
Veteran Service Organizations (VSOs) – Quick Reference Guide

This guide provides an overview for VSOs using Caseflow Queue to process AMA appeals.

1Caseflow Version: June 2022

Caseflow Queue is a web-based workflow management tool designed to help manage and 
track Legacy and Appeals Modernization Act (AMA) appeals through the appeals process. It 

supports the new appeal lanes and policies established by AMA, streamlines the appeal 
processes at the Board wherever possible, and increases the accuracy of appeal data.

Caseflow Queue will allow you to:
• View list of Legacy, AMA, and post-RAMP appeals of Veterans/Appellants.
• Search for cases using Veteran IDs.
• View Case Details for your Legacy, AMA, and post-RAMP appeals.

– Issues on appeal, POA, Hearings, Veteran info, Appellant info, and Case Timeline.
• Mark Informal Hearing Presentation (IHP) tasks complete for your AMA and 

post-RAMP appeals.
• Assign tasks to members of your team.

NOTE: VSOs will only see Veterans where their organization is documented as the Veterans’ POA.
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Your Cases Page
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Each VSO has their own team queue consisting of Veterans who have chosen 
them as their VSO. Each VSO has their own unique Queue URL.

Click the Veteran/Appellant’s 
name to view details about 
the case.

Click Switch views to 
toggle between Your cases 
and Team cases view.

NOTE: IHP tasks are automatically created when the 
appeal is established and will populate in your queue.

Click Search cases to 
advance to the Veteran 
Case Search page .

This icon indicates docket type:
L = Legacy
D = Direct Review
E = Evidence Submission
H = Hearing Request

Hover over the icon to see the 
docket type spelled out

Days Waiting are the number 
of days since this case was 
assigned to the user.
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VSOs accredited to represent more than one organization can switch between 
both organization (i.e. American Legion and Paralyzed Veterans of America).

Select the desired view
from the Switch views
dropdown menu.
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Search Cases
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Step 1: Click on Search cases to begin searching for cases.

Click Search cases to 
advance to the Veteran 
Case Search page .
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Step 2: Input Veteran ID and click Search to search for case.

Input the Veteran ID into the
search box and click Search
to search for a case.
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NOTE: VSOs will only see Veterans where their organization is documented as the Veteran’s POA.



Step 3: Once the search results appear, click on the Docket Number to view 
the Case Details page.

Click the Docket number
to view details about the
case.
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Viewing the 
Case Details Page
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The Case Details page also displays:

The Case Details page displays details about the 
case including Issues, Power of Attorney, Hearings, 
information about the Veteran and/or Appellant, and 

the Case Timeline.

• Docket number
• Case type
• Currently active tasks

• Assigned On
• Assigned To
• Days Waiting
• Task
• Task Instructions

• And, Actions (Available for AMA and post-
RAMP appeals only)

• Assign to person
• Re-assign to person
• Put task on hold
• Mark task complete
• Cancel task

NOTE: Notice of Disagreement (NOD) date listed in the Case Timeline
is the date the NOD was received from the Veteran/Appellant.
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Click the dropdown arrow 
to select an action.

The Case Details page also provides a link for viewing all the Veteran’s cases 
and a dropdown menu for completing required actions.

Click View all cases to display 
all the Veteran/Appellant’s 
cases.

Click a heading, or scroll 
down, to review specific 
details of the case.
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Currently Active Tasks - Actions
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This is the list of actions you may complete from the Actions dropdown menu on 
the Case Details page.

• Assign to person - used to assign a case to a member of your team or 
organization. Available from Team Cases view.

• Re-assign to person - used to assign a case to a different member of your 
team or organization. Available from Your Cases view.

• Put task on hold - used to place a case on hold from 2 to 120 days while 
awaiting the completion of a required task or action. Available from Your 
Cases view.

• Mark task complete - used to mark your task as complete and route the 
case to the next location. Available from Your Cases and Team Cases view.

• Cancel task - used to cancel a task, if the task is not required or assigned to 
your team in error. Available from Your Cases and Team Cases view.

NOTE: The listed Actions are only available for AMA and post-RAMP appeals.



VSO Virtual Opt-in
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This section provides an overview of the VSO virtual opt-in process 

which gives representative users:

• Ability to convert hearing request to virtual

• Ability to convert scheduled hearing from non-virtual hearing type 

to virtual

As a representative user I need the ability to convert hearing request to virtual 
so that I can more efficiently opt Veterans/Appellants into virtual hearings.



Click on the Veteran/Appellant’s name to view the Case Details page.

Click the Veteran/Appellant’s 
name to view details about 
the case.
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The Case Details page provides a link for VSO to convert hearing to virtual.
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Select Convert to virtual link in 
the Hearings section to initiate 
the VSO virtual opt-in workflow.

