
Submitting claim

Claim received

(Triggered by 

everything in eFolder) 

Option 5

Submission in 

progress

CAIA 

guidance  is 

around 

"you" 

language

Preparing your claim

(no claim ID, interim 

tracking)

Taking longer 

than expected

End Product 

established

Cesting takes 

longer than 30 

seconds

Future UI

Preparing your claim

(no claim ID, interim 

tracking)

Sent claim to 

VBA

(claim ID)

Your claim has 

been received 

by VBA. 

Future emails

Current UI

Current 

system

Everything in 

VBMS efolder

Retries

Your claim has been 

submitted to VBA. 

Here is your tracking 

information. 

End Product 

established within 

30 seconds

Future UI

Sent claim to 

VBA

(claim ID)

Your claim has 

been received 

by VBA. 

Future emails

Current lang

Current 

system

Everything in 

VBMS efolder

Happy path

Your claim has 

been submitted

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

Preparing claim

(Triggered by no 

EP in 30 sec)

Sending claim

(Triggered by EP 

established in 30 sec)

Claim received

(Triggered by 

everything in eFolder) 

Is there a reason 

to show the 

claim ID before 

it's visible on the 

CST? 

Option 1

Might not 

get a claim 

id if we 

can't 

autocest it 

Backup 

path 

package 

won't have 

the claim ID

Will 

never be 

able to 

give ID

MyVA 

"Pending"

Edge cases 

for when 

stuff breaks

Benefits 

Intake 

Figma file 

VFF

Problematic to 

expose the 

concept of one 

part of VA sending 

to another part of 

VA

Open link

Submitting claim

(Triggered by no 

EP in 30 sec)

Submitted

(Triggered by 

CEST)

Claim received

(Triggered by 

everything in eFolder) 

Option 2

Preparing claim

(triggered by non-

retryable 526 failure)

submitting your claim

(no claim ID, interim 

tracking)

Taking longer 

than expected

End Product 

established

Cesting takes 

longer than 30 

seconds

Future UI

submitting your claim

(no claim ID, interim 

tracking)

submitted claim

(claim ID)

Your claim has 

been received 

by VA. 

Future emails

Current UI

Current 

system

Everything in 

VBMS efolder

Retries

Your claim has been 

submitted. Here is 

your tracking 

information. 

End Product 

established within 

30 seconds

Future UI

submitted claim 

(claim ID)

Your claim has 

been received. 

Future emails

Current lang

Current 

system

Everything in 

VBMS efolder

Happy path

Your claim has 

been submitted

Backup path

submitting your claim

(no claim ID, interim 

tracking)

Your claim has 

been received 

by VA. 

Submitting claim

Claim received

(Triggered by 

everything in eFolder) 

Option 3

Preparing claim

loading 

screen

Confirmation 

page (happy 

or backup)

Email/fully 

success

We're still 

finalizing 

your claim 

submission

We're 

submitting your 

 claim data. this 

can take up to 

30 seconds

Your claim 

has been 

received

Preparing claim
Claim received

(Triggered by 

everything in eFolder) 

Option 4

Finalizing claim

CEST but 

still 

uploading 

docs

Retrying 

cest

It can take a few days 

to fully receive your 

claim data. We'll take it 

from here -- we'll email 

you when the process 

is finished, or you can 

check your myVA 

dashboard

Maybe don't 

wait for so 

long and rely 

on the email

Consider 

folks who 

won't get 

email

sending to 

backup 

Or change 

to make it 

shorter?

Everything 

in VBMS 

eFolder

Only 

difference: 

claim ID if 

available

Close to VFF / 

submission 

status 

initiative 

model

Simplified / 

fewer 

statuses 

(similar to 

options to the 

right)

CST would 

show 

"preparing" in 

backup path or 

retries scenario

Option 6

preparing 

submission (up 

to 30 secs

Claim received

(Triggered by 

everything in eFolder) 

Submission in 

progress (or 

pending?)

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 is xxxxxx

We are preparing your 

submission...

[Animation]

30 second countdown

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.

CEST 

doesnt 

happen in 

30 secs

Successful 

CEST

email says 

the same 

thing

email says 

the same 

thing

no email when 

we get claim 

ID (wait for 

error email or 

received email)

(submission complete)

Confirmtion pageInterstitial Claim status tool

Step 1

Your submission is progress. 

No action is required.

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 is xxxxxx

Confirmtion email

Step 2

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.

Eventually it would be 

cool if we could 

generate and upload 

everything in 30 

seconds and have 

confirmation say your 

submission is complete 

and the claim is 

received.

Your submission is 

complete (OR we have 

received your claim) 

c

Your Claim ID is xxxxxx

Check claim status

What to expect next...

Received email

Step 1

Your submission is progress. 

No action is required.

Step 2

things go 

wrong in 

upload or 

generate

Claim status tool

Step 1

We received your claim in our 

system

Step 2

Step 1

Your files didn't upoad...

Step 2

Claim status tool

Heading

File name

fr**&@&%@^.pdf

What to do next...

Failed upload / failed 

generate email

everything 

goes right

 ->

what 

happens 

next?

Note: these are very low 

fidelity for key messaging 

only - not suggesting 

removing accordions from 

confirmation page for example

noting this is not the 

main screen for CST, 

here as a shortcut

Eliminated

 per Slack

Open link

Eliminated

 per Slack

Open link

Eliminated

 per Slack

Open link

Eliminated

 per Slack

Open link

Our submission model options

Screens relating to submit/post-submit

(Mural spaces organized in a line, left to right) 

Submission of 

526ez on VA.gov

Happy path

Veteran submits 526ez.

Veteran finishes the 526ez and presses the 

submit button. 

Veteran is notified that 

claim has been sent to VA 

and receive a reference 

number and next steps.

What might the Veteran expect to see or receive upon filing?

Research Findings

What is on Veteran's minds as they 

complete this step?

Include key guiding research 

insights in your observations

Experience in 

staging-- it can 

take a bit of time 

with spinning 

wheel for the 

confirmation page 

to load
Research Finding

Veterans are 

seeking assurance 

that they have 

completed the form 

in its entirety from 

the review/submit

Research Finding 526

Review/submit 

summary screen 

meets expectations 

of Veterans (who 

do not make any 

edits)

Research Finding 526

More than anything, 

research participants 

want to know how long it 

will take for their claims 

and appeals to be 

decided. This is the 

question behind many of 

the other questions they 

have

Research Finding Open link

A majority of participants 

who submitted their claim 

expected to receive a 

confirmation email with a 

copy of the claim from 

VA. 

Note: This is also 

included in the language 

on the confirmation 

screen.

Research Finding

When participants did 

not receive an email 

immediately from VA 

after submitting, they 

digitally saved the 

confirmation page for 

their records.

Research Finding Open link

Veterans with vision 

impairment are looking for 

inclusivity when it comes to 

the ways VA is contacting 

them. Veterans mentioned 

that knowing how and when 

the VA will contact them will 

help them filter the important 

correspondence.

Research Finding

 

526ez  [UI]

What visual feedback are Veterans 

receving from the 526ez?

Screens: What would they see on 

mobile vs web app? 

Loading screen comm

"We're preparing your 

claim for submission"

Claim sent to VBA. We'll 

let you know when they 

receive it. 

Timeframe

Claim ID included

Slightly unhappy path: 

We're preparing your claim for 

submission. We'll let you know 

when we are able to send it to 

VA Benefits. 

Timeframe and reference #

Open mural

What information do Veterans need to feel confident that 

their claim is submitted?

Veterans expect 

more detail on the 

claim they 

submitted here - 

per Julie Strothman

Research Finding

“I would request on this 

page, where it says your 

claim was successfully 

submitted, I would 

recommend VA send an 

email with all this information. 

But I don’t see that on this 

page and I do not have a 

printer with me, so what I’ll 

do is save as PDF.” -Veteran 

Research Finding Open link

“Ok, it says my application 

has been submitted. I was 

checking my email and I 

didn't get anything. So I'll 

take a picture of this page so 

I can see the claim number … 

I usually ‘favorite’ it, and 

check in like a week to see if 

it's in the system. If I had a 

printer I'd print it.” Veteran

Research Finding Open link

Veteran learns that claim 

has been received by VA.

We did not see this 

happen in our 

shadowing 

research, but VA 

notify confirms that 

this emails are sent 

Research Finding

Email  

(VA Notify)

What messaging are Veterans 

receiving in regards to their claims? 

Claim sent to VBA

(same content as UI)

Content 

reference to call 

center? 

Improving 

service delivery 

across channels?
Open Question Touchpoints

Preparing claim to 

send to VA Benefits

Open mural

Claim received by 

VA Benefits

Reference to call 

center? 

Improving 

service delivery 

across channels?

Open Question Touchpoints

Open questions 

What questions do we need to answer about this to keep moving?
Veteran-facing forms 

team is working on an 

epic to show status of 

form submissions to 

users. Will likely 

impact this. 

Open Question #1170

Can Veterans 

receive this 

messaging and 

then have silent 

failures? 

Open Question

Probably should include 

at least SMS, maybe 

other channels and not 

assume all Veterans will 

have reliable / any 

access to email

Open Question

Consider 

Veterans 

experiencing 

homelessness 

re: paper mail

Open Question

Consider 

Veterans 

living outside 

the US re: 

paper mail
Open Question

Consider 

Veterans who 

move 

addresses re: 

paper mail

Open Question

How long 

does it take 

for these to 

send?

Open Question

Veteran stays up-to-date on claim 

status.

Veterans find 

the claims 

process 

learning curve 

steep

Research Finding Open link

I lack clarity regarding the 

VA's responsibilities versus 

my own at various stages 

in the claims process, 

which creates uncertainty 

and may lead to redundant 

or misguided actions on 

my part.

