
ASSESSMENT COMPLEX

DECISION PRE-QUALIFICATION SIMPLIFIED ASSESSMENT SIMPLIFIED

PRE-QUALIFICATION COMPLEX 

INTAKE

5
2

C
.

~0.5%

START
DECISION

FED REVIEWER
Reviews the Application 
Recommendation and 

Prepare Recommendation 
Report

40/120/90

FED REVIEWER
Reviews the Application 
Recommendation and 

Prepare Recommendation 
Report

20/90/60

Approval

Denial

Agree with 
recommendation?N 3%

VET 
Respond?

Y 95%

VOSB
  Provide 

Clarification 
Documents

5 Days

Additional Docs 
needed?

LA/ASSESSOR
Reviews and 

resubmits

FED REVIEWER
Provide explanation 
of disagreement and 
adjust Determination 
Report for Director as 

needed

20/60/30

N 80%

LA/ASSESSOR
Contact Applicant to 
provide additional 

data

Y 20%

20/60/30

5/15/10

N 5%

FED REVIEWER
Re-evaluate the 

recommendation,  reviews 
R4R decisions, and adjust 
Recommendation Report 

as needed

10/30/20

Site Visit 
Requested?

RISK TEAM
Conduct Site Visit

5/10/7 Days

$2400-$2800

FED REVIEWER
Read Site Visit Report

25/35/30

Agree with 
recommendation?

DIRECTOR
Review Letter 

3/15/8

DIRECTOR
Provide Fed Reviewer 

the explanation of 
disagreement

3/10/5

DIRECTOR
Phone Call to Fed 

Reviewer to Resolve 
issue

3/10/5

~0.5%

1/10/3

Y 99%

Y 0.5%

RISK TEAM
Process Site Visit 

findings

SYSTEM
Automatic 

Notification of the 
Applicant

0 Min

Denial?

N

Request for 
Reconsideration (R4R)?Y 50%

N 50%

EXIT

OGC
Full Review of 

Application 

60 Days

Y

MyVA VERIFICATION PROCESS MODEL

N 1%

VOSB

LEGAL ANALYST / 
ASSESSOR

FED REVIEWER

INTAKE TEAM

OGC

SYSTEM

DIRECTOR
Sign Letter 

MyVA Model
Version 1.0
05/12/2016

RISK TEAM / 
FED RESOURCE

Make decision to 
proceed with Site 

Visit

Proceed with Site 
Visit?

Y 95%

N 5%

Pre or Post? Pre 0.5%

Post 99.5%

5/30/15

30/120/60

10/60/15

FED REVIEW 
COORDINATOR

CASE ANALYST

RISK TEAM

Agree with re-
assessment?

N 5%

N 99.5%

TEAM LEAD / 
PORTFOLIO MANAGER

Portfolio Manager
Assigns case to 

Assessor or 
Analyst. Records in 

VCMS 

Federal Review 
Coordinator

Assign case to PM. 

Records in VCMS 

Case Analyst
Conduct PQA 

interview

Case Analyst
Reviews 

preliminary PQA 
report to guide 

interview

PRE-QUALIFICATION
SIMPLE

20/50/35

Case Analyst
Sends exit email with 

suspense date; follows up 
with call

Case Analyst
Attempts call but does not 
reach Vet; leaves message

5/15/10

1 email and 1 call

ASSESSMENT
SIMPLIFIED

*Note: Consultation may occur between Case 
Analyst and Assessor without formal escalation 
30% of the time. (10/60/20)

10/20/15

Federal Review 

Coordinator

Assigns to Fed 
Reviewer

8/15/10

200.1

201.1 201.2

202.1

600.1
601.D 601.2

602.D 603.D
603.1

603.2603.3
604.D

604.1

604.2

604.3

605.D

605.1

604.0

607.D Y 95%

Y 97%

608.D
608.3

608.1 608.2

608.4

609.D

610.D

610.1

610.E

606.2

606.D 606.1

90 series: Reverification
100 series: Intake
200 series: PQA Simple
300 series: PQA Complex 
400 series: Assessment Simple
500 series: Assessment Complex
600 series: Decision

NUMBER LEGEND

200.0

600.0

600.4

600.3

606.3

Admin Removal

CALL CENTER / 
HELP DESK

Reach 
Vet?

