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< Indicates that the SEP feature is available only to Accredited VSO Users at this time.



1.0 Overview

Veterans Relationship Management’s (VRM) Stakeholder Enterprise Portal (SEP) provides a fully
functional and secure entry point for external stakeholders, business partners and service providers
to access web-based systems, information and services on behalf of Veterans and the Department
of Veterans Affairs (VA). SEP establishes a common enterprise identification and authentication
service for VA internal and external stakeholders and provides a portal for VA enterprise
stakeholders to manage enterprise content.

This manual is a step-by-step guide on SEP features. We recommend that you check periodically for
guide updates to ensure that you learn of new features as they become available. For further
information and other issues not covered in this user guide, please call the SEP dedicated support
line at 1-855-225-0709, or work with the Change Management Agent (CMA) in your local Regional
Office (RO).

Do you need more help with topics in this user guide? Click here to check out the SEP FAQs.

1.1 Pre-Check Hardware, Software, and Identification

SEP has the below minimum hardware and software requirements for full functionality:
1. Operating Systems: Windows XP or Windows 7
e How to check: Right Click “My Computer” - Select “Properties.” This may vary by
Operating System.
2. Web Browsers: Internet Explorer (IE) v9, v10, v11, Firefox, or Google Chrome
e How to check: Open Internet Explorer. Click onto “Tools” = Select “Help” = Select the
“About” icon to display your IE version. This may vary by Web Browser.
3. Actividentity (v 6.2 for Windows 7) card reading software (Required only for users logging in
with a PIV card.):
e How to check: Select “Start” = Select “All Programs” = Find “Actividentity” - Find
“ActivClient” - Select “User Console” and double click to open the program - Select

“Help” from the title bar = Select “About” and find Actividentity.


http://www.benefits.va.gov/benefits/offices.asp
http://www.benefits.va.gov/benefits/offices.asp
https://www.sep.va.gov/sep/web/guest/faq
https://www.sep.va.gov/sep/web/guest/faq

Valid Personal Identity Verification (PIV) card and Personal Identification Number (PIN) for the

PIV Card. (Required only for users logging in with a PIV card.)

PIV card reader slot located on the side of laptop, on the keyboard of a desktop, or external

connected by USB. (Required only for users logging in with a PIV card.)

Use the following instructions to obtain your Office of General Counsel (OGC) Accreditation

number:

e Link to or copy URL (http://www.va.gov/ogc/apps/accreditation/index.asp) into your Web
browser. Select the appropriate type of person, enter your last name into the last name
field, and select the “Search” button.

e Inthe OGC Database, click onto your name to obtain your Accreditation number. Copy or
retain the Accreditation number. When you log into SEP, you will enter the number in the
OGC Accreditation field.

e Users who cannot access the OGC database to obtain their Accreditation number should

contact the OGC at ogcaccreditationmailbox@va.gov.


http://www.va.gov/ogc/apps/accreditation/index.asp

2.0 Clear your Cache

To ensure security and protect privacy, you should clear your Web browser cache or history daily.
Follow the below instructions to clear your Web browser cache or history in Internet Explorer:
1. Open Internet Explorer.

2. From the top menu, click onto “Tools” and select “Internet Options.”

S

v
3. Select “Delete.” (The Delete function will clear the history, cookies, and cache in your Web

browser.)

-

4. External network (non-VA) users should select the appropriate check boxes and click onto the
“Delete” button. Note that VA’s secure network does not permit its users to delete Web

browser history.



5. Exit the popup screen.

(=)@ Currently Sharing |[s23s]

Preserve Favorites website data
Keep cookies and temporary Internet files that enable your favorite
websites to retain preferences and display faster.

Delete Browsing History

Teg)porary Internet files

jes of webpages, images, and media that are saved for faster
igwing.

stored on your computer by websites to save preferences
such as login information.

History

List of websites you have visited.

[ Download History
List of files you have downloaded.

[ Form data
Saved information that you have typed into forms.

[ Passwords
Saved passwords that are automatically filed in when you signin
to a website you've previously visited,

[C] ActiveX Filtering and Tracking Protection data
Alist of websites exduded from filtering, and data used by Tracking
Protection to detect where websites might be automatically sharing
details about your visit.

Some settings are manags,




3.0 Unauthenticated Chat

The unauthenticated chat feature allows SEP users to communicate directly with National Call Center agents
during their online session. The unauthenticated chat feature allows users to ask general questions while the
users are not logged in to SEP. Note that the users should not provide sensitive or Personally Identifiable
Information (Pll) during an unauthenticated chat session. A SEP user can initiate a chat session with a
National Call Center agent for assistance when selecting a page on SEP where an unauthenticated chat
window is available.

1. When accessing the SEP Home Page, click onto the link, “Live Chat for Registration and Log in

Difficulties.” A separate chat box will appear.

AN
O

3. Enter your name and question into the applicable text boxes and click onto “Start Chat.” The Chat
window will first direct you to Fast Answers, in which the user may find the answer to a question
without chatting with a representative. If the user does not find the answer they are looking for, the

user can click “Start Chat” to proceed to chatting with a live National Call Center agent.



NOTE: SEP users and chat agents should not enter Personally Identifiable Information (Pll) (e.g., Social

Security Number or date of birth) into the chat window.

4. A chat agent will receive the message and initiate contact with the user.
5. To finish a chat session, click onto the large ‘X’ located at the top of the chat window, and confirm

your intent to close the session by clicking “OK” in the popup window.



-

6. To help us improve SEP chat, we ask users to complete a survey. After completing the survey, click

onto “Send” button.



4.0 Create an Account and Log In

Accredited users can use their Personal Identity Verification (PIV) cards or Norton Symantec
Remote Identity Proofing process to create accounts. Users may find Symantec login procedures by

clicking here for the Symantec Job Aid page.
4.1 RegisteraPIV

We recommend that you ensure that your PIV card and PIN function properly prior to registering
your PIV Card. To ensure that your PIN card and PIN function, insert your PIV card into the PIV card
reader, enter the PIN associated with your PIV card, and log in or unlock your VA Windows Domain
user profile. If your PIV and/or PIN do not function properly, please work with your PIV Sponsor or
the local PIV office to resolve any problems before moving forward with registering your PIV card.
1. Insert your PIV card into your card reader.

