown of each can be found in
Figure 8 on page 26.

Commercial/Government Off-The-Shelf (COTS/GOTS)

Commercial or Government Off-The-Shelf solutions are essentially “ready for use” when
purchased and can be configured to better serve specific VA needs. The advantages of
these solutions include reduced development time and maintenance and developer
expenses.

Custom

Custom solutions are developed in-house by VA when industry solutions do not offer
the features or security required. The advantages of Custom solutions include builds
that meet exact needs, VA Intellectual Property ownership, reduced security risks, and
process optimization advantages.

Microservices

Microservices are a set of software applications designed for a limited purpose that
work together to form a bigger solution. The advantages of Microservices include
reduced development time and ease of build, deployment, scale, and maintenance.

Platform as a Service (PaaS)

PaaS solutions offer a complete development and deployment environment in the cloud.
The advantages of PaaS include elimination of expenses and management of software
licenses, infrastructure, and middleware, along with access to container orchestrators.

Software as a Service (SaaS)

SaaS solutions require no physical hardware and are completely hosted in a cloud
environment. The advantages of SaaS solutions include flexibility, reduced hardware
and maintenance expenses, reduced development time, and enhanced security.

Under Consideration

Many efforts in section 5 that are further out on the Modernization Roadmap are still
under consideration for the best development approach and have been marked as
such. These will be updated in the future as development approaches are determined.
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Development Approach Breakdown:

Percentages of Development Approach for all Modernization Efforts

4% 1%1%

6%

m Custom

m Paas/SaaS

m Under Consideration
= COTS/GOTS

= Microservices

© Other

22%

66%

Figure 8: Development Approach Breakdown: Totals and Percentages of Development Approach for all
Modernization Efforts
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5A: Improved Veteran Experience

Enhancing the Veteran experience (VE) during the moments that matter is at the heart
of PACT Act IT modernization. The goal of the targeted efforts below is to enable an
improved and accessible Veteran experience regardless of how a Veteran engages with
VA. By incrementally increasing the use of data to provide personalized
communications and engagement while also making the processes more accessible
through improvements to compliance to section 508, the Veteran will feel more
supported by VA. (See Figure 9)

Note: Efforts marked as “NEW” are assigned to the fiscal year in which they will
commence. While these efforts follow the same numbering convention as those
included in the original plan, they are organized by their scheduled fiscal year of
execution. This may lead to a non-chronological arrangement of effort numbers

throughout section 5.

Improved Veteran Experience

FY 2023 FY 2024 FY 2025 FY 2026 FY 2027 Future State
“VA notifies me “I receive benefits faster and “VA reaches out with new “I receive personalized support
about PACT ACT” easier than ever” information on my benefits” from VA on my benefits”

Figure 9: Improved Veteran Experience Outcomes from FY 2023-27

FY 2023-24 Modernization Outcome: “VA Notifies me about PACT Act”
VA is leveraging existing Veteran data to provide targeted notification and outreach.

The PACT Act allowed VA to grow our outreach capabilities to notify Veterans of their
expanded benefits eligibility and improve the Veteran experience when interacting with
VA. The efforts below tie directly to increasing VA's ability to reach Veterans impacted by
PACT Act and share information about their benefits. All initiatives in this section are
funded in the FY 2023 appropriations or are included in the FY 2024 President’s
Budget.

VE.1 Improve the Disability Compensation Claimant Experience

System: VA.gov and VA Profile | Anticipated Execution: 4-5 Years |
Development Approach: Custom | In Progress Effort

Disability compensation is one of the top five most used VA Benefits and the program
is responsible for distributing the most money to Veterans. Digital claim submission
(compared to paper) offers unique opportunities to support claimants during the
submission process. Improving the VA.gov disability compensation application will
reduce the burden of applying for benefits for Veterans and their families while also
making claim data more accurate and actionable for people and systems
downstream.

This initiative can enable the following:
e Guide the disability compensation submission experience by helping
applicants answer the appropriate questions based on their circumstances,
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offering smart suggestions for describing disabilities and in-service events,
and exposing relevant eligibility information based.

e Reduce the burden on applicants by pre-filling existing VA data such as
service, medical, and benefits history.

e Improve the dependency verification and adjustment processes.

e Implement a clear way to measure how well VA’s digital disability workflow
is performing to track changes over time based on real Veteran feedback
and data.

Elaboration: Serious deficiencies in the observability and end-to-end traceability of
digital claims submissions were discovered over the course of FY 2023, resulting in a
significant portion of the product development bandwidth being redirected to initiatives
aimed at improving observability and remediating the claims of Veterans affected by
system failures. This work is still ongoing and limits the amount of product
development bandwidth available to devote toward the initiatives outlined in this work
effort.

Highlight: VA has deployed substantial updates to VA form 21-526EZ to mitigate
failures and add functionality, including migrating the automatic Intent to File to a
more robust API| and ensuring that Veterans can continue to file claims regardless of
the ability to recall or create Intents to File. Submission stability has increased by
fixing bugs and solidifying retry and backup processes -- ensuring 100% of claims are
successfully established. Claims for increase for Veterans already at the scheduler
maximum have been reduced by improving in-form content and education, and there
have been updates to reduce the burden of processing additional claims when
Veterans already have a claim pending. Next, VA is working towards an updated
online 526-EZ that aligns with paper form updates related to toxic exposure.

VE.2 Improve the Benefits Management Claimant Experience

System: VA.gov-Enterprise Notification Platform (ENP), Veteran Text Message
Appointment Reminders (VEText) |

Anticipated Execution: 1-3 Years | Development Approach: Custom | In
Progress Effort

The claim management experience includes some of the most-used features on
VA.gov, providing users with information and tools to make the most of their VA
benefits while avoiding unnecessary debts and other negative outcomes. The claim
status tool is the most visited page on VA.gov and has a satisfaction score of 2.6 out
of 5. Depending on which system a user checks (VA.gov, eBenefits, call center), they
may see a different status. As such, it is a real source of anxiety for Veterans and
their families who are awaiting claim decisions. Benefits management improvements
will be prioritized across the VA.gov landscape and within the mobile app experience.
This initiative can enable the following:

¢ Provide clear, detailed, and actionable claim status updates that reduce
Veteran anxiety and negative bias about moving the claim process forward.

e Leverage VA's enterprise notifications platform (VA Notify) to provide
actionable, unified communications on benefits via email and text.
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e Learn how to keep a Veteran in an authenticated state when moving from
the mobile app to the contact center, that is when a Veteran calls for more
information about a claim status after viewing the claim on the mobile app.

e Enable digital decision letters for download. Help Veterans who have
accrued VA health care debts to manage them more easily with a
streamlined waiver workflow and debt management portal.

Highlight: VA made considerable advancements with this effort. Digital decision
letters are now accessible, and the waiver process for VA health care debts is
streamlined. Additionally, the reliability of the Claim and Appeal Status Tool on
VA.gov is improved, making it easier for Veterans to view and manage their claims
online and quickly locate the information they need. New features include:

e A user-friendly interface that is easier to navigate and locate needed
information.

¢ Real-time notifications providing up-to-date information about claim status
instantly.

¢ Mobile optimization, allowing the Veteran to manage a claim a phone or tablet
from anywhere.

e Claim details presented more clearly, making it easier to understand the status
and next steps.

Additional initiatives to make information in the tool clearer and more actionable are
underway but have not yet been released to Veterans due to the intentionally
ambitious nature of the planned enhancements and the complexity of the systems
involved to develop and deploy them.

VE.3 Make it easier to complete registry exams via Veteran Exposure Team —
Health Outcomes Military Exposure (VET-HOME)

System: VET-HOME | Anticipated Execution: 5 Years |

Development Approach: COTS/PaaS | In Progress Effort

To make it easier for Veterans to complete mandated registry exams, VA is
establishing the VET-HOME contact center. The primary objective of VET-HOME is
the completion of registry exams, which are voluntary, focused medical evaluations
provided at no cost to Veterans who may have been exposed to a wide range of
chemical, physical, and environmental hazards during their military service. VET-
HOME will also support clinicians with questions about military environmental
exposures (MEE), including PACT Act related information. By establishing the VET-
HOME contact center, VA will enable:

e Centralized intake for completion of registry exams including the ability to
schedule exams, which will make it possible for VA to alert Veterans of
possible exposures faster.

e Multiple communication options to maximize Veteran access to VET-HOME
resources to include telephone, online portal, and the development of chat.

e Centralized information for clinicians who are evaluating Veterans for possible
exposures, which will also expedite the evaluation process.
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VE.4 Provide accurate information from VA employees to Veterans via the VA
Knowledge Management System (KMS)

System: KMS, AskVA, eGain | Anticipated Execution: 1-2 Years |
Development Approach: SaaS | In Progress Effort

To ensure Veterans receive clear, consistent, and accurate information from VA
employees, the VA operates an enterprise KMS. For PACT Act, new exposure-related
information was formulated by subject matter experts (SME) regarding VA
adjudication to Veterans, VSOs, the medical community, insurance companies and
the public. PACT Act modernization efforts will increase tool capacity as users seek
PACT Act information to address inquiries. This tool will enable VA employees to
provide Veterans with uniform, accurate, and timely information about VA’s burn pit
and toxic exposure services, PACT Act claims eligibility and processing.

VE.6 VBMS Core, Ratings, Awards - Document Generation Modernization
System: VBMS | Anticipated Execution: 2-3 Years | Development Approach: Custom | In
Progress Effort

The VBMS Core, Ratings, Awards Document Generation Modernization effort directly
supports decommissioning a legacy letter/document generator, Personal Computer
Generated Letters. This initiative will centralize the management and generation of
award documents into VBMS, allowing users to generate and manage all award
letters within VBMS. This capability will provide a consistent and singular
methodology for document creation, eliminate the need to copy and paste between
applications, and reduce the number of letter customizations required.

VE.8 Enterprise Veterans Self Service

System: EVSS | Anticipated Execution: 5 Years | Development Approach:
Custom | In Progress Effort

The Enterprise Veterans Self Service (EVSS) program houses the legacy benefits
management portal known as eBenefits, where Veterans and their dependents
manage certain benefits and documents online. Following VA'’s digital modernization
strategy, the most useful and most utilized features of eBenefits have been re-
platformed to VA.gov, the agency’s primary online self-service platform. A handful of
remaining eBenefits features are under review to determine if and how they might be
migrated to VA.gov. In addition, EVSS houses the Stakeholder Enterprise Portal
(SEP), which allows certain third parties and VSOs to submit claims on behalf of a
Veteran. As of this writing, VA is during research and planning on how to reimagine
this use case of SEP and will need to obtain the requirements.

Status: EVSS efforts have been initiated; however, as VA.gov modernization efforts
have evolved, the anticipated execution of 1-2 years has been extended to 5 years.
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VE.10 Improving reliability for the VBA NCC Customer Relationship
Management Unified Desktop Optimization (CRM UD-O)

System: CRM UD-O, VOICE | Anticipated Execution: 5 Years |

Development Approach: COTS/SaaS/PaasS | In Progress Effort

The NCC receives over 60 million calls a year with questions and concerns related to
benefits delivery. As a result of the PACT Act, VA anticipates call volume to increase
by up to 25% at the NCC and for inquiries to become more complex. Therefore, it is
essential for the underlying technology to be modernized to support more users and
new workflows. Today, the application is not integrated with core VA services such as
VA Profile and must become more interoperable to ensure Veterans get the most
accurate information possible when they call into NCC. Modernizing the Customer
Relationship Management (CRM) system that contact center agents use to answer
calls will enable:

e Improved reliability of the contact center so that outages and disruptions
are minimized.

e Increased speed to call completion by enhancing the workforce
management tools inside the CRM.

e Improved call satisfaction by improving the workflows and providing
agents with accurate data from systems across VA.

VE.11 VA.gov Comprehensive Improvements

System: VA.gov | Anticipated Execution: 5+ Years |

Development Approach: Custom | In Progress Effort

VA.gov is the agency’s primary Veteran-facing online tool, providing everything
needed for Veterans to learn about, apply for, track, and manage their VA benefits
and health care. VA’s goal is to deliver the best online experience in the Federal
Government by building digital services using modern software development
practices common in the private sector.

VA.gov is broadly comprised of two main components. At its core is the Veteran-
facing Services Platform, which serves as the common framework for building
cohesive products. The platform includes robust deployment, security, and monitoring
systems in addition to a sophisticated governance model that ensures quality code,
accessible content, and consistent product design. The VA.gov products built upon
this platform include everything from the benefit-related content on the website, the
online applications that content leads users to and various tools to help Veterans
manage their relationship with VA. Modernization efforts pertaining to the PACT Act
include:

e Delivering information about available benefits and eligibility requirements
under the PACT Act, through the publication of new, pain language content.
Content modernization also includes removing duplicative content and
rewriting jargon or otherwise inaccessible content.

e Providing secure access to online tools through modern, National Institute
of Standards and Technology-based login credentials (login.gov, ID.me).
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o Elevating actions Veterans need or want to take, such as uploading
evidence for a claim application, checking the status of a claim, or
reviewing recently added documentation, through ongoing updates to the
personalized dashboard.

¢ Improving the disability claim application experience, for example by
reducing burden through pre-filled answers, as described elsewhere in this
document.

e Improving the claim management experience, such as adding more
detailed, actionable claim status, as described elsewhere in this document.

e Providing actionable, unified communications on benefits via email, text
message and mobile push notification through expanding VA'’s enterprise
notifications platform (VA Notify).

VE.12 Measure the Veteran Experience — Veteran Signals (VSignals)

System: VSignals | Anticipated Execution: 1-2 Years |

Development Approach: SaaS | In Progress Effort

VA will not know how successful Veteran Experience initiatives are unless VA
measures success. Today, VA operates an enterprise Customer Experience (CX)
measurement tool called VSignals to get feedback directly from Veterans. VA plans to
build PACT Act-specific surveys that will capture iterative feedback on initiatives such
as the VET-HOME contact center or upgrades on VA.gov. This feedback will tell VA
whether initiatives are meeting the mark and what further improvements are
necessary to improve the Veteran experience. By leveraging VSignals to collect,
analyze, and manage CX data for PACT Act, VA will enable:

e Dashboards that provide CX insights into PACT Act initiatives that VA can
use to prioritize feature enhancements.

¢ Initiative-specific feedback that product development teams can use to
improve products (for example, if satisfaction is found to be low after
completing a PACT Act-related call with the Veterans Experience Office
(VEO) Contact Center, the product team can improve the PACT Act
workflow in the CRM).

VE.13 Improving Veteran Access to Clinical Specialists (Salesforce)

System: Salesforce (SF) Provider Connect | Anticipated Execution: 1-2 Years |
Development Approach: SaaS/PaaS | In Progress Effort

The Provider Connect program continues to break down barriers for Veterans to
receive care, regardless of their location. Provider Connect enables primary care
providers (PCPs) to utilize a streamlined portal for immediate access to specialists.
This capability eliminates long wait times for Veterans and physicians to connect with
specialists and obtain recommendations, resulting in more efficient care and
outcomes for Veterans. Additionally, the Provider Connect program reduces the need
for unnecessary follow-up consultations, mitigating associated scheduling challenges.

The expansion of Provider Connect into additional specialties will create a scalable
enterprise solution for connecting Veterans to care. By including PCPs and specialists
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with expertise in toxic substance exposure, Provider Connect will allow Veterans to
access an even wider scope of treatment. The Provider Connect solution is integrated
with the CRM ecosystem, allowing for the ability to support the surge in PACT Act
care cases.

NEW: VE.17 Improve Third-party Claims Submissions — (SEP)

System: EVSS, SEP, VA.gov, Accredited Representative Portal (new) |
Anticipated Execution: 4 years | Development Approach: Custom |

In Progress Effort

The SEP, which is housed by Enterprise Veterans Self Service, allows certain third
parties and VSOs to submit claims on behalf of a Veteran. The modernization work
planned for EVSS and SEP is the migration of several EVSS services to modern
platforms, like VA.gov and Lighthouse infrastructure. These efforts will improve
accessibility and reduce the burden on Veterans and accredited representatives
seeking benefits, services, and assistance from VA. Legacy EVSS systems will be
slated for deprecation and decommissioning when migrations are complete.

Highlight: VA is migrating Stakeholder Enterprise Portal features to VA.gov as part of
a multi-year effort. In 2024, VA deployed a VSO and Accredited Representative
Search on VA.gov, enabling Veterans to search for representatives directly on VA.gov
instead of navigating to the Office of General Counsel’s subdomain. In addition, VA
deployed a Representative Status Widget that enables VA.gov users to understand
their current representative status. VA is working to next migrate the capability for a
representative to accept or decline power of attorney.

NEW: VE.18 Improving Veteran Benefits Awareness — Benefits Discovery
Service (BDS)

System: BDS | Anticipated Execution: 6 Years | Development Approach:
Custom | In Progress Effort

The burden is currently on Veterans to be aware of VA’s array of benefits, understand
each benefit’s eligibility requirements, and apply to the benefits that align with their
personal needs. As a result, Veterans underutilize the benefits they are entitled to.

The BDS is a new VA system providing APIs that handle interpreting a given set of
Veteran data and returning a list of benefits for which the Veteran is eligible. The BDS
APIls may then be integrated with other VA systems and programs to bring benefits
recommendations to a variety of Veteran touchpoints. This proactive approach to
benefits education will dramatically improve how VA delivers benefits to Veterans and
reduce their reliance on third parties and word of mouth knowledge sharing.

NEW: VE.25 Veteran Outreach Low Code/No Code Enhancements (Salesforce)
System: Veteran Outreach Salesforce Application | Anticipated Execution: 2-3
Years | Development Approach: SaaS/PaaS | In Progress Effort

The Veterans Outreach Salesforce solution will provide a case management tool that
integrates VA/DoD ldentity Repository (VADIR) data to identify separating service
members, distribution and tracking of workload for outreach to Vet Outreach
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Specialists and capture and monitor Veteran engagement. Currently, VetCenters do
not have a streamlined mechanism to identify, delegate, and provide outreach to
separating Service members as they transition to civilian life, which makes it difficult
for Veterans to be aware of the specialty services that are provided by the Veteran
Outreach Center. There is direct need to ensure that departing Service members are
contacted and made aware of the availability of these services.

NEW: VE.26 Improving VA OmniChannel Communication with Veterans —
Seamless Experience

Systems: Chatbot, Voicebot, and Live Agent | Anticipated Execution: 7 Years |
Development Approach: PaaS/Microservices | In Progress Effort

VA intends to modernize the technology platform that supports the use of Live Agent
and chat interactions, which will improve reliability, stability, and a tighter integration
with our existing CRM platforms. This Omnichannel effort will modernize existing
Veteran-facing communication approaches as well as augment them with new, digital
communication channels. This enables Veterans to have more choices for getting
information and resolving their questions and needs. This work targets the VA
Chatbot, Voicebot, and Live Agent initiatives. VA plans to further enhance the VA
Chatbot by continuing to leverage new Natural Language Understanding frameworks
to improve intent-matching from Veteran inquiries to the VA.gov Chatbot. Continued
adoption of the newest, approved frameworks will drive greater efficiency in Veterans
accessing information or answering questions about their benefits. This will allow us
to improve the customer experience of Veterans utilizing Live Agent.

NEW: VE.27 Creating Seamless Experiences for Veterans

Systems: Chatbot, Voicebot, Live Agent | Anticipated Execution: 5 Years |
Development Approach: PaaS/Microservices | In Progress Effort

Currently there are a variety of Veteran-facing communications channels through
which Veterans can engage with the VA. These channels are not linked, from channel
to channel, making the Veteran experience confusing. For example, status
notifications are not linked to Veteran in-person or telephone interactions, which leads
to situations where the VA has notified a Veteran of a status change, but the contact
center agent is not aware of that notification. The goal of this effort is to streamline
and harmonize these engagement channels so that the information the Veteran
receives is consistent, no matter which channel the Veteran uses. This initiative is
currently in its research and case study phase.

One of the initial studies explores how additional Veteran engagement channels can
address and relieve the high volume of VBA NCC calls for information on claims
application status. An authenticated chatbot experience could provide Veterans with
current claims status information and answers to common claims questions, freeing
NCC staff to address more complex inquires. The research on the implementation of
this seamless experience will help shape modernization plans across other channel-
to-channel hand-off points in VA.
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FY 2024-25 Modernization Outcome: “VA is making benefits faster and easier
than ever.”

Modernization enabled efficiencies in benefits delivery result in noticeable increases in
the ease and speed of processing for the Veteran.

The next phase of improving the Veteran Experience focuses on the increased use of
data to reduce the burden on applicants. The initiatives in the section will do just that by
pre-filling existing VA data, increasing Veteran self-service capabilities, creating a
streamlined process for Veteran correspondence, and providing a singular methodology
for document generation. Each of these improvements is aimed at providing Veterans
with a faster, more streamlined claims processing experience. Any resourcing
requirements are included in the FY 2024 President’s Budget or will be addressed
through either the application of existing VA resources or the formulation of the
President’s Budget.

VE.5 Provide 24/7, high-quality customer support to Veterans via VEO Contact
Center on VA Customer Experience System Recovery Platform (VA CX SRP)
System: VA CX SRP (previously White House VA Hotline, WHHL), Calibrio |
Anticipated Execution: 5 Years | Development Approach: PaaS |

In Progress Effort

The VEO Tier 1 Contact Center was created in 2017 to provide Veterans with live
agent support that is accessible 24/7. The highly trained staff are available to answer
questions related to assistance with VA programs and benefits, as well as refer
callers to more specialized teams in the event of complex inquiries or sensitive topics.
VA anticipates the passage of the PACT Act will increase call volume to the VEO
Contact Center via MYVA411, and there will need to be more staff and specialized
training to properly respond and route exposure-related inquiries. Enhancements to
the VEO Contact Center will enable:

e Improved case tracking to ensure a caller who has a PACT Act related
concern gets the information they need or is routed to the appropriate
program office.

e Improved workflows that are specific to PACT Act, ensuring callers get the
resolution they need in one call.

VE.7 Enterprise Correspondence Management Solution

System: Cross-Functional Capability, including VBMS | Anticipated Execution:
5 Years | Development Approach: Custom | In Progress Effort

Modernization requires a solution for Veteran correspondence generation, as well as
secure authenticated electronic and printed correspondence delivery, storage, data
capture, and reporting. This VA enterprise-level solution will create and maintain
standardized letter templates, content, logic, and enclosures and will provide VA with
a more dynamic and agile method of updating letters and other correspondence
content. It will be designed with accessibility features. This effort enables an increase
in efficiency with claims and appeals processing as well as a decrease in claims
quality errors.

Page 35 of 121



e NEW: Automated Document Generator (ADG) Enhancements
System: VBMS | Anticipated Execution: 5 Years |
Development Approach: Custom | In Progress Effort
VBMS ADG enhancements will allow Compensation Service to generate
batch letters that are automatically uploaded to VBMS eFolder without any
additional action. Additional enhancements will enable visibility into all
upload feeds so that documents that fail to properly upload will be
automatically reprocessed. Claims processors will be able to review export,
process, and reprocess individual files.

e NEW: Automatic Document Generator (ADG) Management Tool
System: VBMS | Anticipated Execution: 5 Years |
Development Approach: Custom | In Progress Effort
ADG will replace the legacy Batch File Import (BFI) application as a part of
the broader efforts to decommission Virtual VA (VVA) and streamline
application usage through the reduction of IT systems needed to process
compensation award actions. At its core, it is the document intake system for
handling the ingestion and processing of files supporting the business side of
VA. ADG as the modernized document management tool will ultimately
accelerate claims processing.

Highlight: VA initially deployed the ADG Management Tool in VBMS in
2024, enabling VBA users to more efficiently manage batch documents
feeds at a basic level even as full capabilities continue to be developed.

