
VA Benefits for 
Survivors of 
Veterans:

Practical Applications



Objective:

Enhance proficiency in 
organizing and handling 

death claims.

Foster a greater sense of 
ease and confidence in 
managing death claims.

Anticipate and manage 
the workload associated 

with death claims.

Equip you with the tools 
to prepare death claims 

comprehensively.

Ensure the submission of 
well-grounded death 

claims.



Introduction:

Understanding 
Your Role

Recognize that you are there to provide 
support and assistance, but you can't 
personally fix the emotional pain

Reassuring your client that you can help 
reduce the emotional burden by handling all 
the paperwork

Be knowledgeable about the specific 
requirements and forms involved. The 
more confident you are, the less stressful 
the process will be.

Offer compassionate communication & 
always approach with empathy and 
genuine care for the situation without 
making unrealistic promises. Listening 
actively can help provide emotional 
support without overstepping boundaries





Survivor Benefits S.O.P 
A Step-By-Step Guide

1.Clarity: It ensures that all involved parties understand 
their roles and responsibilities, reducing confusion.

2.Efficiency: The administrative tasks become more 
streamlined, decreasing the likelihood of errors.

3.Emotional Support: By adhering to a well-defined 
process, you can better provide support to grieving 
clients.

4.Uniformity: Standardization guarantees a steadfast and 
professional approach to handling different cases.



Survivor 
Benefits 
S.O.P 
A Step-By-
Step Guide

Beneficial For:

▪ Training others and office continuity
▪ Mitigating Emotional Stress
▪ Dealing with Complex Eligibility Issues
▪ Addressing Unique Circumstances
▪ Efficient Claim Processing
▪ Building Trust and Rapport with Survivors
▪ Time Management and Follow-Up
▪ Supportive learning
▪ Professional growth and competence in death 

claims



Intake Sheet: 

This sheet assists in 
gathering essential 

information for 
verifying death 

claim workload and 
eligibility.

Benefits Checklist: 

A valuable tool for 
ensuring that all 
necessary steps 

and documents are 
accounted for in 

the claims process.

Apt Reminder List: 
This list helps you 
stay organized by 
keeping track of 

important 
appointment dates 

and times.

VetraSpec List: 

An essential 
resource for 

monitoring and 
addressing any 
pending issues 
related to the 

claims, ensuring a 
smoother process.

Death Claim Folder: 

A dedicated folder 
for organizing and 
frontloading tasks 
leading up to the 
appointment and 
for storing client 
copies of forms 

after the 
appointment.

Step-by-Step  
Instructions: 

Detailed 
instructions on 

how to conduct an 
appointment, 

ensuring a 
structured and 
client-focused 

approach.

Survivor Benefits S.O.P 
A Step-By-Step Guide



“My husband passed away. He is a veteran, and I was told to come here. I don't know what to do."

Real-World Scenario



SURVIVOR

BENEFITS

s.o.p.



❖ Express Condolences

❖ Acknowledge their visit

❖ Introduce yourself

❖ Offer a comfortable space

❖ Explain the intake process

❖ Provide Assurance & 
Support

ESTABLISH RAPPORT

PLAN



❖Collect info & eligibility criteria

❖Assess the urgency & appropriate scheduling

❖Streamline the process 

❖Prevents unnecessary appointments

❖Creates Continuity

❖Reduces Appointment times

❖Demonstrates professionalism & respect for time

❖Reduces likelihood of missing/incorrect information

COMPLETE INTAKE SHEET

PLAN



1. Intake sheet

PLAN
Real-World Scenario



CREATE FOLDER 
❖Create a death claim folder and attach the SURVIVOR BENEFITS CHECKLIST
to the front

❖Use this for preparations & frontloading until the appointment

❖After the appointment – we’ll put her copies in it and she can keep it for 
future reference and/or follow up 

PLAN



❖Systematic 

❖Organization

❖Efficiency

❖Comprehensive Coverage

❖Accuracy

❖Time Management

❖Communication & Documentation Tool

❖Client Reassurance

❖Transparency & Consistency

❖Training, Monitoring Progress

START CHECKLIST

PLAN



1. Intake sheet
2. Checklist

PLAN
Real-World Scenario



SCHEDULING

☐ Contact the claimant to schedule at a 

convenient time. Be sure to block out 1-3 

hours for the appointment (more or less, 

depending on the amount of forms you 

have to complete).

☐ Give the client an APPOINTMENT 

REMINDER with a list of what documents 

they need to bring.

PLAN



Why it’s important:
Efficiency: Appointment slip reminders help manage your schedule better. They ensure that time is allocated 
appropriately, preventing overbooking or delays.

