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Funding Summary 
 

Mission Statement 
VA honors Veterans and their families with final resting places in national shrines and with 
lasting tributes that commemorate their service and sacrifice to our Nation. 

 
Stakeholders and Partners  
The stakeholders of VA’s burial programs are varied and diverse. The National Cemetery 
Administration’s (NCA) primary stakeholders are those who are the direct beneficiaries of 
VA burial benefits: Veterans and their families.  Veterans Service Organizations and 
professionals in the funeral and mortuary industry are also noteworthy stakeholders. 
Various components of the Department of Defense (DoD) and members of active duty and 
reserve forces are yet another significant stakeholder group.  In addition, members of a 
number of environmental groups, historical and genealogical societies, as well as the 
general public must be included.   
 
The inclusion of families takes into account the significance of next of kin, since not only 
eligible Veterans but also their eligible family members may receive burial benefits.  It is 
important that these Veterans, widows, widowers,  other family members and friends are 
treated with compassion and dignity at the time of their bereavement and when they return 
to visit the gravesite, and that the cemetery’s entire appearance is maintained in a manner 
befitting a national shrine. 
 
Veterans Service Organizations are key stakeholders and partners in the VA mission.  These 
organizations act as a voice for Veterans and their families, and as advocates for their needs 
and expectations.  At many national cemeteries, they are important partners in providing 
support for military funeral honors.   

States and tribal organizations, usually operating through their Veterans Affairs 
Departments, play an increasingly important role in providing service to Veterans and their 
families. By establishing and operating Veterans cemeteries as a complement to VA 
national cemeteries, they provide additional burial options for Veterans and their families. 
 
DoD cemeteries, especially those operated by the Army National Cemeteries Program 
(including Arlington National Cemetery (ANC)), Department of Interior’s National Park 
Service (NPS) national cemeteries, and the American Battle Monuments Commission 
(ABMC) continue to remain important partners in providing burial and memorial services 
for Veterans and their families.  NCA provides Government-furnished headstones and 
markers for all federally administered cemeteries.  NCA manages a congressionally 
mandated advisory committee, on which representatives from ABMC, NPS, and ANC are 
ex-officio members.  NCA and ANC have formalized a working group to ensure the 
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organizations share information and collaborate on shared goals, and a memorandum of 
agreement between the two allowing for mutual training support. 
 
DoD and the uniformed services are included as NCA stakeholders in recognition of the 
important role they play in honoring those who have served.  Veterans’ families expect that 
appropriate military funeral honors will be provided at national cemeteries to recognize 
Veterans’ service to our Nation.  The provision of military funeral honors is part of DoD’s 
mission but requires a close and collaborative partnership with NCA.  NCA facilitates 
volunteer groups who supplement DoD’s military funeral honors. 
 
Funeral directors are another significant stakeholder group.  These professionals are often 
the spokespersons for the Veteran or next of kin and are also directly involved in the 
delivery of VA services through the coordination of committal services and interments. 
Funeral directors may also assist families in applying for headstones and markers. 
 
Private cemeteries are stakeholders.  Each year, VA furnishes more than 156,000 
headstones and markers for Veterans’ gravesites in private cemeteries.  
 
NCA also considers members of the general public as stakeholders.  National cemeteries 
are considered national shrines.  Many date from the Nation’s Civil War and are listed on 
the National Register of Historic Places.  As such, they are of interest to historical societies, 
individuals interested in history and genealogical research, and others who may not have 
family members interred in a national cemetery.  As a steward of nationally significant 
historic resources, NCA is responsible to all Americans for the prudent management of tax 
dollars and the sound environmental management of the land. 
 
Finally, it is also appropriate to recognize stakeholders within the Department: the Veterans 
Benefits Administration, the Veterans Health Administration, and headquarters staff 
offices.  All VA organizational elements are important partners with NCA in providing 
seamless service to Veterans and their families. 
 