Docket locks down 10 days from 
the scheduled hearing date. At this 
time, the link is no longer available 
and is replaced with a message 
informing user to contact hearing 
coordinator to make changes.



After selecting Convert to virtual option on the Case Details screen, user is 
directed to the convert to virtual hearing form to finalize the opt-in process.

Populate required fields and 
complete the affirmations.
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Convert to Virtual Hearing 
button disabled until all 
required fields populated.

Selectable option to complete 
virtual opt-in enabled once all 
required fields are populated.



User returned to the Case Details screen after completing the Virtual Hearing 
opt-in process.
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Green success banner appears 
at top of screen informing user 
opt-in was successful.

Ability to convert hearing to 
virtual is not present if hearing 
type is already virtual.



Assigning Cases
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Step 1: Click on Switch views and select the Team cases view from the 
dropdown menu.

Click Switch views and 
select Team cases view 
from the dropdown menu.
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Step 2: Click the Veteran/Appellant’s name to view the Case Details page.

Click the Veteran/Appellant’s 
name to view details about 
the case.

In Team Cases view, Days Waiting are
the number of days since this case was
assigned to your organization.

NOTE: Cases are assigned from the Team 
Cases view from the Unassigned tab.
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Step 3: Select Assign to person from the Actions dropdown menu.

Click Assign to person from the 
Actions dropdown menu to assign 
the case to a team member.
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Step 4: Select team member, provide instructions, and click Submit to assign 
the task.

Click Submit to assign
the task to the selected
team member.

Provide the instructions 
and context for the action.

Click the dropdown arrow and select a 
member from your team (as listed in 
Caseflow) from the dropdown menu.
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Yourself or Teammember



Step 5: Once the Assign task request has been submitted, you will be 
returned to the Your cases page and see a success message.
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Putting a Task on Hold
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Step 1: Click on the Veteran/Appellant’s name to view the Case Details page.

Click the Veteran/Appellant’s 
name to view details about 
the case.
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Step 2: Select Put task on hold from the Actions dropdown menu.

Select Put task on hold from the
Actions dropdown menu to continue.
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Step 3: Select the number of days for the hold, provide Notes for the action, 
and click Submit on the Put task on hold confirmation screen.

Click Submit to place 
task on hold.

Provide Notes for the action.

Select the number of days for the 
hold from the dropdown menu (i.e. 
15, 30, 45, 60, 90, or 120 days or you 
may choose Custom and specify the 
number of days (2-120)).
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Step 4: Once the Put task on hold request has been submitted, you will see 
a success message.
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Marking Task Complete
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Step 1: Click on the Veteran/Appellant’s name to view the Case Details page.

Click the Veteran/Appellant’s 
name to view details about 
the case.
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Step 2: Select Mark task complete from the Actions dropdown menu.

Click Mark task complete from the
Actions dropdown menu to continue.
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Step 3: Add Instructions and click Mark complete on the Mark as complete
confirmation screen.

Click Mark complete to 
confirm task completion.

Caseflow Version: June 2022 VSO - Quick Reference Guide 34

IHP completed.



Step 4: Once the Mark complete request has been submitted, you will be 
returned to the Your cases page and see a success message.
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Cancelling a Task
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Step 1: Select the Veteran/Appellant’s name to view the Case Details page.

Click the Veteran/Appellant’s 
name to view details about 
the case.
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Step 2: Select Cancel task from the Actions dropdown menu.

Click Cancel task from the
Actions dropdown menu to
cancel a task for a case.
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Step 3: Click Submit to cancel the task and return the case to the person, or 
team, who assigned the case to you.

Click Submit to cancel the task 
and return the case to person, or 
team, who assigned it.
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Step 4: Once the Cancel task request has been submitted, you will be 
returned to the Your cases page and see a success message.
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Technical Support
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Experiencing Technical Issues?
Open a support ticket via YourIT (https://yourit.va.gov/va)

NOTE: Caseflow Technical Support does NOT issue or manage access to the Caseflow
product. This is handled by your local CSEM/ISO team. Please do not submit access related
tickets. Contact your direct management team regarding access guidance.

Step 1

Click Report an Issue
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Experiencing Technical Issues?

Step 2

Click Normal Issue
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Experiencing Technical Issues?
Step 3

Complete all 
required fields.

Note: 
Category selection:

Web Application  
Sub-Category 

selection: Caseflow
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Summary of Changes
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Summary of Changes
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Date Summary of Changes Affected Pages

November 2019 Initial distribution.

August 2021 Updated Technical 
Support procedures

33-38

November 2021 Added Table of Content 2-40

June 2022 Added VSO Virtual Opt-in content 2, 14-19

Select home icon to return to Table of Contents