N 10%

Y 90%

5/15/10

Vet 
responds?

N 1%

Y 99%

Case Analyst
Create PRRR CRR

202.1

5/10/8

Case Analyst
CA completes 

PQA report

15/30/25

202.2

Issues found? Y 10%

Case Analyst / 
Team Lead

Consults with Team Lead 
on need to escalate

10/60/20

203.1

Case Analyst
CA requests 

documentation to fix 
issues identified

5/15/10

204.1

70 %

Vet seeks 
clarification? Y 20%

Case Analyst
Answers Vet's 

questions

15/30/20

205.1 205.2

Team Lead/
Portfolio 
Manager
Call Vet 

Vet 
Uploads PQA fix 

Docs

Case Analyst
Reviews 

corrections

25/55/40

207.D
Corrections 
sufficient?

Y 95%
N 5%

Case Analyst
Submits no-issue 
report to VOSB 
with request to 

upload remaining 
required 

documents

25/40/30

207.2

Case Analyst
Notifies Vet that 
the correction is 

insufficient

207.1

Vet responds with 
remaining docs?

208.1

Y 95%

VOSB 
Uploads all 

required 
documents

LA/ASSESSOR
Conducts PQA interview based on 
initial Assessment. Identifies any 

potential issues. Gets clarification, 
if needed.

PRE-
QUALIFICATION

COMPLEX

24/60/42

24/60/42

10/30/20

LA/ASSESSOR
Sends exit email with 

suspense date; 
follows up with call

LA/ASSESSOR
Attempts call but does 
not reach Vet; leaves 

message

5/15/10

3 attempts over 3 days

VET 
Responds?

301.0

301.1
301.3

301.2

301.4

300.0

LA/ASSESSOR
Reviews all the 

public research and 
PQA documents; 

creates preliminary 
PQA report to guide 

interview

Reach Vet?

N 10%

Y 90%

N 1%

Y 99%

LA/ASSESSOR
Creates PRRR 

CCCR

302.1

5/10/8

LA/ASSESSOR
Completes PQA report

306.1

Case Analyst
Reviews all 

documents and 
prepares case 

notes.

400.1

60/90/70

Clarifying 
Docs Needed?

Y 50%

N 50% 

Case Analyst
Requests that Vet 

provide 
Clarification 

Documents (call/
email) 

400.3

60/90/70

Vet Requests 
Escalation?

Y 0.5%

N 99.5% 

Case Analyst
Consults with 
TL to answer 

VOSB concern

401.1

10/20/15

400

1/3/2 days

12/36/18

LA/ASSESSOR
LA reviews 

documentation, 
updates case Notes

Adminstrative 

Removal

N 90%

Case Analyst
Notifies the VOSB that 

the application is 
complete 

10/20/15

Documents 
sufficient?

N 20%

209.2

Case Analyst
Reviews 

documents 
submitted, and 
confirms docs

15/40/30
Y 80%

Case Analyst
Notifies VOSB that 
documents are still 

needed

209.1

2/5/4

START
ASSESSMENT

SIMPLE

400

Case Analyst
Reaches back to 

Vet (x2)

10/25/15 days

208.3

Case Analyst
Sends exit email 
with suspense 

date; follows up 
with call

5/15/10

208.4

Case Analyst
Creates RDRR 
CCCR report

5/10/8

208.5

Case Analyst
Reaches back to 

Vet (x2)

1 email and 1 

call

206.1
Case Analyst

Sends exit email with 
suspense date; 

follows up with call

5/15/10

206.2

Case Analyst
Creates PIRR 
CCCR report

206.3

N 80%

N 5%

Y 95%

Y 95%

N 5%

Adminstrative 

Removal

TL/PM   
escalates case

Go to 
303.1

Y 30 %

Adminstrative 

Removal

Issues 
Found?