VE.9 Improving the experience when getting care outside of VA via Community
Care CRM (CommCare-CRM)

System: CommCare-CRM | Anticipated Execution: 4 Years |

Development Approach: COTS/PaaS | In Progress Effort

The Community Care Contact Center (CCCC) helps Veterans, family members and
caregivers understand how to access health care outside of a VA medical center
(VAMC). This helps individuals who would otherwise have to wait to be seen by VA,
or who do not live close to a VA facility, get care faster and provide VBA with medical
evidence. With the increase in beneficiaries because of the PACT Act, VA expects
more people to contact CCCC for help navigating VA's Community Care options. New
CRM workflows will be added to enable:

e Improved call resolution by ensuring agents have the information they need
to answer PACT Act-specific inquiries.

e Improved routing for complex, PACT Act-related needs by leveraging
integrations with other VA systems.

NEW: VE.14 Veteran Education Benefit Tools (VEBT) Enhancements

System: VEBT | Anticipated Execution: 12 Months |

Development Approach: Custom | In Progress Effort

As more Veterans qualify for PACT Act benefits, many will also be eligible for
education benefits. This modernization effort will improve capabilities of Comparison
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Tool, Feedback Tool, Gl Bill Dashboard, Education Forms, Verify Your Enrollment,
Statement of Benefits, School Certifying Official webpage, display WEAMS Public
data and functionality in Comparison Tool, and create new online Education Forms.
This VEBT collection of tools provides Veterans information to make decisions on
attending institutions of higher learning, to provide feedback on institutions of higher
learning, to apply online via forms for education benefits, to verify enroliment, and to
view personalized benefits.

NEW: VE.15 Measuring Veteran Experiences Across the Enterprise - EMACS
Systems: VSignals, ESignals | Anticipated Execution: 3-4 Years |

Development Approach: SaaS | In Progress Effort

VA currently operates an enterprise CX contract called EMACS that leverages two
programs dedicated to measuring experiences: VSignals, which gathers feedback
directly from Veterans, and ESignals, which gathers feedback from VA staff who build
and manage Veteran services.

With the advent of the PACT Act, VA is substantially increasing investments in
modernizing the products that facilitate claims submission and processing, benefits
delivery, auto adjudication, and more. While each of these initiatives may track its
own outcomes, EMACS ensures that VA captures vital data on the Veteran and
employee experience to validate whether or not our products help to serve Veteran
needs and if there are any areas for improvement. This includes PACT Act-specific
surveys on 701(b) modernization efforts, PACT outreach effectiveness, and the health
care experiences of Veterans who have sustained Toxic Exposures. The iterative
feedback obtained will help teams evaluate progress, validate improvements, and
develop insights into new opportunities for enhancement and modernization.

EMACS itself must be enhanced to accommodate a greater scale of measurement
need and ensure we have visibility into all of our products. This includes (1)
developing improved measurement intake and prioritization processes, and (2)
evaluating and adopting an underlying software vendor that can support the
anticipated scale of internal and external surveying and measurement.

NEW: VE.19 Establish Joint Veteran State and Territory Eligibility Portal (JV-
STEP)

System: JV STEP | Anticipated Execution: 6 Years |

Development Approach: SaaS | In Progress Effort

Approximately 200,000 service members transition from active military service every
year. These transitioning service members receive targeted communications from
their State or Local Department of Veteran Affairs (DVA upon separation about
potential state benefits; however, there are service members and Veterans who fall
through the cracks. Having this joint portal between VA and DVA’s will provide an
opportunity to reengage with these Veterans such that local, state, and Federal
benefits can be combined in a manner that optimizes outcomes. At the end of this
project, all 50 U.S. state and 14 territory DVAs will be enabled with access to the JV-
STEP.
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This project will provide improved outreach support and data sharing with the DVA,
enabling enhanced communications with select Veteran cohorts who might benefit
from new federal legislative initiatives, for example, PACT Act, Blue Water Navy.

VE.20 Modernize Women'’s Veteran Contact Center (WVCC)

System: WVCC | Anticipated Execution: 8 Years |

Development Approach: SaaS | In Progress Effort

The WVCC requires the replacement of its legacy CRM platform with a modern
enterprise COTS product to better support call center agents as they provide critical
customer service to Women Veterans. WVCC'’s legacy CRM platform faces several
challenges, including outdated user functionality (requiring frequent manual efforts
across multiple systems) and a lack of technical support (only one resource with the
in-house knowledge to sustain the current system). The proposed solution would
consolidate information and functionality into one modern platform, reducing
enterprise risk by supporting a better customer experience for employees and
Veterans. This effort is directly aligned to VA’s Enterprise Contact Center
Modernization strategy of updating and standardizing enterprise call center CRM
platforms. The proposed solution may be developed using known vendors and
frameworks (Microsoft Dynamics or Salesforce), which would significantly reduce
implementation risk and simplify future enhancement and sustainment efforts for
Office of Information and Technology (OIT).

NEW: VE.22 Unmet Need Research — CX Measurement (VSignals)

System: VSignals | Anticipated Execution: 5 Years |

Development Approach: SaaS | In Progress Effort

CX over IT Systems is utilizing a service design perspective to align the systems in
the Veteran Experience Services (VES) portfolio. CX is considering Veteran-facing,
VA staff-facing, and backend support technology to all be part of an omnichannel
stack. All parts must work in concert to create a strong customer experience. To
accomplish this, the CX team is grounded in the unmet Veteran’s needs. The CX
team will focus on the following initiatives:

CX Catalog of Service Blueprints;
Identifying Hot Spots;

Building seamless experiences;

Seamless Pilots (including slow rollout); and
Automation and Streamlining.
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NEW: VE.23 Modernizing the tools to support Veterans in crisis - Veterans
Crisis Line (VCL)

System: VCL Medora, Salesforce VCL Medoraforce, Salesforce VCL Chat |
Anticipated Execution: 5+ Years | Development Approach: SaaS |

In Progress Effort

The VCL helps refer Veterans to various applicable VA benéefits in the pursuit of
helping them out of a crisis situation.

VCL is engaged in a broad IT infrastructure multi-year modernization project, which
includes a significant move to a modern, customized COTS enterprise-level CRM that
will better position VCL for modern and innovative operations, so that its mission can
be met year on year. Along with the efficiencies and security improvements brought
about by leveraging a COTS solution, VCL is integrating its CRM with VA benefits and
eligibility systems. This will enable VCL staff to access a Veteran’s eligibility
information and better support Veterans in crisis with access to critical benefits and
services (for example, mental health benefits, employment benefits, and so forth).

This CRM modernization will also allow VCL to better collect information about
Veterans in crisis, better analyze trends among Veterans who reach out to VA in
crisis, improve quality of care, and improve quality and consistency of referrals for VA
benefits and services.

The foresight of the PACT Act on the relationship between toxic exposures and
mental health is evident in its section 507 requirement to study such relationships,
and VCL is poised to meet Veteran mental health needs with its planned
modernization efforts.

NEW: VE.24 Veteran Transportation Benefits Modernization

System: BTSSS | Anticipated Execution: 1-5 Years |

Development Approach: SaaS/PaaS/Custom | In Progress Effort

The Beneficiary Travel Self Service System (BTSSS) is an online application that
manages the delivery of travel benefits to Veterans and their caregivers. Several
modernization efforts are planned for BTSSS, including: a migration of BTSSS's
Veteran facing interface (Travel Claim Portal) to VA.gov, developing APIs for modern
BTSSS integration with other Veteran channels like kiosks and facility help desks, and
implementing initial rule-based auto-adjudication in BTSSS. These efforts will enable
easier online accessibility for Veterans, greater Veteran access to travel benefits,
faster receipt of travel benefits by Veterans, more consistent adjudication of claims,
and greater efficiency for BTSSS agents so that they can focus on more complex
claims.

NEW: VE.29 Modernizing Member Services Contact Center Tools to Enhance
Veteran Access to Benefits

System: MS CRM, Workload Reporting and Productivity (WRAP) | Anticipated
Execution: 5 Years | Development Approach: COTS/PaasS | In Progress Effort
Member Services Customer Relationship Management (MS CRM) is a modernized
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platform for the Member Services contact center to serve Veterans and beneficiaries
seeking health care enroliment and access to other VA benefits such as
homelessness support. Contact center staff provides services through customer
interactions and case management solutions, with a goal of achieving “first-call
resolution” for Veterans, their families, community providers, and VA staff. MS CRM
enables contact center staff to quickly identify Veterans and find benefit details with
seamless access to multiple VA service lines, regardless of the platform, and serves
as a key avenue for Veteran enroliment.

MS CRM itself is a long-running modernization effort to replace and decommission
the WRAP system. The migration to MS CRM and its subsequent iterative
enhancements will give contact center staff greater access to existing Veteran profile
information, benefits information, and interaction history, enabling a better Veteran
experience. In addition to that broader modernization effort, there is PACT Act-
specific work for MS CRM also planned, for example, adding Toxic Exposure Risk
Activity (TERA) functionality to First Party and Clinical Pharmacy Resource
applications within MS CRM, and other TERA enhancements.

NEW: VE.30 CX Catalog and Service Blueprints

System: Omnichannel | Anticipated Execution: 5 Years |

Development Approach: Other | In Progress Effort

The CX Catalog and Service Blueprint initiative identifies opportunities for
modernization and enhancement through in-depth research into a specific Veteran
journey and all of the systems involved with that journey. The output of this research
are detailed service blueprints that document the interrelationships between involved
systems (and team ownership), which serves as a clear foundation for identifying
inefficiencies, opportunities for modernization and enhancement, and areas for
improved team collaboration.

Initial efforts have focused on PACT-related Veteran experiences, like with newly
enrolled Veterans in obtaining pharmacy benefits, and with booking examination
appointments, including toxic exposure screenings. Following that, efforts are planned
for the Veteran journey around travel benefits/claims adjudication. The team is
continuing to build out its research roadmap and are considering other VA journeys,
including those involving benefits delivery and the use of benefits-related data.

NEW: VE.31 Enabling Third-Party VA Partners to Better Serve Veterans with
Status Query and Response Exchange (SQUARES) Improvements

System: SQUARES | Anticipated Execution: 6 Years |

Development Approach: SaaS | In Progress Effort

An ambitious modernization effort is planned for VA's SQUARES, a web application
that provides VA employees and external homeless and suicide prevention "service
organizations" with reliable, detailed information about Veteran eligibility.

This effort centers around a redesign that targets both growing SQUARES's reach
across VA service organizations and simplifying its access and experience, ultimately
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making SQUARES easier to use for a wider set of VA employees and partners. A
redesigned point of service eligibility tool (with an easy benefits reference process
and a new internal administrative workflow) will enable faster adoption of SQUARES
by new service organizations. And a similarly streamlined user onboarding process
will allow VA employees and service organizations to quickly get their staff onboarded
and engaged with SQUARES. Finally, an enhanced search experience will provide
Veteran eligibility information tailored to the specific needs of VA employees and
service organizations and the specific Veteran services they provide.

SQUARES is a critical system that leverages VA's broad and growing network of
service organizations and local community partners to expand Veteran access to aid
and services, and these new modernization investments will only further magnify
these efforts.

NEW: VE.32 Claim Status Definition Expansion and VA Notify Setup

System: VBA Corporate Database (CRP) | Anticipated Execution: 6-12 Months |
Development Approach: Custom | In Progress Effort

To effectively communicate a claim status to Veterans and their caregivers, VBA is
implementing enhancements to the CRP, which feeds benefits information to VBMS
and is integrated with VA.gov. These enhancements include a definition statement for
each existing claims status provided to VA.gov from VBMS and an automated SMS
text sent via VA Notify to the Veteran to update them on where their claim is in the
benefit application process.

NEW: VE.33 Updating of VA Forms in VBMS

System: VBMS | Anticipated Execution: 5 Years |

Development Approach: Custom | In Progress Effort

This effort modernizes the VBMS Forms Library to continually update the catalog of
VBMS forms to the most current version. These forms are essential attachments to
VBMS letters sent to Veterans, their dependents, and third-party entities as part of the
VBA claims process. This will ensure Veterans and their beneficiaries receive the
most current forms, improving speed and accuracy of claims processing and
administrative updates.

Highlight: The VBMS Forms Library was updated in January 2024 with official forms
versions as of that date. Continuous forms updates are required due to PACT Act or
program improvements.

NEW: VE.34 Enable Veteran-centric transaction tracing of key interactions
Systems: Cross-Functional Capability, including VBMS, VA.gov, Veterans
Health Administration (VHA) Enrollment | Anticipated Execution: 1-2 Years |
Development Approach: Under Consideration | In Progress Effort

When Veterans initiate customer experience transactions with VA, the breadth and
complexity of VA systems involved in those flows make it difficult to trace the status of
those transactions. Veterans and customer service staff cannot easily know the status
of a benefit application or other request, and it can be difficult and time-consuming for
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VA technology teams to diagnose issues with transactions. This effort seeks to
enhance the systems involved with key Veteran transactions with monitoring and
logging tooling so that the path of an application can be tracked more easily.

The initial effort will focus on tracing the progress of a Veteran's digitally-submitted
application, across VA systems—from its submission on VA.gov through to when it
arrives and is processed at its final system, for example, VBMS, Veteran Health
Administration Enrollment System, and so forth. However, this approach can be
extended to many other systems at VA. Funding will enable reuse and reimaging of
integration points to facilitate data linkages between frontline Veteran Experience
systems.

FY 2026-27 Modernization Outcome: “VA reaches out about new information on
my benefits.”

VA proactively engages with the Veteran to inform and educate on new and relevant
benefit eligibility or offered products.

Currently Veterans reach out to VA to request more information to apply for a benefit
they are aware of; VA wants to shift this paradigm. When a Veteran meets a condition
of eligibility due to time in service or disability rating, VA will notify the Veteran of the
additional benefits and services available to them because of their new eligibility status.
As modernization efforts and data interoperability mature, VA hopes to enable the
usage of Veteran data and streamlined benefits processing to proactively notify and
engage with the Veteran to aid in the application of additional eligible benefits.

Future State Modernization Outcome: “l receive personalized support from VA on
my benefits.”

VA partners with the Veteran to strategize and maximize the use and sequencing of
benefit investment for personal advancement.

The desired future state for Veteran engagement with VA is a truly personalized,
intuitive, and interactive experience, enabled by data, that fundamentally changes how
the Veteran sees VA. VA will capture Veteran data at every VA interaction point to
deliver personalized, proactive, and event-driven communication with Veterans during
the moments that matter.
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5B: Increased Efficiency in Claims Processing

To support the increase of claims processing efficiency and accuracy needed to deliver
under the PACT Act, VA is committed to the efforts outlined in this section. Investments
in these initiatives support our goal of improving the time it takes to process a claim and
ultimately enable a future state of proactive outreach and engagement. These efforts
also support increased Employee Engagement by provided automation capabilities,
tools, and industry forward solutions to our workforce. (See Figure 10)

Note: Efforts marked as “NEW” are assigned to the fiscal year in which they will
commence. While these efforts follow the same numbering convention as those

included in the original plan, they are organized by their scheduled fiscal year of
execution. This may lead to a non-chronological arrangement of effort numbers

throughout section 5.

Increased Efficiency in Claims Processing
FY 2023 FY 2024 FY 2025 FY 2026 FY 2027 Future State

Faster Claims Intake Fast Tracked Claims . . Proactive Outreach and
. . Claims Automation Enablement
& Routing Decisions Engagement

Figure 10: Increased Efficiency and Accuracy in Claims Processing Outcomes from FY 2023 — FY 2027

FY 2023-24 Modernization Outcome: Faster Claims Intake and Routing

Modernization efficiencies will enable faster intake and routing of specific PACT Act
contentions, with the launch of the Virtual Regional Office (VRO).

The initial efforts to improve claims processing focus on leveraging automation to
improve the claims intake process and evidence gathering, improve document search
functionality, and improve claims workload management. All initiatives in this section are
funded in the FY 2023 appropriations or are included in the FY 2024 President’s
Budget.

CE.1 Launch and use the VRO platform

System: VRO | Anticipated Execution: 6 — 12 Months |

Development Approach: Custom | Completed Effort: 12/2023

The VRO is a VA-owned suite of services built on Lighthouse Delivery Infrastructure
with a continuous Authority to Operate (ATO). The Lighthouse Delivery Infrastructure
has been in place since 2018 and supplies the APIs necessary to connect approved
organizations to VA data. It offers existing connections to important benefits data
sources and systems, which makes it a fruitful sandbox for any team with an idea or
prototype to improve benefits delivery and management. VRO supports VBA’s
Automated Benefits Delivery (ABD) products as they scale and sets product and
technology standards as it matures. This initiative can enable the following:

e Build a network of key data connections by integrating with VA OIT APIs (such

as Lighthouse Benefits APIs, BIP eventing service and Claims Evidence API)
for use by product development teams working within the VRO Platform.
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e Create a first-class developer experience by supporting product development
teams building on the VRO platform, creating new platform features and
improving the software testing process.

e Define high standards for design, product and engineering work and track the
metrics VRO platform and VRO product teams need to measure success.

Outcome: Developers now have a modern, flexible, secure environment where they
have access to digital claims data and metrics, giving them a platform in which they
easily build, test, and deploy software to improve the claims process for Veterans and
claims processors.

CE.2 AIM of Claims, Workload Management,

and Reporting

System: VBMS | Anticipated Execution: 6 Years |

Development Approach: Custom | In Progress Effort

Initial AIM capabilities enabled issue-based routing versus claims-based routing in
December 2022. Updated AIM capabilities allow additional reporting features,
workload management and improved contention-level data for claims processing. AIM
operates parallel to ongoing claim automation efforts, integrating the features to
maximize VBA claims processing efficiencies. This initiative enables issue-based
critical claims to be prioritized in the workload, such as those of PACT Act Veterans
with cancer conditions, Veterans experiencing homelessness, and those Veterans in
the most need based on the severity of disability.

Status: Since December 2022, AIM has supported VBA Claims Automation
Capabilities, enabling expedited processing of some claim contentions by automation
while other contentions must be manually processed. AIM allows additional reporting
features, workload management, and improved contention-level data for claims
processing.

CE.3 Smart Search within Veteran eFolder

System: VBMS | Anticipated Execution: 6 — 12 Months |

Development Approach: Custom | Completed Phase One: 06/2023

Smart Search introduces natural language search and Machine Learning (ML)
capabilities to the Veteran evidence file (eFolder), providing the ability to search
extracted text for eFolder documents. The effort enables increased claims
throughput through fast, smart access to eFolder content and data, decreasing
claims processing time and touchpoints. It also enables future automation
capabilities, the ability to search more quickly and review the development and
rating of a claim more rapidly throughout the claim process.

NEW Phase 2: Anticipated Execution: 2 Years | In Progress Effort

Smart Search within Veterans eFolder will transition the ability to “smart search” all
records from a third-party vendor to VBMS. The enhanced ability to search within
the Veterans eFolder using Optical Character Recognition (OCR) data significantly
reduces the lag in syncing data available to be searched. Phase 2 of this
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multiphase project will incorporate the ability to search Federal Tax Information and
Enroliment System Redesign (ESR) documents, chart search API, and incorporate
the automation of Automated Review Summary Document for all new documents.

CE .4 Interactive Rating Assist (IRA) to Reduce Rating Claim Errors

System: VBMS | Anticipated Execution: 6 Years |

Development Approach: Custom | In Progress Effort

The primary goal of IRA is to seek claim attributes and enhance VBMS intelligence to
assist Rating Veteran Claims Processors (RVSR) reduce rating errors in specific
areas of the rating claims process. During FY 2020, of the approximately 130,000
quality reviews conducted, over 19% had at least one error. Additionally, in FY 2022,
over 340,000 rating decisions were returned to RVSRs for a rating correction (14% of
rating decisions). IRA system functionality within VBMS provides regulation
references, rules, and helpful hints to increase the speed and quality of the rating of
the claim. The establishment of IRA supports the scaling needed across multiple error
types to improve the overall quality of the rating. This initiative enables the following:

e Enhances VBMS intelligence to assist RVSRs with complex ratings by
recognizing certain claim attributes, making suggestions, and providing
reminders like court cases (i.e.: policies and regulations to consider
reducing rating errors).

e Reduces error rates in rating decisions by alerting RVSRs (through learned
electronic behavior) of common errors prior to finalizing the rating decision.

e Assists with reducing the percentage of rating decisions requiring additional
review for completion.

Status: While the work described above was complete in July 2023, minor, ongoing
enhancement activities based on customer requirements continue.

Outcome: The final feature for IRA was delivered to production July 2023. IRA
enhances VBMS intelligence to assist RVSRs with complex ratings by recognizing
certain claim attributes and making suggestions/providing reminders like court cases
and regulations to consider reducing rating errors. This effort will reduce the error
rates in rating decisions by alerting RVSRs (through learned electronic behavior) of
common errors, prior to finalizing the rating decision.

CE.5 VA Rating Schedule of Disabilities (VASRD) and Legacy Calculator
Replacement

System: VBMS | Anticipated Execution: 6 Years |

Development Approach: Custom | In Progress Effort

VASRD Legacy Calculator Replacement is the continuous implementation of updated
and new body systems and calculators to support claims processing, eliminating the
need for development team intervention and enabling faster production delivery.
These updated systems provide accurate rating decisions and remove the risk of
providing ratings with outdated evaluations. This initiative also enables the following:

e Rating automation and enhanced capabilities within VBMS.
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e Equitable, accurate rating decisions delivered by VBA’'s RVSRs.
e Rating claims processes with updated rules and new body systems.

Status: Minor, ongoing enhancement activities based on customer requirements
continue. All body system calculators have been implemented in VASRD, enabling
future ratings automation and DBQ Ingestion. Additionally, modernization efforts
removed Operation Decision Manager from ratings, reducing licensing cost and
streamlining the application codebase by 50%, improving application maintainability.

CE.6 Claims Automation

System: VBMS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort will provide claims automation and decision support capabilities for
Veterans Service Representatives (VSR) and RVSRs to accelerate claims
adjudication and reduce manual administrative tasks and workflows. This effort will
enable the following:

e Rapid update of rating calculators based on VASRD regulation updates in
support of claims automation activities.

e Rapid development and implementation of automation capabilities by
enabling lightweight technical solutions and managed service platforms to
interface with VA systems to identify, send and receive the data and
information necessary to deliver fast, accurate, standardized, and equitable
claim decision for Veterans.

CE.7 Veterans Service Network (VETSNET) Modernization — Statement of Case/
Secondary Statement of Case (SOC/SSOC)

System: SOC/SSOC | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort will provide the VBMS capabilities needed to decommission the VETSNET
SOC/SSOC interface. Streamlined application usage and consolidation will lead to
increased claims throughput. This effort supports a seamless employee experience with
less manual toggling between various systems. This effort also supports the VA legacy
decommissioning plan to replace dated systems and increase the efficiencies and
effectiveness of claims processors tools.

CE.8 DBQ Data Ingestion of Medical Data for Rating Decisions

System: VBMS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This modernization initiative will provide Rating Claims Processors with automated
recommended rating evaluations by utilizing DBQ data to accelerate decision-making,
while improving the standardization and accuracy of decisions for Veterans. This
effort will:

e Reduce manual data entry needed by Rating Claims Processors, resulting
in increased rating efficiency and improved accuracy and standardization of
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rating decisions.
¢ Reduce time from submission of a Veteran'’s claim to award with the quality
of medical data received or ingested.

Highlight: Over the course of 2023 and 2024, VA deployed enhancements to VBMS
allowing more than 75 different DBQs covering most body systems and contentions to
be automatically populated into VBMS Ratings Calculators, reducing the time raters
spend rekeying exam data. VA continues to enhance this capability in VBMS add new
DBQs, update DBQs, and improve handling and validation of the data.