2. Launch the ActivClient console from the Windows Start menu.

3. Click on “Tools” = “Advanced” = “Make Certificates Available to Windows.”

4. Close ActivClient.

5. Launch your Web browser and link to or copy and paste (https://register.eauth.va.gov/) into

the Web browser.

10


https://www.sep.va.gov/sep/ecms-proxy/document/sep/dynamic-content/sep/assets/downloads/Norton_Symantec_Step-by-Step_Job_Aid.pdf
https://register.eauth.va.gov/

6. You will be asked to choose a certificate. Hover your mouse over your name and select the

certificate that states “PIV Authentication.” Click “OK.”

You might have multiple
Certificates — select one —
must be current — many
times the second one

e Helpful Hints:

e Do not select a certificate that displays a symbol. Select only a

certificate that displays a symbol.

e If you receive an error with one certificate, try another certificate.

7. Enter your PIV PIN and click the “OK” button.

11



8. Click “Register Smart Card” on the right-hand side of the screen.

O

9. After a successful registration, your name and a message indicating successful registration will

appear on the left-hand side of the page.

Your Name Appears Here

e When logging into SEP, should you receive the error screen below, clear your cache (Section
2.0), close your Web browser, and reattempt your PIV card registration (Section 4.1). If you
continue to receive the same error message, contact the SEP dedicated support line at 1-855-
225-0709, or the Change Management Agent (CMA) in your local Regional Office (RO) to

resolve the problem.

12



10. Close the Web browser.

4.2 Register with Remote Identity Proofing:

Obtain Norton Symantec Credentials

As an alternative to using a PIV card to log into SEP, you may log into SEP with Norton Symantec

credentials.

1. To start the process of credentialing through Symantec, click the following link or copy and
paste the URL into a new Web browser: https://www.sep.va.gov

2. Click onto the login button. You will be prompted with a pop-up detailing the Login Process.

Click to “Continue” to proceed.

3. The SEP login page will appear. Click onto the “Register” link located under “Log in with Norton

Symantec.”

13


https://www.sep.va.gov/

The application, SEP, allows the following CSPs for you to select from:

VA PIV Card

VA Personal Identity Verification (PIV) card is a smart card issued to VA Federal Log in with

empl id contracts VA PLV Card
ployees and contractors.

Register | Leamn More

Norton Symantec

Norton Symantec accounts are issued to any user requiring identity verification to Log in with
access VA websites and online services. Norton Symantec

Register ||.eam More

4. You will again be prompted with a pop-up detailing the Login Process. Click to “Continue” to

proceed. The Norton Symantec account sign-in page will appear.

To complete the Symantec registration process, click here for the Symantec Credential User

Guide.

4.3 LoginasaSEP User

1. Click the following link or copy and paste the URL into a new Web browser:

https://www.sep.va.gov

2. Click onto the login button. You will be prompted with a pop-up detailing the Login Process.

Click to “Continue” to proceed.

3. The SEP login page will appear.

14


https://www.sep.va.gov/sep/ecms-proxy/document/sep/Content/downloads/Norton_Symantec_Step-by-Step_Job_Aid.pdf
https://www.sep.va.gov/sep/ecms-proxy/document/sep/Content/downloads/Norton_Symantec_Step-by-Step_Job_Aid.pdf
https://www.sep.va.gov/

The application, SEP, allows the following CSPs for you to select from:

VA PIV Card

VA Personal Identity Verification (PIV) card is a smart card issued to VA Federal Log in with
employees and contractors. VA PIV Card

Register | Leamn More

Norton Symantec

Morton Symantec accounts are issued to any user requiring identity verification to Log in with
access VA websites and online services. Norton Symantec

Register | Leam More

e Note that when you click your respective log in button, you will be prompted with a Secure Login

Redirect pop-up. Click “continue” to proceed with your log in.

Secure Login Redirect

You are being sent to a secure webpage on the VA PIV Card website to
register or log in to your account.

After you log in, you will be sent to SEP.

Cancel m

If you log in with a PIV card, SEP will ask you for your PIV credentials and PIN number via ActivClient. If
you log in through Symantec, the system will redirect you to the Symantec login page where you may
provide your Symantec login credentials.

When logging into SEP with your PIV card and PIN, should the screen below appear, clear your cache
(Section 2.0), close your Web browser, and reattempt your PIV card registration (Section 4.1). If you
continue to receive the same error message, contact the SEP dedicated support line at 1-855-225-
0709 or the Change Management Agent (CMA) in your local Regional Office (RO) to resolve the

problem.

15



After your first login attempt, the below VA User Account Confirmation screen will appear,
where you must complete information that is required for you to access SEP. Note that first,
middle, and last name, and e-mail address and country are read from your PIV card. If
information is incorrect, please resolve the inaccuracy with your PIV Sponsor or local PIV office.

e Helpful Hint: The Date of Birth format is mm/dd/yyyy.
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Fiated Links: Our Privacy Pollcy

7. After completing the VA User Account Confirmation, you will receive the following confirmation

message.

8. Click onto the m button. The system will return you to the login screen, where you must log

into SEP (Section 4.3) in order to continue your session.

9. After successfully logging in with either PIV or Symantec credentials, the system will direct you

to the SEP web application corresponding to your user role: VSO, Claims Agent or Attorney.

Your role will appear in the upper right hand corner of the SEP browser screen.
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10. The SEP welcome page should appear. Enter your OGC Accreditation number. (Refer to Section

1.1 of this guide for instructions on how to obtain your OGC Accreditation number.)

11. Click onto the “Continue Registration” button. The screen should display all of your user roles

and POA associations.

12. Click on the “Finish Registration” button.

18



13. After logging into SEP, the Dashboard screen seen below should appear where you may search
for Veterans. (Should you need assistance while conducting a search, contact the SEP dedicated

phone number located in the upper right-hand corner of the page.)