Research Finding Open link

Keeping track of 

relevant claims is 

difficult for 

Veterans who 

have more claims 

with greater 

complexity
Research Finding Open link

Veterans think about 

claim status in terms of 

what’s currently being 

done to the claim, the 

outcome of the claim, 

and actions standing in 

the way of gaining a 

favorable determination

Research Finding Open link

I often miss 

opportunities to 

contribute effectively to 

my claim due to a lack 

of understanding about 

my specific 

responsibilities at 

different stages in the 

process.
Research Finding Open link

my preconceived 

expectations about the 

claims process frequently 

clash with the reality, 

causing me to become 

frustrated when the claim 

stagnates at a particular 

phase, or unexpectedly 

reverts to a previous phase

Research Finding Open link

My VA

When Veterans log into VA.gov, 

they expect to be met with an 

experience that reflects their 

personal circumstances at the VA. 

My VA aims to meet this 

expectation by providing Veterans 

with a direct route to their most 

critical tasks and updates.

Research Finding Open link

My VA is useful for identity-

verified users-- so this "glance" 

feature isn't a window or portal 

for all users.

FOR AUTHENTICATED USERS: 

Feature in development gives 

users a status update on any 

open or recently closed claims 

(60 days) LOA3

Research Finding Open link

Veterans want to quickly 

assess the current status of 

their benefits at the VA. They 

also expect to see updates 

to their benefits even if 

those updates do not 

require any action from them.

Research Finding Open link

What is the timing / what 

business process 

triggers the success 

email? How does this 

line up with what the 

CST shows? (tracked in 

technical discovery ticket)

Open Question Open link

How many 

versions of this 

content are 

there? Ex: BDD 

and 526 regular

Open Question

Can our email just 

include the date of 

submission? Paper 

content is a little 

confusing. 

Open Question

Claim Status 

Tool

How is CST supporting Veterans as 

they seek information?

Can we have 

an evidence 

list before the 

jobs are done?

Open Question

VFF dependent: Shows claim is pending full submission
Claim appears as 

received

Link in email directs 

Veteran to CST

VA mobile 

app

How is the app helping 

Veterans stay up to date?

VFF dependent: hows claim is pending full submission
Claim appears as 

received

s

these messages/

content 

generated 

through backend 

claims API

Open Question

Pre-Submission

My VA
How is the MyVA directing 

veterans to their claim status?

Could this be 

done with 

Benefit 

Claims 

API??? 
Open Question

VFF dependent: Shows claim is pending full submission Claim appears as 

received

Link in email sends 

Veteran to My VA 

(must log in)

Time since clicking "submit"

Up to 30 seconds for near-sync 

response

Up to 24 hr cycle for all jobs 

to run Could be up 

to two weeks 

for emergency 

failsafe

1-3 days after 

hitting submit

Support channels

Type your paragraph...

Paper mail / 

VBA

Paper mail sent to 

Veteran

Claim development 

by VSR

526

Claim is 

established 

PDF generated, 

ancillary forms and 

doc jobs run

All submission 

content sucessfully 

uploads to eFolder

I encounter specific 

evidence requests whose 

purpose and requirements 

are unclear to me, leading 

to delays in response and 

submissions that may not 

be as strong as they could 

be.

Research Finding Open link

I am misled by the depicted 

claims process timeline, which 

incorrectly suggests a linear 

process and fails to illustrate the 

common occurrence of claims 

cycling between phases. This 

inaccuracy creates false 

expectations and compounds 

the difficulty of waiting for results

Research Finding Open link

Veterans don’t get proactive 

notifications about major 

changes in claim status and 

are not aware when there’s 

an opportunity for them to 

do something to support 

their claim or take actions 

related to decision reviews.

Research Finding Open link

Archived_Happy Path Submission Mapping

Applies to 

526 

normal 

686/674 

normal

527 

pension
530 burial

4142 

standalone 

(*not a 

claim)

4142 

within 526

work 

starting 

by...

526 

normal 

526 

normal 

686/674 

normal

All 3 

decision 

reviews

Application forms and Veteran-uploaded documents are submitted on VA.gov through background jobs, often to 

APIs that cannot return a message of ultimate success synchronously. 

The dozens of application forms also use different pathways to submit, complicating the standardization of 

communicating submission success to the Veteran. Some applications (disability 526) contain multiple forms within 

a single product and require up to 4 background jobs for complete success. The majority of forms use a 

"document"-based submission method of packaging a PDF and sending it to a mail portal for scanning back in. The 

ideal state is for application to be sent and delivered as data to the final system, instantly. But that is a less-common 

paradigm: data-based submission only happens for two benefits forms as of Sprint 2024. which currently only 

exists for two forms.

"Silent" claim and evidence submission failures result when insufficient front-end validation is used prior to 

submission, when there is not sufficient backup submission/resolution tech and procedures, and when ultimate 

status cannot be communicated consistently. If a failure occurs, the action a user should take isn't clear, and when. 

Duplicate evidence and form submissions result when we don't consistently clear in-progress forms 

LGY

Matt D disability 

team

disability 

team
disability 

team

InProgressForm

 (clear? allow 

resubmission? 

etc)

form 

submission 

confirmation 

page

email/text 

notification 

The VA.gov platform and design system has guidelines and components for use by 

all forms for communicating their submission status. These guidelines are 

communicated to  (mandated to?) relevant teams. Exceptions are known and 

documented for good reasons. 

The status of any submission, not just a claim, is accessible to a Veteran. User 

expectations are properly set to know when they should expect more information 

and if they should take further action. 

Be truthful: do not indicate total success of a submission where it can't be given

Own total submission success: Each team should consider itself responsible for  resolving 

failures after-submission, which will require collaboration with downstream systems. 

Leverage pre-submission validation and protective coding like retries to the maximum 

extent to avoid failure scenarios. Do not put the burden on the Veteran to understand 

technical specifics or to handle technical errors after submission. 

Set expectations of where and when more information can be found, or whether further 

action is required. 

Share status widely beyond the moment of submission: email, myVA profile, claim status 

tool. 

tangential: Build traceability: ? Provide confirmation/claim IDs and copies of submissions ?

Claim 

Status Tool 

doc 

uploads

686/674 

normal

Scenarios 

A form submission has been 

successfully accepted by an API 

but we cannot know the 

ultimate Veteran-relevant 

status for hours

A form submission has 

been successfully 

synchronously 

established as a claim

Initial syncronous claim 

establishment or doc 

upload has failed, but 

va.gov or LH is still retrying

In-form document upload 

has completely succeeded or 

failed (beyond the moment 

of submission)

claim 

status tool

Submission 

status 

(doesn't 

exist yet)

Guiding principles

Problem overview

Outcomes we're driving for 

Affected features

1010EZ

Gi Bill and 

other 

education 

forms?

pre-need 

burial 

Desired user outcomes 

1. Veterans have accurate understanding that they have successfully submitted their 

claim and associated uploads and that the system still needs to process the 

submission before confirming it is able to be reviewed 

2. Veterans know how to confirm that their claim has been accepted and where they 

can learn progress of their claim 

Undesired user outcomes 

1. Veteran thinks they still need to take an action 

2. Veteran thinks their submission is at risk 

3. Veteran is unsure how or when to check on their submission 

An in-form ancilliary form 

such as a 4142 or 

0781 succeeds or fails

in-form ITF 

call

526 

normal 

Desired technical outcomes

A threshold at which we do not use a document-based 

submission paradigm such as centralized mail.

When to use async background jobs? 

different guidelines for document vs. data based 

submissions?

needs 

editing/

collapsing

0995 

reached the 

system of 

record 

(usually VBMS)

Form submission success paradigm

Mural

For Emily: Where 

does our work 

fall next to these 

desired technical 

outcomes? 

Open Question

Is it ok if we don't 

link them to CST/

MyVA 

somewhere for 1-

2 days if we can 

get the email to 

send? Open Question

526 

structured 

data / CEST

526 PDF

Veteran 

uploaded 

documents 

PTSD 

0781a/0781

Private 

medical 

records 

request

4142/4142a

Housekeeping/ misc boards

Current state journey maps

Backend 

processes

Line for channels 

within our domain

Line of interaction

Current 

526 UX

UI says 

submitted on 

confirmation 

page

Email 

confirming 

submission is 

sent to 

Veteran

Submission

 is 

successful

submit is attempted 

over X period of 

time 

Veteran 

hits submit

Current 

526 submit

X time 

range

Submission is 

successful

submit is 

attempted 

over X 

period of 

time 

User receives 

email 2 minutes 

later 

"Sent" to IRS, 

takes 24-48 hr for 

agency to "accept"

11 min later, 

email that 

federal and 

state are 

rejected

3 days 

later, a 

reminder 

to refile

User submits, 

receives email 3 

minutes later 

"Sent" to IRS, 

takes 24-48 hr for 

agency to "accept"

2 hr 25 min 

after 

submit 

email-- 

state 

accepts

Turbo Tax 

paradigm of 

"sent" and 

"accepted" to set 

expectations for 

submission

16 min post 

submission 

email-- federal 

accepts 

Model + Naming Problem

Submission

 fails

submit is 

attempted 

over X 

period of 

time 

User 

hits 

subm

it

User 

action: 

Updat

UI 

confirmation 

page

Current paradigm

Submisison

Filled out 526

Establishm

ent

Claim ID 

Acceptance

Everything uploaded, 

claim ready to be 

3 step 

process 

In the UI

Email  

shows 

up in 

CST?

Email

When the Veteran 

leaves the screen 

where do they find 

their claim ID? 

A: CST (but no 

current submission 

state screen)

Open Question

How does this 

model hold up 

if people 

DON'T get 

their claim ID

Longer 

than 

normal 

message

If no action is 

required, 

what is the 

next 

touchpoint?