Burial Benefits Programs 
National Cemeteries:  Bury eligible Veterans and family members in national cemeteries, 
maintain the graves and their environs as national shrines, and serve as the steward of VA 
historic national cemeteries and soldiers’ lots to preserve and promote the rich heritage 
founded in the Civil War, and the memorial objects honoring Veterans buried in them; 

 Veterans Cemetery Grants:  Provide aid to states or tribal organizations in establishing, 
expanding, or improving state or tribal Veterans cemeteries; 

 Headstones and Markers:  Furnish headstones and markers for the graves of eligible 
persons in national, state, tribal or other government Veterans cemeteries and private 
cemeteries; 

 Medallions:  Furnish medallions commemorating the Veteran’s service to the Nation 
that may be affixed to the privately purchased headstones or markers for Veterans 
interred in private cemeteries;  
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 Presidential Memorial Certificates:  Provide certificates to families of deceased 
Veterans, recognizing the Veteran’s contribution and service to the Nation;  

 Outer Burial Receptacles:  Provide a graveliner or partial reimbursement for a privately 
purchased outer burial receptacle for each new grave in open national cemeteries 
administered by NCA;  

 Caskets and Urns: Provide reimbursement for caskets and urns for Veterans’ remains 
when there are no next of kin and insufficient resources; and 

 First Notice of Death:  Record First Notice of (Veteran) Deaths based on Burial Flag, 
headstone/marker, burial applications, and insurance information from VA Insurance 
Claims Office into VA IT systems.  Updated electronic files ensure timely termination 
of benefits and next-of-kin notification of possible entitlement to survivor benefits. 

 
Veterans Legacy Program 
VA has established the Veterans Legacy Program (VLP), a transformational effort to use 
national cemeteries to enhance the way in which VA memorializes our nation’s Veterans; 
increase the public’s awareness of the value of military service; and  enhance options for 
how families may choose to grieve through an interactive memorial experience. 
 
VA national cemeteries will be used as platforms for community engagement and public 
education, with emphasis on empowering student-based research on site.  Over 3.8 million 
Veterans are buried in these cemeteries from all war periods and conflicts, each with a story 
to tell.  In 2017, VA inaugurated a series of unique partnerships between VA and academic 
institutions, which engaged university students to research Veterans’ stories, make their 
stories accessible to the public, and teach K- 12 students what they learned about Veterans.  
While similar in their mission to memorialize Veterans through student engagement, each 
of the partnerships reflects the unique geographic and demographic characteristics of the 
local communities.  VA will expand these partnerships in the future.  In addition, NCA is 
partnering with external stakeholders to use Legacy products beyond the classroom.  These 
groups will share the inspirational stories to demonstrate how Veterans can lead meaningful 
and impactful lives after leaving military service and sending a strong, affirming message 
to all our Veterans that when they leave military service, their story isn’t over.   
 
Complementing Legacy research and engagement efforts, VA took the first steps of a major 
transformation of public digital engagement in Veteran memorialization.  NCA launched 
an interactive website in August 2019, that enables virtual memorialization of the Veterans 
buried at VA national cemeteries, the Veterans Legacy Memorial (VLM).  When fully 
implemented, the platform will allow online visitors to pay their respects to Veterans 
memorialized by NCA.  Visitors to a gravesite will be able to use their smartphones or other 
devices to access digital content about the Veteran, whether learned by Legacy researchers 
or shared by family and friends, thereby creating an interactive memorial experience. 
 
NCA Strategic Goals 
NCA will continue its record of accomplishment towards achievement of the goals set forth 
in the NCA 2019-2023 Long Range Plan which outlines NCA’s priorities for improving the 
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ways in which we honor Veterans with final resting places in national shrines and by 
commemorating their service to our Nation. NCA long range goals support the following 
key priorities.   
 