Need more help? Click here to check out our FAQ’s on SEP Login.

Users having trouble with registration or with logging in with a PIV card should call the National
Service Desk at 855-673-4357, and, when prompted by the automated menus, select Option 6 for

specialty services and Option 2 for PIV support.

19
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5.0 Manage Form 21-22

1. Accredited VSOs will use SEP to manage electronic 21-22 requests if the VSO is authorized to
accept or decline POAs.
2. To search for, manage, or review incoming 21-22s, the accredited user should select the

“Representation Requests” option located in the upper navigation bar.

5.1 Search for 21-22s

The Representative Requests search function enables an accredited VSO user, using search criteria,
to find 21-22s submitted by Veterans who requested the VSO organization as their representative.

To make multiple selections, hold the Ctrl key while clicking selections.

Helpful Hints:
e “Requested Organization” and “Requested Status” are required fields to conduct a search.

e If the VSO user represents only one organization, the organization will automatically appear,

and the VSO user will not be able to select additional organizations.

20



e You can search 21-22s using five “Request Status” criteria. There are four non-withdraw
types (Accepted, Declined, New, Pending) and one withdrawn type (Withdrawn POA).
a. You may search one or more non-withdrawn types at a time.
b. You may not search both non-withdrawn and withdrawn types at the same time.

(Withdrawn POA is a mutually exclusive search criterion)

e When searching for New, Pending, Accepted, or Declined 21-22s, you can improve your
search results by selecting Domestic, Military, or International Locations as search criterion.
In addition, if you select a U.S. state, you may use the city name (or multiple city names,
separated by commas) to improve your search results. If selecting multiple states, hold the

Ctrl button located on the keyboard when selecting each state.

e When searching by Military Location, you must select both the Claimant’s Post office and
the Claimant’s Postal Code. To select multiple selections, hold the Ctrl key while clicking

selections.

21



e When searching by the location type “International,” you will improve your search results if
you use the Claimant’s Country as a search criterion. To select multiple selections, hold the
Ctrl key while clicking selections. To select all International Requests, click on the “Select

All” button.

e You must use valid search criteria to receive successful search results for Veterans who have
requested POA (21-22s) and/or withdrawn POAs (21-22s).

e For 21-22s requests, search results will return information about the Veteran or Claimant,
Limitations of Consent (if applicable), (VSO decision) Request Status, and, when the VSO has

accepted the Veteran’s request for POA, the responsible VSO representative name and

decision date.

e To open the 21-22 Detail page within the Request Search Results, click onto the
Veteran’s name.

e SEP users cannot view the detail page of a Veteran or Claimant who has a withdrawn
POA request (e.g., when a Veteran removes the VSO organization as his/her POA or

requests a POA through another VSO organization).

22



5.2 Save a Search / Recall a Saved Search

Accredited SEP users will find it helpful to save frequently-used searches for easy referral.

1. After conducting a search, select the “Save Search” option, name the search, and save it to your

list of saved searches.

e You can save up to ten (10) searches that only you who saved the search can view.

2. Torecall the parameters of a saved search, select the saved search on the right of the search

form.

e Because the pre-populated search form stored the saved search criteria, you may re-run a

search without reentering the search criteria.

23



3. You are limited to up to ten (10) saved searches. To delete saved searches, hover your mouse

over the saved search name and select the “Delete” button.
5.3 View 21-22 Detail

1. The accredited VSO user can use the 21-22 detail page to research issues and make informed
decisions. The detail page includes the following information: Veteran information, Claimant

Information, Limitations of Consent, Change of Address, etc.

2. The “Request Status” in the detail page of the 21-22 provides valuable information:

e A “New” status indicates that the SEP user is the first to view the new 21-22, including

the 21-22 details page.

e A “Pending” status indicates that other SEP users have reviewed the 21-22, but that they

have not taken action.

e The “Accepted” and “Declined” statuses inform the SEP user that an action has been

taken, and of that action’s date and time.

24



5.4 Accept or Decline 21-22

Only SEP users who are authorized to accept or decline 21-22s on behalf of their organization are
able to see the “Accept Request” and “Decline Request” buttons at the top of the 21-22 detail
screen.

e Important: In order to accept or decline a 21-22, the SEP User must be authorized to do so
within the OGC Database. If a SEP user is unable to accept or decline a 21-22, the SEP user
must coordinate with their organization and the OGC Accreditation to become authorized to
accept or decline a 21-22. OGC Accreditation can be contacted at
AccreditationMailbox@va.gov.

1. To accept or decline a 21-22, select one of the options at the top of the detail screen.

2. To confirm that you accept a 21-22, select the “Accept Request” button at the bottom of the

popup screen.

3. When you click the “Accept Request” button, the system revalidates your user identity and
treats your acceptance as a virtual signature.

4. After confirming your acceptance of the 21-22, the detail page will reload and display the 21-
22’s new status, as well as the Veteran’s File Number and Social Security Number.
e The Veteran or claimant will receive a message through a secure messaging center located

in their eBenefits account that his/her 21-22 POA request was accepted.

25
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e You may return to the 21-22 search results screen and evaluate other 21-22 requests.

5. Todecline a 21-22, select the “Decline Request” button at the top of the detail screen.

e You must provide a reason for declining a 21-22. After providing a reason, click onto the

“Confirm” button to finalize your decline action.

6. After you confirm your decline action for the 21-22, the 21-22 detail page will reload and display

its new status.

e The Veteran or claimant will receive a message through a secure messaging center located

in his/her eBenefits account that the 21-22 request was declined.

e You may return to the 21-22 search results screen and evaluate other 21-22 requests.

26



6.0 SEP Dashboard

After the SEP user successfully logs in, the system will direct the SEP user to the VSO Representative

Dashboard, where the user may search for Veterans.

e Note the difference in the screen below. Because a VSO has more authorized roles, an

Attorney or a Claim Agent has less functions within SEP than that of a VSO Representative.