No action

"We were able 

to submit, 

waiting on VA to 

accept email"

Action 

required:

Team 2 emails 

for upload

Success 

message in 

the UI 

CLAIM ID

BUT if 

something 

fails after 

the UI 

2 step 

process

1-2 days to 

show up in 

Claims 

Status Tool

Need EP 

in order to 

show up in 

CST

sent to VA
received by 

VA

finished 

application

Discovery Phase artifacts

Welcome to the Disability Benefits Mural board for improving the Veteran 

experience of submit/post-submit in the 526ez! 

This feature will address how the Veterans are informed of successful 

submissions (ie the happy path) and keep track of their claims. 

In this board, you can expect to find discovery research, journey maps, and 

early thinking around the future state of the experience.

Contact DBEX or a member of the UX Team on slack with any questions: 

Mike Eng (Design/Research)

Kate Albee (Design)

Evelyn Hilbrich Davis (Research)

Background 

Discovery for 526ez Submit/Post-Submit 

Disability Benefits Experience 

[DBEX] Team 1 

For complete documentation of our work, please review our feature 

brief or epics on Github:

Other 526 research/design documentation: 

UX proposed breakdown 

of submit/post-submit work

This document precedes the 

division of work into epics

Google

Github epics

Sign-in required

Zenhub

Feature Brief for Submit 

UX

Documentation on github

Github

526 Shadow Research  

Report 11/23

Google

526 Form Flow - 

Active Mural

Mural

101 Claims (Benefits 

Onboarding)

Available on DSVA slack 

and used during the 

OCTO onboarding to 

explain the Veteran and 

employee experience of 

Slack

VEO Journey Map for Disability 

Compensation

The Veterans Experience Office (VEO) 

partnered with the Veterans Benefits 

Administration

(VBA) to conduct human-centered design 

(HCD) activities to better understand the 

experiences

of Veterans going through the disability 

compensation claims process.

Google

ABD Design and Research Index

Google

Compiled desk research for 

submit/post-submit

Google

Resource Library

If you hit print you ge...

Content generated post-submisison for 526ez (printed and scr...

Review + Submit  Claim submitted 

successfully

Learn more link from previous page 

takes you here

Claim status tool

Files Overview

My VA homepagePrint for your records PDF

For mobile users 

can they email it 

to themselves? 

 EHD

Touchpoint for CST

Loading screen

Touchpoint for CST

Touchpoint for CST

Claim Failed

Status

Touchpoint for CST

Current design

To replicate, go here: https://

github.com/department-of-veterans-

affairs/va.gov-team/tree/master/

products/va-mobile-app/

Mobile%20Demo%20Mode

What are the 

notifications like here?

Open Question

Who owns the claim 

status tool in the mobile 

app?

Open Question

Mobile app experience to see status of active claims

How long after 

submission is 

this sent? In what 

cases?

Open link

Timing doesn't 

meet expectations 

we set on 

confirmation screen

Open link

Veterans 

expect more 

details on their 

claim

Research Finding

Takes 0 - 

24 hours to 

show up in 

CST

How long after 

submission is 

this sent? In what 

cases?

Open Question

What 

triggers this? 

when is it 

sent?

Open Question

Is this 

being sent?

Open Question

Email notifications

Preparing claim

(Tiggered by no 

EP in 30 sec)

Sending claim

(Triggered by EP 

established in 30 

sec)

Claim fully received

(Triggered by 

everything in 

eFolder) 

Submission model

Touchpoints for 

Veterans on 

backup path

Open mural

Touchpoints for 

Veterans on happy 

path

Touchpoints 

dependent on other 

teams

Map Key

Touchpoints for 

Veterans who have 

to deal with failure

Wait for claim to 

be prepared for 

submission 

Receive 

notification about 

claim submission

 

526ez [UI]

Loading screen to indicate sync 

progress. 

Ex: 1. Veteran submission 

2. Creating record of 

submission 3. Preparing claim

Confirmation page 

shares submission 

status

Confirmation page 

shares submission 

status

Confirmation page 

shares submission 

status

Get reference 

number for claim

Way for Veterans to 

identify their claim / 

get their submission 

status

Way for Veterans to 

identify their claim / 

get their submission 

status

Generate claim ID

Contact Center 

able to identify the 

Veteran's claim

Get a record of 

claim

Add evidence file 

names (unredacted). 

Consider other 

details to add

Email

(VA Notify)

Mirror messaging 

on confirmation 

page 

My VA

VA mobile

app

Submission appears 

with "pending" 

status or other 

proposal

Submit Claim

Claim Status

Tool

Submission appears 

with "pending" 

status or other 

proposal

Time since clicking "submit"

Syncronous submission response (within 30 seconds)

Support channels

Paper mail / 

VBA

526

System attempts to CEST 

claim

Green indicates success

Yellow indicates not in 30 sec

Red indicates  No

Change: Way for Veterans 

to identify their claim / get 

their submission status 

(maybe via contact center) 

in non-happy path

Notified 

about 

required 

actions

One email listing all 

failed docs

One email per form 

failure (4142,0781)

Allow Veterans to 

view full file names

 VBA does NOT send 

5103 letters for 

missing docs that 

failed

Prepare 

resubmission

Attach pre-filled 

0781 and 4142* for 

download, print, mail

Allow Veterans to 

download prefilled 

forms

Resubmit 

failed docs/ 

form(s)

Resubmission journey (impacts journey for Veterans with red touchpoints)

Currently out of scope

Veteran mails 

resubmission 

material to VBA

Get notification 

that 

resubmitted 

documents have 

been recieved

Receive final 

confirmation that 

submission is 

received

Green: 1-3 days

Communicates 

claim received. 

Share link to CST

Communicates 

claim received. 

Share link to CST

Communicates 

claim received

Initiative within Submission 

Experience 
Timely & Truthful Notification and Tracking Intiaitive Later failure work

Touchpoints mirror 

UI across all use 

cases

Update 

submission 

model to 

match 

redesign

First 

milestone 

touchpoints

Timely & Truthful Notification 

and Tracking Intiaitive

Future state of submission experience

Quick fix silent doc upload errors
Open mural

Are mobile 

notifications 

just CST 

notifications?

Open Question

Who owns each 

of these 

channels? Where 

is ownership 

shared? 

Open Question

Submission of 

526ez on VA.gov

Happy path

Veteran submits 526ez.
Veteran finishes the 526ez and presses the 

submit button. 

Veteran is directed to 

confirmation page.
What might the Veteran expect to see or receive upon filing?

Research Findings

What is on Veteran's minds as they 

complete this step?

Include key guiding research 

insights in your observations

Veterans are seeking 

assurance that they 

have completed the 

form in its entirety 

from the review/

submit

Research Finding 526

Review/submit 

summary screen 

meets 

expectations of 

Veterans (who do 

not make any edits)

Research Finding 526

More than anything, 

research participants want 

to know how long it will 

take for their claims and 

appeals to be decided. 

This is the question 

behind many of the other 

questions they have

Research Finding Open link

Experience in 

staging-- it can take 

a bit of time with 

spinning wheel for 

the confirmation 

page to load

Research Finding

A majority of participants who 

submitted their claim expected 

to receive a confirmation email 

with a copy of the claim from 

VA. 

Note: This is also included in 

the language on the 

confirmation screen.

Research Finding

Paper mail  

What paper mail are Veterans 

receiving and when? 

526ez

What visual feedback are Veterans 

receving from the 526ez?

Screens: What would they see on 

mobile vs web app? 

/review-and-submit review/submit

Veterans expect more detail 

on the claim they submitted 

here, including the data 

they entered and copies of 

docs they uploaded - per 

Julie Strothman and Claim 

Status Tool brief 2024-03-01 

- p24

Research Finding Open link

Veteran-facing forms 

team is working on an 

epic to show status of 

form submissions to 

users. Will likely 

impact this. 

Open Question #1170

/confirmation

What information do Veterans need to feel confident that 

their claim is submitted?

Veteran saves confirmation 

for their records.

When participants did 

not receive an email 

immediately from VA 

after submitting, they 

digitally saved the 

confirmation page for 

their records.

Research Finding Open link

“I would request on this page, 

where it says your claim was 

successfully submitted, I would 

recommend VA send an email 

with all this information. But I 

don’t see that on this page and 

I do not have a printer with me, 

so what I’ll do is save as PDF.” -

Veteran 

Research Finding Open link

“Ok, it says my application has 

been submitted. I was 

checking my email and I didn't 

get anything. So I'll take a 

picture of this page so I can 

see the claim number … I 

usually ‘favorite’ it, and check 

in like a week to see if it's in 

the system. If I had a printer I'd 

print it.” Veteran

Research Finding Open link

“Your claim 

has 

successfully 

been 

submitted.”

Promise of 

an email to 

confirm 

receipt

Date 

submitted

Conditions 

claimed
ID number

Option to print 

for your 

records (which 

pdfs the full 

screen)

FAQ “How long 

will it take to 

make a decision 

on my claim?” and 

“How can I check 

the status of my 

claim?

Link to CST

24 hours 

before the 

status of the 

claim will 

show up online

Veteran receives message of 

successful submission. 

We did not see this 

happen in our 

shadowing research, 

but VA notify confirms 

that this emails are 

sent. Not sent soon 

enough. 

Research Finding

Email  

(VA Notify)

What messaging are Veterans 

receiving in regards to their claims? 

Open questions 

What questions do we need to 

answer about this to keep moving?
Open Question Open Question Open Question

Open Question Open Question Open Question

Can Veterans 

receive this 

messaging and 

then have silent 

failures? 

Open Question Open Question Open Question

Probably should include 

at least SMS, maybe 

other channels and not 

assume all Veterans will 

have reliable / any 

access to email

Open Question

Consider 

Veterans 

experiencing 

homelessness 

re: paper mail

Open Question

Consider 

Veterans 

living outside 

the US re: 

paper mail
Open Question

Consider 

Veterans who 

move 

addresses re: 

paper mail

Open Question

How long 

does it take 

for these to 

send?