25/50/40
303.0

LA/ASSESSOR
Submits no-issue 

report to VOSB with 
request to upload 

remaining required 
documents

25/40/30

 

10/25/15 days

LA/ASSESSOR
Reaches back to 

Vet (x2)

5/15/10

LA/ASSESSOR
Sends exit email 

with suspense date; 
follows up with call

Vet responds 
with remaining 

docs?

5/10/8

LA/ASSESSOR
Creates RDRR CCR 

report

VOSB
VOSB uploads all 

required 
documents

1/3/2 days

307.1

15/40/30

307.1

LA/ASSESSOR
Reviews documents 

submitted, and 
confirms docs

Documents 
sufficient?

5/10/8

LA/ASSESSOR
Notifies the VOSB 

that the application 
is complete

START
ASSESSMENT

COMPLEX

500.0

12/36/18

LA/ASSESSOR
Notifies VOSB that 
documents are still 

needed

LA/ASSESSOR
Reviews case 
received in 
escalation

10/60/20

303.1

LA/ASSESSOR
Requests 

documentation to fix 
issues identified in 

PQA report

5/15/10

303.2

Vet seeks 
clarification?

.5/2/1 days

304.2

15/60/24

304.1

LA/ASSESSOR
 Answers Vet's 

questions

FED REVIEWER
Calls VOSB to 
resolve issue

15/40/30

304.3

 N 10 %Y 20%

Vet 
Uploads PQA fix 

Docs

N 80%

Y 90%

Y 10%

5%

LA/ASSESSOR
Reviews 

corrections 95%Corrections 
sufficient?

LA/ASSESSOR
Notifies Vet that 

correction is 
insufficent

N 5 %

N 90%

Y 80%

N 20%

Adminstrative 

Removal

95%

N 5%
LA/ASSESSOR

Reaches back to 
Vet (x2)

LA/ASSESSOR
Sends exit email 
with suspense 

date; follows up 
with call

LA/ASSESSOR
Creates RDRR 
CCCR report

305.1 305.2

15/25/10 days / 10/25/15 days 10/30/20 / 5/15/10 5/10/8

Case Analyst
Write-up the 

Determination 
Recommendation for 
Approved & prepare 
Approval documents, 
and Apply Risk Scores 

TBD.  

403.1

15/30/25

1/3/2 days

Team Lead/
Portfolio 
Manager

Handles Vet  
concern

401.2

10/20/15

Team Lead/
Portfolio 
Manager

 Assigns to FRC 
to resolve 

VOSB concerns

401.3

10/20/15

Vet Uploads 
clarifying 

docsuments?

Case Analyst
Reach back twice

402.1

10/20/15 days

Case Analyst
Reviews 

documentation, 
updates CTF

400.2

20/45/30

Sufficient?

Case Analyst
Sends exit email with 

suspense date; follows 
up with call

402.2

5/10/15

402.3

5/10/8

Approve/
Escalate?

Team Lead/
Portfolio Manager 

Reviews entire case to 
ensure no issues missed 

(20% of cases) 

404.2

45/90/60

Portfolio Manager 
PFM reviews draft 

letter for typos and 
notifies CC that case is 
ready for Fed Review

5/15/10

404.3

Approve 85%

Portfolio Manager 
PFM assigns case to 

Federal Review 
Coordinator (FRC)

2/10/5

404.4

START
DECISION

600

Case Analyst
Creates CDRR CCCR

 N 5%

Case Analyst
Consults with TL 

regarding escalation 

403.2

15/25/20

Team Lead/
Portfolio Manager

Reassigns to LA

404.1

5/10/8

 Escalate 15%

Y 95%

N 10%

Y 90%

Go to 
500.2

Adminstrative 

Removal

*Note: Case Analyst may receive call from 
Veteran anytime during the Assessment phase. 
(5/20/10)

N 0.25%

Vet Uploads 
clarifying 

docsuments?

START 
ASSESSMENT

COMPLEX

LA/ASSESSOR
LA reviews all 

documents and 
prepares case 

notes. 

60/120/90

Clarifying 
Docs Needed?

500.1

500
LA/ASSESSOR

LA requests that Vet provide 
Clarification Documents 

(call/email) 

24/60/48

500.2

FED REVIEWER
Review of Case 
and responds to 

Veteran

Veteran 
Requests 

Escalation?