>
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6.1 Search for a Veteran

You may use the SEP Representative Dashboard’s search criteria to locate Veterans for whom you
have a POA. (The POA gives permission to an authorized SEP User to represent and/or manage a
Veteran’s VA-related business.)
1. From the SEP Dashboard screen, enter the following:
e Veteran’s Social Security Number, File Number, Service Number, or Insurance Number.
(Only one criterion is necessary.)
or

e Veteran’s First Name, Last Name, and Date of Birth (DOB) (All criterion required)

2. You may use “Advanced Search Criteria” to enhance your search for finding a Veteran.

28



S—

If you select “Clear Form,” all of the entered Veteran information will clear from their fields, and
you will remain on the Dashboard screen.

After entering the Veteran’s information, click onto the “Search for Veterans” button.

The Veteran Search Results will then appear with partial identifiable information.

Representative Dashboard

Veteran Search Results

Searches return Veteran records that match your search criteria, designate you as their representative for VA
Claims, and meet the approved permission level

“You searched using SSN ending in 0000

Change Search Criteria

Showing 1 Search Result

Name Birthdate SSN  Location Represented  eBenefits  Email Veteran
Through Account?  Address Actions.
VETERAN, 0211371958 | XXX- SWANSBORQ, | Disabled Yes example@gmail.com Actions
NAME XK NC American —
0000 Veterans

Click onto “Actions” to view the Veteran’s profile.

To search for a different Veteran, click onto “Change Search Criteria” to return to the
Representative Dashboard.

a) Note that you must click onto “Clear Form” before inputting the next Veteran’s search

criteria in order to remove information of prior search.

29



6.2 Authenticated Chat

You may communicate directly with a National Call Center agent through an authenticated chat box window
located within the SEP Portal. You may ask VA-related questions, including those that are sensitive, regarding
a Veteran. Note that questions must pertain to the Veteran whose information appears in the Dashboard
screen at the time of the chat session.

To initiate an authenticated chat regarding another Veteran, you must exit the existing chat session, start a
new search for a new Veteran, and once the Veteran’s information appears in the Dashboard screen, re-
initiate a new chat session. To initiate an authenticated chat, see the directions below.

e IMPORTANT: Do not enter Personally Identifiable Information (PIl) regarding the Veteran into the
chat box window. The National Call Center Agent will have the Veteran’s information available
when you initiate a chat session.

1. Once the Veteran’s Record appears in your Representative Dashboard, click onto the “Chat with the

VA” blue icon located on the bottom right of your screen.

2. A popup window will appear where you may initiate a chat session with a National Call Center Agent.
Type your name and your question into the window, and click the “Start Chat” button.
e |IMPORTANT: Do not enter Personally Identifiable Information about the Veteran into the chat
box window. The National Call Center Agent will already have the Veteran’s information

available when you initiate a chat session.

30



3. You will be connected to a chat room where a live agent will be available to take your questions.

4. To end the chat session, click onto the “X” located in the blue panel at the top of the screen. A popup

screen will appear. Click onto OK when prompted.

31



6.3 Claim Status and Document Upload

A SEP user (e.g., VSO, Attorney, or Claims Agent) can view and act on a Veteran’s
Compensation/Dependent claim if the Veteran grants the SEP user Power of Attorney (POA)
through VA form 21-22.

1. Toview a Veteran’s Claim Status, select the “Claim Status” option from the “Actions” drop-

down menu located in the “Veteran Search Results” screen.

O

2. The system will display a Work in Process page with Intent-to-File (ITF), Open Applications, and

Claim Status of Submitted Claims.

32



e An ITF signifies that the SEP user (on behalf of the Veteran) or the Veteran has submitted
partial information in support of a claim, and that the user or Veteran needs additional time
to gather the outstanding information or documentation required to complete a fully
developed claim. The ITF section in the “Claims in Process” screen informs the user of the
ITF’s Received Date, Type, Expiration Date, Source, and Status. Click here to learn more

about the ITF.

|ntent tO Flle Learn more about Intent to File
#Received %+ Type + Expiration Source Status
04/01/2015 Compensation 04/01/2016 Online Active

3. To view “Historical claims” for the Veteran, select “Historical Claims” on the left-hand side panel.

33
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4. The items that display a a are urgent or past due. To view the claim’s status, click onto the

date of the claim.

5. Inthe “Claim Details” screen, click onto “Needed from You” or onto “Needed from Others” to

view the list of documents that the user will need to upload to support the Veteran’s claim.

6. A list of requested documents, along with the documents’ statuses, will appear.
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7. Click onto “Upload Document” to upload the requested documentation.
8. Click onto “Browse for Files” to locate and select the file to upload. When browsing for files to

upload, user may select multiple files. There is no need to upload one file at a time.

>

9. After selecting the files to upload, click onto the “Select a Description” drop down list to select

the documentation type for each file upload.
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10. Select “Upload Documents.” The screen will display a progress bar showing the progress of
the upload.

File *Type Actions

< 214142.pdf 100%

& Browse for files

11. A success screen should appear.

Files
File *Type Actions
Sl d VA Form 21-4142 - Authorization To Disclose Information

=k All Done

12. After uploading a file, the user may browse for additional files to upload by clicking onto
“Browse for Files” and selecting the additional file(s).

13. For an additional verification that the document upload was successful, click onto “All Done” to
return to the Claim Status page. On the “Claim Status” page, click onto the tab “All Uploaded
Documents.” A tabbed screen will appear listing the documents uploaded into the Veteran’s

profile.
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6.4 About Me

The left-hand side navigation panel within the Claims screen enables the SEP user to navigate easily to
functional areas, including to the “About Me” page. On the “About Me” page, the SEP user can view
information on Veteran’s benefits, Representative, and disabilities. The information within these links

mirrors that information the Veteran accesses in the eBenefits portal.

About Me

eBenefits Profile
Representative
Disabilities

Dependents

Claims

Work in Process

Histarical Claims

Benefits & Payments
Additional Benefits

Payment History

1. Click onto the “eBenefits Profile” to view the Veteran’s eBenefits username and the e-mail address

associated with the Veteran’s eBenefits account.
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2. Click onto “Representative” to view the Veteran’s Representative information.

.