Open Question

Veteran follows provided 

resources to stay up-to-date on 

claim status. 

Veterans find 

the claims 

process 

learning curve 

steep

Research Finding Open link

I lack clarity regarding the 

VA's responsibilities 

versus my own at various 

stages in the claims 

process, which creates 

uncertainty and may lead 

to redundant or misguided 

actions on my part.

Research Finding Open link

Keeping track of 

relevant claims is 

difficult for Veterans 

who have more 

claims with greater 

complexity

Research Finding Open link

Veterans think about claim 

status in terms of what’s 

currently being done to 

the claim, the outcome of 

the claim, and actions 

standing in the way of 

gaining a favorable 

determination

Research Finding Open link

I often miss opportunities 

to contribute effectively to 

my claim due to a lack of 

understanding about my 

specific responsibilities at 

different stages in the 

process.

Research Finding Open link

my preconceived 

expectations about the claims 

process frequently clash with 

the reality, causing me to 

become frustrated when the 

claim stagnates at a particular 

phase, or unexpectedly 

reverts to a previous phase

Research Finding Open link

I encounter specific 

evidence requests whose 

purpose and requirements 

are unclear to me, leading 

to delays in response and 

submissions that may not 

be as strong as they could 

be.

Research Finding Open link

I am misled by the depicted 

claims process timeline, which 

incorrectly suggests a linear 

process and fails to illustrate the 

common occurrence of claims 

cycling between phases. This 

inaccuracy creates false 

expectations and compounds the 

difficulty of waiting for results

Research Finding Open link

Veterans don’t get 

proactive notifications 

about major changes in 

claim status and are not 

aware when there’s an 

opportunity for them to do 

something to support their 

claim or take actions related 

to decision reviews.

Research Finding Open link

My VA

When Veterans log into VA.gov, they 

expect to be met with an experience 

that reflects their personal 

circumstances at the VA. My VA aims 

to meet this expectation by providing 

Veterans with a direct route to their 

most critical tasks and updates.

Open link

My VA is useful for identity-verified 

users-- so this "glance" feature isn't a 

window or portal for all users.

FOR AUTHENTICATED USERS: 

Feature in development gives users 

a status update on any open or 

recently closed claims (60 days) LOA3

Open link

Veterans want to quickly 

assess the current status of 

their benefits at the VA. 

They also expect to see 

updates to their benefits 

even if those updates do not 

require any action from 

them.

Open link

Open Question Open Question Open Question

Claim Status 

Tool

How is CST supporting Veterans as 

they seek information?

Claim > Status Claim > Files
Claim > 

Overview

Claim > Evidence 

request for 

Veteran

Claim > Evidence 

request not for 

Veteran

CST 

Homepage

VA mobile 

app

How is the app helping 

Veterans stay up to date?

Moible app 

sends no 

notifications

s

Pre-Submission

My VA

How is the MyVA directing 

veterans to their claim status?

Time since clicking "submit"

loading page

these messages/

content 

generated 

through backend 

claims API

Open Question

Submission of 

526ez on VA.gov: 

526 failure

Thoughts & Considerations

What is on Veteran's minds as they 

complete this step?

Include key guiding research 

insights in your observations

Veterans are seeking 

assurance that they 

have completed the 

form in its entirety 

from the review/

submit

Research Finding 526

Review/submit 

summary screen 

meets 

expectations of 

Veterans (who do 

not make any edits)

Research Finding 526

We may want to think 

about differentiating 

acknowledgement of 

submission and successful/

failed claim submission 

when thinking about 

keeping the Veterans 

notified.

Research Finding Open link

Veterans want a 

record and way 

to keep track of 

their claim

Research Finding

Paper mail  

What paper mail are Veterans 

receiving and when? 

526ez

What visual feedback are Veterans 

receving from the 526ez?

Screens: What would they see on 

mobile vs web app? 

/review-and-submit review/submit

-

loading page

az

https://verdance-workspace.slack.com/archives/C04MJV66ZPC/p1712180368414629?thread_ts=

1712173806.935749&cid=C04MJV66ZPC

Open link

Expectation: 

Confirmation 

page 

messaging that 

says it failed to 

submit
Open Question

Is this the 

failure state 

confirmation 

page?

Open Question

Is there a third 

state? 1. success, 

2. trying again 3. 

failure?

Open link

Are these BDD forms 

considered 

documents or 

ancillary forms? If so, 

do we know if they 

fail? 

Open Question

https://agilesix.slack.com/archives/C04MJV66ZPC/p1712180368414629?thread_ts=1712173806.935749&cid=

C04MJV66ZPC

Open link

When participants did 

not receive an email 

immediately from VA 

after submitting, they 

digitally saved the 

confirmation page for 

their records.

Research Finding Open link

“I would request on this page, 

where it says your claim was 

successfully submitted, I would 

recommend VA send an email 

with all this information. But I 

don’t see that on this page and 

I do not have a printer with me, 

so what I’ll do is save as PDF.” -

Veteran 

Research Finding Open link

“Ok, it says my application has 

been submitted. I was 

checking my email and I didn't 

get anything. So I'll take a 

picture of this page so I can 

see the claim number … I 

usually ‘favorite’ it, and check 

in like a week to see if it's in 

the system. If I had a printer I'd 

print it.” Veteran

Research Finding Open link

t

Conceivably Veterans 

still save whatever they 

receive, even as failure.

Confirm:

1. Can they still print/

save? 

2. What do they get 

for their records? 

Open Question

What does the "print 

this" include for failed 

submissions? What 

data can we provide 

the Veteran that they 

might be able to save 

or copy / paste and 

avoid rework?
Open Question

Julie: We're thinking that 

this doesn't go out until all 

the ancillary jobs 

(document uploads, etc) 

go through as well. So any 

failures would prevent the 

email from going out right 

after submission.

Open link

VBA David: * If evidence were 

not received this would not 

result in a cancelled claim.  

The claim may end up being 

denied but it would not be 

cancelled.  In all decisions we 

list the evidence used to make 

our decision.

Open link

VBA David: * So, if a Veteran 

submitted a particular piece of 

evidence that was never 

received it would not be listed 

on the evidence list at which 

point the Veteran may wonder 

why that evidence was not 

considered (not knowing it was 

never received).

Open link

VBA David: Claims from Veterans 

are not often cancelled. 

Cancelled claims are more 

typically claims VBA establishes 

for some reason either in error or 

for a review that results in no 

action. I don't want anyone 

thinking VBA runs around 

cancelling claims from Veterans, 

we don't

Open link

Two 

ways a 

file can 

fail:

A. (Current) We've retried 

uploading to EVSS until we 

have exhausted all retries, 

which can take up to a day. 

This is how we currently 

handle any errors when 

uploading to EVSS: timeouts, 

EVSS system problems, invalid 

files, anything.

Open link

B. We make the retry logic smarter, 

so the upload "fails" as soon as we 

get a response from EVSS that tells 

us the file is invalid (as opposed to 

outages or timeouts we would want 

to retry). As is we are blindly and 

futilely retrying in this case which I 

think we should change at some 

point anyway.

Open link

Email  

(VA Notify)

What messaging are Veterans 

receiving in regards to their claims? 

Not actually 

being sent 

(see 

comments on 

image)

No 

confirmation 

for veteran 

about when a 

failure occurs

Open link

Open questions 

What questions do we need to 

answer about this to keep moving?
Open Question

Open Question

Does the submit 

spinning wheel 

scrreen last longer 

here? When failure 

is certain

Open QuestionOpen Question Open Question Open Question

Open Question Open Question

Is this our current 

opportunity to 

communicate 

potential failure? 

Open Question Open Question Open Question Open Question

Veteran has no resources 

to stay up-to-date on 

claim status (and learn of 

its failure). 

How do Veterans 

learn of the failure 

if they don't 

receive a message 

and there is no 

online status?

Open Question

Failed 

submissions will 

not go to the 

CST or show up 

on My VA

Research Finding

Forms that travel through the 

Benefits Intake API and into 

Central Mail can be accepted but 

don't always make it to the System 

of Record. When the form 

submission fails to reach the 

intended destination, the user is 

unaware and potentially under the 

assumption that their form 

submission is being worked on.

Research Finding #1170

Forms not related to a claim or 

appeal that are saved "in progress" 

show up in draft status in MyVA 

(Benefit applications drafts) but then 

are not shown to the user anywhere 

on VA.gov once that form is 

submitted. The next contact the user 

may get from the VA would be when 

the form was processed. Leaving a 

potentially long gap between 

submission and the next 

communication from the VA.

Research Finding #1170

User expectations are 

not properly set such 

that they would know 

when to follow up with 

the VA if they have not 

received any status on 

their submission.

Research Finding #1170

How might 

Veterans stay up to 

date on the status 

of a claim that is not 

reflected in the 

system? 

Open Question

Per Nichole, if there 

was a claim 

submission, ancillary 

job, or doc upload 

failure, the claim 

doesn't appear on the 

My VA homepage or 

CST

Claim Status 

Tool

How is CST supporting Veterans as 

they seek information?

CST 

Homepage

Per Nichole, if there 

was a claim 

submission, ancillary 

job, or doc upload 

failure, the claim 

doesn't appear on the 

My VA homepage or 

CST

VA mobile 

app

How is the app helping 

Veterans stay up to date?

Moible app 

sends no 

notifications

Assume that 

the mobile 

app doesn't 

show the 

claim, same as 

CST

In what cases 

do Veterans 

need to re-

submit or re-fill 

the 526 from 

scratch?
Open Question

Time since clicking "submit"

Veteran submits 526ez.
Veteran finishes the 526ez and presses the 

submit button. 

Veteran is directed to 

confirmation page.
What might the Veteran expect to see or receive upon filing? What information do Veterans need to feel confident that 

their claim is submitted?

Veteran receives no 

messaging of the 

submission failure. 

