
eBenefits Liaisons at Regional Offices and National Call Centers

Issue: The Benefits Assistance Service (BAS) reviewed current processes and found that there is an increase of complaints from the public contact employees located at the Regional Offices (ROs), National Call Centers (NCCs), and Health Resource Center (HRC).  Currently, the team has no authority to communicate directly with field offices to disseminate general information or to address complaints.  

The BAS is proposing the establishment of an eBenefits Liaison at each RO and NCC as a collateral duty. Under the supervision of their management, the eBenefits Liaison will be the point of contact for managing eBenefits related-issues and disseminating eBenefits information to public contact employees at their office. 
Background: The eBenefits self-service portal was implemented in October 2009 and currently has over one million plus registered users. The number of registered users is expected to rapidly increase due to the March 2012 deployment of the Department of Defense (DoD) online DS Logon 2.0 self-service registration.  As a way to efficiently manage the rapid growth of eBenefits and its increased usage, Benefits Assistance Service (BAS) established an eBenefits Team in April 2012.  

The eBenefits team has received the following complaints regarding eBenefits:

· intermittent complaints from the HRC regarding public contact employees not assisting Veterans with in-person proofing to obtain an eBenefits premium account.  Complaints from the HRC are forwarded to the Office of Field Operations (OFO) for resolution.  BAS has offered quarterly refresher training to address this issue, however, HRC continues to receive complaints from Veterans.   

· claims status information is shown incorrectly in eBenefits due to items not being tracked in MAPD.  National call centers call volume has increased due to claims status complaints.

· DMDC call volume has increased due to VA personnel reporting DS logon technical problems and Veterans reporting incorrect claims status in eBenefits. The Department of Defense Manpower Center (DMDC) primary role is to manage DS Logon.  

Recommendations: To efficiently and effectively manage eBenefits, the eBenefits Team suggests the following recommendations:

· ROs and NCCs should appoint a primary and secondary eBenefits Liaison to maintain communication continuity.

· eBenefits Liaison will be responsible for maintaining a working-knowledge of eBenefits features, registration methods, and DoD’s DS Access Station.  
· The eBenefits Team will forward complaints directly to the Liaison and OFO.  Under management guidance, the Liaison will address the complaint.  

· The eBenefits Liaison works with regional office management to ensure MAPD items are tracked to reduce eBenefits claims status complaints.

· The eBenefits Team will notifiy the Liaisons of major DS Logon technical problems to reduce the volume of DMDC calls from VA personnel.

· The eBenefits Team will conduct quarterly eBenefits feature release training to public contact and national call centers.

· eBenefits Liaison meetings will be scheduled, as needed, to discuss matters involving eBenefits.

· The eBenefits Team will create an eBenefits Liaison contact listing displayed on BAS website.  ROs and NCCs should forward personnel changes to the eBenefits Team mailbox at VAVBAWAS/CO/BAS/EBENEFITS. 

· The eBenefits Team will develop a Standard Operating Procedures (SOPs) to provide guidance to employees serving in this position.

· The eBenefits Team will create a Sharepoint site for the purpose of improving communication between BAS and the field. 

· For reference purposes, the eBenefits Liaison position and responsibilities will be included in the M27-1.  

Prepared by Benefits Assistance Service

May 7, 2012













PAGE  