LA/ASSESSOR
LA consults with 

TL to answer 
VOSB concern

501.1

TL/PM
TL assigns to FRC 

who resolves VOSB 
concerns

501.2 501.3

N .5%Y 50% Y 1%

Y .5%

Y 0.25%

25/50/35

Approve/
PRF?

PRF 15%

LA/ASSESSOR
LA Write-up the 
Determination 

Recommendation 
for PRF and Prepare 

PRF Documents. 

25/50/35

503.3

FED REVIEWER
Federal Review of 

case

503.4

60/120/90

LA/ASSESSOR
LA Sends 

Notification about 
PRF Status to VOSB

5/15/10

503.5

LA/ASSESSOR
Assessor calls VOSB 
to discuss the PRF 

issues.

10/40/30

503.6

Contacts 
Vet

N 5%

VOSB
VOSB Submits 
PRF Election 

Form

LA/ASSESSOR
LA reach back 

twice, 

2/7/5 days

505.1

Veteran 
Requests 

Escalation?

LA/ASSESSOR
LA prepares denial 
recommendation 
and documents 

505.2

FED REVIEWER
TL assigns to FRC 
to resolve VOSB 

concerns

LA/ASSESSOR
LA consults with 

TL to answer 
VOSB concern

2/10/5

LA/ASSESSOR
LA reach back 

twice, 

502.1

LA/ASSESSOR
LA sends exit email with 
suspense date; follows 

up with call, 

5/10/15

502.2

LA/ASSESSOR
LA creates CDRR 

CCCR

5/10/8

502.3

10/20/15

Adminstrative 

Removal

N 1%Y 99%

LA/ASSESSOR
LA Write-up the 
Determination 

Recommendation for 
Approved & prepare 

Approval documents, and 
Apply Risk Scores TBD.  

15/30/25

503.1

START
DECISION

600

TL/PM
Reviews case 

and draft letter

Corrections 
needed?

TL/PM
Assigns to FRCN 99%

503.2 504.1

Approval 85%

Y 95% START
DECISION

Y 1%

VOSB
Vet provides 
Documents 

requested in PRF

.5/5/2 days

LA/ASSESSOR
LA send Final PRF 

email

508.1

Withdraw/
provide data/

denial?
Withdraws 4%

Provide Data 95% 

LA/ASSESSOR
LA reviews 
documents

15/35/20

PRF Issues 
Corrected 

VOSB
VOSB 

withdraws

N 99%

VOSB
VOSB 

chooses 
Denial

1%

LA/ASSESSOR
LA prepares denial 
recommendation 
and documents 

START
DECISION

Y 95% Go to 503.1

24/54/36

10/20/15

506.1506.2

10/20/15

30/60/45

507.1

N 5%

Withdraws 96%

LA/ASSESSOR
LA prepares denial 
recommendation 
and documents 

START
DECISION

Withdraw/
provide data/

denial?

VOSB
VOSB Submits 
PRF Election 

Form

VOSB
Vet provides 
Documents 

requested in PRF

4%

.5/5/2 days

LA/ASSESSOR
LA reviews 
documents

PRF Issues 
Corrected 

15/35/20

Y 50 %

Go to 503.1

N 50 %

25/50/35

25/50/35

5/15/10

10/25/15

10/25/15

*Note: Legal Analyst/Assessor may receive call 
from Veteran anytime during the Assessment 
phase. (5/20/10)

5/15/10

20/45/30

5/10/8

10/30/15

*Note: in 10% of cases Veteran may need help 
from Case Analyst during the Prequalification 
phase. 
(10/20/15)

25/45/35

Y 95%

*Note: in 10% of cases Veteran 
may need help from Legal 
Analyst during the 
Prequalification phase. 
(10/20/15)

60/120/90

5 mins

Case Analyst 

Checks  BIRLS/
EPLS. 

START

VOSB
Goes to 

VIP.vetbiz.gov 
and creates user 

account 

VOSB 
Responds?