Veteran saves confirmation page 

for their records.

Backup Path Failure / Emergency Failsafe - Current State 

Happy Path - Current State

(maybe) Veteran required to take 

action to re-start and re-submit 

application

Two 

ways a 

file can 

fail:

-

Thoughts & Considerations

What is on Veteran's minds as they 

complete this step?

Include key guiding research 

insights in your observations

526ez

What visual feedback are Veterans 

receving from the 526ez?

Veteran submits 526ez.
Veteran presses "Submit application" button.

Screens: What would they see on 

mobile vs web app? 

Veteran is directed to 

confirmation page.
What might the Veteran expect to see or receive upon filing? What information do Veterans need to feel confident that 

their claim is submitted?

Email  

(VA Notify)

What messaging are Veterans 

receiving in regards to their claims? 

Claim Status 

Tool

How is CST supporting Veterans as 

they seek information?

Veteran saves confirmation 

for their records.

/review-and-submit
loading page

review/submit

Open questions 

What questions do we need to 

answer about this to keep moving?

We may want to think 

about differentiating 

acknowledgement of 

submission and successful/

failed claim submission 

when thinking about 

keeping the Veterans 

notified.

Research Finding Open link

Veterans want a 

record and way 

to keep track of 

their claim

Research Finding

Julie: We're thinking that 

this doesn't go out until all 

the ancillary jobs 

(document uploads, etc) 

go through as well. So any 

failures would prevent the 

email from going out right 

after submission.

Open link

Open Question

Open Question Open Question Open Question Open Question

Open Question Open Question Open Question Open Question Open Question Open Question

Failed 

submissions will 

not go to the 

CST or show up 

on My VA

Research Finding

How might 

Veterans stay up to 

date on the status 

of a claim that is not 

reflected in the 

system? 

Open Question Open Question

VA mobile 

app

How is the app helping 

Veterans stay up to date?

Moible app 

sends no 

notifications

Paper mail  

What paper mail are Veterans 

receiving and when? 

CST 

Homepage

Veterans are seeking 

assurance that they 

have completed the 

form in its entirety 

from the review/

submit

Research Finding 526

Review/submit 

summary screen 

meets expectations 

of Veterans (who do 

not make any edits)

Research Finding 526

Ancillary Job Failure - Current State 

Submission of 

526ez on VA.gov: 

ancillary job failure

Per Nichole, if there 

was a claim 

submission, ancillary 

job, or doc upload 

failure, the claim 

doesn't appear on the 

My VA homepage or 

CST

Per Nichole, if there 

was a claim 

submission, ancillary 

job, or doc upload 

failure, the claim 

doesn't appear on the 

My VA homepage or 

CST

Assume that 

the mobile 

app doesn't 

show the 

claim, same as 

CST

"we get a success 

response in the polling 

endpoint whether the 

entire doc package 

(including everything 

like the 526) is at vbms 

status"

Open link

Conceivably Veterans 

still save whatever they 

receive, even as failure.

Confirm:

1. Can they still print/

save? 

2. What do they get 

for their records? 

Open Question

What does the 

"print this" 

include for claims 

with failed 

ancillary jobs? 

Open Question

VBA David: * If evidence were 

not received this would not 

result in a cancelled claim.  

The claim may end up being 

denied but it would not be 

cancelled.  In all decisions we 

list the evidence used to make 

our decision.

Open link

VBA David: * So, if a Veteran 

submitted a particular piece of 

evidence that was never 

received it would not be listed 

on the evidence list at which 

point the Veteran may wonder 

why that evidence was not 

considered (not knowing it was 

never received).

Open link

VBA David: Claims from Veterans 

are not often cancelled. 

Cancelled claims are more 

typically claims VBA establishes 

for some reason either in error or 

for a review that results in no 

action. I don't want anyone 

thinking VBA runs around 

cancelling claims from Veterans, 

we don't

Open link

A. (Current) We've retried 

uploading to EVSS until we 

have exhausted all retries, 

which can take up to a day. 

This is how we currently 

handle any errors when 

uploading to EVSS: timeouts, 

EVSS system problems, invalid 

files, anything.

Open link

B. We make the retry logic smarter, 

so the upload "fails" as soon as we 

get a response from EVSS that tells 

us the file is invalid (as opposed to 

outages or timeouts we would want 

to retry). As is we are blindly and 

futilely retrying in this case which I 

think we should change at some 

point anyway.

Open link

Veteran required to take action 

and re-submit failed files / 

ancillary forms

When participants did 

not receive an email 

immediately from VA 

after submitting, they 

digitally saved the 

confirmation page for 

their records.

Research Finding Open link

“I would request on this page, 

where it says your claim was 

successfully submitted, I would 

recommend VA send an email 

with all this information. But I 

don’t see that on this page and 

I do not have a printer with me, 

so what I’ll do is save as PDF.” -

Veteran 

Research Finding Open link

“Ok, it says my application has 

been submitted. I was 

checking my email and I didn't 

get anything. So I'll take a 

picture of this page so I can 

see the claim number … I 

usually ‘favorite’ it, and check 

in like a week to see if it's in 

the system. If I had a printer I'd 

print it.” Veteran

Research Finding Open link

If 526 submission 

succeeds and ancillary 

jobs fail, ITF and in-

progress form are deleted? 

(probably not true)

Nathan's Zoom 

recording, 2:35 - 4:30

Open link

Does this 

mean Veterans 

need to re-

submit or re-fill 

the 526 from 

scratch?Open Question

Veteran receives emails for the 

submission failure. 

Veteran has no online resources 

to stay up-to-date on claim 

status. How do Veterans 

learn of the failure 

if they don't 

receive a message 

and there is no 

online status?

Open Question

Time since clicking "submit"

~ 11 hours*
Open link

VBMS

BGS 

(efolder 

service)

Can PMR 

uploaded on a 

Veterans behalf 

during the claims 

review process 

fail? 

Open Question

Support channels
Open link

What info can support provide on 

claim status?

What is the support experience?

Assumption: 

support 

cannot track 

claim in this 

state
Open Question

letter confirming a 

claim is established, 

sent end of day the 

claim is established 

in VBMS (ancillary 

jobs could still be 

retrying)

Open link

Suspect this 

would be sent 

and give false 

confirmation if 

ancillary jobs fail

Research Finding

Veteran might 

contact a 

representative 

for info instead of 

the listed options

Research Finding Open link

Veteran might 

contact a 

representative 

for info instead of 

the listed options

Research Finding Open link

Veteran might 

contact a 

representative 

for info instead of 

the listed options

Research Finding Open link

Long 

hold 

time
Research Finding

letter confirming a 

claim is established, 

mailed day after the 

claim is established 

in VBMS (ancillary 

jobs could still be 

retrying)

Open link

Support channels
Open link

What info can support provide on 

claim status?

What is the support experience?

Support channels
Open link

What info can support provide on 

claim status?

What is the support experience?

End of Day Letter.Redacted.pdf

Identifies claims by 

"submitted" rather 

than "received" 

dates (CST and 

paper mail identify 

by "received")

Research Finding

What 

determines 

date claim is 

received?

Open Question

For BDD, 

"received" is the 

day after 

reported 

discharge

Open link

Sent after all 

jobs on Vets 

API side are 

completed

Not a human-

readable 

reference 

number

Currently 

confirmation page 

is where claim ID is 

established. Does 

this mean it 

appears in CST, 

too? 
Open Question

Failure 

message 

UI

EVSS / Lighthouse

Vets API

Central Mail

VBMS eFolder

Established

 End 

Product / 

CEST

526 

structured 

data / 

CEST

This success 

message can be 

misleading if 

ancillary jobs fail 

later

Research Finding

Generate 

526 PDF 

Add 

contentions

Upload 

526 PDF

526 PDF

Generate 

Veteran-

uploaded 

documents 

(one at a time)

EVSS / 

Lighthouse 

doc upload

Lighthouse 

Benefits Intake API

Generate 

PTSD 0781 

/ 0781a

EVSS / 

Lighthouse 

doc upload

Veteran-

uploaded 

documents

 PTSD 

0781 / 

0781a

Call Lighthouse 

benefits intake 

API to generate 

private medical 

records request 

4142 / 4142a

Generate 

private 

medical 

records 

request 4142 / 

4142a

Print private 

medical 

records 

request 4142 / 

4142a

Scan / OCR 

private 

medical 

records 

request 4142 / 

4142a

Private 

medical 

records 

request 4142 / 

4142a

Benefit Claims 

API provides 

status and 

date

526 Open link

In the near future, 

with Team 2's 

work, we will have 

polling to 

determine whether 

each doc ended up 

at VBMS
note

Successful Backup Path - Current State

In the near future, we 

will have the 

"emergency failsafe", 

which is triggered 

after 2 weeks. 

Unclear how long 

emergency failsafe 

can take
note Open link

EVSS / Lighthouse

Vets API

Central Mail

Lighthouse 

Benefits Intake API

30 seconds

6 - 24 hours

Fail to 

establish 

End 

Product / 

CEST

Generate 

526 PDF 

backup 

path fails 

VBMS eFolder

*Probably need 

to add time for 

the potential 

backup path 

before this

note

EVSS / Lighthouse

Vets API

Central Mail

Lighthouse 

Benefits Intake API

VBMS eFolder

Established

 End 

Product / 

CEST

526 

structured 

data / 

CEST

Generate 

526 PDF 

Add 

contentions

Upload 

526 PDF

526 PDF

Generate 

Veteran-

uploaded 

documents 

(one at a time)

EVSS / 

Lighthouse 

doc upload

Generate 

PTSD 0781 

/ 0781a

EVSS / 

Lighthouse 

doc upload

Veteran-

uploaded 

documents

 PTSD 

0781 / 

0781a

Call Lighthouse 

benefits intake 

API to generate 

private medical 

records request 

4142 / 4142a

Generate 

private 

medical 

records 

request 4142 / 

4142a

Print private 

medical 

records 

request 4142 / 

4142a

Scan / OCR 

private 

medical 

records 

request 4142 / 

4142a

Private 

medical 

records 

request 4142 / 

4142a

/confirmation

This success 

message can be 

misleading if 

ancillary jobs fail 

later

Research Finding

Today, all ancillary 

jobs run 

regardless of 

whether an earlier 

one fails. Error 

handling is 

problematic. 
note Open link

Unclear what exactly 

triggers CST to 

show a claim. Might 

happen before or 

after ancillary jobs 

are done.