 Preserving the Legacy:  Ensuring “No Veteran Ever Dies” 
 Providing Access and Choosing VA 
 Partnering to Serve Veterans 

 
The plan builds upon many of the accomplishments NCA has achieved on behalf of 
Veterans and their families.  It sustains this momentum and provides a roadmap for guiding 
NCA as an organization and for improving the manner in which NCA serves Veterans and 
their families.  NCA’s Long Range Plan sets the following five overarching goals. 
 

 Veterans and eligible family members will have increased access to burial benefits. 
 More Veterans and eligible family members will use VA burial and memorial benefits. 
 Veterans will be memorialized through enhanced tributes befitting their service and 

sacrifice to the nation. 
 Stakeholders will place greater trust in NCA based on enhanced accountability. 
 Stakeholders will be served more efficiently and effectively by NCA’s internal capacity. 

 
NCA is most proud of its sustained record of excellent customer service to Veterans and 
their families.  The organization fosters a culture dedicated to compassionate service at all 
levels.  The American Customer Satisfaction Index (ACSI), the only national, cross-
industry measure of satisfaction with the quality of goods and services available in the 
United States, continues to recognize our commitment to providing respectful, dignified, 
and high customer service that is second to none.  For 2019, NCA achieved a customer 
satisfaction index of 97, the highest result ever achieved for any organization in either the 
public or private sector.  This ranking is the seventh consecutive time NCA received the top 
rating among participating organizations.  
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A culture of customer service is deeply ingrained in the National Cemetery 
Administration.  I recognize it when I see the empathy our team members at 
cemeteries exhibit towards grieving families and in the pursuit of the highest 
national shrine standards of appearance.  It is visible among team members who 
provide assistance at the National Cemetery Scheduling and Eligibility Offices; 
and among those who process claims accurately and timely for hundreds of 
thousands of memorial benefits annually.  It is obvious among our team members 
who provide the critical administrative and support services to ensure NCA 
operates effectively and efficiently across the Nation. 
 
Given these first-hand experiences during my travels, I had full confidence that in 
2019 NCA would sustain its unprecedented high index scores of 96 on the 
American Customer Satisfaction Index (ACSI).  But in fact, you didn’t just sustain 
it.  You improved on it.  In 2019, you achieved an ACSI index score of 97 – the 
highest result ever achieved for any organization in either the public or private 
sector.  This is the seventh consecutive time NCA received the top rating among 
participating organizations.  This is a monumental achievement and one we could 
not have reached without everyone working together.   
 

Randy Reeves 
Under Secretary for  
Memorial Affairs 
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Summary of Total Budgetary Resources for NCA Programs 
($000) 

  2019 2020 2020   
  Budget President's Current 2021 Increase(+) 
  Actual Budget Estimate Request Decrease(-) 
           

Operations and Maintenance… $315,836 $329,000 $329,000 $360,000  +$31,000 
Major Construction………… 117,200 172,000 172,000 94,000 -78,000 
Minor Construction………… 190,174 80,520 80,520 86,030 +5,510 
Grants for Construction of         
   Veterans Cemeteries……… 45,000 45,000 45,000 45,000 0 
Facilities Operation Fund…….. 125 120 278 278 0 
National Cemetery Gift Fund… 239 1,000 1,000 1,000 0 
Compensation and Pension:          
   Headstones & Markers……… 95,052 74,627 90,189 90,705 +516 
   Graveliners &         
       OBR Reimbursements…… 36,003 45,899 37,692 37,908 +216 
   Casket & Urn……………… 353 981 457 460 +3 
Total Budgetary Resources $799,982 $749,147 $756,136 $715,381   -$40,755 
Rescission (-)1 0 0 1,000 0 -$1,000 
Net Budgetary Resources $799,982 $749,147 $755,136 $715,381 -$41,755 

 
1Per 2020 Annual Appropriation, PL 116-94, $1 million was rescinded from NCA’s Operations and Maintenance unobligated balances. Rescission was 
applied to the FY2019 balances carried over into FY 2020. 