3. Click onto “Disabilities” to view a summary of the Veteran’s disabilities. A SEP user is able to view the
Veteran’s Total Combined Disability, Rated Disabilities, and Pending Disabilities claimed. Notice that

the page also links to a web page that allows the user to add Disabilities.

>

o Note that if a Veteran does not have pending disabilities, the Pending Disabilities section will

populate with the below message.
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Pending Disabilities

We cannot retrieve your information at this time. Please try again later. We apologize for the
Inconvenience.

4. Click onto “Dependents” to view a summary of the Veteran’s Dependents. A SEP user is able to view
the Veteran’s Dependent Status and Dependents on an Award. Notice that the page also links to a

web page that allows the user to add or remove dependents.

>

5. Note that if a Veteran or SEP User has submitted a claim for dependency benefits that has not yet

been awarded, the SEP user will see the below message:

You submitted one or more claims for dependency benefits pending review.
We will update your dependent information as soon as we complete processing your claim.

6. If the Veteran does not have dependants on the award, the SEP user will see the below message:

Dependents on an Award
You have no dependents listed on an award at this time.

A

Show Dependents not on an Award

7. To show Dependents in which the Veteran is not currently receiving benefits for on an award, click

onto “Show Dependents not on an Award.”
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Hide Dependents not on an Award

You are not currently receiving additional benefits for the dependents shown below:

#Name % Date of Birth
JANE PAYNE 09/01/1976
RICHARD PAYNE 06/17/1967
WVAUGHN PAYNE 02/14/1994

6.5 Benefits & Payment History

+Relationship
Spouse
Child

Child

A SEP user is granted the right to perform certain functions on behalf of the Veteran for whom they

have POA. For example, the SEP user may access additional benefits and the payment history for

the Veteran or for that of his/her dependents.

1. To view additional benefits for Veterans, select “Additional Benefits Summary” from the

“Actions” drop-down list. The “Actions” drop-down list is found in the “Veteran Search Results”

panel.

O

2. Additional Benefits include Eligibility Determinations and Supplementary Benefits. Details for

each can be expanded and closed by clicking the “

benefits, the “Benefits” table will be blank.

symbol. If there are no awarded additional
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Additional Benefits for: Ruiz, Jeanette

Some of the benefits you are currently receiving, or are entitled to, appear below. Do not consider this list
as proof of benefits because recent updates may not be included. You may be approved for additional
benefits that do not yet appear below.

For questions about your benefits, please contact the Depariment of Veterans Affairs:

+ By Phone:* 1-2800-827-1000:g (711 if you use a TDD)
+ Online: Use our Inquiry Routing & Information System (IRIS)

*Monday - Friday, 8:00 am - 9:00 pm ET

Benefits

[+] Eligibility Determinations

|+ Supplementary Benefits

3. If the Veteran is eligible for benefits, the table will display Eligibility Determinations.

e If a Veteran has applied for an Eligibility Determination, but he/she has is not eligible for that

benefit, SEP will display the below message.

Benefits

Eligibility Determinations

We have reviewed your application for eligibility determinations. Based upon our review, we have
determined that you may not be eligible for certain benefits.

e |If the Veteran has applied for Eligibility Determinations, but a decision has not been made, the SEP

display the following message.

Benefits
Eligibility Determinations
Below is a summary of your eligibility determinations. If you do not see an eligibility determination

you applied for listed below, it may still be under review and a decision has not yet been made.
Please also check Other Decisions before calling.
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4. If the Veteran is entitled to Supplementary Benefits, the table will display those Supplementary

Benefits.

e If a Veteran has applied for a Supplementary Benefit, but he/she has not been awarded that

benefit, SEP will display the below message.

Benefits

Supplementary Benefits

We have reviewed your application for supplementary benefits. Based upon our review, we have
determined that you may not be eligible for certain benefits.

e [f the Veteran has applied for Supplementary Benefits, but a decision has not been made, the SEP

will display the following message.

e In order to see benefit decisons, the SEP User may click onto the “Other Decisions” link, which will

direct the SEP user to the list of denied benefits.
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Other Decisions for: Curtis, Travis

Unforiunately, we were not able to grant you the benefits listed below.

For guestions about your benefits, please contact the Department of Vieterans Afiairs:

+ By Phone:* 1-800-327-1000¢g (711 if you use a TDD)

+ Online: Use our Inquiry Routing & Information System (IRIS)

*Monday - Friday, 8:00 am - 9:00 pm ET
Supplementary Benefits

Auto or Adaptive Equipment
Mot entitled to Automobile Grant of up to 520,114.34 or Adaptive Equipment for your Automobile. Leam More

Education Assistance Program

Mot entitled to Basic Eligibility under the Survivors' and Dependenis’ Education Assistance Program. Leam Maore

5. To view payment history for Veterans, select “Payment History” from the “Actions” drop-down

list. The “Actions” drop-down list is found in the “Veteran Search Results” panel.

>

e The payment history page should appear. The system will display a default payment date
range, from January of the current year to the present month. You may refine your search
by using specific date range drop-downs located below the date fields. The payment history

page will also display any returned payments applicable.

43



The initial payment screen displays a summary of payments made to the Veteran, including
returned payments. Select the specific payment date to view payment details. Payment
details may include reductions from the gross payment, as well as bank or check payment
information. At the bottom of the pages, under “About,” the SEP user may find explanatory
information, including payment mail dates and returned payments. Note that because the
SEP user views the same data and information that the Veteran views through the eBenefits

portal, the SEP user may also be able to provide contextual assistance to the Veteran.
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6.6 Online Forms

The SEP users are allowed to access online forms for those Veterans who grant them Power of

Attorney (POA). This process is using the same Electronic Claims Submission Process dashboard that

Veterans use in eBenefits.

1. To access a Veteran’s online forms, the authorized SEP user selects the “Online Forms” option
from the “Actions” drop-down menu. The “Actions” drop-down menu is found in the Veteran

Search Results.