Open Question Open link

1-2 business days?
Open link

note

Might be sent 

inappropriately since 

we don't check 

central mail 

processes before 

sending

note Open link

Submission of 

526ez on VA.gov

Backup path

Veteran submits 526ez.
Veteran finishes the 526ez and presses the 

submit button. 

Veteran is directed to 

confirmation page.
What might the Veteran expect to see or receive upon filing?

Research Findings

What is on Veteran's minds as they 

complete this step?

Include key guiding research 

insights in your observations

Veterans are seeking 

assurance that they 

have completed the 

form in its entirety 

from the review/

submit

Research Finding 526

Review/submit 

summary screen 

meets 

expectations of 

Veterans (who do 

not make any edits)

Research Finding 526

More than anything, 

research participants want 

to know how long it will 

take for their claims and 

appeals to be decided. 

This is the question 

behind many of the other 

questions they have

Research Finding Open link

Experience in 

staging-- it can take 

a bit of time with 

spinning wheel for 

the confirmation 

page to load

Research Finding

A majority of participants who 

submitted their claim expected 

to receive a confirmation email 

with a copy of the claim from 

VA. 

Note: This is also included in 

the language on the 

confirmation screen.

Research Finding

Paper mail  

What paper mail are Veterans 

receiving and when? 

526ez

What visual feedback are Veterans 

receving from the 526ez?

Screens: What would they see on 

mobile vs web app? 

/review-and-submit review/submit

loading page Not a human-

readable 

reference 

number

Veteran waits while backup path runs

When participants did 

not receive an email 

immediately from VA 

after submitting, they 

digitally saved the 

confirmation page for 

their records.

Research Finding Open link

Conceivably Veterans 

still save whatever they 

receive, even as failure.

Confirm:

1. Can they still print/

save? 

2. What do they get 

for their records? 

Open Question

What does the "print this" 

include for incomplete 

submissions? What data 

can we provide the 

Veteran that they might 

be able to save or copy / 

paste and avoid rework?

Open Question

Veteran receives message of 

successful submission. 

We could note 

the passage 

of time here 

with some 

more vertical 

lines

letter confirming a 

claim is established, 

mailed day after the 

claim is established 

in VBMS (ancillary 

jobs could still be 

retrying)

Open link

End of Day Letter.Redacted.pdf

For BDD, 

"received" is the 

day after 

reported 

discharge

Open link

Email  

(VA Notify)

What messaging are Veterans 

receiving in regards to their claims? 

Sent after 

all jobs are 

completed

In the backup 

path, we don't 

get the Claim 

ID back

note Open link

Unclear exactly what 

triggers it to be sent 

in the backup path 

since we don't track 

central mail processes

note Open link

Open questions 

What questions do we need to 

answer about this to keep moving?
Open Question Open Question Open Question

/confirmation

Open Question Open Question Open Question

Open Question Open Question

Probably should include 

at least SMS, maybe 

other channels and not 

assume all Veterans will 

have reliable / any 

access to email

Open Question

Consider 

Veterans 

experiencing 

homelessness 

re: paper mail

Open Question

Consider 

Veterans 

living outside 

the US re: 

paper mail
Open Question

Consider 

Veterans who 

move 

addresses re: 

paper mail

Open Question

How long 

does it take 

for these to 

send?

Open Question

Veteran follows provided 

resources to stay up-to-date on 

claim status. 

Veterans find 

the claims 

process 

learning curve 

steep

Research Finding Open link

I lack clarity regarding the 

VA's responsibilities 

versus my own at various 

stages in the claims 

process, which creates 

uncertainty and may lead 

to redundant or misguided 

actions on my part.

Research Finding Open link

Keeping track of 

relevant claims is 

difficult for Veterans 

who have more 

claims with greater 

complexity

Research Finding Open link

Veterans think about claim 

status in terms of what’s 

currently being done to 

the claim, the outcome of 

the claim, and actions 

standing in the way of 

gaining a favorable 

determination

Research Finding Open link

I often miss opportunities 

to contribute effectively to 

my claim due to a lack of 

understanding about my 

specific responsibilities at 

different stages in the 

process.

Research Finding Open link

my preconceived 

expectations about the claims 

process frequently clash with 

the reality, causing me to 

become frustrated when the 

claim stagnates at a particular 

phase, or unexpectedly 

reverts to a previous phase

Research Finding Open link

I encounter specific 

evidence requests whose 

purpose and requirements 

are unclear to me, leading 

to delays in response and 

submissions that may not 

be as strong as they could 

be.

Research Finding Open link

I am misled by the depicted 

claims process timeline, which 

incorrectly suggests a linear 

process and fails to illustrate the 

common occurrence of claims 

cycling between phases. This 

inaccuracy creates false 

expectations and compounds the 

difficulty of waiting for results

Research Finding Open link

Veterans don’t get 

proactive notifications 

about major changes in 

claim status and are not 

aware when there’s an 

opportunity for them to do 

something to support their 

claim or take actions related 

to decision reviews.

Research Finding Open link

My VA

When Veterans log into VA.gov, they 

expect to be met with an experience 

that reflects their personal 

circumstances at the VA. My VA aims 

to meet this expectation by providing 

Veterans with a direct route to their 

most critical tasks and updates.

Open link

My VA is useful for identity-verified 

users-- so this "glance" feature isn't a 

window or portal for all users.

FOR AUTHENTICATED USERS: 

Feature in development gives users 

a status update on any open or 

recently closed claims (60 days) LOA3

Open link

Veterans want to quickly 

assess the current status of 

their benefits at the VA. 

They also expect to see 

updates to their benefits 

even if those updates do not 

require any action from 

them.

Open link

Open Question Open Question Open Question

Claim Status 

Tool

How is CST supporting Veterans as 

they seek information?

Claim > Status Claim > Files
Claim > 

Overview

Claim > Evidence 

request for 

Veteran

Claim > Evidence 

request not for 

Veteran

CST 

Homepage

What 

determines 

date claim is 

received?

Open Question

VA mobile 

app

How is the app helping 

Veterans stay up to date?

Moible app 

sends no 

notifications

s

these messages/

content 

generated 

through backend 

claims API

Open Question

Identifies claims by 

"submitted" rather 

than "received" 

dates (CST and 

paper mail identify 

by "received")

Research Finding

Pre-Submission

My VA

How is the MyVA directing 

veterans to their claim status?

Time since clicking "submit"

30 seconds

2 -3 days (mostly)
Open link

(emergency failsafe will start after 2 weeks)

(can take up to 2 weeks) 7-10 days
Open link

Support channels
Open link

What info can support provide on 

claim status?

What is the support experience?

Are mobile 

notifications 

just CST 

notifications?

Open Question

Veteran might 

contact a 

representative 

for info instead of 

the listed options

Research Finding Open link

Long 

hold 

time
Research Finding

EVSS / Lighthouse

Fail to 

establish 

End 

Product / 

CEST

Generate 

526 PDF  

(backup 

path)

Central Mail

Print all 

docs

Scan / 

OCR PDF 

of all docs

Vets API

Bundle 

together 526 

pdf with 

Veteran-

uploaded docs, 

ancillary forms

Call 

Lighthouse  

Benefits API to 

generate all 

docs

VBMS eFolder

526 

structured 

data / 

CEST

526 PDF

Benefit 

Claims API 

provides the 

date

526 Open link

Veteran-

uploaded 

documents

 PTSD 

0781 / 

0781a

Private 

medical 

records 

request 4142 / 

4142a

Lighthouse 

Benefits Intake API

Generate 

all docs

Is retry is 

possible? 

Veteran hits 

submit

Confirmation 

page

"We're still 

processing"

No longer 

successful backup, 

becomes manual 

emergency failsafe

yes

no

Is the retry 

successful?
yes

no

Email 

confirming 

successful 

submission

Successful 

backup path

Manual 

emergency 

failsafe

Happy path
Veteran hits 

submit

Confirmation 

page

"Submission is 

in progress"

Email 

confirmation 

page

Submission maps

When will we be 

able to reduce 

781(a) to one 

email instead of 

two?

Open Question

Are there different 

guidelines for 

data vs document 

based

Open Question

Reasonable 

time estimate 

for submission 

confirmation?

Open Question

When will we be 

able to reduce 

781(a) to one 

email instead of 

two?

Open Question

When will 

QuickSubmit be 

a more reliable 

option?

Open Question

Do we have an 

approximate 

timeline for these 

exhausting the 

retries?

Open Question

Assumption: 

support cannot 

track claim in this 

state (526 failure / 

ancillary job failure)

Open Question

Are synchronous 

failures flagged 

in UI rather than 

via email?

Open Question

Is ancillary/

doc upload 

failure always 

asynchronous?

Open Question

Do we need 

this failure path 

for the core 

form if it never 

fails?

Open Question

these messages/

content 

generated 

through backend 

claims API

Open Question

For Emily: Where 

does our work fall 

next to these 

desired technical 

outcomes?

Open Question

In what cases do 

Veterans need to 

re-submit or re-fill 

the 526 from 

scratch?

Open Question

How might Veterans 

stay up to date on 

the status of a claim 

that is not reflected 

in the system?

Open Question

How do Veterans 

learn of the failure 

if they don't 

receive a message 

and there is no 

online status?

