Our submission

Reason for touchpoints

Increase Veteran confidence and set
expectations

All Veterans receive an email within
the first 2 minutes, which fits Veteran
mental model better for confirmation

Update mental model to prepare/
send/receive

"Prepare" touchpoint is to reduce
alarm on the "taking longer than
expected" messaging. We can adjust
based on what Veteran action is
required.

Emails will also fill current gap by 1-2
business day delay in CST
« Emails are aligned with when
tracking becomes available in
VA.gov (no control over how long
claim ID takes to load currently)

1-2 added emails
« Three emails total if cesting is
delayed
« Two emails (highlighted in green) if
there is no delay
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to another part of
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Interstitial Confirmtion page

LD submission... progress (or pending)
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30 second countdown

finish before your claim
submission is complete, It
can take up to 2 days for this,
to happen.

We will email you once we
have completed the
submission. You can also
check the claims status tool
for updates.

Your Claim ID is X000

Your submission s in
progress (or pending)

We have a few things to
finish before your claim
submission is complete. It
can take up to 2 days for this,
to happen.

We will email you once we
have completed the
submission. You can also
check the claims status ool
for updates.

Successful

Confirmtion email

Your submission is in
progress (or pending)

We have a few things to
finish before your claim
submission is complete. It
can take up to 2 days for this
to happen.

We will email you once we.
have completed the
submission. You can also
check the claims status tool
for updates

Your Claim ID i xx00¢

Your submission s in
progress (or pending)

We have a few things to
finish before your claim
submission is complete. It
cantake up to 2 days for this
1o happen.

We will email you once we
have completed the
submission. You can also
check the claims status tool
for updates.
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main screen for CST,
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Claim status tool
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Your submission is progress.
No action is required.

Step2 +
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Your submission is progress.
No action is required.
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upload or
generate

(submission complete)
Claim received
(Triggered by
everything in eFolder)

Received email

Claim status tool

Your submission is
complete (OR we have
received your claim)
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Your Claim ID is x0000¢
Check claim status

What to expect next.
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We received your claim in our
system

step2 +

Failed upload / failed
generate email

File name.
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What to do next

Claim status tool
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Your files didn't upoad.

Step2

what
happens
next?