The system will display the Online Application Dashboard of the selected Veteran. The dashboard
will display the current summary of open, submitted, and completed applications and forms. Open
applications are displayed in descending order from the newest to the oldest.

e Note: Forms available through SEP are identical to those available to the Veteran through
eBenefits. In addition, the SEP and eBenefit web portals enable the SEP user and Veteran to
interact in order to complete and submit online forms to the VA. The interactive capability
between SEP and eBenefits is especially helpful when a SEP user requires a Veteran’s
Signature on a form (e.g., VA Form 21-526EZ). In this scenario, the Veteran can upload a

signed form in PDF format through eBenefits for the SEP user’s retrieval and action in SEP.
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7.0 Submit Form 21-526EZ on Behalf of a Veteran

Once the Veteran’s POA is in the VA system, a representative of that VSO can use SEP to prepare a

disability compensation application (VA Form 21-526EZ) on behalf of the Veteran. However, the

Representative may not be able to electronically submit the application through SEP.

1.

Each VSO decides whether or not an individual representative can submit the application in SEP.

While using SEP:

e A representative with the right/authority to submit the application will be given that option.

e Arepresentative without the right/authority to submit the application will be able to electronically
send the application for review by a representative with the authority.

Below are the POA types and their typical authorization, which is subject to the VSO’s or Veteran’s

refinement:

e Most National VSOs (NVSOs) submit a claim on behalf of the Veteran without a VSO organization’s
review.

e Most, but not all, County VSOs (CVSOs) cannot submit a claim on behalf of a Veteran, even if the
claim has all the necessary certification information, without a VSO organization’s review.

e Most Attorneys and Claim Agents have the same rights as NVSOs.

A POA may submit a claim if the Veteran provides authorization by either of the two methods:

e The Veteran provides an electronic mark in the presence of a POA Witness, who in turn provides
his or her electronic mark.

e The Veteran provides a wet signature on the 21-526EZ signature page and the page is uploaded by

the Veteran using eBenefits or by the VSO using SEP.
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7.1 Verify a POA When Reopening an Existing 21-
526EZ Claim

A Veteran may change representatives before an application has been submitted through SEP. Before the
new Veteran Representative continues the application, the Veteran’s signature or mark will need to be

updated. The system generates a message explaining this situation.
Disability Compensation Benefits

The representative has changed since the Veteran provided a signature or mark.

If you are the new representative, you must update the Veteran's signature or mark to confirm that you have permission to
submit the Veteran's claim.

7.2 Submit an Original Claim

To ensure the Representative can prepare and/or submit an original application for a Veteran, the Representative
must have permission to do so. Verification of that permission can be satisfied by either uploading a signed

signature page or capturing the claimant’s and witness’ marks.
e The SEP user who can download, print, sign, and scan a document may consider uploading a

signed signature page.

Disability Compensation Benefits 1 Prntncompite Forms
Applicant Military Service Disability Treatment Special Supporting Final Review &
Information History Records Records Circumsiances Documents Submission

Claimant Signature or Mark OMS Controi Mo, 2000.0747

We need to verify that you have permission to submit this application on the Veteran's behalf. To provide proof
Personal Information that the Veteran has granted you permission, you'll need to upload a signed claim certification and signature page
or provide a claimant mark and witness signature

Claimant Signature

To upload, you'll need to: (1) download the Claimant Signature form below; (2) have the Veteran sign the form,
and (3) upload the signed claim certification and signature page.

Important Dates

Getting Started
/8 Download a VA Form 21-526EZ Claimant Signature

Fully Developed Claim

For Documents Action
WMore Info on FDC Eddie Payne VA Form 21.526EZ Claimant Signature "
Evidence & Criteria R0 Add File
06/17/1981
Claimant Signature or i
Mark Claimant Mark

Haimien tinahln tn nkinin 2 rinnnd cadifieation and sinnatirs nans el nasd ta (30 rnad tha slaimant mad

e [f the Veteran is unable to provide a signature, the SEP Representative may consider capturing the
claimant’s and witness’ marks, an electronic equivalent of a mark or thumb print. When

completing the “Claimant and Witness Mark” section of the claim, the SEP Representative should:
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a. Read the claimant mark statement to the Veteran;

b. Obtain the Veteran’s electronic mark “X”; and

c. Acting as a witness, check the box certifying the SEP made visual verification that the Veteran
made an electronic mark.

e Important: A SEP Representative must be present — either via computer screen sharing or a

face-to-face interview -- when the Representative verifies the claimant’s mark.

Claimant Signature or )
Mark Claimant Mark

If you're unable to obtain a signed certification and signature page, you'll need to: (1) read the claimant mark
statement to the Veteran; (2) have the Veteran certify by checking the first check box below; and (3) provide your
signature as a witness to the claimant's mark by checking the second check box below

Reminder: Users of the Stakeholder Enterprise Portal (SEP) (1) must continue to comply with the rules of
behavior for this computer; and (2) must be present when the Veteran is checking the claimant mark.

| certify and authorize the release of information. | certify that the statements in this document are true and
complete to the best of my knowledge. | autherize any person or entity, including but not limited to, any
organization, service provider, employer, or govemnment agency, to give the Department of Veterans Affairs
any information about me except protected health information. | waive any privilege that makes the
information confidential.

By checking this box, you (the Veteran) certify the abowve in lieu of your signature. Once your
application is submitted, you will not be able to make additional changes.

Witness Mark

| certify that | am a witness to the claimant’'s mark, which the Veteran provided as the claim certification and
signature

By checking this box, you (the representative) certify the above in lieu of your signature.

Save & Continue Previous Exit

Submission Procedures

1.

At the end of the 21-526EZ claim application process, the SEP Representative who is authorized to
submit on the behalf of the Veteran will have two options - to submit the application to the VA on

behalf of the Veteran or allow the Veteran to review the application.

Disability Compensation Benefits & Pt ncamplee Forms
Applicant Military Service Disability Treatment | Special Supporting Final Review &
Information History Records Records Circumsiances Documents ‘Submission

Next Steps OMB Conrol No. 2000.0747

=* Required to Continue

Thank you for completing a draft of the Compensation Benefits Application on behalf of the Veteran. To complete the process, you can submit the
application on their behalf. You can also send the application for Veteran review.