Open Question

Does spinning 

submit wheel in 

the UI get longer/

shorter 

depending on 

submission?
Open Question

Is there a third 

state? 1. success, 

2. trying again 3. 

failure?

Open link

What is the timing / what 

business process triggers 

the success email? How 

does this line up with what 

the CST shows? (tracked 

in technical discovery 

ticket)

Open link

Veteran-facing forms 

team is working on 

an epic to show 

status of form 

submissions to users. 

Will likely impact this.

#1170

When do these 

failures happen 

in relation to 

submission?

Open Question

Can PMR uploaded 

on a Veterans 

behalf during the 

claims review 

process fail?

Open Question

Veteran action required

Timeline of submission 

states

async vs sync failures

ancillary vs doc failure

error messaging

core 526 failure (?)

Does paper mail 

go out before 

ancillary/doc 

upload completes? 

Will this ever 

change?

Open Question

aligning w VFF 

Desired technical outcomes

A threshold at which we do not use a document-based 

submission paradigm such as centralized mail.

When to use async background jobs? 

different guidelines for document vs. data based 

submissions?

If the paper confirmation is sent at the end of the day that the claim is 

established in VBMS, a VA.gov claim could still be retrying, and ultimately fail, 

uploading evidence documents and ancillary forms to VBMS when the letter is 

sent out. And in that case, the letter will essentially be giving the Veteran a 

false message about the success of their submission.  It's possible that we 

might overcome this problem with other processes, or possible we might have 

to change the letter contents or timing. If I am understanding correctly. I think 

this will become more clear when we map out submission tomorrow. Open link

aligning w polling solution 

/ backend process 

updates For future state 

designs, should we 

assume new backend 

processes like polling 

are in place?

Open mural

For future state designs, 

should we assume a 

synchronous response 

with a Claim ID? And does 

that mean all ancillary jobs 

succeeded?

Open Question

What 

determines 

date claim is 

received?

Open Question

We are tasked 

with filling the 

information gap 

between CST and 

MyVA

Open Question

Futuring -- 

including 

next next 

steps

Open Question

Another way to 

scope the work: 

success path vs 

failure paths (but we 

need more 

definition on what is 

which)

Agenda 

items

Discuss 

takeaways 

from 

submission 

mapping

Improve 

message at claim 

ID creation (fix 

Veteran 

impression that 

all is well/done)

Create follow-up 

messaging for 

Veterans who 

get the "this is 

taking longer 

than expected"

Collaborate w/ 

MyVA and CST 

on purgatory 

state for claim 

before ancillary/

doc jobs are 

complete 

Since Claim 

ID 

generates 

card info for 

both spots

Sync failure 

is in the UI 

after long 

loading page

Async failure 

will be 

addressed by 

Team 2 emails 

in the short 

term 

How often does it happen 

that 781s are lost? Should 

we encourage Veterans to 

download/upload a copy? 

Could the pdf be 

generated mid 

application?  

Open Question

Which 

backend 

decisions are 

included in 

this effort?

Add follow up 

with content 

explaining next 

steps (conceivably 

would receive a 

silent failure email)

NOT 

employee-

facing 

scope

What 

additional 

value for the 

"longer term" 

fix? 

What happens 

the second 

the Claim ID is 

formed in My 

VA and CST?

Scope: Digital 

experience 

only, don't get 

bogged down 

by paper

At the end, we 

could 

recommend 

changes or 

future work

Scope 

questions

Where 

does 

Chatbot 

fall?

Call center

Ask VA 

(online 

ticket 

system)

Be more 

trauma-

informed

How can our 

future state 

thinking minimze 

Veteran action in 

the long run?

How do we address 

the emergency 

failsafe since it's so 

manual?  / might 

delay claim 

processing compared 

to resubmitting

Time frame for 

email (so we can 

set 

expectations)? 

Still needed

Open Question

Scoping 

work at 

different 

levels 

Success 

path is the 

weirdest 

one! 

Success was 

our original 

scope, where 

does Team 2 

fit in? 

Is Team 2 

taking on the 

longer term 

for ancillary 

term failure?

Rough direction

1. Future-state mapping at 

a high level is wrapped 

up this sprint 

2. Next sprint to ID UI/

messaging examples 

and mock them 

3. Go through design 

review Collab cycle but 

no immediate testing (?)

eng capacity, 

collab with 

other 

product, 

backend lift

Static 

content

generate PDF 

so Veterans 

can save it 

(easier Take 

Action)

Takeaways and Next Steps from Diagramming Session

Questions for diagramming

Diagramming open questions and takeaways

Critical UX Delivery:

Design addresses central pain points by delivering timely and accurate information to Veterans on when 

their claim is submitted and trackable. 

Included: Solutioning that addresses confusing or inadequate messaging about submission and brings it in 

line with current backend submission processing.  

1. Email and UI messaging additions and enhancements to success and "it's taking longer than expected to 

submit" paths (such as adjusting timing and content of confirmation messaging to be honest about what 

was successful and what still needs to happen)

2. Get the Failed Submission Notification email to actually send

3. Changes (for consistency only) to new failure emails, to align with what we say in success emails

4. Link to CST and MyVA where appropriate

Not included: 

1. Robust long-term solutioning for failure states

2. Service design across channels (eg no collaboration with MyVA, CST, support channels, etc)

3. Usability testing

Important UX Delivery:

Light UX offerings AND solutioning that focuses on long-term failure messaging and advocating for better 

handoffs to other OCTO products after the point of establishment. 

Added:  

1. Nonessential UX additions (such as a potential email to Veterans to take action on their failed 

submission if the emergency failsafe doesn't work after X number of days)

2. Longer-term redesign of ancillary job failure messaging (for example, reduce to one email for all doc 

failures)

3. Strategic recommendations for other products (My VA, CST, mobile app) to improve submission tracking 

and handoffs

4. Usability testing and identifying issues for later iteration

Not included: 

1. Direct co-creation/collaboration that results in changes to other OCTO products

Nice-to-have UX Delivery:

Light and mid-weight offerings AND improvement of the experience across channels for Veterans in order 

to make tracking and required actions (currently mail-in) easier.

Added: 

1. Design to reduce Veteran action needed to complete submission (such as functional Quick submit 

feature, providing data they entered that they can use to reduce re-work) 

2. Collaborate with CST and My VA in order to address the in-between time between EP and finalizing doc/

ancillary upload jobs (ideation for changes to these products)

3. Strategic recommendations to other channels (such as paper mail and support channels)

4. Usability testing and identifying issues for later iteration

Not included:

1. Detailed redesign of all communication across channels

Option for Later:

Employee-facing improvements (this would be a new initiative, but capturing since it was brought up by 

OCTO during diagramming and would engage many of the same backend processes as with the Veteran 

experience)  

Lighter lift

Heavier lift

is this in reference to a 

submissionfailure email? i'm 

not sure we actually want to 

do that given the fact that we 

have a backup and 

emergency failsafe process 

to get htem through. We'd 

be telling them to take action 

without them actually 

needing to

MyVA doesn't 

currently include 

the submission 

status so not sure 

where we'd be 

referencing it

Even though it's not 

directly in the veteran 

UX scope i think we 

will/should tackle this 

question of notifying 

VSRs of failures or 

what is expected to be 

in the folder sooner 

than later

re: comment above about 

submissionfailure email, 

it's interesting to think 

about setting a time limit 

for us to get the 

emergency failsafe 

through, and if we can't 

get it by then, notifying the 

Veteran.

I don't 

understand 

what this 

means

I think more 

imoprtant than 

consolidating to a 

single email would 

be finding a way to 

provide them the 

document that failed

yes

Which team should 

do this work? Does 

this pair better with 

Team 2 work on 

failures? See linked 

ticket #81114.

Open link

Emily

Understood that 

we don't expect 

failure of the 526 

(so no email 

required). We can 

remove.

DBEX 

If we update the 

success email, 

updating the 

failure email 

language to be 

consistent with it

Thought 

submission 

status was on the 

table for My VA. 

Should we 

remove this?

Added to 

#1 

Is that work 

scoped for 

Team 2? Should 

we add a line 

for it here?

Thought 

submission 

status was on the 

table for My VA. 

Should we 

remove this?

Shannon's thoughts

Team one/trex owns redesigning the experience from the time the user hits submit to the 

time everything has been successfully established and uploaded, or we have ceased 

trying. At a high level, this means communicating the process and status with the 

Veteran at key points in that process so that they have an accurate picture of what’s 

happening with their claim submission, including if it failed and what they should do 

about it.

Because this is important, and a bit finicky most likely, we should plan for usability 

research on a prototype, a full collab cycle, and CAIA assistance.

Here’s how I would approach this 

1. Designing the conceptual model for Veterans: so, for example, deciding that claims 

submission is a two-step process: submission (we got your data, and we established 

a claim ID) and acceptance (everything also uploaded). Maybe it’s 3 parts: 

submission (you filled out the form and we got the data from you), establishment (we 

got you a claim ID from VBMS), and acceptance (everything also uploaded). We need 

to decide. We have a model problem and a naming problem.

2. Designing the communication model: what are the moments in time we need to 

communicate with Veterans, where/how should we do that, what should we say at a 

high level, what are the success and possible failure combinations or states we need 

to address. For example, it seems safe to say that we’ll need to communicate the 

process and expectations on the confirmation page. Note 1 + 2 probably are 

happening concurrently and build off each other

3. Prioritization: what are the key components of the communication model to do now, 

what can we do later? Do we need to adjust the models because of some technical 

or resource constraints? This is the time I’d be looking at scope for detailed design. 

Likely we start with confirmation page and confirmation emails, maybe we hold off on 

backup submission communications. Maybe we hand off requirements to CST or 

MyVA for interim status, maybe we fast follow the confirmation page and emails with 

design suggestions for those. Maybe we decided we don’t want to status on MyVA 

or CST during this time. I don’t know how to answer this priority question without first 

having a conceptual model and communication model.