CE.9 VETSNET Modernization - SHARE

System: SHARE | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This modernization effort will develop current legacy SHARE product functionality in
VBMS to enable decommissioning of the legacy product interface called SHARE.
SHARE is a legacy product which aggregates data from several sources, mostly
legacy databases, and provides a single place to update data across several
systems. Decommissioning of the legacy SHARE product enables cost avoidance
and increases claims throughput by enabling streamlined and effective application
functionality and use.

CE.10 Appeals Claims Establishment in Decision Review Establishment
System: VBMS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort will establish a single centralized system in VBMS with capability to
establish all VBA appeals claims, including AMA claims. This effort reduces the
reliance on multiple systems to fully account for the lifecycle of each claim and
contention processed by VBA. This effort will enable the following:

e Enhances VBMS to allow for AMA claims establishment in VBMS by
utilizing existing services to pull rating and non-rating decision data,
including ancillary benefits and entitlements and existing Disposition data in
VBMS.

e Ability to report on rating and non-rating decision data in VBMS.

¢ Removes AMA claims establishment from Caseflow, which requires not
only removal of this capability from Caseflow but additional integration and
data exchange between Caseflow and VBMS to ensure appeals cannot be
established while a claim is active in VBMS.
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FY 2024-25 Modernization Outcome: Fast Tracked Claims Decisions

Expansion of modernization efforts to all contentions and increased integration of data
enables fast tracked claims decisions.

The next phase of claims modernization includes additional expansion and integration
of claims automation functionality across all PACT Act contentions, accelerated
decision-making support, cross-functional system workflow integration, and legacy
system decommissioning. Any resourcing requirements are included in the FY 2024
President’s Budget or will be addressed through either the application of existing VA
resources or the formulation of the President’s Budget.

CE.11 Caseflow Enhancement

System: Caseflow | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort will enable the Caseflow system, which supports the Board’s appeals
process, to intake and account for the status of all appeal types (for example,
compensation, education benefits, medical reimbursement). This allows Board
personnel, VBA personnel, and other stakeholders to manage and modify tasks in the
full scope of VA’s Notice of Disagreement processes, ensuring the Board can process
appeals for denied PACT Act claims.

CE.12 Special Adaptive Housing and Special Housing Adaptation (SAH/SHA)
Modernization

System: SAH/SHA | Anticipated Execution 4-6 Years |

Development Approach: SaaS | In Progress Effort

This effort will modernize the SAH/SHA application to meet increased demand for
100% service-disabled Veterans’ quality of life improvements through mobility in their
homes. The PACT Act increases the amount and utilization of grants available to
Veterans, and the current application and environment are ill-prepared to support this
need. The application will be migrated to the cloud while using low code capabilities to
enable future expansion.

CE.13 ABD Enhancements

System: VBMS, VRO, VA.gov | Anticipated Execution: 6 Years |

Development Approach: Custom | In Progress Effort

Leveraging modernization insights from modernization efforts CE.1, EE.3, VE.1, VE.2,
DS.1 and DS.2 during year one of the PACT Act, VA will:

e Secure more benefits more quickly for Veterans by scaling the idealized
experience for hypertension claims to a larger proportion of disability
compensation. This will save Veterans several days of waiting for a claim to be
processed and a decision to be made.

e Simplify processes for development teams to create new products for Veterans
and claim adjudicators by improving end-to-end testing across multiple systems,
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making APIs more discoverable and self-service for developer access, and
implementing A/B testing frameworks for safe and quick experimentation.

Elaboration: After a years-long partnership on the "Rapid Ready for Decision" version
of disability claims automation, the Office of the Chief Technology Officer (OCTO) and
VBA made the decision to concentrate that program within VBA’s Office of Business
Integration (OBI), rather than split the program between OBl and OCTO. This decision
was made to minimize duplicative effort and high coordination costs, as well as for
general concerns with efficacy and feasibility of the approach. Now, the VRO is a live
platform that supports application development for ensuring that every claim
submittable through VA.gov for Veterans creates the most actionable and least
burdensome materials possible for the VA employees who evaluate those claims.

CE.16 Employing Artificial Intelligence (Al) and Automation to Facilitate the
Gathering, Structuring, and Preprocessing of Claims Evidence

System: Cross-Functional Capability, including Veterans Health Information
System Technology Architecture (VistA), CDW, DAS, LHFHIR, and VBMS |
Anticipated Execution: 4-5 Years |

Development Approach: Under Consideration

In the development of claims, VA relies on evidence gathered from a broad array of
medical data sources, including internal and external partners. These varied sources,
with different systems and methods of data input, result in large variations in the
formatting, consistency, and quality of this medical data. VA plans to employ new
developments in Al and automation in the gathering, structuring, and preprocessing of
these medical data sources, reducing the time and resources VA currently devotes to
manual review and processing.

e NEW: Structured Community Care Data for Claims Automation
System: VistA, CDW, DAS, LHFHIR | Anticipated Execution: 5 Years |
Development Approach: Custom | In Progress Effort
In order for VBA to automate claims decisions, they require structured health
data to be entered in the Electronic Health Record (EHR). Data provided by
community care providers often is not structured, and therefore those claims
must be processed manually. This Al effort will generate evidence/data from
community care providers (external partners) and extract the clinical concepts
and enter the structured data into the EHR and other VA systems so that VBA
will be able to substantiate and automate the claims.

e NEW: Ambient Scribing
System: VistA, CDW, LHFHIR | Anticipated Execution: 5 Years |
Development Approach: Custom | In Progress Effort
This effort will implement a tool that captures the verbal interaction between
care provider and Veteran, appropriately summarize, and enter data as
necessary into the health record. The clinical note, for example, would be more
thorough and higher quality than manual scribing efforts, which will lead to
more evidence to substantiate claims.
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e Bi-directional Computational Data Interchange with Internal and External
Partners
System: VBMS | Anticipated Execution: 4-5 Years |
Development Approach: Custom | Planned Effort
This effort will gather all evidence to potentially substantiate claims through a
bi-directional computational data interchange with internal and external
partners, generating evidence summaries efficiently and accurately with
automated rule-based processing for pre-decision analysis. This will enable:

¢ Intelligent routing with automatic issue identification to fully identify, extract,
organize and compile medical data from all relevant sources for claims
processing data to all benefits programs for which the Veteran is eligible.

e Automated ingest and enabled automated calculations of all PACT Act
presumptive and automatic workflow routing.

CE.18 Business Intelligence Platforms supporting claims processing evaluation
System: VD2, VD3 | Anticipated Execution: 4-5 Years |

Development Approach: Under Consideration | In Progress Effort

Business Intelligence (BI) platforms and integrative tools support certain aspects of
automated quality reviews, audit traceability, and automated evaluation of claims
processing. In order to understand the VBA claims workload more accurately, VA will
build a supporting infrastructure of data analytics Bl dashboards to provide flexible
reporting needs. Data from the VBA Data Warehouse (VD2) will be analyzed in the
Performance Analysis and Integrity (PA&I) Business Intelligence analytic tool, also
known as VD3, using such tools as the Tableau data analytics platform. Custom
reports will enable improved data analytics and tracking of trends, resulting in data-
driven decision making and projections. Generated reports and visualizations will be
utilized internally at VA, as well as with communication to Congress and other Federal
agencies.

NEW: CE.19 Bi-directional Service Treatment Record (STR) Transfer

System: VBMS | Anticipated Execution: 5 Years |

Development Approach: Custom | In Progress Effort

To reduce claims development time and increase efficiency, Bi-directional STR
Transfer will integrate and request STRs at claims establishment for data repositories
that have existing Veteran service treatment records. Decisions on Compensation
claims require full STRs for Veterans; therefore, as part of the claims establishment
processes, STRs stored in Health(care) Artifact and Image Management Solution
(HAIMS) will be automatically requested the moment a Veteran establishes a claim.
Records not in HAIMS must be requested manually at initial claims development.

NEW: CE.20 Fiduciary Accounting Submission Tool (FAST) VBMS Integration
System: VBMS | Anticipated Execution: 2 Years |

Development Approach: Custom | In Progress Effort

FAST is a public-facing portal where accredited fiduciaries can submit accountings
and documents regarding a Veteran for review and approval. This effort will enable
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accounting information entered into FAST to automatically populate in the VBMS
accounting wizard, resolving FAST’s current inability to share account data across VA
systems. Integration will give VA FAST users the ability to convert all document types
uploaded in FAST into Portable Document Format (PDF) format, allowing for a
seamless upload into the appropriate VBMS eFolder. Additionally, the Federal
Fiduciary Agreement form generated by FAST internal users will be uploaded into the
eFolder upon the selection of "Share with Fiduciary" button and be available to
designated parties. FAST integration involves multiple systems that involved
Transition Insurance Deductions from Benefits integration in the legacy Financial
Accounting System (FAS) to the new Enterprise Management of Payments,
Workload, and Reporting (eMPWR) system; migrating the current home-grown
document repository to VBMS eFolder so that documents will be stored on an
Enterprise Platform and be incorporated into a complete Veteran record accessible by
all VA users and Veterans.

Highlight: VA began work on FAST integration with VBMS in 2024 with additional
enhancements expected.

NEW: CE.21 Life Insurance Policy Administration System (LIPAS)
Modernization

System: LIPAS | Anticipated Execution: 1-3 Years |

Development Approach: Custom | In Progress Effort

This effort will integrate LIPAS with VBMS eFolder to leverage its modernized
capabilities, replacing Insurance’s current in-house content management solution,
Veterans Insurance Claims Tracking and Reporting System. In addition, the effort will
transition Insurance Deductions from Benefits integration in the legacy FAS to the
new eMPWR system. Leveraging the consolidated Veteran benefit payment solution
that eMPWR offers and the reusable storage capability of eFolder across file storage
domains will create more efficient and effective claims processing and tracking.

NEW: CE.22 SEP Functionality Migration

System: VBMS | Anticipated Execution: 5 Years |

Development Approach: Custom | In Progress Effort

VBMS/SEP functionality will migrate to VBMS Core to provide improvements for
VSOs and accredited representatives to submit claims on behalf of Veterans and to
process Power of Attorney (POA) elections electronically. Legacy SEP is planned to
be decommissioned in FY 2025.

NEW: CE.23 TERA Assistance Verification

System: VBMS | Anticipated Execution: 5 Years |

Development Approach: Custom | In Progress Effort

TERA memos, which officially verify PACT Act presumptive eligibility for Veterans, will
be automatically populated in VBMS using comprehensive data on Veteran military
service made available through Individual Longitudinal Records (ILER) and other
official sources. Pre-populated TERA memos will enable claims processors to
efficiently verify toxic exposure claims and document the decision.
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NEW: CE.24 Pension Automation (PA) 1.0 — Enhancements

System: VBMS | Anticipated Execution: 1-2 Years |

Development Approach: Custom | In Progress Effort

The PA engine in VBMS will be modernized to account for updating forms and for
making updates for critical legislative changes, such as the PACT Act, Survivor
Benefit Plan payments for Dependency and Indemnity Compensation (DIC), and
transportation allowances for burial claims. Enhancements made to PA will improve
the timeliness and quality of benefit delivery while reducing the burden of manual field
claims processing, which can delay processing time. This will improve PA’s ability to
deliver quality service, timely decisions, and needed benefits in an accurate and
consistent manner.

NEW: CE.25 Veteran Experience Outreach

System: Transition Experience, VA.gov | Anticipated Execution: 1-5 Years |
Development Approach: Custom | In Progress Effort

VA is planning on a new transition experience, to facilitate Service members that are
part of the PACT Act cohorts, in their transition from service into civilian life, and
reduce the friction in obtaining the benefits they are eligible for.

This new transition experience includes the “Transition Assistant,” an accessible “hub”
that connects Veterans to everything they are eligible for at VA, whether they are still
Service members, are mid-separation, or are years from their transition. Information
will be presented to Veterans in a way that gives them an understanding of the next
steps they need to take and how to prioritize them. Additionally, VA plans to add a
welcome guide, navigational aids, and additional help resources to VA.gov,
specifically for newly transitioned Veterans.

Longer term, this effort contemplates adding additional functionality to the hub,
including checking status, resolving discrepancies, responding to follow-up activities,
and alerting Veterans of any eligibility changes that might affect their benefits.

NEW: CE.26 VETSNET Modernization - Modern Award Processing Development
(MAP-D)

System: VBMS, VETSNET | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort will incorporate logic for the full Compensation and Pension suite of
applications into a handful of APIs, providing consistent behavior across processes
for all. Modernization will result in increased letter consistency, centralized letter
creation capabilities, and streamlined claims processing workflow leading to
increased claims throughout. Focusing on decommissioning MAP-D will bring new
features into VBMS, enabling improved and streamlined claims throughput.

Highlight: VA has modernized most MAP-D letters and development actions into
VBMS and is working on remaining letters to complete the modernization.
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NEW: CE.27 Quality Assurance Web Application (QAWEB) Enhancements
System: QAWEB | Anticipated Execution: 2 Years |

Development Approach: Custom | Planned Effort

This modernization effort is to improve the QAWEB system by leveraging new
automation processes to identify the trends and transition training needs of service-
disabled Veterans and their eligible family members. This increased efficiency will
allow the comparison of National and Local QA reviews to identify inconsistencies in
case reviews. The intelligent data aggregation QAWEB will provide will allow RO
counselors to make higher quality decisions on the resources that are most suitable for
our Veterans on an individual basis. The improvements to inconsistency identification,
case result accuracy, and stronger VA decision making will ultimately mean that all
Veterans, both covered by PACT Act and not, will receive higher quality and more
consistent services across the nation.

FY 2026-27 Modernization Outcome: Claims Automation Enablement

Robust expansion of the use and integration of Veteran data increases claims
automation enablement.

To significantly impact claims processing outcomes, VA will invest in efforts to scale
efficiency across all phases of claims: supporting proactive engagement and outreach,
increased speed in eligibility determination, provisioning of personalized benefits
statements at pre-discharge, and notification of processing of new benefits eligibility at
the moments that matter. Enabling data to be exchanged with applicable internal and
external partners is also essential to achieving proactive eligibility and benefits analysis.
Any resourcing requirements will be addressed through either the application of existing
VA resources or the formulation of the President’s Budget.

CE.14 Al-Driven Data Analysis Regarding Pre-Discharge Evidence

System: Cross-Functional Capability (systems to be identified) |

Anticipated Execution: 4-5 Years |

Development Approach: Under Consideration | Planned Effort

This effort will apply Al-driven data analysis to review pre-discharge evidence for
eligibility determination and generate tailored benefit statements. Paper-based
information will be converted into computationally consumable data using OCR. All
data collected during analysis will be stored in a secure data lake or data warehouse
for future auditability and use in claims processing.

CE.15 Utilization of Intelligent Claims Processing

System: Cross-Functional Capability, including VBMS |

Anticipated Execution: 4-5 Years |

Development Approach: Under Consideration | Planned Effort

This effort utilizes intelligent claims processing, leveraging Al, ML, and Natural
Language Processing to pre-develop necessary Veteran claim data to support the
creation of groupings of issues. This approach will enable common data items to be
processed together for a comprehensive and more accurate rating decision, and the
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ability to automatically find and request missing evidence. The development of
computable rules supports the identification of automation-eligible issues.
Additionally, these capabilities perform fraud analytics to pre-emptively identify
fraudulent claims.

CE.17 Scalable Multi-channel Proactive Communications

System: Cross-Functional Capability, including Omnichannel |

Anticipated Execution: 4-5 Years |

Development Approach: PaaS/Microservices | Planned Effort

This effort will deliver scalable multi-channel communications for proactive
notifications and benefits summaries through proactive outreach to Veterans. Using
automation to provide notifications and alerts, it generates automatic correspondence
and communicates through multi-channel communications. It also supports the
progressive improvement of self-service capabilities for Veterans and VA claims
processors. VA will utilize supportive and effective authentication and authorization,
such as dual-factor authentication and voice biometrics, for easy and secure use
around inbound and in outbound communications.

Future State Modernization Outcome: Proactive Outreach and Engagement

Proactive outreach and engagement across the moments that matter to Veterans,
Caregivers, and Survivors receiving VA benefits.

Proactive outreach and engagement are the pinnacle of the claims processing
experience that VA aspires to as part of the modernization vision, from the moment a
Veteran completes their military career and is ready to transition to civilian life, through
significant life events such as purchasing a home, getting married, reaching end-of-life,
receiving burial benefits, and accessing Survivor benefits.
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5C: Improved System Architecture and Resiliency

Improving system architecture and resiliency is critical to the stability of claims and
appeals process operations and for addressing the challenges referenced in the original
701(b) IT Modernization Plan. Scaling systems to ensure they meet the needs of a
growing staff claimant population allows VA to deliver on the commitment to provide
benefits to those impacted by toxic exposures. Investments here are not only necessary
for essential operations but also as a critical measure for futureproofing systems and
keeping pace with industry standards for IT service excellence. (See Figure 11)

Note: Efforts marked as “NEW” are assigned to the fiscal year in which they will
commence. While these efforts follow the same numbering convention as those
included in the original plan, they are organized by their scheduled fiscal year of
execution. This may lead to a non-chronological arrangement of effort numbers

throughout section 5.

Improved System Architecture and Resiliency
FY 2023 FY 2024 FY 2025 FY 2026 FY 2027 Future State

Integrated Scalable Interoperable Composable Plug and Play

Figure 11: Improved System Architecture and Resiliency Outcomes from FY 2023 — FY 2027

FY 2023-24 Modernization Outcome: Integrated

The most vulnerable aspect of a complex system is the integration between its
components and other systems.

Initial efforts to improve architecture and resiliency are focused on strengthening
integration points through increased monitoring, system, and process improvements,
decommissioning legacy systems, and eliminating single points of failure. All initiatives
in this section are funded in the FY 2023 appropriations or are included in the FY 2024
President’s Budget.

SA.1 VBMS Enhancements to Monitoring and Logging

System: VBMS | Anticipated Execution: 5 Years |

Development Approach: Custom | In Progress Effort

This effort will enable VBMS Monitoring capabilities to support VA claims processing
operations and reduce Mean Time to Resolve in accordance with requirements for VA
mission-critical systems. Integration with VA Enterprise Splunk enables telemetry
analysis on user impacting events by leveraging logs from separate integrated
systems.

Highlight: VA migrated VBMS logs into the VA Enterprise Data Lake to better
compare logs with VBMS’s dependencies, added monitoring dashboard replication to
ensure redundancy of monitoring, and added more capabilities to ensure key
indicators were being tracked.
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SA.2 VBMS Capacity

System: VBMS | Anticipated Execution: 3 Years |

Development Approach: Custom | In Progress Effort

This effort comprehensively evaluates the capability and limitations of VBMS systems
to handle increased claims processing, VA’s hiring approach, and plans to support
increasing claims workload based on OBI’s 10-year forecast. Capacity planning and
the utilization of automated capabilities will improve system resiliency by ensuring
infrastructure and dependent systems are adequately scaled or able to dynamically
scale to support increased load.

SA.3 Exam Management Modernization

System: VBMS | Anticipated Execution: 1 Year |

Development Approach: Custom | In Progress Effort

This effort will modernize current exam systems supporting the Medical Disability
Examination Office, a critical prerequisite for full modernization and optimization of the
systems required to support disability examinations. Requirements will be reviewed
against current systems to determine future alternatives and integration opportunities
that better support the business needs and address any system gaps based on
business processes, all of which supports VBA's third-party vendors who process
medical exams.

SA.4 Work Queue Modernization

System: VBMS | Anticipated Execution: 2 Years |

Development Approach: Custom | In Progress Effort

VBMS Work Queue modernization will improve benefits processing by adding
additional data elements, adding new data columns, expanding work item types, and
increasing claim load capacity. Improvements will address limits in the current system
to support workload management, workflow capabilities, and support expansion for
additional work items.

SA.5 Claims Processor Workflow Modernization

System: VBMS | Anticipated Execution: 6 — 12 Months |

Development Approach: Custom | In Progress Effort

A NWQ re-architecture is required to improve management and on-demand
distributions to and from the Field by allowing a user to request additional work at will
without removing NWQ’s ability to complete scheduled distributions and recalls. A re-
architecture also will enable the real-time recall of claims after appropriate field action
is taken. Additionally, continuous re-prioritization of available actionable workload will
enable more efficient claims processing according to established Agency priorities.

SA.6 BIP and Applications on the Elastic Kubernetes Service (EKS)

System: BIP | Anticipated Execution: 6 — 12 Months |

Development Approach: Custom | Completed Effort: 10/06/2023

Moving BIP’s foundation from open-source Kubernetes to Amazon Webservice (AWS)
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EKS increases resiliency, supportability, and scalability for platform tenants. It enables
faster feature development and delivery for creating applications supporting Veterans.

Outcome: The move to AWS EKS enabled faster feature development by the
engineers directly supporting other high-priority items like Zero Trust, Data Streams,
Eventing, and feature requests from Agile teams. This resulted in the addition of 28
new tenants to the platform. The native integration points for AWS services with AWS
EKS will expedite future services like Al and ML for platform tenants.

SA.7 VBMS Data Warehouse

System: VBMS | Anticipated Execution: 2 Years |

Development Approach: Custom | In Progress Effort

VBMS Data Warehouse will be a repository for reporting, data replication, and non-
VBMS application traffic applicable to legacy Elastic Compute Cloud (EC2)
instances and BIP Remote Desktop Service instances. Establishing this warehouse
will enable availability and accessibility to VBMS data for reporting, while not
impacting production users. The warehouse will also eliminate the use of Oracle
Golden Gate externally, removing the need for large-scale exports by leveraging the
Department of Management Services to allow consumers to manage data flow.

SA.8 VBMS Disaster Recovery GovCloud East/West Redundancy

System: VBMS | Anticipated Execution: 4 Years |

Development Approach: Custom | In Progress Effort

This effort will eliminate system downtime and enable disaster recovery by creating
parallel production environments. It improves system architecture and resiliency,
which provides stability to the claims and appeals process, and it is critical to future-
proofing systems and keeping pace with industry standards.

SA.9 VBMS Core — Security Services Modernization

System: VBMS | Anticipated Execution: 6 Years |

Development Approach: Custom | In Progress Effort

This effort modernizes legacy VBMS application security authentication and
authorization capabilities into reusable services and frameworks. This effort enables
business authentication capabilities, including authenticating users not logged into
VBMS, allowing for enterprise consumption of VBMS and BIP service capabilities.
Implementation of security capabilities is transitional, and once VBMS has been
decommissioned, VA must modernize the security capabilities to support easier
management, faster evolution, and delivery of new capabilities that use the security
tooling. This effort will enable a scalable, manageable security authorization
authentication that supports new business capabilities while maintaining an auditable,
standard security mechanism.

Status: Additional, iterative work continues on this effort.
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SA.10 VBMS Core — eFolder Modernization

System: VBMS | Anticipated Execution: 6 Years |

Development Approach: Custom | In Progress Effort

Modernization of eFolder is required to provide a standard and reusable capability for
file storage across various file storage domains. The initial focus domain is “Claim
Evidence” (the successor to the VBMS eFolder) and intends to provide an enterprise
capability for file storage and then implement that storage capability for various
domains. This effort will allow legacy file storage domains that exist in other solutions
like Records Research Center, Multimedia Broadcast Multicast Services, Final
Investment Decision, and others to reuse the file storage framework to decommission
legacy systems. This work will also enable the Central Office to accurately report on
DBQ types and counts for completed DBQs. This modernization will support the
extended use of file storage similarly and consistently and will also provide the
foundation for evolving file management. eFolder modernization provides a standard
and reusable capability for file storage across various file storage domains. This effort
ensures that document storage capacity meets the needs of PACT Act.

