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BACKGROUND

New beneficiary survey requested by C& P Service and former Under
Secretary for Benefits to expand satisfaction surveysto include those
persons on therolls, not just those with a recent claim.

Plan developed in July 2001 in conjunction with C& P Service for
Surveys and Research Staff to develop a pilot beneficiary survey and
to continue the ongoing C& P claimant survey for 2001. C&P Service
was to take the lead in obtaining claimant and beneficiary data from
the government-wide ACSI survey program.

C&P Service concurred in the pilot beneficiary satisfaction
guestionnaire and the sample design.

Plan stated that once a national beneficiary pilot survey was conducted,
a decision would be made whether to expand the beneficiary survey to
the RO level. Estimated cost: $200,000.



METHODOLOGY

This report presents the results of the pilot test of this survey which was
administered nationwide to gather customer satisfaction information
regarding the compensation and pension (C& P) payment process and
other, non-payment service issues.

This survey was designed to measure customer satisfaction for the
approximately 3.2 million beneficiaries who receive monthly payments
from VA, but who may or may not have had any other interaction with
VBA.

A random sample of 2,500 individuals was extracted from C& P’ s Master
Record and included: (1) those individuals currently on therollsfor at
least one year, and (2) those who currently do not have a pending claim,
and (3) those who have at least a 10% degree of service-connected
disability (if receiving compensation), and (4) did not have aforeign
address.

Data collection began on February 22, 2002 and the receipt of
guestionnaires was completed on May 16, 2002.



METHODOLOGY (continued)

e The estimated time to complete the survey was 15 minutes. A cover |etter and
a business reply mail envelope were included with the survey instrument. A
reminder post card was mailed out on March 22, 2002.

» Prior to the selection of the final sample, approximately 20,000 cases were
screened by a National Change of Address (NCOA) program by Fair Issac,
Inc. This procedure, aswell as the number of returned undeliverable
guestionnaires, resulted in an estimated national undeliverable address rate of
5.1 percent, or approximately 160,000 names and addresses.

o Of the 2,407 questionnaires sent out which had good (non-returned) addresses,
1,214 completed questionnaires were returned yielding a response rate of 50.4
percent.



BACKGROUND DEMOGRAPHICS
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SUMMARY

Beneficiary population is very satisfied with payment-related service
(91.9 percent satisfied); dlightly less satisfied with other, non-payment
Issues (77.1 percent).

Only 1/3 of the beneficiary population had any contact with VA during
the previous year; those who do have lower satisfaction with service.

Most contact is about non-payment related issues, some of these may
relate to VHA and NCA benefitg/digibility.

Beneficiary population is pleased with correspondence received from
VA.

High satisfaction isinfluenced by receipt of monthly payment itself, as
many have no other contact with VA. Rate not likely to fluctuate by
RO, asthereislittle contact with RO and most correspondence from

VA is centrally prepared. 28