PRE-QUALIFICATION 
COMPLEX

2 mins

5/10/8

Intake TL
Assign VOSB 

to Intake 
Team 

Member

5/8/10 25/60/35

VOSB
Start application 

by entering 
0877 

information for 
all owners until 

100% 

5/15/10

VOSB wants 
Webinar?

Webinar/
Counselor

120.1

Y 60%

5/15/10

5/15/10

Admin 

Removal

SYSTEM
Send email to 
Intake Team 
alerting new 

VOSB account

5/8/10

Issues?

N 80%

Case Analyst
Contacts VOSB

1/3/2

Contact 
Made?

N 20%

Case Analyst
Explains BIRLS/

EPLS Issues

10/20/15

Y
80%

Y 20%

(2nd attempt)
20%

Issues 
Resolved?

Y 80 %

Portfolio Manager
Assigns to Case 

Analyst for 
PreScreening

Escalated?

LA/Assessor
Notifies VOSB via email/

call to schedule 
appointment for PQA 

interview

Y 10%

N 90%

Case Analyst
Notifies VOSB via email/

call to schedule 
appointment for PQA 

interview

PRE-QUALIFICATION 
SIMPLIFIED

5/10/8

Federal Review 
Coordinator

Pulls all new applications 
and distributes to Portfolio 

Manager  

5/15/10

100.S 101.S
101.0 101.1 101.2

102.D

102.S

105.1

106.2 106.3 107.D

108.1
112.D

110.2

300.0

200.0

N 99.5%

SYSTEM
Send account 
creation email 

to VOSB

VOSB
Confirms email 

address 

VOSB confirms 
email address?

100.E Exit

100.D

Intake Team
Welcome 

Call Attempt

Contact 
Made?

Intake Team
Welcome 

Call & 
checklist

SYSTEM
Send account 

activation 

email to VOSB

VOSB Logs 
Into Account?

Exit

Y 95%

103.D

103.1

N 5%
3/15/10

SYSTEM
Create 

Business and 
Owner Record/

Sends E-
signature email 

to all owners

All owners 
Signed?

VOSB
Login to update application 
Uploads required Pre-Qual 
documents and hits submit 

when complete

Y 
95%

Y 98%

N 2% N 40%

Exit

N 5%

102.0

VOSB hits 
submit?

SYSTEM
Notifies all 

owners that 
0877 process is 

complete

Exit

N 5%

Y 95%

105.D

105.E

103.E

SYSTEM
Create verification 

record. Update status to 

“intake”

105.S

Application remains 

dormant

Case Analyst
Completes 

PWRRR, Uploads 
into VCMS and 

completes Admin 
Withdrawal

Case Analyst
Performs public 

research; perform 
Pre-qual screening. 
Check profile issues. 

Review PQ docs, 
0877, public research 
sand annotates CTF

65/135/97

5/10/8

109.1

Case Analyst
Updates CTF; 

consults with TL/
PM for possible 

escalation  

Portfolio 
Manager

Reviews case for 
possible 

escalation

5/15/10

107.2
107.3

110.D

Case Analyst
Set Appointment for PQA 

Interview

5/15/10

Case Analyst
Completes PRRR, 

Uploads into VCMS and 
completes Admin 

Withdrawal

Y 99%

N 1%

5/10/8

112.2

112.1

VOSB 
Responds?

LA/Assessor
Set Appointment for PQA 

Interview

5/15/10

Y 99%

N 1%

5/10/8

111.1

Admin 

Removal

LA/Assessor
Completes PRRR, Uploads 
into VCMS and completes 

Admin Withdrawal

5/10/8

111.2

110.1

5/10/8

N 40%

Special 
Handling FED REVIEWER

Keeps case to 
Decision

Y .5%

N 20 %

8/16/12 hrs

Go to 
604.0

Webinar

123.2
123.D

123.3

VOSB has issues 
scheduling/

locating

VOSB
Contacts Counselor 

VOSB
Indicates interest in 

Counselor 

N 98%

Intake  Team
Assists VOSB to 

locate 
Counselor

Y 2%

123.1

Y 
100%

Exit

5/10/13

Intake Team
120 Day Manual 

Email sent to 
VOSB describing 

welcome call 
process/Checks 

that 120 day 
notification 
went out to 

VOSB/date and 
time.