Status: Additional, iterative work continues on this effort

SA.11 Digital Gl Bill (DGIB) Integration with VBMS

System: DGIB | Anticipated Execution: 1-2 Years |

Development Approach: Custom | In Progress Effort

The modernization of the education benefits process requires integrations between
DGIB and VBMS by migrating all data and images from legacy The Image
Management Solutions (TIMS) to VBMS eFolder. Having all education benefit
documentation in the central VBMS eFolder will enable faster access to documents
and streamline data flow for the end user. This effort supports modernizing the DGIB
system; increasing automation for more efficient claims processing and improving
workflow management; and ultimately decommissioning TIMS legacy system.

Status: While VBMS eFolder has been prepared to receive the migrated TIMS data,
the actual migration is temporarily on hold while higher priority DGIB work is
addressed.

SA.12 eMPWR-VA Integration with Digital DGIB

System: eMPWR-VA | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort will develop internal and external interfaces and integrations APIs between
DGIB, eMPWR-VA, and other systems to process VBA Education Benefits payments
to Veterans; reconcile any overpayments and debts with Debt Management Center
(DMC); and update budgetary data in the General Ledger reporting to the Department
of Treasury. Enabling this effort is the fully connected (end-to-end) Benefit Automation
Testing (BAT) environment, which was created specifically for the eMPWR-VA and
DGIB integration to provide a stable, complex testing environment. BAT connectivity
includes, but not limited to, integration with new services from CRP, Benefits
Enterprise Platform (BEP) Services, Master Person Index (MPI), VA Profile, DMC,
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VBMS components, Corporate Waco-Indianapolis-Newark-Roanoke-Seattle
(CWINRS), eMWPR-VA Tableau reports, and Salesforce. Ultimately, this
modernization effort will replace functionalities currently supported by the legacy
Benefits Delivery Network (BDN) with eMPWR-VA, enable the decommissioning of
BDN, and improve the accuracy and timeliness of payments for Veterans.

SA.20 Refactor and Modernize Business Enterprise Platform (previously
Business Integration Services) and Tuxedo Services to BIP

System: BIP | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

Modernized services will be containerized and built into the BIP. Tuxedo dependencies
will be removed, improving stability and reducing sustainment costs. This is part of the
technology scaffolding, supporting operations and the day-to-day access by more than
26,000 claims processors.

NEW: SA.28 Education, Veteran Readiness, and Employment (EVRE)-Veteran
Readiness and Employment (VR&E), Readiness and Employment System (RES),
and Corporate Waco-Indianapolis-Newark-Roanoke-Seattle (CWINRS)

System: RES, CWINRS | Anticipated Execution: 4-5 Years |

Development Approach: Custom | In Progress Effort

This RES effort supports decommissioning a legacy claims processing system
CWINRS and will improve the interconnectivity of the VR&E business logic by
integrating with other VA Systems of Record. This initiative will augment functionality
within the Electronic Virtual Assistant, a primary communication interface with
Veterans and Beneficiaries eligible for VR&E benefits.

FY 2024-25 Modernization Outcome: Scalable
Systems that can grow with demand.

The initiatives outlined below enable VA to take advantage of technology that
automatically scales to meet demand as use of the products grow. In many cases, this
involves integrating between systems to the BIP built on a scaled cloud architecture.
Scalability is a critical step to achieving interoperability. As communications from the
other systems increase and create a higher demand on system resources, VA will
leverage flexible scaling technologies. The efforts in this section also provide the
foundation to achieve the additional target outcomes on the modernization roadmap,
including “interoperability” and “composable plug-and-play.” Any resourcing
requirements are included in the FY 2024 President’s Budget or will be addressed
through either the application of existing VA resources or the formulation of the
President’s Budget.
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SA.13 Appeals Modernization

System: Caseflow | Anticipated Execution: 3 Years |

Development Approach: Custom | In Progress Effort

Appeals modernization of architecture, data management, and infrastructure will
support the scalability and system responsiveness needed for the increased
operational requirements for data management, data integration, storage, cloud needs,
and reporting required to meet new PACT Act objectives while providing clear
measurements. These modernizations will improve appeals processing and tracking in
VBA and the Board, data sharing around PACT Act-related claims and contentions (as
identified by the Agency of Original Jurisdiction), and the operational integrity of the
appeals systems.

SA.14 VBMS Rating Product Modernization

System: VBMS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

Modernization of VBMS Rating will leverage cloud-native capabilities to improve the
scalability, reliability, and performance of the VBMS Ratings application. The
modernized Ratings workflow will enable more efficient claims processing and greater
automation opportunities.

SA.15 Integrate VBMS with Modernized Benefits Gateway Service (BGS)/Benefit
Cloud Service APIs

System: BIP | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort will modernize BEP to the BIP. This modernization effort will integrate
VBMS with new modernized services, improve system stability through the reduction
or elimination of load on Tuxedo services, as well as reduce VBMS dependency on
Tuxedo resulting in improved system stability, reliability, and capacity management.

SA.16 Veterans Assistance Discharge System (VADS) Modernization into VBMS
System: VADS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

VADS modernization will eliminate duplicative databases and deliver all capabilities
needed to decommission VADS components into VBMS. The anticipated outcomes
include increased user efficiency through a reduced number of systems in claims
processing, improved maintainability through consolidated business functions, and
scalability, reliability, and performance improvements through modern IT solutions.

SA.17 VBMS Centralized APl Modernization

System: VBMS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort will centralize APIs that provide common capabilities to distribute
applications and enable the ongoing modernization of the Compensation & Pension
suite of applications. Centralized APIs will accelerate the delivery of new functionality
by supporting reusability and allow for consistent behavior across multiple, distinct
applications. Consolidating business logic in a single location makes it easier to
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manage, maintain, and address logic changes, bugs, and enhancements. It also allows
for more efficient scaling. These modernization efforts will increase reliability by having
targeted functionality isolated in distinct business domains, reducing the likelihood of
impact from other application codes.

SA.18 Benefits Integration and Administration (BIA) Eventing and Data
Streaming on the BIP

System: BIP | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort establishes Benefits, Appeals and Memorials portfolio-level domain
eventing through the creation of domain event streams which will accelerate Veteran
claims, correspondence, and benefits delivery response times. Identified domain
events will support faster development times providing needed data and the ability to
support near real-time reactive applications.

SA.19 BEP (formerly Benefits Gateway Services) Cloud Migration

System: BEP | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort will lift and shift BEP and Tuxedo services to the AWS cloud as standalone
EC2 instances. This effort will provide greater agility, flexibility, performance, and
scalability. This migration will also provide greater overall operational stability and
better position the product for future modernization on benefits processing systems
and data integration.

SA.21 VBMS Claim Establishment Modernization

System: VBMS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

The modernized Claims Establishment workflow will enable more efficient claims
processing, including greater opportunities for automation.

SA.22 VBMS Awards Modernization

System: VBMS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

Modernization of VBMS Awards will leverage cloud-native capabilities and enable
more efficient claims processing including greater opportunities for automation while
also improving the scalability, reliability, and performance of the VBMS Ratings
application. These efforts will provide Veterans, Beneficiaries, and Survivors with
timely compensation payments.

Status: Decommissioned VETSNET-Awards. Modernization of Awards allows for
workflow improvements and better support for automation.

SA.23 VBMS Blue/Green Capabilities

System: VBMS | Anticipated Execution: 5 Years |

Development Approach: Custom | Planned Effort

This effort will develop a comprehensive strategy for decreasing downtime of VBMS
software and system deployments to improve system availability, enhance Veteran
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services, and reduce impacts to claims processors within VBMS day-to-day
operations. This capability will provide enhanced system reliability and stability.

SA.24 VBA CRP AWS Cloud Migration

System: CRP | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort will migrate the CRP database system and payment jobs to the AWS cloud
and provide more robust, dependable, and available systems to meet business needs.
VA will leverage cloud infrastructure to deliver improved performance and availability,

reduce downtime, and increase cost efficiency.

SA.25 VBA CRP Blue/Green Strategy

System: CRP | Anticipated Execution: 4-5 Years |

Development Approach: Custom | Planned Effort

This effort will develop a comprehensive strategy for how to decrease downtime for
software and system deployments to improve system availability, reduce overhead
associated with bug fixes, and enable continuous release cadence.

SA.26 Veteran Experience Integration Solution (VEIS)

System: VEIS | Anticipated Execution: 5 Years |

Development Approach: PaaS/Microservices | In Progress Effort

VEIS consolidates data from multiple authoritative data sources and integrates with
applications used by VA personnel, like the contact center CRM, to resolve Veteran
inquiries. Enhancements to VEIS are required to support an increase in traffic at VHA,
VBA, and VEO Contact Centers to support PACT Act related inquires. These
enhancements will also allow for integrated applications to share with each other newly
captured PACT Act related information and ensure consistent information is used to
support Veterans with their inquiries.

Elaboration: Estimated execution changed from 1-2 years to 5 years due to additional
discovery and technical review that resulted in the development of a new approach.

SA.27 Speeding the Delivery of New VA Systems by Enhancing Delivery
Infrastructure

System: LHDI | Anticipated Execution: 6 Years |

Development Approach: Custom/COTS | In Progress Effort

The Lighthouse Delivery Infrastructure (LHDI) platform reduces friction and time spent
on common concerns within the development experience, thereby enabling VA core
technology teams to build and expose reusable business capabilities via high-quality,
bounded-context APIs. In turn, other internal technology teams can deliver value to
internal or external users by leveraging these APIs to build new applications and
services.

Today, this infrastructure reduces the cycle time by over 6 times to build, secure and

ship an ATO compliant production system when compared to traditional processes. In
addition, it results in systems which have reduced remaining security risk while
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simultaneously improving ATO compliance and transparency. This infrastructure is
currently used to build and ship the VRO system and will be doing the same for the
to-be-modernized Enrollment and Eligibility system.

Elaboration: Estimated execution changed from 1-2 years to 6 years due to
additional discovery and technical review that resulted in adjustments to the execution
timeline.

NEW: SA.30 NEW Lighthouse VA Catalog of Developer Essential Portal (aka
CODE VA)

System: CODE-VA | Anticipated Execution: 1-2 Years |

Development Approach: Custom | In Progress Effort

The Lighthouse VA Developer Portal will serve to be the source of discovery for all
things VA software developers require in building custom software. This includes APIs
(many of them directly supporting PACT) to incorporate in their applications,
instructions for how to use their Government Furnished Equipment for development
tasks, documentation for all certified custom software development factories (including
Lighthouse Delivery Infrastructure) and OIT approved software utilities like GitHub,
IAM, and Dynatrace. This portal will shorten development cycles and prevent the build
of future redundant solutions. It will also drive teams to the best available solutions,
resulting in an improved user experience and higher customer satisfaction.

NEW: SA.31 Next Generation Enterprise Single Sign-On (SSO)

System: Cross-Functional Capability, including Entra ID and Okta | Anticipated
Execution: 4 Years | Development Approach: SaaS | In Progress Effort

This effort will fund the expansion of modern identity tools within VA (for example,
Okta, Entra ID) to provide a modern SSO service with Multi-factor Authentication and
Access Management capabilities to improve resiliency and security of PACT Act-
related systems. Acquire licenses, subscriptions, and services necessary for delivering
a modernized enterprise SSO solution for non-workforce/external users and for
internal/workforce users who need to access VA resources. Additionally, it will enable
acquisition of Identity Governance and Administration (IGA) service licenses,
subscriptions, and services necessary for delivering a modernized IGA solution for the
VA to support identity lifecycle management, access certifications, and entitlements
management. Initial priorities are enhancing reliability of SSOe and SSOi, as well as
implementing IGA to support VBMS.

NEW: SA.32 IGA Solution

System: Cross-Functional Capability (systems to be identified) | Anticipated
Execution: 4 Years | Development Approach: Saa$S | In Progress Effort

The VA does not currently have an enterprise IGA solution, which requires many
organizations (such as VBA) to manage the identity lifecycle and access rights in
disparate ways. A modern, user-friendly enterprise IGA solution will allow members of
the VA workforce to be onboarded more quickly, provide system owners with reliable
ways to manage user access to their systems when users are added as well as on an
ongoing basis, and make it easier for VA’s information security teams to audit and
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monitor access to sensitive VA data and prevent or mitigate security breaches. This
will support modernization efforts for PACT Act-related systems like VBMS, as well as
improve security of PACT Act-related systems and protect sensitive VA data from
unauthorized access.

NEW: SA.33: User Experience (UX) Component Library

System: VBMS | Anticipated Execution: 2 Years |

Development Approach: Custom | In Progress Effort

UX Component Library will utilize the User Interface (Ul) Framework on BIP Platform to
accelerate future applications and improve the re-usability aspect of the platform,
decreasing overhead on maintenance. As the UX Component Library is built out and
expanded, it will reduce overall capacity required to build out future Ul applications and
will keep the look and feel of the application uniform as new components continue to
be built out. Additionally, components will be 508 compliant, ensuring that disabled
users have ease of access to the application.

FY 2026-27 Modernization Outcome: Interoperable
Seamless interaction at any step of a process.

While integration allows systems to communicate, translate, or share data —
interoperability provides a deeper level of sharing between systems. Through
interoperability, Veteran facing products like VA.gov will be able to see every step of a
claim and benefits systems will have visibility into the Veteran’s interactions with
VA.gov. This level of connectivity will allow for more comprehensive interactions than
ever before. Many of the previously defined modernization efforts directly support
interoperability on the modernization roadmap, but an exhaustive list of use cases is still
in the discovery stage. Any resourcing requirements will be addressed through either
the application of existing VA resources or the formulation of the President’s Budget.

Future State Modernization Outcome: Composable Plug and Play

Products are created as a collection of modules which are scalable, interoperable, and
replaceable.

The improvements to system architecture and resiliency outlined above will serve as the
foundation for the efforts below which will help VA realize a composable plug and play
future state. The efforts outlined below will enable VA to easily modernize products with
capabilities from industry and other third parties as components can be easily added,
modified, or replaced as better solutions are identified and aging technology
depreciates. This future state will be primarily supported by BIP within the benefits
product domain, utilizing the API First Strategy and Lighthouse APIs.

NEW: SA.29: Patronage Expansion Project — CRP

System: CRP | Anticipated Execution: 1-2 Years |

Development Approach: Custom | Planned Effort

The Patronage interface will modernize the process VBA is required to use to share
Service-Disabled Veteran records with the DoD Defense Manpower Data Center
(DMDC), enabling Veteran access to the DoD-administered Patronage benefit.
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5D: Improved Data Infrastructure and Use of Data

Improving data infrastructure and the way VA uses existing data is foundational to future
automation and proactive engagement with Veterans regarding all benefits for which
they may be eligible. VA's Veteran data is an underutilized asset that we have yet to
fully leverage to improve the Veteran experience, expedite claims processing, and
enable automation. The initiatives described below will enable VA to modernize key
benefits-related components of its data infrastructure resulting in reduced or mitigated
data fragmentation, the integration of authoritative data sources into key systems and
improvements to how VA secures Veteran data. These modernization efforts will help
compile and organize VA'’s data to enable a single representation of the Veteran which
can be used for automation and self-service applications as well as by VA employees
when processing claims. Enabling the usage of data as a strategic asset is one of VA’s
top priorities for higher quality and more productive claims processing and will also
better enable the broader VA and its external partners to support disability claims
processing better directly. (See Figure 12)

Note: Efforts marked as “NEW” are assigned to the fiscal year in which they will
commence. While these efforts follow the same numbering convention as those
included in the original plan, they are organized by their scheduled fiscal year of
execution. This may lead to a non-chronological arrangement of effort numbers

throughout section 5.

Improved Data Infrastructure and Use of Data

FY 2023 FY 2024 FY 2025 FY 2026 FY 2027 Future State
Targeted Outreach Limited Predictive Use of Single View of Veteran Journey Positive Reaction to
and Support Data to Enable Outcomes from Enlistment to Legacy Moments that Matter

Figure 12: Improved Data Infrastructure and Use of Data Outcomes from FY 2023 — FY 2027

FY 2023-24 Modernization Outcome: Targeted Outreach and Support

Improving the quality and simplicity of the online claims submission process by better
using existing data in support of PACT Act and related claims.

Achieving targeted outreach and support capabilities will not only improve the Veteran
application experience but also enable more expedited claims processing by improving
the quality of initial submissions, reducing time-consuming clarifications by VA staff, and
ensuring inputs support automation. All initiatives in this section are funded in the FY
2023 appropriations or are included in the FY 2024 President’s Budget.

DS.1 Modernize Supplemental Claims Application

System: VA.gov | Anticipated Execution 6-12 Months |

Development Approach: Custom | Completed Effort: 04/2023

Supplemental claims are the most-used decision review pathway, much more so than
Higher Level Review (HLR) and Notice of Disagreement. The PACT Act is a historic
law that impacts generations of Veterans, many of which were previously denied
claims. VA anticipates a large influx of supplemental claims because of the expanded
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eligibility included in PACT Act. Requiring paper submission of supplemental claims
puts unnecessary burden on Veterans and their families. Digital claim submission
(compared to paper) offers opportunities for data validation and a guided experience
during the submission process. Sometimes the wrong type of claim is submitted, which
adds to processing times. Making it easier to apply will help Veterans take the right
next steps. This initiative will enable the first version of digital supplemental claims,
which creates a PDF forms process. Supplemental claims will be correctly classified
and associated with previous actions automatically. Information about the right next
steps, or Veterans’ options for next steps if they have been previously denied, will be
readily available. These efforts will ultimately deliver an end-to-end PACT Act-specific
supplemental claims experience.

Outcome: Veterans can now submit Supplemental Claims, a significant channel for
PACT Act claims, online. Since being released on VA.gov, roughly 1,800 Veterans
have submitted a supplemental claim online, resulting in an overall transaction time
savings of 26 minutes (12%) and transaction cost savings of $15.23 (12.5%) per claim.
Additionally, supplemental claims submitted online resulted in reductions in the number
of transactions required per claim and the number of tracked items for VSRs and
RVSRs (9.7 and 5.32%, respectively).

DS.2 Modernize contention classification technology capabilities in VRO
System: VRO | Anticipated Execution: 12-18 Months |

Development Approach: Custom | In Progress Effort

The modernization of content classification service requires that individual issues
(contentions) within a disability compensation claim be categorized into a general
topic area to support claims processors in selecting the appropriate DBQ to be
completed in claim development. Claims with missing or incorrect classifications result
in increased burden for adjudicators and risk the accuracy of data and claims
development decisions. From a PACT Act perspective, this modernization effort may
also improve VA's ability to clearly identify claims related to PACT Act presumptions
of service connection, which in turn will allow claims processing to be expedited.
Disability contentions can be classified using a modern natural language processing
model which improves classification over time.

These efforts will offer a supportive user experience for Veterans describing
disabilities in their claims, with smart guidance and suggestions to improve data
quality. VA will also be able to conduct data-driven research into historical
classification of claims. The establishment of a modern classification service that can
be leveraged by VA applications Like VA.gov enables VA to improve content
classification over time by creating events tied to classification changes and using that
data to continuously train the classifier model.

Elaboration: These efforts are ongoing. The major contributing factor to a change in
the anticipated execution timeline was a contract change-over during the discovery
phase of the product development cycle.
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DS.3 Digital Veterans Platform (DVP)

System: DVP | Anticipated Execution: 5 Years |

Development Approach: Custom/SaaS | In Progress Effort

The DVP Public API Platform and Benefits and Appeals APIs will serve as the data
backbone for claims and appeals applications and interoperability enabling
automation at claims submission for VA.gov, the VA mobile application, and
numerous VSO-facing claims submission software applications. This platform will
enable secure and seamless interoperability between VA and third-party applications
to deliver a cohesive Veteran-centered experience both inside and outside VA. PACT
Act funding to support this platform will be targeted toward the following 5 primary
areas: (1) increased growth and adoption of Benefits and Appeals APIs empowering
digital submissions from VA and third party applications; (2) modernization of the
EVSS and eBenefits system; (3) expanded support of the VRO and similar claims
automation efforts; (4) expansion of Benefits and Appeals APls available for third
party digital benefits and appeals submissions, like those from VSOs; and (5)
expansion of VA and Commission, Small Business Administration, United States
Postal Service, and the Center for Medicare and Medicaid Services.

DS.4 Electronic Claims Submission for Pension, DIC, Burial and Accrued
Benefits

System: VBMS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

The pension benefits program aims to move toward an automated electronic process
for all pension application forms for intake. These automation capabilities will
streamline the process to gather the evidence needed to grant pension, DIC, burial,
and accrued benefits. This will enable significant reduction to manual processing as
automated processes and tools are delivered to pension claims processors. This
integrates with data extraction capabilities including OCR from application forms and
mapping to where on the form the characters are recognized. This supports the
reduction in delays of processing and the improvement in services to those filing for
Survivors benefits for DIC and those who may be permanently or totally disabled.

DS.5 Appeals Caseflow Integration with Benefits Systems (Non-Rating)
System: Caseflow | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort streamlines VA'’s establishment of supplemental claims and higher-level
reviews, enabling improved synchronization of data between VBA and the Board for
existing claims, future claims, and appeals. It also enables modernization
requirements supporting Veterans and their representatives to file online appeals that
interface with VBMS and auto-establish into a pre-docket queue in the Caseflow
system, replacing the current methodology of manual conversion of claims to PDF,
which currently requires Board employees to manually establish appeals into
Caseflow. This modernization will result in reduced time and effort to create claims
and appeals, eliminating inefficiencies related to rekeying data and resulting in
improved timeliness and outcomes related to the appeals, supplemental claims, and
higher-level review processes as described in the AMA.
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DS.6 Improving VA Combined Veteran-Centric Data Model with Artificial
Intelligence (Al)

System: HDAP | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

Health Analytics and Data Platform (HDAP) enables evidence-based decision-making
that impacts claimants who may be eligible for benefits established or modified by the
PACT Act. It informs the discovery of patient care patterns and integrates them with
authoritative data products, such as service and deployment history, to identify
Veterans that potentially qualify for PACT Act-mandated benefits. Continued
modernization of HDAP will enable VA to proactively populate the health domain of
the combined Veteran-centric data model utilizing advanced ML and Al capabilities.

DS.8 VA Extend Profile Integration

System: Cross-Functional Capability, including VA Profile and CDW |
Anticipated Execution: 4-5 Years | Development Approach: Custom |

In Progress Effort

VA Profile supports VA customer common data synchronization and sharing across
VA, regardless of the channel used to update the information, and provides a
centralized location to house multiple data sources to efficiently detail the Veteran
Experience. Integration of additional Veteran facing and internal VA systems with the
authoritative services for Veteran common data will allow benefits systems to access
authoritative data quickly and confidently. Enhancements to the platform will enable
VA Profile to notify systems when key data has been updated, enabling further
automation and claims processing efficiencies.

DS.12 VA/DoD Identity Repository (VADIR)

System: VADIR | Anticipated Execution: 8 Years |

Development Approach: Custom | In Progress Effort

VADIR is an authoritative database source for military history for all Veterans. It
utilizes data such as military pay and deployment records to filter out which of the
50M Veterans are eligible for PACT Act benefits. With this effort, VA will partner with
the DMDC to identify courses of action that will enable near real-time visibility of
authoritative service member history for consumption by VA systems (such as
VBMS, VA Profile, MPI, Cx Insights, CDW, Palantir, Enroliment System) that power
the Veteran claims process. These efforts will also provide a consistent authoritative
and curated source of service-related data for the Veteran to ensure all Veteran
facing and VA systems utilize the most accurate information when rendering PACT
eligibility-related decisions that impact Veterans and their families.

DS.14 Data Access Services (DAS)

System: DAS | Anticipated Execution: 6 Years |

Development Approach: Custom | In Progress Effort

The DAS system brings resiliency to VA Health Connect (VAHC) and Veterans Crisis
Line Medoraforce (VCLM() as a parallel middleware path connecting these user-
facing applications to authentication systems and VistA, so that users can document
the Veteran encounter in the electronic medical record. Without this DAS pathway,
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users have experienced disruption in their ability to successfully write Progress Notes
to VistA due to instability of other middleware. DAS adds a level of resilience that
provides users with higher confidence and a better user experience, as well as
improving overall end-to-end system connectivity and availability.

