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Knowledge, Skills and Abilities: 
Knowledge: Research methods and techniques, accompanied by understanding of organizational goals, 
objectives, policies and procedures. Effective reading and writing skills; to include the ability to understand 
and competently accomplish technical writing, business English, spelling, grammar and punctuation. 
Computer, associated technology (scanners, copiers, etc.) and related applications (databases, spreadsheets, 
email, Internet browsers, protected databases). Experience with working in an office setting and utilizing 
personal computers. Must become extensively knowledge of VA law, regulations, obtained primarily through 
on the job training. 

Skills: Independent research, interpret and analyze information, provide clear and concise explanations of 
issues and procedures to the general public and employees of other agencies. Ability to competently utilize 
computer, associated technology and related applications fundamental to successful duty accomplishment. 
Proficiently utilize computer, IT resources and associated software/applications/processes in the conduct of 
daily duties 

Abilities: Effectively communicate both verbally and in writing; elicit information from clientele to 
determine potential eligibility for benefits as well as the client's details of military-service related experience 
and any associated conditions (mental/physical/emotional) resultant of said service; coordinate concurrent 
activities/referral processes with close attention to detail and accuracy; establish and maintain effective 
communication and working relationship with veterans and/or veteran family members, oftentimes under 
difficult conditions; capably make presentations and informational briefings to groups of various size and 
composition ( e.g., general public, veterans service organizations, social services professionals, etc.), and be 
adept at working independently within program goals, procedures and objectives. Maintain confidentiality 
of clients and respect diversity of clientele and contacts. Must have demonstrated ability to work and engage 
in diverse working environments within and outside the Department. 

Professionalism: Project a positive image of the agency to clients and others, establish and maintain 
productive working relationships with co-workers, other agencies, and members of the general public. 
Confidentiality of work effort/products and client interactions paramount, concurrent with absolute 
confidentiality and security of protected data bases with are routinely accessed. Working environment can 
be highly stressful, which necessitates the ability to engage in a positive manner and maintain composure 
with those in contact with. A positive working attitude is crucial, as are the abilities to maintain a mutually 
supportive, communicative relationship with supervisors and agency staff. Maintains self-awareness for a 
safe working environment and for safety of coworkers. 

Organization and Accuracy: Organize and prioritize work effort and effectively follow verbal and written 
instructions; and perform work effort in accordance to the agency's policies and procedures, while 
maintaining requisite accreditation and certification necessary for conduct of duties. Strong attention to 
detail for accurate and timely claims processing. 

Minimum Qualifications (Education and Experience): 
Associates degree or equivalent in office management, medical terminology, law enforcement, business 
communication or social services, and/or military service. Working with clients and claims processing is 
helpful. 

Alternative Qualifications: Other combinations of education and experience may be considered. 

Special Requirements: 

[8J Background check 
[8J Valid driver's license 
[8J Condition of employment: Incumbent must be able to attain (within six months from hire date) and 
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