4. Design intent. You know the drill. We go in with problem/goals and a high-level flow.

5. Detailed design and test: Content writing and design for high priority components, 

midpoint review, then usability testing and revision. For example, detailed design and 

content for confirmation page, emails, etc. in order of priority.

Design Work Options for OCTO Review

Background

Major 

research 

findings

Research Finding

Touchpoints

Touchpoints

Open 

question

Open Question

General

 use

Phase/

thinking is 

complete

Where 

we're 

working 

currently 

Legend for stickies

Design

Current state submission mapsDiscovery phase artifacts + notes

Understand 

the timeline 

for 

successful 

submisison

Veteran 

gets basic 

claim 

details

Delete 

Fewer 

calls to 

Contact 

Center

Vet 

submits 

claim

Vet Knows 

their claim 

is ready

Receive 

notification 

about claim 

submission  

(confirmation 

screen) / email

Submit 

claim

Submit 

claim

Get a copy 

of claim

Notified 

about 

required 

actions

Provide 

Veteran a 

pdf of their 

full claim in 

an email 

Final

Veteran System

Generate 

& upload 

documents

Generate 

documents 

and upload 

to VBMS

Resubmit 

claim

Veteran

Veteran gets  

notification 

that 

submission is 

complete

Download 

prefilled 

forms

 Resubmit 

failed docs/

 form(s)

Claims 

Status Tool

Track 

claim 

submission

Veteran re-

submits 

failed 4142/

781 

electronically
Dependency

Vet receives 

notification that 

documents 

have been 

recieved

Legend

Persona 

(human or 

system)

High level 

tasks 

users can 

do

Steps users 

go through 

to complete 

the activity 

above

Discrete 

interactions to 

complete the 

step above 

(User Stories)

Release boundary

Epic tied to 

feature brief 

problem 

statements

Open link

Beginning 

of user 

journey

Impacted 

Stakeholder

End of user 

journey

Completed

 Work

(User 

Stories)

Helpful 

context

Confirm 

successful 

submission

If Vet thinks form 

wasn't submitted, 

Vet may try to 

resubmit, but 

we'll try to 

prevent this from 

happening

Veterans 

see status 

on MyVA 

(also VA app)

Dependency

Prevent Vet 

from 

resubmitting 

a duplicate 

claim

On behalf of 

Veteran, system 

submits the 

ancillary job 

failures 

automatically 

526 form 

completion 

happens before 

this begins. Intent 

to capture only the 

post submission 

experience

Waiting for 

claim to be 

prepared for 

submission 

(loading screen)

Goal is to 

not 

require 

Veteran to 

 resubmit

Get 

reference 

number 

for claim

Human-centered 

reference 

number for 

Veterans w/o 

Claim ID

When 

claim isn't 

processed 

in <30 sec.

 Veteran gets 

one email 

notification for all 

failed evidence 

(or all jobs if eng 

lift is similar to 

add forms)

Previous Vet 

required 

actions are 

removed

Veteran sees 

update 

reflected in 

Claim Status 

Tool
Dependency

Find the 

failed 

documents

  

Download 

completed 

ancillary 

forms

Veteran 

resubmits 

pdf 

Dependency

Veteran re-

submits 

failed 

documents 

electronically
Dependency

View a list of 

all supporting 

evidence 

documents & 

filenames

Veterans 

who resubmit 

online get 

notified of 

success
Dependency

Veterans 

asked to 

resubmit pdf 

is emergency 

failsafe is 

triggered 

Dependency

Veteran 

receives 

email that 

claim is 

received

Download 

copies of 

evidence docs 

for 

resubmission

Veterans 

experience a 

burden after they 

attempt to submit 

a disability claim

Veterans w/ 

claims triggered 

by emergency 

failsafe are 

notified of delay

Veterans who 

resubmit via 

mail get 

notified of 

success

Generate 

526 PDF 

and 

upload to 

VBMS

Current

Send 

evidence 

documents

 to VBMS
Current

Generate / 

upload 

PTSD 0781

Current

Generate / 

upload private 

medical records 

request 4142

Current
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re-submits 

failed form(s) 

by mail
Current
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Implementing 
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gets a failure 

email for each 

failed job
Current

View claim 
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screen
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when 

tracking will 
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Team 2 

Implementing 

now: Veteran 

receives a 

redacted 

document names 

 in an email
Current

Team 2 

Implementing 

now: Veterans 

can call the 

Contact Center 

for the full file 
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Current

Team 2 

Implementing

 now: 

Veteran gets 

link to forms
Current

 Emergency 

failsafe takes 

two weeks to 

manually 

rebuild 

Veteran's 

claim 

Current

Team 2 

Implementing 

now: Veterans 

refill paper 

0781, digital 

4142
Current

Veteran 

understands 

what action 

they need to 

take for 

success
Current

Hypothesis

(Milestone)

Fewer 

duplicate 

submissions, 

greater 

Veteran 

confidence

Veteran won't 

have to 

recomplete 

forms from 

scratch

A success 

here may 

eliminate  

future work

Automatic 

Resubmissions 

happen same-

day

When Veterans 

resubmit the failed 

component of their 

claim they don't 

know if the VA has 

all their claim 

material

Failure 

path

All information is subject to change

What is a user story map?

A lean UX-mapping method that uses sticky notes and sketches to 

outline the interactions that the team expects users to go through to 

complete their goals in a digital product.

Story maps are intended to spark collaboration and conversation 

while providing teams with the bigger picture of how the digital 

product flows and fits together. 

A user-story map depicts 3 types of actions at different granularity: 

activities (the most general actions), steps, and details (the most 

specific actions). User activities and steps display horizontally 

across the top of the map, and the details stack vertically 

underneath their respective steps in priority order.

Once created, teams will maintain and refer back to their story map 

over time; they add to it, modify it to reflect the actual state of the 

product, and use it to guide what to work on and release in 

subsequent sprints.

Story maps are best constructed by small teams with 

representatives from product, UX, development, and QA working 

collaboratively to discuss and shape the product plan. 
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Dependency

Milestone: Vet 

has clear 

expectations 

of submission 

status

Milestone: 

Veterans can find 

the status of their 

submission on 

VA.gov (MyVA and 

CST) (before the 

claim is recieved)

Milestone: 

Veterans have 

the  information 

they need to get 

help and a copy 

of their claim

Realign: Receive 

truthful confirmation 

that claim has 

succeeded or failed 

in UI and email

Realign: Feel 

confident that 

VA is trying to 

submit your 

claim

Realign: Set 

expectations 

for what will 

happen when 

I click submit

Veterans lack 

timely & truthful 

information 

about their 

claim after 

submission
Open link

Veterans need 

a record of their 

claim and a way 

to track it

Open link

Veterans 

sometimes submit 

duplicate claims 

because they 

aren't sure if the 

claim went through

Open link

Veterans 

experience a 

burden after they 

attempt to submit 

a disability claim

Vet 

presses 

"submit 

application"

va.gov-team/

products/disability/

526ez/product/

feature-briefs/

Submission 

Experience.md at 

master · department-

of-veterans-affairs/

va.gov-team

Public resources for 

building on and in 

support of VA.gov. Visit 

complete Knowledge 

Hub: - va.gov-team/

products/disability/

526ez/product/feature-

briefs/Submission 

Experience.md at 

master · department-of-

veterans-affairs/va.gov-

Github

TLDR

Submission Experience improves the Veteran experience of claim 

submission by addressing system errors, confusion, missing information, and 

cognitive load that doesn't meet the level of quality Veterans deserve. This 

feature begins at the point when the Veteran clicks "submit" on a disability 

benefits application on va.gov and ending when the claim is established in 

VBMS and all initial doc uploads succeed or the submission process fails.

What is the problem we're solving?

1. Veterans lack timely and truthful information about their claim

2. Some Veterans don't have a "receipt" of what they submitted

3. Some Veterans can't track the status of their claim, so they can't get 

updated information

4. Veterans experience a burden after they attempt to submit a disability 

claim, in terms of:

5. When Veterans resubmit the failed component of their claim they don't 

know if the VA has all their claim material

6. Veterans sometimes submit duplicate claims because Veterans aren't sure 

if the claim went through

Proposed Solution

We aim to give Veterans more clarity on the status and outcome of their claim 

submissions, with a means of tracking their claim status that is timely and 

intuitive This proposal breaks down the work of Submission Experience into 

focused and strategic groupings to improve delivery. Each grouping is tied to 

a problem statement (see above).

Logic for prioritization is based on research findings and a balance of Veteran 

desirability, technical feasibility, and business viability.
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Submission Experience User Story Map

Planning

Design

AugustJuly

Research

June

Engineering

Sprint 33 Sprint 34 Sprint 35 Sprint 36 Sprint 37 Sprint 36

Design Intent: You’ll introduce your new work initiative and discuss existing solutions in the 

problem space. You’ll walk through the user flow and present any wireframes.

(CAIA) intake request: The Sitewide CAIA team helps to ensure your product design meets the 

VA.gov Experience Standards.

Midpoint review: Happens when the designs are built on static screens or prototypes and provides 

more specific feedback like relevant design system components and patterns, VA.gov URLs of 

relevant patterns in production, and staging server information and test user accounts.

Must be done at least a week before starting research sessions

Design

Intent

Midpoint review

CAIA 

Platform checkpoints

Staging review is conducted when your feature is on staging and provides a final look-through of 

the built-out design. Ideally, your design is polished and discussed previously through prior 

reviews. We don't want to make any major design changes at this stage.

Staging review

Research Review

Recruitment

Research review At least 10 days before 

sessions

Recruitment At least 7 days before sessions

Milestone Plannning for "Give Veteran clear expectations of claim status" 

Create research materials Conduct research

Complete designs Build prototype

Research Review Recruitment

Synthesis + Reporting

Implement FE & BE Changes
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