DAS is a cloud-based system of middleware applications that is responsible for the
transport of Veteran health, benefits, and administrative data between data producers
and data consumers. DAS provides a common access mechanism for Veterans'
electronic record information stored in and outside of VA and is used in more than
twenty-two dataflows, including VA Health Connect, Veterans Crisis Line
Medoraforce, Veterans Benefits Management System, Community Care, and the
EHR Modernization migration from VistA to Oracle Cerner. As these workflows are
updated to incorporate PACT Act exposure and benefit related information for
Veterans, DAS will also be updated to support the increase in traffic from these
integrated systems, as well as receive and share the necessary information across
applications.

DS.15 Customer Experience Insights (CXIl), formerly Customer Experience Data
Warehouse (CxDW)

System: CXI (previously CxDW), SDP | Anticipated Execution: 5 Years |
Development Approach: PaaS | In Progress Effort

CXl is an ecosystem of tools that enables the VEO to gain insights into the
omnichannel experience of Veterans, from first contact to last interaction with VA.
These insights support service improvement and customer satisfaction and enable
actionable, targeted, rapid outreach to positively impact the lives of Veterans,
caregivers, and beneficiaries. Advancements of CXI| will continue to strengthen a
single view of the Veteran’s journey with VA by cross-mapping experience data with
transactional data leading VA to accurately identify the highest value areas for
customer experience improvements. CXI will contribute PACT Act-related interaction
summaries, sentiment analysis, and service recovery events to the combined
Veteran-centric data model orchestrated by the Summit Data Platform (SDP).

DS.16 Health Data Repository (HDR)

System: HDR, HDRII | Anticipated Execution: 4 Years |

Development Approach: Custom | In Progress Effort

HDR is a database of clinical information used by clinicians and other personnel to
facilitate longitudinal patient-centric care. It enables providers to obtain integrated
data views and acquire the patient-specific clinical information needed to support
treatment decisions. HDR serves as the primary source of clinical data for the
integrated medical record. PACT Act funding will allow the HDR platform to meet the
mandates and new requirements by adding additional clinical health data that will
enhance the capabilities of call center staff in addressing Veteran's concerns and
questions.
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DS.17 Summit Data Platform

System: SDP | Anticipated Execution: 7 Years | Development Approach: Paas$ |
In Progress Effort

SDP supports VA customer common data synchronization and sharing across VA
and provides a centralized location to house multiple data sources collected and
curated across VA. SDP serves as the integration and orchestration point for the
cross-domain Veteran-centric data model. SDP supports the PACT Act vision to
implement automation that draws on existing data sources across VA, supporting
performance measurement based upon advanced analytics of Veteran facing
products and services. This platform will enable frictionless interactions with
Veterans through the definition, maintenance, and publishing of a Veteran-centric
data model ensuring all VA systems operate on the same curated common Veteran
data. The platform will also consolidate data from across VA to power advanced
measurement and analysis of all aspects of Veteran service related to expanded
PACT Act benefits.

DS.18 VA Informatics and Computing Infrastructure (VINCI)

System: VINCI | Anticipated Execution: 3 Years |

Development Approach: Custom | In Progress Effort

The VINCI Workspace is a secure, virtual computing environment. The system is
designed to carefully balance the data access needs of researchers with the VA's
requirement to maintain the security and privacy of the data while providing the
resources and tools necessary to conduct studies and analyze data. Modernization
of VINCI will automate the provisioning of new data sources to the research
community at VA. This will drive efficiencies in the provisioning of new research
studies related to the identification of Veteran patient cohorts covered by PACT Act
presumptions.

NEW: DS.23 Data Interoperability

System: Palantir (COP) | Anticipated Execution: 3 Years |

Development Approach: SaaS | In Progress Effort

Palantir, also known as the Common Operating Picture (COP), enables end users to
leverage data assets across multiple data lakes for a variety of purposes, including
identifying Veterans for specific PACT Act outreach efforts via email, phone, and
events. COP provides a common operating view that is customizable for the end user
and is housed in a curated, secure, low/no code environment. Palantir serves several
hundreds of VHA, VBA, OIT, and Office of Enterprise Integration operational decision-
makers, as well as hundreds of data engineers, managers, analysts, and scientists
supporting the PACT Act. The Palantir team manages the flow of processed data back
into VA’s Enterprise Data Lake to ensure VA data is available for others to use. The
Palantir team works on defining and evolving the solution architecture with the
datasets that will be needed for organizations such as VHA and VBA to make
evidence-based decisions about the PACT Act delivery of services and benefits.
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NEW: DS.25 Modernizing Veteran’s Eligibility and Enrollment (E&E)

Systems: VistA REE, Enroliment Database (EDB)-IVM, BDS, ADR, VES, HEC |
Anticipated Execution: 7 Years | Development Approach: Custom |

In Progress Effort

The E&E experience at VA spans multiple systems, including the VistA Registration
and Enroliment (REE), Enrollment Database Income Verification Matching (EDB-IVM),
BDS, Administrative Data Repository (ADR), VHA Enroliment System (VES), and
Health Eligibility Center (HEC). These systems support multiple front-end user
experiences that face Veterans, internal staff, and third-party VA partner organizations.

This effort modernizes E&E by consolidating existing systems with a smaller set of
more modern and flexible services and systems. This modernization plan not only
reduces the number of E&E systems, but it also enhances the E&E experience,
including proactive benefits discoverability, more capable third-party enroliment tools,
and improved processing of eligibility requirements (including PACT Act eligibility). In
addition to the broader E&E modernization plan, this effort includes near-term
improvements to facilitate PACT efforts. This includes providing enrollment registry
data updates to the current version of the 10-10EZ and EZR forms, and the creation of
the TERA indicator in VES and VistA REE.

FY 2024-25 Modernization Outcome: Limited Predictive use of Data to Enable
Outcomes

Application of Modern Data Science Techniques to Veteran Data.

The initiatives outlined in this section build upon the self-service capabilities described
above while also laying the foundation to support initiatives that will deliver the single
view of the Veteran from enlistment to memorialization described in the next section.
These initiatives apply modern data science techniques to Veteran data to potentially
identify target PACT Act populations or to analyze and interpret data within a particular
Veteran’s record to improve claims processing more effectively. Any resourcing
requirements are included in the FY 2024 President’s Budget or will be addressed
through either the application of existing VA resources or the formulation of the
President’s Budget.

DS.9 Veteran Identity/Eligibility Reporting System (VIERS)

System: VIERS | Anticipated Execution: 1-3 Years |

Development Approach: Custom | In Progress Effort

VIERS provides consuming business applications with access to a standard, enterprise
view of Veteran demographic, contact, military service, and other benefits information.
This system enables applications to search records and retrieve profile data, military
history and information on compensation and benefits, disabilities, and dependents. To
speed automation and leverage existing data dispersed throughout VA, VIERS will be
modernized to the cloud and ultimately subsumed by VA Profile as legacy systems are
modernized.
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DS.10 VBMS Integration with ILER

System: VBMS | Anticipated Execution: 4-5 Years |

Development Approach: Custom | In Progress Effort

This effort will integrate VBMS with ILER through data services offered by VADIR.
This will allow the system to have direct access to ILER data and add efficiencies by
removing the need to search in other tools and eliminating the need to copy and
paste data. These changes will result in increased efficiency and accuracy of
claims. Additionally, this integration will reduce data fragmentation by keeping
authoritative data on toxic exposures in the appropriate data stores.

For FY 2024 and beyond, there are two main efforts underway for VBMS integration
with ILER:

o Enabling ILER access to VBA disability rating data
« Enabling VBMS automatic access to the Individual Exposure Summary (IES)

For the latter effort, the expected outcome is that VBMS will be able to automatically
determine if a TERA exists.

DS.13 Authoritative Data Sources Integration and Data Quality Improvements in
VA Systems

System: VBMS, ADR | Anticipated Execution: 4 Years |

Development Approach: Custom | Planned Effort

This effort will establish data standardization and interoperability in accordance with
policy, quality, and Veteran-centric, effective data sharing. This initiative will integrate
VA (and by extension DoD) authoritative data sources and services (for example,
MPI, VA Profile, VADIR) in key VA systems and improve interfaces in VA systems for
managing identity, contact information, and military service information. Additionally,
reviewing data that is generated in VA systems will make optimizations that improve
the quality of authoritative data. This data will directly support expedited PACT Act
processing and improved customer service outcomes.

NEW: DS.19 Appeals Data Modernization

System: Caseflow, VACOLS, Appeals Resource Management System (ARMS) |
Anticipated Execution: 2 Years |

Development Approach: Custom | In Progress Effort

The accuracy, reliability, and accessibility of Appeals data will be modernized to
improve the transparency needed for informed decision-making around Appeals data
to benefit the Veteran with faster and more accurate appeal decisions. The Appeals
Data Platform project will deliver a defined platform and authoritative data source to
improve and drive transparency needed for informed decision-making regarding
Appeals data. Data within Caseflow, VACOLS and ARMS will be restructured and
enhanced. Ultimately, this will enable faster, more accurate Appeal decisions.
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NEW: DS.21 Consolidation and Enhancement of Clinical Contact Center for
Veteran and Staff Experience

System: VA Health Connect | Anticipated Execution: 6 Years |

Development Approach: SaaS/PaaS/COTS | In Progress Effort

Historically the 18 Veteran Integrated Service Networks (VISN) had developed
bespoke contact center solutions, resulting in disjointed Veteran and staff experiences
and high nationwide maintenance costs. This modernization effort replaces these
disparate systems with a single enterprise clinical call center and suite of tools for
customer relationship management. Veterans will have a single call center point of
entry to access their VA benefits, health care, and other core services, a consistent
Veteran call center experience, and more streamlined handoffs between relevant call
center staff. For VA, this modernization effort will not only provide a better user
experience for VA staff, but it will enable nationwide call metrics and data analysis for
the first time, allowing for further product refinements and improvements at scale.

To date, VA has rolled out this CRM integration across most VISNs and is continuing
to expand this implementation across the country. In parallel, VA continues to develop
other core services and releasing usability enhancements. When the national rollout
is complete, this effort also includes the decommissioning of the various VISN-specific
solutions.

NEW: DS.22 Adding New Data Management, Discovery, and Analytics
Capabilities to the SDP

System: SDP, HDAP | Anticipated Execution: 5 Years |

Development Approach: PaaS | In Progress Effort

Due to the lack of a central repository where a user could search and find data assets
for reporting or analysis, VA is implementing a data catalog for their SDP, which
ingests data assets to run ML models. A data catalog enables consumers to easily
find and interpret the data, content, metadata, and data models available for analysis
to extract business value, that can be used to improve patient health outcomes.

The SDP team will deliver an integrated ecosystem of interoperable data
management, discovery, and analytics tools that enable evidence-based decision-
making using authoritative data across the enterprise. The goal is to update
Enterprise target state Data capabilities for SDP.

NEW: DS.24 Scalable VA Data Sharing with Enterprise Event Bus

System: Event Bus, Anticipated Execution: 5 Years |

Development Approach: Custom | In Progress Effort

The Enterprise Event Bus is a new VA technology initiative that addresses VA’s
growing challenge of maintaining information spread out across thousands of separate
VA systems. Its “asynchronous event-driven architecture” is a modern approach to
data connectivity that is scalable, efficient, and expedient.

With Enterprise Event Bus as a shared service connecting VA's systems, the systems
that have information about a new change (for example, an updated Veteran address,
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a ratings change, a change in military service status, and so forth) can share that event
to the Event Bus once, and as soon as it happens. Then the Event Bus will handle
broadcasting that information to other systems that have signed up to learn about
those events (for example, updating several systems with a new address, triggering a
mobile notification on eligibility to the Veteran, and so forth). This will enable broader
and more scalable data sharing between VA systems, opportunities for improved
Veteran experiences, and more timely Veteran notifications.

NEW: DS.26 Social Security Number Reduction (SSNR)

Development Approach: Other | In Progress Effort

As the VA'’s system of record regarding Veteran information, the Social Security
Administration (SSA) requires the various data exchanges between VA and outside
systems to include Social Security Numbers (SSN). Efforts to replace the non-essential
use of SSNs and modernize VA identity services with approved replacement IDs [that
is, Integration Control Number (ICN)] are part of benefits system compliance. VA
replacement of SSNs with alternative identifiers on VBA correspondence will be
searchable by employees and enable the upload of documents to repositories using
the replacement of these identifiers in place of SSN/FN. VA will retain some SSN/FN-
related functionality for users with elevated privileges and for select correspondence.
VA efforts affected by the SSNR include:

e NEW: Veteran Education Benefit Tools (VEBT) Online Forms
System: VA.gov | Anticipated Execution: 6-12 Months |
Development Approach: Other | In Progress Effort
To meet identification verification compliance, front-end forms that Veterans
and dependents use to apply for education benefits will be modified to
replace SSNs with alternative identifiers.

e NEW: eMPWR-VA
System: VA.gov | Anticipated Execution: 6-12 Months |
Development Approach: Custom | In Progress Effort
To meet identify verification compliance, eMPWR will be modified to
minimize the use of SSNs for identity verification in the interface with the
US Treasury for benefit payments supporting both the information
gathering and budgetary requirements for Disability Compensation,
Pension, Chapter 31 benefits for Vocational Rehabilitation and Education
Service programs.

e NEW: Common Security Services (CSS)
System: CSS | Anticipated Execution: 3-4 Years (Start Date FY 2026) |
Development Approach: Custom | Planned Effort
To meet identify verification compliance, CSS will be modified to provide
an alternate identification number for VA employee verification required to
authorize access to an array of VA systems.
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e NEW: VBA CRP
System: CRP | Anticipated Execution: 2-3 Years |
Development Approach: Custom | In Progress Effort
To meet identify verification compliance, SSNs
currently maintained in the VBA CRP will be replaced using alternative
identification methods (i.e., ICNs). However, the system will continue to
contain SSNs as needed by the Social Security Administration for limited
use on a limited basis.

e NEW: BEP
System: BEP | Anticipated Execution: 12 Months |
Development Approach: Custom | In Progress Effort
To meet identify verification compliance, VBA will replace SSNs with an
alternative identifier on VBA correspondence, make those alternative
identifiers searchable by employees, and enable the upload of documents
to document repositories using these identifiers as keys in place of
SSN/FN, all while retaining some SSN/FN-related functionality for users
with elevated privileges and select correspondence. To achieve this, limited
modifications may be required to the BEP as supported services are
addressed by the Benefits Integration Services team.

e NEW: BIP
System: BIP | Anticipated Execution: 6-12 Months |
Development Approach: Custom | In Progress Effort
To meet identified verification compliance, SSNs will be reduced in several
BIP platform elements, including storage and load capacity, to properly
support its VA tenants.

e NEW: Federal Case Management Tool (FCMT)
System: FCMT | Anticipated Execution: 12 Months |
Development Approach: Custom | In Progress Effort
To meet compliance, the FCMT user interface SSN field that is used to
register Service members/Veterans and locate their records will be
modified to either mask or replace the SSN with a compatible identifier.

e NEW: Veteran Benefits Management System (VBMS)
System: VBMS | Anticipated Execution: 5 Years |
Development Approach: Custom | In Progress Effort
To meet identified verification compliance, VBMS will fully enable the
removal of SSNs from all outbound correspondence where SSN/FN is not
required for business purposes. SSN/FN will be replaced on
correspondence templates with the MPI ICNor DoD Electronic Data
Interchange — Personal Identifier (EDIPI). This compliance effort will
enable users to search for systems to display ICN/EDIPI for validation of
returned correspondence. Incoming mail will be placed in the eFolder
using the ICN/EDIPI.
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Status: In 2024, VA added ICN and EDIPI throughout the VBMS Ul and
search features. This is prerequisite work to remove SSNs from all VBA
disability compensation and pension letters.

NEW: DS.27 Release of Name and Address-Benefits (RONA-B) Modernization
System: RONA-B (new) | Anticipated Execution: 2-3 Years |

Development Approach: Custom | Planned Effort

The new RONA-B system, housed in the cloud, is the re-platforming effort that will
ultimately support the decommissioning of the VADS, which is a legacy system first
established in the 1960s, as well as replace the functionality in VETSNet-RONA. This
modernization effort will enable users to search for Veteran names and addresses
within specific zip codes, allowing Congressional staffs and Veteran outreach
organizations to identify Veterans with which they want to communicate regarding
Veteran benefits or upcoming changes to legislation that would affect eligibility or
benefits. The modernized RONA-B will provide better data integration from various
VA sources, improving the accuracy of Veteran contact information used for this
purpose.

NEW: DS.28 Clinical Decision Support (CDS) Enhancements

System: CDS | Anticipated Execution: 3 Years | Development Approach:
Custom/COTS | In Progress Effort

The CDS Console effort will enable multiple applications to more easily access data
used to identify Veterans with Toxic Exposure-related conditions through improving
reusable APls. The use of Lighthouse DVP health APIs will enable access to VistA for
real-time patient information including health history, medications, and diagnosed
conditions. These APIs will be integrated with VA’s internal SSO solution to enable a
seamless experience for clinicians while also ensuring Vista access is secured and
limited to those approved to do so. The improvements made through this effort will
provide staff quicker access to data, as well as present the data in a way that
improves the employee experience and enables greater efficiency.

NEW: DS.29 FCMT Enhancements

System: FCMT | Anticipated Execution: 2 Years | Development Approach:
Custom | Planned Effort

System architecture for FCMT will be further improved upon by updating authoritative
data using MPI and VA Profile to obtain the most up-to-date data for Service Members
and Veterans. This effort will also introduce the capability for updates made to
authoritative data to be automated into FCMT. This is critical for FCMT to maintain and
update the latest data so the Service Members and Veteran can be served at the
highest level with the most accurate data possible. A second improvement or
modernization effort for the application will be to implement existing MS Dynamics
platform to latest technology offerings. These tools that are offered in the current suite
of applications will be implemented to ensure that the Business users can readily
access and utilize the product, resulting in quicker response input for the Service
Member and Veteran. By taking advantage of the MS application suite, FCMT can be
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streamlined for quicker and more accurate input, leading to more Service Members
and Veterans receiving care in a timely manner.

FY 2026-27 Modernization Outcome: Single View of the Veteran Journey from
Enlistment to Legacy

Data engineering and infrastructure investment to support the single view of the Veteran
journey from enlistment to memorialization and Survivors benefits.

VA authoritative data sources will be updated and modernized to support the PACT Act
population. These modernization efforts will support the dramatic expansion in benefits,
including the expansion of eligibility for health care benefits, as well as support the
interdependency of data implied by this work. VA will also work to improve its data
sharing with DoD, integrating key PACT Act-related data sources such as deployment
data and the Individual Lifetime Exposure Record into VA systems to enable
streamlined claims processing.

DS.11 Joint Deployment Data Modernization

System: Cross-Functional Capability, including VBMS, VES, VADIR, VA Profile,
and CXI |

Anticipated Execution: 1-2 Years | Development Approach: Custom |

Planned Effort

This effort will utilize modern data handling technologies and use joint data products
to improve the efficiency of data sharing between DoD and VA. Upwards of four data
products are planned within VA for consumption of Veteran information for eligibility,
clinical care, research, and reporting. Use of data products promotes the principles of
establishing a good data custodian, reliability, security, and privacy practices. VA will
partner with DoD on adapting VA data products into joint data sharing products that
are discoverable and accessible to both VA and DoD consumers. This work is a key
enabler for VA PACT Act processing because ultimately this modernized deployment
feed will be an input to claims automation and significantly reduce VA’s need to
manually review military service records for Veterans claiming a PACT Act
presumptive condition.

Future State Modernization Outcome: Positive Reaction to Moments that Matter

Identifying and exploiting analytics opportunities that enable VA to better serve
Veterans.

The efforts outlined below include investments in key data warehouses and platforms
related to benefits that drive VA’s customer service, customer insights, and
improvement opportunities as well as key clinical analytics that serve Veterans and their
beneficiaries impacted by PACT Act.
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DS.7 Al Claim Profiles

System: Cross-Functional Capability (systems to be identified) |

Anticipated Execution: 4-5 Years |

Development Approach: Under Consideration | Planned Effort

Discovery activities for the concept of building claims profiles using Al and ML
capabilities will result in specific development efforts in future years. Claims profiles
could be built by inspecting benefits data, historical claims data, and historical
evidence. Such profiles would help determine the consistency of claims decisions
and allow VA to adjust training, system rules, and processes that would ensure more
accurate, consistent and fair claims determinations. Specific efforts towards this
concept will be described in future plan addendums.

NEW: DS.20 Automatic Accredited Representative Address Synchronization
System: CRP | Anticipated Execution: 2 Years |

Development Approach: Custom | Planned Effort

CRP, in coordination with the Office of General Counsel (OGC) and other
stakeholders, will design and implement an automated POA synchronization
methodology using one or more of the multiple technical approaches that are under
consideration. VBA requires the automatic synchronization of representative
addresses between the VBA CRP and the OGC Accreditation Database.
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5E: Improved Employee Experience and Efficiency

Improving the employee experience enables VA's workforce to be more effective and
efficient throughout the claims process. This section outlines how VA will deliver
systems, products, and tools that result in a better employee experience and more
efficient support to Veterans over the next 5 years. This includes increased training and
job support tools, fast-tracked decision support, streamlined interaction workflow, and
an automation-enabled focus on specialized Veteran support. (See Figure 13)

Note: Efforts marked as “NEW” are assigned to the fiscal year in which they will
commence. While these efforts follow the same numbering convention as those

included in the original plan, they are organized by their scheduled fiscal year of
execution. This may lead to a non-chronological arrangement of effort numbers

throughout section 5.

Improved Employee Experience and Efficiency
FY 2023 FY 2024 FY 2025 FY 2026 FY 2027 Future State

Increase Training and | Improved Decision Support, Streamline and Interaction Automation-enabled Focus on
Job Tool support Awards, Workload Management Workflow Specialized Veteran Support

Figure 13: Improved Employee Experience and Efficiency Outcomes from FY 2023 — FY 2027

FY 2023-24 Modernization Outcome: Increase Training and Job Tool Support
Appropriate training and tools to enable employee efficiency and effectiveness.

Employees decide the outcome of a claim, so ensuring all claims processors have the
appropriate tools and training to do their job efficiently and accurately is essential. This
section focuses on efforts that improve employee training and provide the VA workforce
with tools that reduce time spent on cumbersome, low value tasks, so they can instead
focus their attention on more complex claims and actions. All initiatives in this section
are funded in the FY 2023 appropriations included in the FY 2024 President’s Budget.

EE.1 VBA Attorney Fee Modernization

System: Cross-Functional Capability, including VBMS and eMPWR |
Anticipated Execution: 2-3 Years | Development Approach: Custom |

In Progress Effort

This effort will automate the attorney fee processes for Compensation and Pension,
Education, Veteran Readiness, and Employment and DGIB, all of which are currently
100% manual, including the routing of a claim based on the existence of an attorney
fee. This includes the integration of data between VBMS and Office of Financial
Management (OFM); attorney fee calculation; Summary of the Case (SOC) letter
generation; user notification of award containing an attorney fee withholding; sharing
data between Finance and eMPWR systems; and the creation of eFolder records that
capture the withholding of an attorney fee for historical purposes.

Highlight: VA developed Attorney Fee Modernization capabilities in VBMS and
eMPWR during 2023, with more enhancements and automation expected to continue.
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EE.2 DEMO/VA Training Academy (ACAD) Environment Upgrades and National
Training Usage

System: VBMS | Phase 2 — Data Generator | Development Approach: Custom |
Completed Effort 12/2023

This initiative establishes an enhanced training environment with minimal downtime in
support of the Under Secretary of Benefit's requirement for a 2-week start cadence for
VBMS training. It aims to enhance application systems to mirror the production
environment and use modern data sources to allow new claims processors to practice
on high error rate claims without impacting actual claims or benefits for Veterans.

