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Event/Panel Overview
Close Capability Gaps: From Modernization to Transformation
Achieve modernization goals while fueling future innovation. Learn how reusing APIs closes the transformation gap, enables faster development, and improves constituent experiences in government. 


Other Presenters:
Azocha Nkobena - Senior Manager, VA Platforms Lead, Accenture Federal Services
https://www.linkedin.com/in/azocha-nkobena-9ba51618/

Prepared Questions 
· Riley, tell us a little about your team’s mission at the VA, the transformation that is happening, and why your team is modernizing GI Bills claims. 
· High level
· VA has historically pursued modernization as a reaction to legislation which has led to piecemeal/fragmented technological advances rather than driving towards a strategic vision and refined business processes. So… the DGIB initiative was a good opportunity to implement a cohesive modernization strategy that serves our Undersecretary’s Goals of having a vision strategy, operational excellence, people excellence and creating a delightful end-user experience.
· Mission: 
· Modernize services through comprehensive integration of data within services that either automate their delivery or greatly expedite the delivery of critical services
· Adhere to Kurt’s tenets of Operational Excellence, Delightful End User Experience, Engineering Excellence
· Methodology:
· VBA’s leadership has worked to integrate data from service records and other sources into the automatic processing of benefits claims
· Launched in 2021, the Digital GI Bill (DGIB) aims to integrate all GI Bill benefits through a single online portal designed to streamline the experience and improve access
· VBA leadership is working to incorporate data from Defense Department service records to automatically validate a veteran’s earned GI Bill benefits
· Result: 
· Former Process: Sorting through paper records in order to find requisite information, a process that could take months 
· Current State: DGIB has allowed VA to automate these claims and radically expedite benefits delivery, which puts Veterans in the driver’s seat. They can now receive information quicker, better understand and interact with their benefits, and achieve their vocational and career goals at their own pace and on their time.  
· What are the barriers and challenges to this transformation that AFS is supporting the VA with? [Azocha]
· Paper driven services, manual workflow
· Accurately reflecting benefits during inactive periods of service
· Legacy process involved multiple systems

· How are you addressing these challenges and what has been the impact or outcomes? 
· Legacy Process
· Fragmented approach to claims processing and software integration
· Modernized System
· DGIB brings together the management of education benefits within a single interface
· Integrating and updating legacy IT systems with micro-services architecture in a managed service creates a robust solution for fast, accurate and compliant claims processing across VA—and a targeted outreach program keeps Veterans aware of their benefits, and how to make the most of them
· Deploying Text Messages: 
· Started in 2020 through a small pilot program
· Incredible opt-in rate of above 90%
· Expanded that use case in 2021 and experienced continued success
· Deploying Email Confirmation:
· In addition to text messages, most are also open to confirming through email
· Email notifies people of benefits they're entitled to, what our benefits decisions are, and confirms they're still attending classes so that we can continue to pay out benefits
· Outcomes:
· Due to key integration points, boosted our supplemental automation up to about 50-57%. Holds steady above 50%, some months as high as 62%
· Benefits for both veterans and the VA workforce
· Decreases the time and personal demands needed to allocate requested educational benefits
· Service automation has saved VA adjudicators the trouble of manually sorting through multiple service records, allowing them to more quickly and easily process claims
· Azocha, what is the next phase that AFS is supporting the VA with? [Azocha]
· Under the Digital GI Bill Delivery Program, AFS will continue to:
· Improve education claims processing
· Transform other education and management systems for VA’s Veterans Benefits Administration (VBA) through automation, user interface / user experience design, service transformation, analytics, and other modern IT services
· How does this work help your team ride the transformation curve of increased demand? 
· These automation efforts have been coupled with a focus on greater communication with veterans and familial beneficiaries, including offering multiple points of contact and benefit confirmation with VA providers themselves
· If folks in the audience were to tweet one thing you said today, what would that be?
· VA’s modernization efforts have benefited both veterans and the VA workforce by decreasing the amount of time to process claims and making it easier for veterans to access their educational benefits [Riley]
· Accenture is excited to support VA in transforming its Digital GI Bill program– from the time a Veteran, service member or their dependent applies for a Certificate of Eligibility to when they graduate and search for meaningful employment. Our main goal is enabling VA administrators and employees to focus on serving Veterans and providing a more seamless veteran experience [Azocha]
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