7 mins

90.0

VOSB 
Responds?

90.D

Reverification

Go to 
103.D

Y 50%

Intake Team
Schedule and 

conducts 
Welcome Call, 

change status to 
REV from REG

90.1

7 mins

90.2

VOSB 
Responds?

91.D

Go to 
103.D

Y 50%

Intake Team
Schedule and 

conducts 
Welcome Call, 

change status to 
REV from REG

5/15/10

91.1

Intake Team
90 Day Manual 
Email sent to 

VOSB describing 
welcome call 

process/Checks 
that 90 day 
notification 
went out to 

VOSB/date and 
time.

N 50%

Intake Team
60 Day Manual 
Email sent to 

VOSB describing 
welcome call 

process/Checks 
that 60 day 
notification 
went out to 

VOSB/date and 
time./Call VOSB 

to schedule 
Welcome Call

12 mins

N 50%

12 mins

VOSB 
Responds?

92.D

Go to 
103.DY 75%

Intake Team
Schedule and 

conducts 
Welcome Call, 

change status to 
REV from REG

5/15/10

92.1

Intake Team
30 Day Manual 
Email sent to 

VOSB describing 
welcome call 

process/ Checks 
that 30 day 
notification 
went out to 

VOSB/date and 
time./

VOSB 
Responds?

Go to 
103.D

Y 75%

Intake Team
Schedule and 

conducts 
Welcome Call, 

change status to 
REV from REG

N 25%

VOSB Submits 
Reverification prior 

to expiration?

Go to 
103.D

Y 50%

N 50%

SYSTEM
Expires 

business and 
disables 

business rep 
account(s)

N 25%

VOSB
Attempts 
to login 

SYSTEM
Provides pop-

up account 
disabled 

message and 
to contact 
help desk

VOSB 
contacts Help 

Desk

N 2%

Intake Team
Conducts 

Welcome Call, 
enables all 
accounts

Go to 
103.D

VOSB wants 
to register 

Help Desk
Conducts warm 

transfer to 
Intake Team

Help Desk
Assist VOSB with 
issues/ concerns 

or questions

N 10%

Y 98%
Y 90%

91.2

92.2
93.D

93.1

94.D

94.194.S
95.S

95.D

95.E

96.D

96.1

96.2 96.3

7 mins

5/15/10

5/15/10

5/15/10

5 mins

10 mins

5/15/10

Exit

Counselor

Y 60%

FED 
REVIEWER

Calls VOSB to 
resolve issue

N 5%
N 2.5%

Y 2.5% Y 2.5%

15/40/30

Team Lead/
Portfolio 
Manager

Call Arranges 
for Fed to call 

VOSB

N 50%

N 99%

LA/ASSESSOR
LA Review of the 

findings & drafting 
response to VOSB

QUALITY REVIEW
Reviews OGC 

recommendations 
and provides 
guidance to 

Director

FED REVIEWER
Re-evaluate the 

recommendation,  reviews 
R4R decisions, and adjust 
Recommendation Report 

as needed

Agree with OGC 
recommendation?

Go to 604.0

Y 99.5%

QUALITY REVIEW

.5%

10/30/2060/360/120

100.0
101.D

103.S

104.D

104.E

104.S104.1

106.D
106.1

107.1

107.2

108.D

109.D

111.D

111.AR

112.AR

123.E

201.D

202.D

202.AR

203.D 204.D 205.D 205.3

206.D

206.AR

206.4

208.D

208.2 209.D

301.D

302.D

302.AR

303.D
304.D

305.D
305.3

305.AR

306.D

306.2

307.D

307.2 307.3

307.2

308.D

308.1

308.2

400.D 401.D

402.D403.D

404.D

402.AR

600

500.D 501.D501.0

502.D

502.AR

503.D 504.D

505.D

600

506.D

506.3

507.D
507.2 507.3

507.4

507.5

508.D

508.2

509.D

509.1

509.2 510.D
510.1 600

610.2

610.3
611.D
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