Outcome of Phase 2: The Scenario Data Generation Tool was created to equip
trainers with the ability to create a more robust and reusable training dataset to
replicate test data. Trainers can now create large amounts of test data in a desired
scenario to match the curriculum students use in the classroom setting. Additional
work in Phase 3 of this effort can be found under EE.9.

EE.3 Fast-track Disability Claims Decisions, Starting with Hypertension

System: VRO, VA.gov, and VBAAP-BTP | Anticipated Execution 2 years |
Development Approach: Custom | In Progress Effort

VA anticipates a substantial amount of hypertension claims as a result of the PACT
Act. In some cases, hypertension-related claims can be processed rapidly as part of
VBA'’s ABD products. The relatively objective regulation criteria for hypertension
claims, combined with the prevalence of existing blood pressure and medication data,
create an opportunity to design and deliver the best possible benefits experience end-
to-end.

This initiative will enable VA to:

e |dentify solutions for multi-issue claims that contain hypertension and can be
decided quickly,

e Discover and connect to data sources for relevant benefits data like health
information and military service history,

e Explore and develop software solutions that improve and speed the claim
development and rating process, and

¢ |dentify claims that will require exams and create exam requests with direct
data.

Elaboration: In December 2021, the Office of ABD started the Automated Decision
Support (ADS) initiative designed to leverage technology to automate administrative
tasks and workflows in the Disability Compensation claim process. ABD’s initial focus
for the ADS technology was directed to the processing of hypertension claims. ADS
product development focuses on establishing proof of concept, prototyping with rapid
process improvement, and piloting to measure success before automated
functionality is released for use in claims processing nationally. All stages of product
development have been completed and ADS functionality was deployed nationally for
hypertension on July 10, 2023. Since the implementation of ADS, claims automation
has impacted over 61,000 claims for increased evaluation or PACT Act presumptive

Page 80 of 121



service connection for hypertension. The average days to complete a hypertension
claim that involved ADS functionality is 142.4 days compared to 167.9 for traditional
processing as of December 12, 2023.

ABD currently has 166 total automated diagnostic codes. In addition to hypertension,
claims for increased evaluation of tinnitus and migraine headaches have been
deployed nationally. ABD is targeting the expansion of automation to 90% of the most
claimed conditions by the end of FY 2025. Additional claimed conditions will be added
through FY 2028 in prioritized fashion.

EE.4 Non-Rating HLR Decision in VBMS Awards

System: VBMS | Anticipated Execution: 6-12 Months |

Development Approach: Custom | In Progress Effort

This effort adds the ability to build a non-rating decision within VBMS Awards with the
option to include a standardized national language, eliminating the requirement for
manual input from the user in every instance. This capability also provides a level of
automation for non-rating higher-level reviews that does not currently exist within a
current system, providing higher quality data so users can more efficiently make
determinations. Additionally, it reduces reliance on multiple systems to create one
action.

Highlight: VA developed the Non-Rating HLR capability in VBMS-Awards in 2023.
Additional enhancements and automation are expected.

EE.5 Digital Transformation Center (DTC) Low Code/No Code Software

Delivery Improvements

System: DTC | Anticipated Execution 1-3 Years |

Development Approach: PaaS | In Progress Effort

The DTC Program provides modern and flexible low code/no code platforms that can
meet business challenges while remaining highly reliable and secure to keep VA
systems running without fail. Low code/no code solutions provide ease of use, rapid
delivery, flexibility, cost-effectiveness, and scalability of VA systems. DTC is migrating
legacy systems to the cloud and is modernizing to a DTC API gateway on cloud
service provider) platforms to build reusable APIls through a consolidated gateway
that will increase efficiency by an estimated 50%. The API gateway will reduce time to
deploy PACT Act related enhancements and increase delivery of innovative
applications when access to quality data exists and is automated.

The average time to automate leveraging the DTC API Gateway end-to-end process
is estimated to be 3 to 6 months instead of 1 year. DTC’s data structure
improvements and platform enhancements will modernize the way VA uses existing
data and will capture PACT Act related information to provide Veterans with benefits.
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EE.6 Quality Management System (QMS) Low Code/No Code Application
Enhancements (Salesforce)

System: QMS Salesforce Application | Anticipated Execution: 1-2 Years |
Development Approach: SaaS/PaaS | In Progress Effort

The QMS Salesforce solution consolidates quality reviews on claims in a single
system and modernizes the claims quality review process. QMS provides a one-stop
shop for quality reporting and analysis, reduces the response time for completing
quality reviews, eliminates local variances in the quality process, reduces the work
effort required to complete and manage quality reviews, and provides comprehensive
quality reporting at the local and national level. To support PACT Act requirements,
VA will make enhancements to existing QMS integrations and the QMS quality score
management capabilities for claims related to toxic exposure.

These enhancements will have a data integration impact from claims management
systems such as the VBMS and an upstream impact due to changes in the BIP 2.0 as
well as other data sources.

EE.8 EDB Modernization

System: EDB (also called IVM) | Anticipated Execution: 7 Years |

Development Approach: Custom | In Progress Effort

EDB, also known as Income Verification Matching (IVM), is a web-based application
used by the Income Verification Division (IVD) to support the mission of collecting and
verifying Veterans’ income information to determine eligibility for medical care from
VA. The strategic goals of EDB modernization include:

e Increasing operating efficiency by eliminating the duplication of efforts by
EDB, resulting in saving an estimated $3 million in annual operating
expenses,

e Providing a better user experience and functionality to improve VA IVM
services to Veterans,

¢ Improving VA Enrollment and Eligibility data accuracy and consistency, as
well as improving VA HEC accuracy of eligibility decisions for Veterans,

e Enhancing VA Enrollment and Eligibility System performance, and

¢ Reducing VA processing errors associated with duplicated and inconsistent
income data.

Status: The anticipated execution for modernization efforts has been extended from 2
to 3 years to 7 years due to the increasing complexity of the work. The
decommissioning of IVM is dependent upon the larger VHA Enroliment system
modernization, described in DS.25.

EE.10 FAS Modernization/ EMPWR-VA

System: eMPWR-VA, FAS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | Completed Effort: 04/07/2023

eMPWR-VA will provide a more resilient, flexible, and robust finance and reporting
capability that allows VA to measure the timeliness and accuracy of a finance
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workload consisting of over 2 million transactions annually that provides accurate and
timely payments of over $100 billion to more than 6 million Veterans annually.
eMPWR-VA will consolidate all Veteran benefit payments and accounting activity into
a single solution, providing greater transparency and access to financial data as well
as metrics to ensure VA is able to maintain an unqualified audit opinion and comply
with all applicable financial data reporting requirements.

Outcome: This effort was completed earlier than previously estimated. The updated
system provides users with a modernized Ul that replaces all transactions and
processing previously completed within the FAS. The result is increased user
efficiency and productivity, as well as improved timeliness of payments to Veterans.

EE.13 eMPWR-VA Integrated Financial and Acquisition Management System
(iFAMS) Integration

System: eMPWR | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort will convert the (eMPWR-VA accounting interface that was developed for
the migration from the Financial Management System (FMS) to iFAMS. It will replace
old FMS technologies with modernized eMPWR-VA accounting interfaces into iFAMS
to improve performance, resiliency, capabilities, and detailed accounting while
enabling retirement of the legacy FMS system.

EE.17 AMA Board Grants and Remands

System: VBMS and Caseflow | Anticipated Execution: 2-3 Years |

Development Approach: Custom | Completed Effort: 03/19/2023

In FY 2022 there were 16,034 AMA grants and remands, each requiring manual
workarounds and extra work. Without system improvements, these claims will
continue to impact routing and Congressional Data Reporting. Modernization enables
accurate tracking and routing of the workload, improving the user experience and
reducing quality errors.

Outcome: This modernization expanded VBMS to allow users to edit AMA Board
Grants and Remand Claim Attributes. This functionality provides accurate tracking
and routing of the workload, as well as improved accuracy.

EE.20 Call Center Robotics Process Automation (RPA) Enhancements

System: RPA | Anticipated Execution: 7 Years |

Development Approach: Custom | In Progress Effort

RPA assists multiple VA programs with automation of manual, repetitive tasks. This
funding currently supports enhancement, operations, and maintenance for call center
automations which are helping to reduce the Veteran wait time for VA staff or
responses from “Ask VA.” To date, VA has delivered five automations under this
effort, facilitating call center access to VBMS data and reducing staff “swivel chairing,”
and providing Veterans with more relevant follow up actions to their Ask VA inquiries.

VA is currently evaluating additional Member Services processes that would benefit
from automation, with the goal of increasing the productivity and accuracy of the
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manual processes the Agents currently have. The bots would create additional
capacity for VA call center agents to handle additional tasks.

Since the last 701(b) Plan communication, additional opportunities for automation
have surfaced in discovery and discussions with partner teams, requiring the
expansion of scope for this effort and ultimately, opportunities for Veteran benefit. PA
will support development and operation of single automations like the Open
Encounter Notification Automation and Enterprise Service Desk routing automation
that improve the efficiency of internal VA operations. PACT funding will provide the
VA RPA Center of Excellence and RPA Platform with the required licenses for
development, maintenance and day-to-day operational activities needed to support
the VA Programs who use it with required governance and security. This support
ensures that RPA processes are scalable to the enterprise level upgrades and
modernizations now required by law. These improvements will be coordinated across
VA to bring platform and automations fully in line with PACT Act mandates.
Implemented as an Enterprise capability, RPA will be available to support the
improvement of other 701b programs and Veteran-facing business processes they
support.

EE.21 Veterans Information Solution (VIS) Enhancements

System: VIS | Anticipated Execution: 8 Years |

Development Approach: Custom | In Progress Effort

VIS is a web-based query application that provides a consolidated view of
comprehensive eligibility and benefits data from VA and DoD. VIS consumes and
presents data from VADIR, enabling authorized users to search records and retrieve
information on the Veteran'’s or service member’s profile or military history; as well as
on certain education benefits, compensation and disability pension ratings and
awards, including dependents who are part of those awards. PACT Act funding will
support platform enhancements and modernizations required to capture related
information needed to comply with the new law that drives any modifications to
VADIR.

EE.31 Workload and Time Reporting System (WATRS) Low Code/No Code
Enhancements (Salesforce)

NEW: System: WATRS Salesforce Application | Anticipated Execution: 1-2
Years | Development Approach: SaaS/PaaS | In Progress Effort

Enhancements will be made to the WATRS Salesforce application which integrates
with the VA Time and Attendance (VATAS) system to satisfy PACT Act driven policy
compliance for time and attendance reporting by VA employees. Currently, leave,
premium, and union time must be entered in both VATAS and WATRS. The planned
integration will eliminate this double entry by employees and support staff, enabling
staff to manage the claims workload and the increase more effectively in claims
volume due to PACT Act filings. This includes Workforce Information Tool (WIT)
enhancements and required integration to ensure employee information in WATRS is
more frequently updated, increasing accuracy and integrity of data in WATRS. The
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result of these enhancements to WATRS integration with VATAS and WIT will
improve the QMS, which is the accountability system for employee work quality.

NEW: EE.32 Contact Center Quality Management System (CCQMS) Low
Code/No Code Enhancements (Salesforce)

System: CCQMS Salesforce Application | Anticipated Execution: 1-2 Years |
Development Approach: SaaS/PaaS | In Progress Effort

The CCQMS application enables quality reviews and audits of Call Centers and
Public Contact Teams (PCTs). It requires enhancements to support the PACT Act
and will result in validated and/or improved quality and accuracy in PACT Act claims
automation. Improved efficiencies and accuracy of quality reviews completed in
CCQMS will directly impact the quality of calls/interviews completed by VA employees
in the NCCs and eventually Public Contact Teams regarding questions or information
on disabilities recognized by PACT Act. These improved efficiencies will ensure the
quality review process is not delayed or slowed due to the increased hiring associated
with the PACT Act.

FY 2024-25 Modernization Outcome: Improved Decision Support, Awards and
Workload Management

Streamlining the workflow into fewer tools.

In the last few years VA has made significant strides in modernizing the awards and
workflow management systems. This section focuses on initiatives that improve the
employee experience related to those awards and workflow modernizations. The efforts
outlined in this section will reduce reliance on legacy system, consolidate capabilities
into fewer tools, and improve the way employees work. Any resourcing requirements
are included in the FY 2024 President’s Budget or will be addressed through either the
application of existing VA resources or the formulation of the President’s Budget.

NEW: EE.7 eMPWR-VA Low Code/No Code MuleSoft Capacity for Interfaces
System: eMPWR | Anticipated Execution: 2 Years |

Development Approach: PaaS | In Progress Effort

eMPWR-VA must scale their MuleSoft integration server size to support the estimated
100% increase in payment activity over pre-PACT levels. eMPWR is the main VA
system which manages benefits payments by verifying eligibility and accuracy while
tracking transaction history and resolving any discrepancies.

EE.9 DEMO/VA Training Academy (ACAD) Environment Upgrades and National
Training Usage: Phase 3 — Additional Integrations

System: VBMS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

Phase 3 of DEMO/ACAD modernization will create enhancements to allow user-
created scenarios that mimic production environments for multiple trainees in systems
VBMS-Core, VBMS-Awards, and VBMS-Ratings. The result is a more practical,
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interactive training product that increases training efficiency, allowing instructors to
spend more time mentoring trainees and less time completing administrative work.
Phase 2 is complete and can be found under EE.2.

EE.11 Printing from VBMS Package Manager

System: VBMS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

Currently, claims processors working remotely must use multiple systems to combine
existing documents for a completed claim into a virtual package that can be printed
and mailed to the Veteran or other specified recipient. This effort will centralize
functionality to allow claims processors to print, send, store, and search letters and
forms in VBMS Package Manager and external to a Veteran’s eFolder file. This effort
will allow users to work 100% remotely and streamline workflow for VA employees.

EE.12 VA DMC/Centralized Accounts Receivable System Integration

System: eMPWR | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort modernizes eMPWR-VA interface with the DMC and implements a real-
time, service-based system to enable the capability to receive payment requests,
adjust payment plans instantaneously, and reconcile funds to reduce delays for the
Veteran. This integration modernizes the interface from batch to real time, improves
accuracy, and reduces discrepancies in reconciliation.

EE.14 eMPWRVA RPA

System: eMPWR | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort develops and implements the functionality for automated payment
processing decisions and workflow routing for such capabilities as Reissuance of
Limited Pay, Committee on Waivers and Compromises Waiver Decisions, Attorney
Fees Disbursements, and Equal Access to Justice Act. UIPath Automation Platform
licenses are required for OFM personnel to use the eMPWR-VA application to support
Workflow Automation.

EE.15 eMPWR-VA Post Payment Modernization Initiative (PMMI)/ Treasury
Interface

System: eMPWR | Anticipated Execution: 2-3 Years |

Development Approach: Custom | Planned Effort

This initiative modernizes the eMPWR-VA interface with the Treasury and the post-
payment process, enabling improved management of post-payment processes
including reconciliation, accuracy, and timeliness of payments for Veterans.
Increasing efficiency will also reduce manual work and reconciliation for return pay
and non-receipts.
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EE.16 Veteran Tracking Application (VTA) Sunsetting and Move Functionality
into VBMS

System: VTA, VBMS | Anticipated Execution: 5 Years |

Development Approach: Custom | In Progress Effort

(Also below labeled: JDES/IDES Integration & VTA Retirement/Sunset)

This effort develops and incorporates VTA functionality and DoD system integration to
VBMS to enable efficient and effective benefits processing and retire the legacy VTA
system. VTA is a joint VA and DoD application that tracks the service member
through the Integrated Disability Evaluation System (IDES) and monitors benefits
applications and administrative details. It is currently set to be decommissioned by the
VA and DoD, requiring the capabilities to process IDES claims to be integrated into
VBMS.

The VTA and associated database support both the VHA and the VBA. VTA tracks
members of the armed forces who will be transferred from a DoD Military Treatment
Facility to a VA health facility in the future or who already have Veteran status.
Because VTA is involved with severely disabled service members as they transition
from service into Veteran status, VTA is a system which directly ties with a Veteran's
service-connected disability rating and the ensuing care and benefits derived from
that disability rating.

As a part of its modernization efforts, VTA functionality is now planned to be migrated
into VBMS as a part of the VBMS modernization roadmap. As a result, there are
additional efforts needed to (1) sustain and enhance VTA until its functionality can be
migrated over, and (2) support the technical aspects of migration.

Status: The anticipated timeframe for this effort changed from 2-3 years to 5 years
due to complexities discovered during assessment of VTA decommissioning.

EE.18 NWQ 2.0

System: VBMS | Anticipated Execution: 2-3 Years |

Development Approach: Custom | In Progress Effort

This effort will enhance NWQ to enable field supervisors and users to manage
workload more effectively, increasing employee efficiency. This effort will establish
which regional offices can request work, including how much and which types of work.
Added functionality will allow immediate recalls of completed work to enable recalled
claims to be sent out again on the same day. Along with constant re-prioritization of
claims within VBMS, immediate recall will allow priority and special project claims to
reach the field sooner.

NEW: EE.22 VBMS and Appeals Help Desk Teams

System: VBMS | Anticipated Execution: 6 Years |

Development Approach: Custom | In Progress Effort

This effort supports capabilities for the VBMS Service Desk and Appeals applications
to effectively perform triage and resolution of problems and issues, resulting in the
enhancement and deployment of defect resolutions. Help desk teams support incident
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tickets from VA production users to resolve issues impacting claims processing times.
The rapid increase in demand for help desk services is due to the increased user
base resulting from the influx of PACT Act-related claims and requires a substantial
and sustained increase in help desk capacity.

NEW: EE.23 Product Optimization (PO) Enhancements

System: VBMS | Anticipated Execution: 6 Years |

Development Approach: Custom | In Progress Effort

PO enhancements provide quarterly OIT support to implement small system
improvements for sustainment and efficiency purposes. It exists within the VBA ABD
division and has a primary mission to optimize the system for end users continually by
incorporating field input to increase efficiency and improve employee experience.

NEW: EE.24 OIT Support for Pension Optimization Initiative (POI)

System: VBMS | Anticipated Execution: 6 Years |

Development Approach: Custom | In Progress Effort

PA, a component of VBMS, is being enhanced as the interim solution for automating
DIC and burial benefits, while a managed services automation solution (POI) is being
developed concurrently. The initial focus of POl will be on pension claims, and there
is potential for POI to address DIC and burial in the future. With critical updates to PA,
VA will continue to provide Veterans and their survivors with benefits quickly and
efficiently.

NEW: EE.26 Draft Rating Approval (DRA) Enhancements

System: VBMS | Anticipated Execution: 2 Years |

Development Approach: Custom | In Progress Effort

This effort will enhance the VBMS Draft Rating Approval Process, which was
previously built to transition from a paper-based process to an electronic process for
reviewing draft decisions that require a second signature in VBMS. While the process
is now fully electronic, further enhancements will improve the experience for end
users with improved keyword search, filtering options, and streamlined workflows for
approvals, providing better accountability for Rating Decision reviewers.

Highlight: VA deployed enhancements in 2024, including improvements in filtering
and sorting. Additional enhancements are expected.

NEW: EE.27 FAST Low Code/No Code Enhancements (Salesforce)

System: FAST Salesforce Application | Anticipated Execution: 1-2 Years |
Development Approach: SaaS/PaaS | In Progress Effort

FAST is a public facing Salesforce solution with a VBA backend management tool to
adjudicate financial accountings by VA-appointed fiduciaries overseeing
Veteran/Beneficiary benefits. FAST enhancements will result in time savings by
reducing required data entry and uploading documents to ensure faster adjudication
of fiduciary activities, reducing delays for Veterans receiving PACT Act related
benefits who have fiduciaries appointed by the VA. The expansion of PACT Act
benefits causes an increase in VA benefits and a potential increase to beneficiaries in
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the Fiduciary Program. To compensate for the potential increase in fiduciary
oversight, Pension and Fiduciary (P&F) Service requests system integration between
FAST and the VBMS. FAST/VBMS integration will automatically transfer, label, and
organize electronic documents to the VBMS eFolder and data from FAST to VBMS,
thereby eliminating the need to manage information between two separate systems.

NEW: EE.28 Fraud Investigation Tool (FIT) Low Code/No Code Integration with
Centralized Mail Portal and Intake (Salesforce)

System: FIT Salesforce Application | Anticipated Execution: 1 Year |
Development Approach: SaaS/PaaS | In Progress Effort

The FIT is used by the VBA OFM to receive, track, review, and process potentially
fraudulent activities. This tool assists OFM in protecting the Veterans and
beneficiaries who are the recipients of malicious activities. Currently, multiple tools
are used to create multiple reports, and data/files are manually sent to OFM for record
creation and upload to FIT. The new integration will automate this process with one
application that quickly scans data and files, providing a single report to OFM. The
increase in PACT Act claims is expected to coincide with a significant increase in
fraudulent activities.

NEW: EE.33 Visitor Engagement and Reporting Application (VERA) Low
Code/No Code Enhancements (Salesforce)

System: VERA Salesforce Application | Anticipated Execution: 1-2 Years |
Development Approach: SaaS/PaaS | In Progress Effort

The VERA is a public-facing portal with a VBA employee backend management tool
used to allow the Veteran to set up either onsite or virtual appointments to speak to
VBA representatives. The application requires enhancements to support the
additional claims processing for PACT Act, which will result in improved efficiencies
and technologies such as SMS, Video Conferencing, and integrations with VBMS.
These enhancements will improve VBA interaction with Veterans or their beneficiaries
regarding PACT Act related questions and/or benefits, as well as support the appeals
process related to PACT Act managed by the Office of Administrative Review (OAR).

NEW: EE.34 Attorney Fee Inventory Tracker (AFIT) Low Code/No Code
Integrations with VBMS (Salesforce)

System: AFIT Salesforce Application | Anticipated Execution: 1-2 Years |
Development Approach: SaaS/PaaS | In Progress Effort

This effort will integrate the AFIT Salesforce application with the VBMS to track and
process attorney fees associated with appeals payments. AFIT will be used for all
agent/attorney fee inventory tracking across all divisions and business lines. The
integrations will enhance AFIT so that attorney fee reviews/payments can be
completed more accurately, efficiently, and quickly. As PACT Act claims increase,
correlating appeals with attorney fees related to PACT Act Disabilities are expected to
increase as well.
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NEW: EE.35 Microsoft Dynamics 365 Customer Relationship Management
(CRM) Low Code/No Code Platform and Governance Support

System: Microsoft Dynamics 365 CRM Applications | Anticipated Execution: 5
Years | Development Approach: SaaS/PaaS | In Progress Effort

Microsoft Dynamics 365 platform and governance support will reduce risk and help
meet current volume addressing PACT Act driven increases in demand. Platform and
governance support will be provided to numerous Dynamics 365 applications,
including FCMT, Telehealth Management Platform, Veterans Enterprise Management
System, Modeling to Learn, Patient Engagement Tracking and Long Term Support
System, Provider Profile Management System, Office of Resolution Management
Diversity and Inclusion, Financial Services Center Data Analytics Services (DAS), and
Beneficiary Travel Self-Service System (BTSSS).

NEW: EE.36 Personnel Security Investigation Portal (PSIP) Low Code/No Code
Integrations with VACABS and USA Staffing (Salesforce)

System: PSIP Salesforce Application | Anticipated Execution: 1-2 Years |
Development Approach: SaaS/PaaS | In Progress Effort

PSIP is a public facing VBA employee backend management tool used to allow the
public to set up on site or virtual appointments to speak to VA representatives.
Changes are planned to integrate the PSIP application with VA Centralized
Adjudication Background Investigation System (VACABS) and USA Staffing
databases/systems. The planned integrations will enhance PSIP by automating
downloads of background investigation reports. As PACT Act claims increase,
contract staffing and onboarding is also anticipated to increase to support the work
being done for PACT Act related claims.