Client Preparation: Providing a list of required documents in advance allows Mary to prepare thoroughly for her 
appointment. This not only saves time during the appointment but also ensures that she brings all necessary 
paperwork, reducing the need for follow-up visits.

Client Expectations: It sets clear expectations for Mary. She knows what is expected of her and what she needs 
to bring, reducing any potential confusion or anxiety.

Effective Use of Time: By having the necessary documents ready, you can make the most of the appointment 
time, addressing her needs more effectively.

Professionalism: It demonstrates professionalism and a client-focused approach. It shows that you value Mary's 
time and are committed to helping her through this process.

APT SLIP REMINDERS
PLAN



REVIEW & FRONTLOAD

☐ Gather & Scan all necessary documents required for the claim.

☐ Pull any pertinent info from VBMS before calling the VSO line to

notify the VA of the death.

☐ Familiarize yourself with the specific benefits relative to the case.

☐ Review vet’s history to determine eligibility for specific benefits.

☐ Front Load info in VetraSpec tabs.   

☐ Start marking pertinent benefits on the CHECKLIST

☐ Conduct notifications by calling VA, DFAS, or VA Life Insurance to 
notify them date of death.

PREPARE
REVIEW & FRONTLOAD



Copy/Paste

Obituary in

Remarks block:

PREPARE
PRO-TIP



OPENING THE APPOINTMENT
☐ Begin by offering condolences, Kleenex and expressing empathy 

for their loss. Acknowledge the emotional difficulty of the situation.

☐ Check for any VA or DFAS paperwork already done (so as not to duplicate claims)

EXPLAIN THE PROCESS 
☐ Outline the purpose of the appointment, which is to assist them in applying for the benefits and  

support available to them.

☐ Provide a brief overview of what to expect during the appointment, including discussing  

eligibility, completing necessary forms, and answering any questions they may have.

GATHER & VERIFY INFORMATION 
☐ Collect any additional information or documents that were unavailable during prior preparations.

☐ Verify all current information in VetraSpec is correct and up to date before populating any forms.

PERFORM



☐ Complete the necessary forms (use the SURVIVOR BENEFITS CHECKLIST to help you stay organized and on track)
☐ Ensure accuracy and completeness of all forms and documentation with signatures in all required blocks.  Have your 

client also review the forms to ensure they are correct and complete.
☐ Put a copy of all forms in the folder you have prepared along with a copy of the checklist.

REVIEW ELIGIBILITY AND BENEFITS
☐ Explain eligibility for different benefits you have applied for and the specific criteria for each.
☐ Provide an explanation of the claims process, what to expect, and estimated processing time of each.

ADDRESS QUESTIONS AND CONCERNS
☐ Encourage the survivor to ask any questions or express concerns they may have.
☐ Be prepared to clarify and provide information regarding benefits and timelines for processing.

COMPLETING THE FORMS

PERFORM



☐ Reiterate your condolences and offer support. 
☐ Provide your contact information for any additional questions that may arise.
☐ Offer to assist the survivor with any follow-up actions or questions that may arise after the appointment.

SUBMISSION OF CLAIMS 
☐ Submit completed claims and documents to the appropriate office/agency. 

FOLLOW-UP
☐ Explain the importance of monitoring the status of their claim, how to check on it and staying in touch for 

updates.
☐ Provide agency contact information for follow-up inquiries.

CLOSING THE APPOINTMENT

PERFORM



☐ Pending Issues Tab: Make one pending issue tab and label it 
“Death Claim” – then copy/paste the LIST FOR PENDING 
ISSUES in the NOTES block. You can also paste the confirmation 
numbers next to each form and easily track what was done or 
still needed.

☐ Communication Notes: Document the details of the 
appointment, including the forms submitted, eligibility 
discussions, and any additional information relevant for follow up 

appointments.

WRAP IT UP



Navy veteran, CPT Jack Sparrow recently died from a stroke; His wife Angelica has 
come to the front desk to get scheduled for an appointment with you so you can help 
her with all the paperwork.

▪ Review the information on the Intake Sheet from your front desk assistant

▪ Flip the page over and complete the Survivor Benefits Checklist and Apt Reminder

HYPO #1



Space Force veteran, 2LT Han Solo also recently died from brain cancer; His x-wife 
Leia has come to the front desk to get scheduled for an appointment with you so you 
can help her file for benefits for her son, Kylo.

▪ Review the information on the Intake Sheet from your front desk assistant

▪ Flip the page over and complete the Survivor Benefits Checklist and Apt Reminder

HYPO #2



Additional Tips

• Use Visual Aids

• Headstones, Markers, Medallions

• Presidential Memorial Certificates

• Give Resources

• Agency Contacts

• Your Contact

• Survivor Benefit Booklet

• Fact Sheets





Questions?

Feedback?
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