* What would you like to do next?
5 Submit on Behalf of Veteran
= Send for Veteran Review

Save & Continue Previous Exit
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2. SEP Representatives that require additional VSO review will only have the option to send the

application to the NVSO for his/her review.

e The user will click onto “continue” to view a draft mail that will be sent to the Veteran.

e Once the user clicks onto “Send for Review”, the user will reveice a message acknowledging that

the application has been sent for NVSO review.
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3. When the NVSO reviews, the NVSO will have the following options:
e Submit the claim on behalf of the Veteran
e Request a Veteran review

e “Return for Additional VSO Review and Action” (e.g. Return the claim to the CVSO for additional

Applicant Military Service Disability Treatment Employment & Special Circumstanc&upporting Final Review &
Information History Records Records Education History Documents Submission
Next Steps

** Required to Continue

Thank you for completing a draft of the Compensation Benefits Application on behalf of the Veteran. To complete the process,
you can submit the application on their behalf. You can also send the application for Weteran review or return the application for
additional Veteran Service Organization (VS0) review and action

**What would you like to do next?

‘D Submit on Behalf of Veteran
'© Send for Veteran Review
‘0 Return for Additional VSO Review and Action

Save & Continue Previous

Exit

4. Once a SEP Representative or an NVSO submits on the behalf of the Veteran, a submission

confirmation page will appear.
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Disability Compensation Application £ Pretincompiets Farms

Thank you for submitting the Compensation Benefits
Application on behalf of {Veteran Name}.

The confirmation number is {Confirmation #]. You can wiew and print 2 copy of your completed apphcation from
the Online Applications Dashboard

WWe have notified the Veteran of the status of the application. The message was sent to the following

- £Benefits Messags Canter

- Primary Email: {address)
= Alternate Email: {address)

What's Included

The appication and supparting decurments were submisted to the ViA for review by 3 claims agent. The submission includes the
following documents:

- WA Form 21-520862
- Ay Form
- Any Form

Next Steps

Supperting Dacuments
If you did nat uplo=d sl of your supporing documants. you san st dd them 2 the Slsim. T upiesd addiionl desumants,
follow the directions for &ach form listed belo
- vestsran alg ana Attenaance
(1] Brint M farm, {2) NEVE 3N SXaMINSr ComplStE NS oA, 3Nd (3) 30d M OCUMEN 10 The: CIim using Me sBenems
Compensation & Pansian Claims & Upliad SUPpaning Documents feature.
B Download a pre-filled VA form 214-2680

- Spouse Ald and Attendanca

(1) Prim
pen

rarm. (2) NEVE 3N Examiner ool
A & Pansion Claims & Uplaa

(3] 399 e ASCLMEN 10 N CIM UsNg e sGensms
CoumeniE featu

‘i Download S pre-Tilsn VA TOFM 21-2680 TOT YOUT SPOUES

Get Additional Information

For additional information or assistance, call our toll-free number at 1-800-827-10004%_ A benefit counselor is available to
answes your questions and provide you with any additional information you nesd about VA bensfits and the claims process

Track Your Claim

¥ou can now track the status of your cisim cnline. Visw the sistus of your cisim, Fissss be swars that DEQ forms may changs
ower the Course of your claimy's e due to changes in law and policy. ¥ou vl NOT be o do anything or submi

additional evidence. If additional medical evidence is required to r3te your claim, WA will L iblish 2 DB mxam for you free of
charge:

Learn More about the FDC Program

Don't forget to submit your claim as a fully developed claim. For mors information on the FDC Program visit our websits.

Related Actions
Declare or manage your dependent information.

Go to the O

e Applications Dashboard

Post Submission Procedures of an Original Claim

5. If the SEP Representative submitted an application on behalf of the Veteran and captured the

signature by the claimant’s and witness’ marks, this will be captured on the PDF version of the claim

application, as shown below:

e Note that if the claimant signature was uploaded instead, there will be a separate signature page

document. The Veteran and Witness signatures will be blank on the generated 526EZ.
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6. Confirmation of VSO claims submission will appear in the top left header of that claim application page,

as shown below:

7.3 Submit a Supplemental Claim

When the Veteran has an eBenefits account and/or email address on record in the VA system, the SEP
Representative can submit a supplemental claim without obtaining the claimant’s and witness’ marks or
uploading a Veteran-signed signature page.

When a Veteran does not have an eBenefits account and no email address on record in the VA system, the
SEP Representative will need to obtain the claimant’s and witness’ marks or to upload a Veteran-signed
signature page in order to submit a supplemental claim, as was required with the original claim. When
submitting a supplemental claim for a Veteran without an eBenefits account and without an email
address, the SEP Representative should refer to Section 7.2 on Submitting an Original Claim.

If the Representative tries to submit a supplemental application for a Veteran (with no eBenefits account
and no email address on record) without uploading a signature page or capturing the claimant and

witness marks, the system will generate the following message:

e NOTE: If the Representative selects “Send for Veteran Review,” the system will allow the
Representative to enter a temporary email address and will send a notification to the Veteran that

a draft Compensation Benefits Application has been completed.
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8.0 SEP Work Queue

After SEP users log into SEP, they can search for Veterans applications that have been started, but

not submitted, and are in various stages of the process, by clicking onto “VSO Work Queue” located

AN

in the upper menu bar.

1. The Search for Veteran’s Applications page will appear, where the user may enter search

criteria to find application(s) that require their organization’s action.

2. After the users have selected all their search criteria, they may click on the “Search for

Applications” button located on the bottom of the Work Queue search screen.

Q Search for Applications
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8.1 View Work Queue Search Results

After the SEP user conducts a successful search, the work queue search results will appear in the window.
Search results will display as a list of application(s) in alphabetical order and by Veteran’s last name. Users
may not edit, add, nor delete information in the SEP work queue.

e Note: A M(checkmark) in the “Comments” column indicates that notes have been entered for that

application.

To view detailed information for a specific application, click onto the link with the Veteran's name.
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9.0 SEP ForeSee Survey

In order to ensure that we are providing the best customer service experience possible, we have
partnered with ForeSee to include a random survey as part of the user’s SEP experience.