NEW: EE.37 Automation Validation Review Tool (AVRT) Low Code/No Code
Enhancements (Salesforce)

System: AVRT Salesforce Application | Anticipated Execution: 1-2 Years |
Development Approach: SaaS/PaaS | In Progress Effort

AVRT is a Salesforce solution that enables quality reviews and audits of VBA’'s ADS
programs. This effort will enhance AVRT to support PACT Act claims automation,
resulting in improved quality and accuracy of claims automation. Enhancements will
save time by reducing data entry and manual document uploads. Integrations with
AVRT, VBMS, and data feeds provided by PA&I will enable the automatic load, label,
and organization of review candidates for auditors, eliminating the need to navigate
between separate systems.

NEW: EE.38 Compensation & Pension Record Exchange (CAPRI)
Enhancements

System: CAPRI | Anticipated Execution: 1-2 Years |

Development Approach: Custom | In Progress Effort

This effort will enhance the CAPRI system to incorporate functionality from the
Automated Medical Information Exchange (AIME), a VHA computer interface. The
CAPRI system is the bridge between the VHA and VBA, providing online access to
medical data, utilizing CLAIMS as the authentication server for CAPRI users. AIME’s
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older user interface hinders automation of the process and is cumbersome to use.
CAPRI enhancements improve the interface for employees and also provide
extensive reporting capabilities. This improvement in employee experience and
efficiency will help build the rating decision documentation.

NEW: EE.39 Central Administrative Accounting Transaction System (CAATS)
Modernized Debt Management

System: CAATS Anticipated Execution: 1-2 Years |

Development Approach: Custom | In Progress Effort

This effort modernizes and automates debt management activities for Third-Party
Benefit Debts within the CAATS application. Currently the processes in place to
collect and manage Third-Party Benefit Debt are highly manual, inefficient, and
conducted within the VBA RO of jurisdiction. The inefficiencies lead to lack of timely
notices to debtors, long lead times in receiving and processing collections, and non-
compliance with Department of Treasury’s regulatory requirements for referral of
Delinquent Debt to Treasury Offset Program (TOP) and Cross-Servicing (CS).
Increased numbers of awards due to PACT Act are expected to proportionately
increase the number of Third-Party Benefit Debts for impacted beneficiaries. VBA's
Finance Activity within the ROs are not staffed or equipped to keep up with the
associated workload related to this anticipated spike. CAATS Enhanced Debt
Management will automate the collection activities and enable the DMC to take over
the workload. This will improve the overall employee experience and increase
automation of the workload. Ultimately, this will benefit Veterans by improving the
timeliness of debt collection activities and returning the funds to VBA’s mandatory
accounts, freeing those funds to be paid to other entitled Veterans and beneficiaries.

NEW: EE.40: BIP Developer Self Service, Automation, and Software Factory
Enhancements

System: BIP | Anticipated Execution: 4-5 Years | Development Approach:
Custom | In Progress Effort

In FY 2024, BIP will continue to improve the intake process for new teams to begin
work, from months to hours and have standardized processes for delivery, security,
and cost allocation. Over time, the intake process will be shortened to minutes
through a self-service developer portal, named Benefits Innovation Hub (BIH), to
reduce handoffs and wait-time and decrease delays in innovation. As a part of this
evolution, BIP has been certified as an official Custom Development Software Factory
at the VA achieving 5 out of 5 rating for over 90% of the categories and since
certification have closed that gap. The BIP Software Factory will continue to reduce
non-functional requirements and friction points by pushing forward with a Continuous
ATO (CATO), saving valuable time while maintaining a secure service at the VA.
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FY 2026-27 Modernization Outcome: Streamline and Interaction Workflow
Finding information faster and more efficiently.

Arriving at a claim determination is a complex process and many of the tools used to
help employees process claims are cumbersome. This section focuses on initiatives
that improve current products or implement new tools to help employees find the
information they need more easily and quickly, resulting in an improved employee
experience and faster claims decision. Any resourcing requirements will be addressed
through either the application of existing VA resources or the formulation of the
President’s Budget.

EE.19 Rules Based Processing System (RBPS) Replacement

System: VBMS, BEP | Anticipated Execution: 3-4 Years |

Development Approach: Custom | Planned Effort

This effort will replace the Rules Based Processing System RBPS with a modern
system with enhanced business rules that allow for a significant increase in automated
claim decision capabilities with an expanded scope beyond dependency claims. The
expanded scope of the new RBPS platform will allow the business to move away from
reliance on BEP as the sole link between RBPS services and corporate data. In the
new platform, APIs will seamlessly pass data to the rules processing platform.

Highlight: In 2024 VA modernized multiple RBPS APls, which will assist in the
overarching modernization of the platform used for RBPS.

NEW: EE.25 Military Records Research Center (MRRC) Capability Enhancements
(Phase 2,3)

System: VBMS | Anticipated Execution: 2 Years |

Development Approach: Custom | Planned Effort

A fully operational MRRC application is required to provide maximum efficiency for the
claims processing life cycle. MRRC will be enhanced into a fully operational application
to provide maximum efficiency for the claims processing and record repository lifecycle.
VA identified functional enhancements required to increase efficiencies within existing
applications/tools, like MRCC, that are developed to request, track, and respond to field
representatives researching Veteran claims of stressful events, exposure to herbicides
or other chemicals, and/or presence in an area of operations with known toxic exposure
according to historical military records.

Highlight: VA has been developing VBMS enhancements for MRRC in 2024,

principally the ability to request OCR on MRRC documents and search MRRC
documents with Smart Search.
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Future State Modernization Outcome: Automation-enabled Focus on Specialized
Veteran Support

Enhance business processes and Veteran support through event-driven automation.

Automating and maturing event-driven processes will help codify how VA evaluates and
determines service connection for various chronic conditions. The initiatives outlined in
this section will reduce the amount of paperwork and manual processes using
specialized capabilities that enable specialized Veteran Support. Future state refers to
any effort slated to begin in FY 2027 and beyond.
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Section 6: Modernization Funding Estimates

To execute the PACT Act 701(b) IT Modernization roadmap, appropriate
funding must be committed and sustained through the 5-year plan and
beyond.

VA funds portions of the IT modernization related to the increase in claims processing
resulting from the PACT Act using the TEF to ensure successful implementation and
outcomes.

With the passage of the PACT Act in 2022, VA embarked on an unprecedented
expansion of benefits and health care for Veterans and their families. As required by P.
L. 117-168, § 701(b) (known as the PACT Act), VBA and OIT established a partnership
to establish VA's 5-Year IT Modernization Plan to improve efficiency of claims
processing and create more reliable and resilient systems. VA OIT funds parts of the IT
modernization efforts that support the five IT modernization pillars, as listed below:

Improved Veteran Experience.

Increased Efficiency and Accuracy in Claims Processing.
Improved System Architecture and Resiliency.

Improved Data Infrastructure and Use of Data.

Improved Employee Experience and Efficiency.

6A: PACT Act TEF

The purpose of the TEF is to ensure sufficient funding is available to cover costs and
investments associated with providing benefits and health care to Veterans exposed to
environmental hazards, without impacting other areas of Veteran health care and or
eligibility to benefits programs. TEF must be utilized only for purposes within the scope
of the appropriation, (that is, expenses attributable to the delivery of health care,
benefits, and research due to environmental hazards exposure). Inclusion of a project in
this plan does not indicate guaranteed funding with TEF appropriated funds. TEF
funding will be provided when it is reviewed and approved according to VA policy.

6B: TEF Cost Methodology

OIT’s TEF Cost Methodology has been added as Appendix F to Chapter 12 - Toxic
Exposures Fund - Financial Policy Documents (https://department.va.gov/financial-
policy-documents/financial-document/chapter-12-toxic-exposures-fund/) of the VA
Financial Policy.
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6C: Modernization of Benefits Delivery Plan Scope

OIT’s TEF budget request reflects the Federal Chief Information Officer’s key priorities

outlined in the Federal IT Operating Plan by investing in the modernization of IT

systems, tools, and solutions that are necessary to successfully deliver PACT Act
benefits to Veterans. VA's budget made available under the PACT Act seeks to ensure
adequate resources are provided to each Administration and Staff Office to support
implementation. This section reflects a subset of the overarching information technology
TEF spending in support of VA's IT systems modernization efforts. VA's TEF funding
includes the following (see Table 1).

$inThousands py2022.24 = FY2023-27  FY2024-28  FY 2025-29 Ad Total Per
ministration
VHA $34,774 | $3,824,207 | $17,162,000 | $21,500,542 | $42,521,523
VBA $302,018 $482,362 $1,769,000 $1,693,000 $4,246,380
oIT $123,053 $656,000 $1,243,000 $1,363,000 $3,385,053
General
e irative | $40.155 $37.431 $94,000 $94,000 $265,586
BVA $10,328 $700 $4.000 $4.000 $19,028
0GC $4 374 $11.708 $37.733 $37.733 $91,548
HR&A/OSP $11.551 $11.270 $37.347 $37.347 $97,515
OPIA $4 270 $692 $3.500 $3.500 $11,962
OCLA $80 $114 $201 $201 $596
OE| $3.378 $2.510 $3.254 $3.254 $12,396
Office of the
Secretary $144 $224 $190 $190 $748
EQ%T Act $6.030 $10,213 $7.775 $7.775 $31,793
Total $500,000 $5,000,000 $20,268,000 | $24,650,542 $50,418,542

Table 1: VAFY 2022 — FY 2025 PACT Act Funding

The Appendix includes a detailed breakdown of the OIT NON-PAY TEF multi-year
funding estimates per Sub-Project and Sub-Project Activity that are associated with

701(b) modernization efforts.

Department of Veterans Affairs

December 2024
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Appendix

Multi-Year Funding Estimates
The tables below provide detailed Multi-Year Funding Estimates.

Table 2 reflects the Multi-Year Programming estimates submitted in April 2024 in the OIT TEF Spend Plan and, therefore,
will not map directly to all Sub-Projects listed in Section 6 of the 701(b) Modernization Plan update. Each column below
represents a Treasury Appropriation Fund (TAF).

$ in Thousands FY 2022-24 FY 2023-27 FY2024-28 FY 2025-29

DEV $6,250 $2,000 $17,160 $69,707 $95,117

O&M $113,056 $645,123 $1,213,365 $1,266,730 $3,238,274
Enhancement $43,377 $291,656 $416,698 $544,694 $1,296,425
Modernization $20,940 $30,301 $216,532 $164,675 $432,448
Steady-State $48,739 $323,166 $580,135 $557,361 $1,509,401

PAY & ADMIN $3,747 $8,877 $12,475 $27,164 $52,263

Total TEF

Funding $123,053 $656,000 $1,243,000 $1,363,601 $3,385,654

Table 2: VA OIT Multi-Year TEF Funding (Source: OIT MYP FY 2025 — FY 2029 as of March 2023 & OIT TEF Spend Plan — 04/12/2024)
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Table 3 lists the total OIT TEF by TAF funding broken down by total 701(b) funding, total PAY funding, and total non-
701(b) funding. Non-701(b) funding encompasses other sections of the PACT Act legislation, such as section 805.

OIT TEF by TAF ($ in thousands)

FY 2022-24

FY 2023-27

FY 2024-2028

FY 2025-29

TOTAL

701(b) Funding $104,464 $620,979 $1,088,686 $1,182,415 $2,996,544
PAY Funding $3,747 $8,877 $12,475 $27,164 $52,263
Non-701(b) Funding $14,842 $26,144 $141,839 $154,022 $336,847
Total TEF Funding $123,053 $656,000 $1,243,000 $1,363,601 $3,385,654

Table 3: VA OIT Multi-Year TEF by TAF Funding per Type

Table 4 lists the OIT NON-PAY TEF multi-year funding estimate per Sub-Project and Sub-Project Activity that are
associated with 701(b) modernization efforts. The table reflects FY 2023 actual obligations, FY 2024 current estimates,
and the FY 2025 through FY 2027 out-year TEF funding estimates. Note, inclusion of a project in the plan does not
indicate guaranteed funding with TEF appropriated funds. TEF funding will be provided when it is reviewed and approved

according to VA policy.

Sub-Project / Sub-Project Activity

FY 2023

FY 2024

FY 2025

FY 2026

FY 2027

(Actual)

(Planned)

(Planned)

(Planned)

(Planned)

Project

Appeals Processing Sub-Project $20,138,407 | $30,614,230 | $56,368,000 | $50,256,000 | $47,867,000
Appeals Modernization — Board of

Veterans’ Appeals (ARMS) $0 $0 $2,750,000 $239,000 $251,000
Appeals Modernization — Board of

Veterans’ Appeals (BVA VACOLS)*

*Caseflow was under BVA VACOLS through $20,138,407 | $30,614,230 | $51,340,000 $0 $0

FY 25. In FY 26, Caseflow is moved to its own *

activity.

Appeals Modernization — Board of

Veterans' Appeals (Caseflow) $0 $0 $2,278,000 | $50,017,000 | $47,616,000
Application Delivery Infrastructure Sub- | ¢44 543 615 | $4,605,000 | $4,605,000 | $4,700,000 | $4,900,000
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. . . . FY 2023 FY 2024 FY 2025 FY 2026 FY 2027
R e (Actual) (Planned) (Planned) (Planned) (Planned)
Data Interoperability $10,213,615 | $4,605,000 $4,605,000 $4,700,000 $4,900,000
BTSSS Sub-Project $3,604,633 | $1,709,849 $0 $0 $0
(BTSSS) $3,604,633 $1,709,849 $0 $0 $0
Benefits Cloud Platform Sub-Project $12,518,082 | $24,297,660 | $25,741,000 | $24,923,000 | $27,414,000
BIP $12,518,082 | $24,297,660 | $25,741,000 | $24,923,000 | $27,414,000
Ef;}c:;:s Infrastructure Services Sub- $43,378,354 | $46,747,362 $101 ,352,00 $79,044,000 | $55,275,000
BEP $14,974,042 | $13,299,933 | $40,829,000 | $25,362,000 | $22,481,000
CSS $7,428,874 | $6,108,273 $5,677,000 $2,202,000 $2,422,000
VBA Corporate Database (CRP) $20,975,438 | $27,339,156 | $54,546,000 | $52,380,000 | $30,372,000
Ef;}‘:‘zzs Payment Modernization Sub- | ¢9 070 136 | $27,202,505 | $37,085,000 | $25,792,000 | $23,661,000
Enterprise Management of Payments,
Workload, and Reporting (eMPWR-VA) $9,070,136 | $27,292,595 | $37,085,000 | $25,792,000 | $23,661,000
CDSC Sub-Project $4,000,000 | $20,381,000 | $6,615,000 | $10,100,000 | $7,504,000
Clinical Decision Support Console $4,000,000 | $20,381,000 | $6,615,000 | $10,100,000 [ $7,504,000
Contact Center Knowledge Management
Systems Sub-Project $0 $7,129,571 $6,726,563 $2,000,000 $2,100,000
KMS $0 $7,129,571 $6,726,563 $2,000,000 $2,100,000
g:’;}tei‘;t Center Support Systems Sub- | ¢>4 749 021 | $36,400,742 | $29,792,070 | $5,513,000 | $5,770,000
Omnichannel — Chatbot $21,749,021 | $19,256,300 | $19,652,247 $0 $0
VEIS $0 $17,144,442 | $10,139,823 | $5,513,000 | $5,770,000
CDW Sub-Project $7,607,897 | $50,610,937 | $63,332,000 | $19,960,000 | $20,900,000
CDW $7,607,897 | $50,610,937 | $63,332,000 | $19,960,000 | $20,900,000
Customer Feedback Sub-Project $0 $1,500,000 | $6,920,989 | $13,506,000 | $14,181,000
Veterans Signals (VSignals) $0 $1,500,000 $6,920,989 | $13,506,000 | $14,181,000
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FY 2023

FY 2024

FY 2025

FY 2026

FY 2027

Sub-Project / Sub-Project Activity

(Actual)

(Planned)

(Planned)

(Planned)

(Planned)

Data Access Services (DAS) Sub-Project | $7,096,603 $511,000 $798,000 | $10,917,000 | $11,244,000
DAS $7,096,603 $511,000 $798,000 $10,917,000 | $11,244,000
Data Integration Sub-Project $0 $5,255,768 | $5,773,000 $0 $0
VIERS $0 $5,255,768 $5,773,000 $0 $0
Data Science Architecture Sub-Project $0 $511,000 $400,000 $27,437,000 | $4,930,000
Data Science Architecture $0 $511,000 $400,000 $27,437,000 | $4,930,000
DevSecOps Tools Enclave (DTE) Sub-

Project P (DTE) $0 $2,449,962 $0 $0 $0
DTE $2,449,962 $0 $0 $0
Digital Experience — Benefits Sub-

Prgj oot T $0 $14,676,914 $0 $0 $0
ABD $14,676,914 $0 $0 $0
Digital Gl Bill Sub-Project $0 $5,924,529 | $5,574,000 $0 $0
Digital Gl Bill $0 $5,924,529 $0 $0 $0
VEBT (Formerly Gl Bill Comparison Tool) $0 $0 $5,574,000 $0 $0
Digital Identity and Access Sub-Project $0 $41,166,539 | $92,848,000 | $34,585,000 | $36,314,000
ID.ME $0 $13,293,916 | $14,000,000 $0 $0
Identity Credential and Access

Management NextGen $0 $6,318,539 | $58,000,000 | $34,585,000 | $36,314,000
Login.gov $0 $21,554,084 | $20,848,000 $0 $0
Digital Self-Service Tools Sub-Project $0 $12,062,520 | $9,790,000 $0 $0
VA.gov — ENP $0 $12,062,520 | $9,790,000 $0 $0
DVP Sub-Project $4,343,078 | $25,456,879 | $9,915,000 | $7,577,000 | $7,805,000
DVP $4,343,078 | $25,456,879 | $9,915,000 $7,577,000 $7,805,000
Disability Examination Sub-Project $0 $20,153,166 | $16,866,500 | $12,050,000 | $12,655,000
CLAIMS $0 $1,162,683 | $1,563,000 | $2,410,000 | $2,532,000
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. . iy FY 2023 FY 2024 FY 2025 FY 2026 FY 2027
R e (Actual) (Planned) (Planned) (Planned) (Planned)
Compensation and Pension Record
Interchange (CAPRI) $0 $9,495,242 | $12,179,000 | $9,640,000 | $10,123,000
VistA — CAPRI: Automated Medical
Information Exchange $0 $9,495.242 | §$3,124,500 $0 $0
Exposure Screening Sub-Project $0 $0 $0 $2,300,000 | $2,415,000
Toxic Exposure Screening Tool $0 $0 $0 $2,300,000 | $2,415,000
GitHub Business Cloud (GHBC) Sub-
Project $0 $11,624,000 | $11,624,000 $0 $0
GHBC $0 $11,624,000 | $11,624,000 $0 $0
ﬂfjj';';tnata and Analytics Platform Sub- | ¢5 459 778 | $19,108,706 | $24,810,000 | $14,410,000 | $14,800,000
Health Data and Analytics Platform $5,429,778 | $19,108,706 | $24,810,000 | $14,410,000 | $14,800,000
HDR Il Sub-Project $1,044,872 | $11,948,694 | $12,384,000 | $3,110,000 $3,300,000
HDR I $1,044,872 | $11,948,694 | $12,384,000 | $3,110,000 $3,300,000
';fc‘:’j';gtE"g'b"'ty and Enrollment Sub- | ¢34 466 998 | $42,700,676 | $31,999,058 | $57,818,000 | $56,769,000
ADR $0 $1,219,223 $2,425,000 $3,500,000 $3,800,000
EDB $0 $4,059,387 $6,500,000 $3,900,000 $4,030,000
Veterans Health Administration Enrollment | g3 055 508 | §34,453790 | $20,324,058 | $48,267,000 | $46,573,000
SyStem (VES) b ) ) ) ) ) ) ) ) )
VistA — Enrollment Application System $0 $2,968,276 | $2,750,000 | $2,151,000 | $2,366,000
Housing Grants Sub-Project $0 $13,675,350 $0 $0 $0
SAH/SHA) $0 $13,675,350 $0 $0 $0
Identity and Access Sub-Project $0 $6,414,000 | $6,413,881 $6,730,000 | $7,071,000
Identity and Access Management Program $0 $6.414.000 | $6.413 881 $6.730.000 | $7.071.000

Support Services
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Sub-Project / Sub-Project Activity

FY 2023

FY 2024

FY 2025

FY 2026

FY 2027

ITIN DTC API Development and Support

(Actual)

(Planned)

(Planned)

(Planned)

(Planned)

Sub-Project $15,975,778 | $15,147,077 $0 $15,395,000 | $16,307,000
DTC $15,975,778 | $15,147,077 $0 $15,395,000 | $16,307,000
ITIN Mulesoft Application/API

Development and Support & ITIN

MuIeSoF:‘t License DisFt)lgbution Sub- &L UG AL e A e &L
Project

VA MuleSoft GovCloud Platform Benefits $0 $10,141,000 | $10,141,000 $0 $0

ITIN Salesforce APl Development,

Support, and Licensing Sug-Project o LB o e o
Salesforce Application Cloud $0 $18,894,000 $0 $0 $0
Legacy Claims Processing Sub-Project $2,325,365 | $6,845,985 | $11,686,000 | $13,965,000 | $14,586,000
VETSNET $2,325,365 | $6,845,985 | $11,686,000 | $13,965,000 | $14,586,000
Life Insurance Benefits Sub-Project $0 $2,340,714 $0 $0 $0
LIPAS $0 $2,340,714 $0 $0 $0
Military History Data Sub-Project $4,373,774 | $7,204,412 | $4,211,000 | $1,475,000 | $1,531,000
Interagency Longitudinal Exposure Record $0 $938,915 $1,113,000 | $1,150,000 | $1,181,000
VADIR $4,373,774 $6,265,497 $3,098,000 $325,000 $350,000
“P"r‘;?:stp‘pp"cat'°"s and Platforms Sub- $0 $17,852,000 | $1,175,057 | $637,000 | $656,000
VA Flagship Mobile Application $0 $17,234,000 $0 $0 $0
Veterans ldentification Card $0 $618,000 $1,175,057 $637,000 $656,000
RPA Sub-Project $6,549,406 | $12,924,824 | $13,275,000 | $10,350,000 | $10,750,000
RPA Platform $6,549,406 | $12,924,824 | $13,275,000 | $10,350,000 | $10,750,000
SQUARES Sub-Project $0 $6,500,000 $0 $5,100,000 $5,500,000
SQUARES $0 $6,500,000 $0 $5,100,000 $5,500,000
VA Discharge Sub-Project $0 $2,325,365 | $10,016,000 | $4,820,000 $5,062,000
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. . - FY 2023 FY 2024 FY 2025 FY 2026 FY 2027
R e (Actual) (Planned) (Planned) (Planned) (Planned)
VADS $0 $2,325,365 | $10,016,000 | $4,820,000 | $5,062,000
VA MuleSoft GovCloud Platform Sub-
Project $0 $0 $10,141,000 $0 $0
VA MuleSoft GovCloud Platform Benefits $0 $0 $10,141,000 $0 $0
VBA Contact Centers Sub-Project $19,067,266 | $15,536,462 | $12,996,242 | $10,364,000 | $8,756,000
CRM UD-O $19,067,266 | $12,836,801 | $10,053,242 | $5,364,000 | $5,633,000
Education Call Center (ECC) Customer
Relationship Management (CRM) (ECC $0 $2,699,661 $2,943,000 | $5,000,000 | $3,123,000
CRM)
VBA Data Analytics Sub-Project $999,904 | $14,591,062 | $5,988,000 | $12,630,000 | $10,797,000
VD3 $999,904 | $14,591,062 | $5,988,000 | $12,630,000 | $10,797,000
VBA Data Analytics Sub-Project $0 $3,392,560 | $30,107,000 | $29,240,000 | $29,615,000
VD2 $0 $3,392,560 | $30,107,000 | $29,240,000 | $29,615,000
VEO Contact Centers Sub-Project $2,879,175 | $3,541,453 | $8,296,544 $0 $0
WHHL $2,879,175 | $3,541,453 | $8,296,544 $0 $0
Veteran Readiness and Employment
(VR&E) Sub-Project $5,269,668 | $6,132,804 | $6,275,000 $0 $0
CWINRS $0 $1,521,935 | $3,864,000 $0 $0
FCMT $0 $912,135 $0 $0 $0
Quality Assurance Web Application
(QAWEB) $0 $0 $2,411,000 $0 $0
Veteran Readiness and Employment Case
Management Solution $3,933.875 | $3,698,734 $0 $0 $0
Veterans Tracking Application (VTA) $1,335,793 $0 $0 $0 $0
VEHETED ST BT E AT (2 $0 $8,553,000 | $23,064,000 | $46,505,000 | $25,703,000