If you are randomly selected to take part in the survey, a window will appear requesting the user’s
feedback before exiting the SEP portal. If you are not selected but want to give feedback and
complete the survey, please direct your comments and questions to: vrmsep.vbaco@va.gov. Note
that there are a total of 24 questions in the survey; and to complete and submit a survey, the

selected survey participant must complete all of the questions and click onto the “Submit” button.
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mm FORE@

Customer Satisfaction Survey
Thank you for visiting our site, You've been randomly chosen to take
part in a brief survey to let us know what we're doing well and where
WEe Can improve,
Please take a few minutes to share your apinions, which are essential
in helping us provide the best online experience possible.
Tnum

Required questions are denoted by an *

1: *please rate the convenient placement of the website tools on this
site.

1=Poor Excellent=10
i 2 3 4 3 3 7 8 4 10 Don't Know
o & @ © © © O & @ © &
2: *Please rate the variety of website tools on this site.
1=Poor Excallent=10
1 2 3 4 3 B 7 B8 ] 10 Don't Know
LN I R N v N T T R &
2: *please rate the balance of graphics and text on this site.
1=Poor Excallent=10
i 2 3 4 3 3 7 8 4 10 Don't Know
G © &6 & @ @ & & @ & L]
4: *please rate the readability of the pages on this site.
1=Poor Excallent=10
i 2 3 4 5 3 7 B ] 10 Don't Know
& s & & & @ 9 & © & &
5: *please rate the options available for navigating this site,
1=Poor Excallent=10
1 2 3 4 3 -3 7 8 5 10 Don't Know
LN T A N N O i S N i SO L]
&: *please rate how well the site layout helps you find what you need.
1=Poor Excellent=10
i 2 3 4 5 3 7 B ] 10 Don't Know
& @ 8 & 6§ 6 & 6 &

7: *what is your owerall satisfaction with this site?
1=Very Dissatisfied Very Satisfied=10
1 2 3 4 3 6 7 8 K 10
LN T A N N O i S N i SO
2: *How well does this site meet your expactations?
1=Falls short Exceeds=10
i 2 3 4 5 3 7 B ] 10
& & © © © @ © € © ©
9: *How does this site compare to your idea of an ideal websita?
1=Not Very Closs Very Close=10
i 2 3 4 3 3 7 8 4 10
O O i (i) i O O i (i} i
10: *How likely are you to return to this site?
1=Very Unlikely Very Likely=10
1 2 3 4 3 B 7 B8 ] 10
LN I R N v N T T R
11: *How likely are you to recommend the Stakeholder Enterprise
Portal to someone else?
1=Very Unlikely Very Likely=10
i 2 3 4 3 3 7 8 4 10
& @ 9 6 6 @ © @ 4 0
12: *How likely are you to use this site as your primary resource for
obtaining information from this organization?

1=Very Unlikely Very Likely=10
1 2 3 4 3 -3 7 8 9 10
& & & & & & 6 & 6

13: *How likely are you to use this site rather than seeking information
from other channels?

1=VNery Unlikely Very Likely=10
1 2 E | 4 3 B 7 8 9 10
& g 8 S 4 & @ 8 O @

14: *which of the following best describes your role in visiting the
Stakeholder Enterprise Portal (SEP) site today? (Select all that apply)

[ wWeteran Service Organization (VS0)
[F] Educstion Provider

[F] Doctor or Other Health Care Provider
O Atomey

[£] Loan Appraiser

£ Bensfit Provider

[E other, please specify:

13: *How frequentty do you visit this site?

]

I First time

Daily

About once a week

Abgut once a month

71 About once or twice a year

71 Less frequently than once a year

s

16: *For which reasons did you visit the SEP site today? (Select all that
apply)

[F] Access information

[ submit claims en my own behalf

[ submit claims on a veteran's behalf

[ apply for benefits

[[ Check the status of a claim for benefits

[[ Check the status of an appezl for a claim for bensfits
[[ Check the status of a benefit payment

[E To view a veteran's benefit payment history

[F] Obtain a benefit verification letter

[l Change my profile (e.g... change contact information)
[E Just browsing/Curicus what site offered

[E other, please specify:

17: *which of the following areas of the SEP site did you visit today? [Select
all that apply)

[[] Compensation Service

[[] Education Service

[ Purchased Care @ Health Administration Center [PCE@HAC)
[ Vorational Rehabilitation & Employment (VRE&E)
[ Veterans Service Organizations (WS0)

O rags

[ KnowvA

[[] FAST Letters {1996 - Prasent)

[[ Learn More About SEP

[F] Other section naot listed above

[F] Mot sure

18: *Did you accomplish what you wanted to on the site today?

‘fes

Partially
No

i

i I wasn't planning to accomplish anything in particular
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19: *Did you try to log in on this site today?

Yes

Mo

g
&

20: Thinking about the SEP homepage, was it clear where you needed to go
to find what you were looking for today?

T Yes
& No

21: How would you describe your navigation experience on the SEP site
today? (Select all that apply)

[ 1 had no difficulty navigating/browsing on this site

Too many links/navigational options to choose from

Links often did not take me where I expected

Had difficulty finding relevant information/products

Could net navigate back to previous information

Links/labels are difficult to understand

Had technical difficultes (error messages, broken links, etc.)
1 had a navigation difficulty not listed above

I

22: *fre you aware of the VA Transformation Plan?

| Yes
I Mo
2 Mot Sure

23: *How likely are you to discourage others from using the Stakeholder
Enterpriza Portal?

1 = Very Unlikely Very Likely = 10
1 2 3 4 5 & 7 B 5 10

& ] & & ] & & ] & &

24: If you could identify one improvement to this site, what improvement
would you suggest?

rJ

-

1,000 Characters Remaining

Thank you for taking our survey - and for helping us serve you better.
‘We appredate your input!

> -

Copyright 2014 - all rights reserved
OMB Contral = 1090-0008
ForeSee ForeSee Privacy Policy  Survey Support
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