Sub-Project
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. . . . FY 2023 FY 2024 FY 2025 FY 2026 FY 2027
DA R e (Actual) (Planned) (Planned) (Planned) (Planned)
SAH/SHA $0 $8,553,000 | $23,064,000 | $46,505,000 | $25,703,000
Veterans Benefits Management Sub- $207,529,47 | $238,058,00 | $292,538,00 | $306,238,00

. $96,700,952
Project 3 0 0 0
VBMS $96.,700,952 $207,229,47 $238,858,00 $292,g>38,00 $306,g38,00
Veterans Customer Experience & Data
and Analytics Sub-Project $19,412,815 | $52,255,643 | $50,247,000 | $27,500,000 | $29,235,000
CxDW $18,877,052 | $4,966,925 $4,005,000 $0 $0
SDP $0 $28,178,142 | $27,196,000 | $18,800,000 | $20,110,000
VA Profile $535,762 $19,110,575 | $19,046,000 | $8,700,000 | $9,125,000
VIRP Sub-Project $2,158,161 | $1,886,839 $0 $0 $0
Veterans Integrated Registries Platform $2,158,161 | $1,886,839 $0 $0 $0
VHA Contact Centers Sub-Project $39,151,355 | $68,244,102 | $86,334,893 | $40,807,000 | $42,753,000
CommCare-CRM $0 $6,289,848 $7,354,122 $6,405,000 $6,725,000
MS CRM $9,948,626 $4,886,755 $6,862,631 $3,032,000 $3,123,000
VAHC Customer Relationship
Management(CRM) $17,915,043 | $40,753,394 | $52,968,698 | $10,670,000 | $11,470,000
VCL $0 $1,248,365 $7,500,000 $3,000,000 $3,150,000
VET-HOME - CRM) $11,287,686 | $11,705,538 | $6,632,115 | $12,000,000 | $12,300,000
WVCC $0 $3,360,202 | $5,017,327 | $5,700,000 | $5,985,000
VHA Growth Sub-Project $0 $399,937 $286,000 $0 $0
HEC $0 $399,937 $286,000 $0 $0
VHA Patient Advocate and Veteran
Inquiry Capability Sub-Project $0 $8,537,326 | $1,812,073 | $3,605,000 | $3,713,000
Ask VA $0 $8,537,326 $1,812,073 $3,605,000 $3,713,000
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Sub-Project / Sub-Project Activity

FY 2023

FY 2024

FY 2025

FY 2026

FY 2027

(Actual)

(Planned)

(HEIE);

(HEE);

(Planned)

LG A ECH A LI T - $41,246,829 $1°1’§98’41 $86,165,000 | $16,698,000 | $12,939,000
Project 3 3 t) ) t) ) t) )

My HealtheVet (MHV) $0 $12,492,915 $0 $0 $0
VA.gov $41,246,829 | $84,590,263 | $86,165,000 | $16,698,000 | $12,939,000
Virtual Agent — Chatbot $0 $4,915,240

Table 4: OIT Multi-Year TEF Funding by Sub-Project and Sub-Project Activity
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System Disposition Status
The tables below indicate the disposition status of a system at the end of a specific fiscal year.

Definitions of Disposition Status

Upon completion of retirement activities, the system is decommissioned, which is designated as a
milestone (point in time). No additional funding is expended on this system.

Encapsulate data and functions in the application and make them available as services via an API to
leverage and extend the application features and value.

Decommission

Encapsulate
Enhance Enhancements are made to continually satisfy emerging business needs and refresh technologies.

New Development New application development for primarily new requirements (features/functions) not currently met.

Restructure and optimize existing code without changing its external behavior to remove technical debt,
improve scalability, and improve nonfunctional attributes and structure of the component.

Redeploy (lift and shift) the application component to other (physical, virtual, or cloud) infrastructure
Rehost without recompiling, modifying the application code, or modifying its features and functions. No change to
the technology stack.

Replace — repurchasing, “drop and shop” — eliminate the former application component and replace it,

Refactor

Replace ) . )
taking new requirements and needs into account.
Make minimal changes to code to adapt to the new platform/service, but do not change the code
Replatform . . .
structure or the features and functions it provides.
The period in which activities are performed to remove all system resources from the network. This
Retire includes, but is not limited to servers, application software, databases, interfaces, websites, service
accounts, backup services, monitoring services, security scans, and domain names, as well as revoking
certificates.
Sustain Keep the system operational. This includes upgrading from older versions of technology if it does not

include additional enhancements or functionalities to the system.
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Total Systems Planned to be Decommissioned by Fiscal Year

FY 2023
5

FY 2024

3

4

FY 2025

FY 2026

4

FY 2027
4

Benefits, Appeals and Memorial Systems Portfolio

System or Service Name

Benefits Delivery Network

Benefits Enterprise Platform

Benefits Gateway Service

Benefits Integration Platform

Benefits Security Services

Burial Operations Support
System - Enterprise

Business Intelligence National
Cemetery Administration (NCA)

Caseflow

CLAIMS

FY 2024

Sustain

Modernize-Rehost

Sustain

Enhance

Modernize-
Refactor

Modernize-Replace

Enhance

Enhance

Sustain

FY 2025

Sustain, Retire,
Decommission

Modernize-Rehost,
Modernize-
Refactor

Sustain

Enhance

Modernize-
Refactor, Sustain

Modernize-Replace

Enhance
Enhance

Sustain
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FY 2026

FY 2027

Modernize-
Refactor

Retire,
Decommission

Enhance,
Modernize-
Refactor

Sustain

Modernize-
Replace, Retire,
Decommission

Enhance
Enhance, Sustain

Sustain

Modernize-Refactor

Modernize-Refactor,
Enhance

Sustain

Decommission

Enhance, Sustain

Sustain

Sustain




System or Service Name FY 2024 FY 2025 FY 2026 FY 2027

Modernize-Rehost,

: Sustain Sustain
Sustain

Common Security Services Modernize-Rehost

Compensation and Pension

Sustain Sustain Sustain Sustain
Record Interchange

eFolder Modernize- Sustain Sustain Sustain
Refactor

Modernize-
Modernize- Replatform, Modernize-
Replatform Modernize- Refactor, Sustain
Refactor

Corporate Database Sustain

Corporate WINRS Sustain Sustain Sustain Sustain

Modernize-
Digital Gl Bill Encapsulate, Sustain Sustain Sustain
Sustain

Document Generator Sustain Sustain Sustain Sustain

Enterprise Management of
Payments, Workload, and Sustain Sustain Sustain Sustain
Reporting

Exam Management Sustain Sustain Sustain Sustain

Federal Case Management Tool Sustain Sustain Sustain Sustain

ecommission

Flight, On-the-job training,
Correspondence, Apprenticeship
System

Sustain, Modernize- Retire,
Modernize-Replace Replace, Retire Decommission
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System or Service Name FY 2024 FY 2025 FY 2026 FY 2027

Integrated Benefits Service Sustain Sustain Sustain Sustain

Memorial Benefits Management

Enhance Enhance Enhance Enhance
System

Memorial Enterprise Letters Sustain Su_stam,
Modernize-Replace

Modernize-Replace Retire, Decommission

Modern Awards Processing - Retire,
Development Decommission

Modernize-

Sustain Sustain Sustain
Refactor

National Work Queue

Package Manager Sustain Sustain Sustain Sustain

Paper Mail Conversion and

Sustain Sustain Sustain Sustain
Management System

PC Generated Letters Sustain Sustain Sustain Sustain

Pension Automation Sustain Sustain Sustain Sustain

Personnel Information Exchange

Sustain Sustain Sustain Sustain
System

Presidential Memorial Certificate Sustain Retlrg, . _—
Decommission

Readiness and Employment

Sustain Sustain Sustain Sustain
System

Records Research Center Sustain Sustain Sustain Sustain

Request of Name and Address Sustain Sustain Sustain Sustain
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System or Service Name

Share

Special Adapted Housing /
Special Housing Adaptation

Statement of the

Case/Supplemental SOC

The Image Management System

VBA Automation Platform

VBA Data Warehouse

Veterans Appeals Locator

System

Veterans Assistance Discharge

System

Veterans Benefits Management

System

Veterans Legacy Memorial

Veterans Service Network

VistA CAPRI - Automated
Medical Information Exchange

Web Enabled Approval
Management System/ WEAMS

Public

FY 2024
Modernize-Replace

Sustain,
Modernize-Replace

Sustain
Sustain
Enhance
Sustain

Retire

Sustain,
Modernize-
Refactor

Modernize-
Refactor

Enhance

Modernize-
Replatform

Sustain

Modernize-Replace

FY 2025
Modernize-Replace

Modernize-
Replace, Enhance

Sustain,
Modernize-Replace

Sustain
Enhance
Sustain

Retire

Modernize-
Refactor

Modernize-
Refactor

Enhance

Modernize-
Replatform

Sustain

Modernize-Replace
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FY 2026

Modernize-Replace

Enhance

Modernize-
Replace, Retire

Sustain, Retire,
Decommission

Enhance
Sustain

Retire

Modernize-
Refactor

Modernize-
Refactor

Enhance

Modernize-
Replatform

Sustain

Modernize-
Replace, Retire,
Decommission

FY 2027

Modernize-Replace,
Retire

Enhance

Decommission

Enhance

Sustain, Modernize-
Replatform

Retire, Decommission

Modernize-Refactor,
Sustain

Modernize-Refactor

Enhance, Sustain

Modernize-Replatform

Sustain




Web Automated Verification of

Enroliment

System or Service Name

Work Queue

FY 2024 FY 2025

Sustain Sustain

Sustain Sustain

Work Study Management System [\/{eXo CTEaTFL R ST o] E LTI\ (Yo [T {3 [F-2-8 ST F 1ol

Corporate Portfolio
System or Service Name

Integrated Financial Acquisition
Management System

Beneficiary Travel Self-Service

System

Corporate Data Warehouse

Customer Relationship
Management Unified Desktop

Optimization

Data Access Services

Digital Veterans Platform

Education Call Center Customer
Relationship Management

FY 2024 FY 2025

Enhance Enhance

Sustain Sustain

Sustain,
Modernize-
Refactor

Modernize-
Refactor, Enhance

Modernize Modernize

Sustain Sustain

Enhance Enhance

Modernize- .
Sustain

Encapsulate
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FY 2026

Sustain

Sustain

Modernize-

Replace, Retire,
Decommission

FY 2026

Enhance

Sustain

Enhance

Modernize

Sustain

Enhance

Sustain

FY 2027

Sustain

Sustain

FY 2027

Enhance

Sustain

Enhance

Modernize

Sustain

Enhance

Sustain




System or Service Name

Enrolliment Database

Enterprise Veterans Self Service

Health Data and Analytics
Platform

Health Data Repository

Legacy VA.gov

Lighthouse Delivery
Infrastructure

Robotics Process Automation

Salesforce - VA Lighthouse API
Support

Summit Data Platform

VA Informatics and Computing
Infrastructure

VA Knowledge Management
System - eGain

VA Profile

FY 2024

Sustain

Modernize-Replace

Enhance

Modernize-
Replatform,
Sustain

Sustain

Enhance

Enhance

Enhance

Enhance

Sustain

Sustain

Enhance

FY 2025
Sustain

Modernize-
Replace, Retire

Sustain

Sustain

Sustain

Enhance

Enhance

Enhance

Enhance

Sustain

Sustain

Enhance
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FY 2026

Sustain

Decommission

Sustain

Sustain

Sustain

Enhance

Enhance

Enhance

Enhance

Sustain

Sustain

Enhance

FY 2027

Sustain

Sustain

Sustain

Sustain

Enhance

Enhance

Enhance

Enhance, Sustain

Sustain

Sustain

Enhance




System or Service Name

VA.gov

VA/DoD ldentity Repository

Veteran Exposure Team-Health
Outcomes Military Exposures

Veteran Identity/Eligibility
Reporting System

Veterans Experience Integration
Solution

Veterans Health Administration
Enrollment System

Veterans Information Solution

Veterans Signals

Veterans Tracking Application

VEText (Text Message
Appointment Reminders)

VistA - Enrollment Application
System

VA Customer Experience Service
Recovery Platform (formerly
White House VA Hotline)

FY 2024

Enhance

Sustain

Modernize-
Encapsulate

Modernize-
Replatform

Sustain

Modernize-
Refactor

Sustain

Sustain

Sustain

Enhance

Sustain

Sustain

FY 2025 FY 2026 FY 2027

Enhance Enhance Enhance

Sustain Sustain Sustain
Modernize- Modernize- Modernize-

Encapsulate Encapsulate Encapsulate, Enhance

Sustain Sustain Sustain
Modernize-

Refactor

Modernize-

Refactor Modernize-Refactor

Sustain Sustain Sustain

Sustain Sustain Sustain

Sustain Sustain Sustain

Enhance Enhance Enhance

Sustain Sustain Sustain

Sustain Sustain Sustain
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Health Portfolio

System or Service Name FY 2024 FY 2025 FY 2026 FY 2027
Veterans Data Integration and
Federation Enterprise Platform

Veterans Health Information
Systems and Technology Sustain Sustain Sustain Sustain
Architecture

Sustain Sustain Sustain Sustain

Product Engineering

System or Service Name FY 2023 FY 2024 FY 2025 FY 2026
Modernize-

My HealtheVet Modernize Sustain R Sustain
eplatform

Salesforce Contact Center

Quality Management System Sustain Sustain Sustain Sustain

(SF-CCQMS)

Technology and Platform Technology
System or Service Name FY 2023 FY 2024 FY 2025 FY 2026

Dynamics 365 for Government Sustain Sustain Sustain Sustain
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Acronym Definitions

Acronym  Definition

ABD Automated Benefits Delivery

ACAD Academy

ADG Automated Document Generator

ADS Automated Decision Support

AFIT Attorney Fee Inventory Tracker

Al Atrtificial Intelligence

AIM Automated Issue Management

AMA Appeals Modernization Act

AMIE Automated Medical Information Exchange
API Application Program Interface

ATO Authority to Operate

AVRT Automation Validation Review Tool

AWS Amazon Web Services

BAM Benefits, Appeals and Memorials

BAT Benefit Automation Testing

BDS Benefits Discovery Service

BDN Benefits Delivery Network

BEP Benefits Enterprise Platform

Bl Business Intelligence

BIH Benefits Innovation Hub

BIP Benefits Integration Platform

BIS Benefits Integration Services

BFI Batch File Import

BTSSS Beneficiary Travel Self-Service System
C&P Compensation & Pension

CAATS Central Administrative Accounting Transaction System
CAPRI Compensation & Pension Record Exchange
CATO Continuous ATO

ccccC Community Care Contact Center

CCQMS Contact Center Quality Management System
CDS Clinical Decision Support

CommCare- Community Care CRM

CRM

COE Center of Excellence

coP Common Operating Picture

COTS Commercial Off-The-Shelf

CRM Customer Relationship Management

CRM UD-O Customer Relationship Management Unified Desktop Optimization
CRP Corporate Database

CS Cross-Servicing
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Acronym  Definition

CSP Cloud Service Provider

CSS Common Security Services

CX Customer Experience

CxDW Customer Experience Data Warehouse

CXIl Customer Experience Insights

CWINRS Corporate Waco, Indianapolis, Newark, Roanoke, Seattle System
DAS Data Access Service

DAS Data Analytics Services

DBQ Disability Benefits Questionnaire

DEMO Demonstration

DGIB Digital Gl Bill

DIC Dependency and Indemnity Compensation

DMC Debt Management Center

DMDC Defense Manpower Data Center

DMS Department of Management Services

DoD Department of Defense

DRA Draft Rating Approval

DTS Digital Transformation Center

DVA (Local/State) Department of Veteran Affairs

DVP Digital Veterans Platform

E&E Eligibility and Enrollment

EAJA Equal Access to Justice Act

EAS Enroliment Application System

eBenefits Electronic Benefits

EC2 Elastic Compute Cloud

EDB Enroliment Database System

EDIPI Electronic Data Interchange — Personal Identifier
eFolder Veteran's Electronic Claims Folder

EHR Electronic Health Record

EKS Elastic Kubernetes Service

EMACS Measuring Veteran Experiences Across the Enterprise
eMPWR Enterprise Management of Payments, Workload, and Reporting
EMS Exam Management System

ENP Enterprise Notification Platform

ESR Enroliment System Redesign

EVA Electronic Virtual Assistant

EVRE Education, Veteran Readiness, and Employment
EVSS Enterprise Veteran’s Self-Service

FAQ Frequently Asked Question

FAS Financial Accounting System

FAST Fiduciary Accounting Submission Tool

FCMT Federal Case Management Tool
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Acronym

 Definition

Fid or FID Final Investment Decision

FIT Fraud Investigation Tool

FMS Financial Management System

FSC Financial Services Center

FTI Federal Tax Information

FY Fiscal Year

GFE Government Furnished Equipment

GL General Ledger

GOTS Government Off-The-Shelf

HAIMS Health Artifact and Image Management Solution
HDAP Health Data and Analytics Platform

HDR Health Data Repository

HEC Health Eligibility Center

HLR Higher Level Review

IAM Identity and Access Management

ICN Integration Control Number

ID Digital Identity

IDES Integrated Disability Evaluation System

IES Individual Exposure Summary

IFAMS Integrated Financial and Administrative Management System
IGA Identity Governance & Administration

ILER Individual Longitudinal Records

IP Intellectual Property (of VA)

IRA Interactive Rating Assist

IT Information Technology

IVD Income Verification Division

IVM Income Verification Matching

JV-STEP Establish Joint Veteran State and Territory Eligibility Portal
KMS Knowledge Management System

LHDI Lighthouse Delivery Infrastructure

LIPAS Life Insurance Policy Administration System
MAP-D Modern Award Processing Development
MBMS Memorial Benefits Management System
MBMS Multimedia Broadcast Multicast Services
MDEO Medical Disability Examination Office

MEE Military Environmental Exposures

MFA Multi-factor Authentication

MHV My HealtheVet

ML Machine Learning

MPI Master Person Index

MRRC Military Records Research Center

MS CRM Member Services Customer Relationship Management
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Acronym
MTF

 Definition
Military Treatment Facility

MTL Modeling to Learn

MTTR Mean Time to Resolve

MyVA411 1-800-MyVA411 (1-800-698-2411)
NCA National Cemetery Administration

NCC National Call Center

NIST National Institute of Standards and Technology
NLU Natural Language Understanding

NOD Notice of Disagreement

NWQ National Work Queue

OAR Office of Administrative Review

OBl Office of Business Integration

OCR Optical Character Recognition

OCTO Office of the Chief Technology Officer
ODM Operation Decision Manager

OFM Office of Financial Management

OGC Office of General Counsel

OoIT Office of Information and Technology
ORMDI Office of Resolution Management Diversity and Inclusion
P&F Pension and Fiduciary

PA Pension Automation

PaaS Platform as a Service

PACT Act Promise to Address Comprehensive Toxics Act
PA&I Performance Analysis and Integrity

PC Personal Computer

PCGL Personal Computer Generated Letters
PCPs Primary Care Providers

PCT Public Contact Teams

PDF Portable Document Format

PETALS Patient Engagement Tracking and Long Term Support System
PMMI Post Payment Modernization Initiative
PO Product Optimization

POA Power of Attorney

POI Pension Optimization Initiative

PPMS Provider Profile Management System
PSIP Personnel Security Investigation Portal
QAWEB Quality Assurance Web Application
QMs Quality Management System

RBPS Rules Based Processing System

RDS Remote Desktop Service

RO Regional Office

RONAB Release of Name and Address-Benefits
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 Definition

RPA Robotics Process Automation

RRC Records Research Center

RRD Rapid Ready for Decision

RVSR/RVSRS | Rating Veterans Service Representatives

SaaS Software as a Service

SAH Special Adaptive Housing

SAH/SHA Special Adaptive Housing and Special Housing Adaptation

SDG Scenario Data Generation

SDP Summit Data Platform

SEP Stakeholder Enterprise Portal

SHA Special Housing Adaptation

SHARE The SHARE application allows regional office employees to inquiry
against legacy information

SME Subject Matter Expert

SOC Statement of the Case

SSA Social Security Administration

SSN Social Security Number

SSNR Social Security Number Reduction

SSO Single Sign-On

SOC/ SSOC Statement of Case/Secondary Statement of Case

SQUARES Status Query and Response Exchange System

STR Service Treatment Record

SDP Summit Data Platform

TAF Treasury Appropriation Fund

TEF Cost of War Toxic Exposures Fund

TERA Toxic Exposure Risk Activities

TIMS The Image Management System

TMP Telehealth Management Platform

TOP Treasury Offset Program

Ul User Interface

UX User Experience

VA The U.S. Department of Veterans Affairs

VACABS VA Centralized Adjudication Background Investigation System

VA CX SRP VA Customer Experience System Recovery Platform

VADIR VA DoD Information Repository

VADS Veterans Assistance Discharge System

VAHC VA Health Connect

VAMC VA Medical Center

VANotify Veterans Affairs Notify

VASRD Veterans Affairs Schedule for Rating Disabilities

VATAS VA Time and Attendance

VBA Veterans Benefits Administration
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Acronym  Definition

VBMS Veterans Benefits Management System

VCL Veteran Crisis Line

VCLMf Veterans Crisis Line Medoraforce

VD2 VBA Data Warehouse 2

VD3 VBA Data Warehouse 3 - Performance Analysis and Integrity
(PA&l) Business Intelligence analytic tool

VEBT Veteran Education Benefit Tools

VEIS Veteran Experience Integration Solution

VEMS Veterans Enterprise Management System

VEO Veterans Experience Office

VERA Visitor Engagement and Reporting Application

VES Veteran Experience Services

VEText Veteran Text Message Appointment Reminders

VET-HOME Veterans Exposure Team-Health Outcomes Military Exposures

VETSNet or Veterans Service Network

VETSNET

VFSP Veterans Facing Service Platform

VHA Veterans Health Administration

VICTARS Veterans Insurance Claims Tracking and Reporting System

ViC Veterans ldentification Card

VIERS Veteran Identity/Eligibility Reporting System

VINCI VA Informatics and Computing Infrastructure

VIS Veterans Information Solution

VISN Veteran Integrated Service Networks

VistA or Veterans Health Information System Technology Architecture

VISTA

VistA REE Vista Registration and Enrollment

VR&E Veterans Readiness and Employment

VRO Virtual Regional Offices

VSignals Veteran Signals

VSO Veteran Service Organization

VSR Veteran Service Representative

VTA Veterans Tracking Application

VVA Virtual VA

WATRS Workload and Time Reporting System

WINRS Waco, Indianapolis, Newark, Roanoke, and Seattle

WIT Workforce Information Tool

WRAP Workload Reporting and Productivity

WvCC Women’s Veteran Contact Center
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