 
Relationships Among Programs and Appropriations 
NCA receives funding from seven appropriation accounts.  In 2021, the Operations and 
Maintenance appropriation will fund the operation of 156 national cemeteries including the 
11 cemeteries being transferred from the Department of the Army, and 33 other cemeterial 
installations, as well as their maintenance as national shrines.  It also funds the costs of 
administering six related programs: Veterans Cemetery Grants program, Headstone, 
Marker, and Medallion program, Presidential Memorial Certificate (PMC) program, First 
Notice of Death (FNOD) program, Casket & Urn program, and Outer Burial Receptacle 
program.  
 
Making burial options available to Veterans requires the development of new national 
cemeteries, the development of additional gravesites at existing national cemeteries, or the 
establishment and expansion of Veterans cemeteries through grants to states and tribal 
organizations.  These requirements are met through three capital appropriation accounts.  
New national cemetery construction is funded from the VA Major and Minor Construction 
appropriation.  Gravesite development projects, as well as national cemetery improvement 
projects, are also funded from VA’s Major and Minor Construction appropriations.  A 
summary of the NCA construction program is provided in a separate section of this NCA 
chapter.   
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The Grants for Construction of Veterans Cemeteries appropriation, the third capital account, 
funds the establishment, expansion, and improvement of Veterans cemeteries operated by 
states and tribal organizations. This program serves as a complement to VA’s system of 
national cemeteries by establishing Veterans cemeteries in areas of the country where it’s 
not feasible for VA to establish a new national cemetery. 
 
The National Cemetery Administration Facilities Operation Fund is financed by the 
proceeds from leases of undeveloped land and unused or underutilized buildings.  The funds 
are applied toward the costs of operating and maintaining NCA property. 
 
The National Cemetery Gift Fund is a trust fund that uses gifts from private donors for 
beautification and improvement of cemetery grounds, such as landscaping, walkways, and 
benches, and may be used for other items beneficial to the cemetery and the Veterans served. 
 
The Compensation and Pensions appropriation funds the purchase and transportation costs 
for headstones and markers, graveliners, pre-placed crypts, as well as funding the partial 
reimbursements for privately purchased outer burial receptacles.  It also funds 
reimbursements that provide caskets and urns for burial of the remains of eligible Veterans 
in a VA national, state or tribal Veterans cemetery if the Veteran has no known next of kin 
and insufficient resources to purchase a burial receptacle.  This appropriation is presented 
in a separate budget chapter.  
 
2021 Highlights 
The 2021 request positions NCA to meet Veterans’ emerging burial and memorial needs in 
the decades to come through the continued implementation of the following policies 
consistent with its strategic goals.  
 
Preserving the Legacy:  Ensuring “No Veteran Ever Dies” 
NCA requests an additional $1.2 million for the Veterans Legacy Program to continue to 
advance key digital and cemetery-based efforts as part of the commitment to preserving the 
legacy of the 3.8 million Veterans interred in VA national cemeteries.  NCA launched the 
country’s first digital platform dedicated entirely to the preservation of the memory of the 
Veterans interred in the VA’s national cemeteries.  The site reflects the dignity and decorum 
of VA’s national cemeteries.  When the site is fully developed, Veterans interred in a VA 
cemetery will have their own memorial page on VLM, a dedicated, secure, web-based 
platform.  In later phases, comments, shared memories and photographs will be posted and 
the public will be able to search the site for Veterans, find out where they are buried, and 
read about their stories of service and sacrifice.  
  
Complementing NCA’s digital efforts, NCA will also continue to develop onsite 
interpretive signs, exhibits, and commemorative and historical publications to increase 
public knowledge of NCA history and extend outreach to the public. 
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Providing Access and Choosing VA 
NCA will continue to support the Secretary’s priority of providing Veterans with greater 
choice by enhancing and/or increasing burial access within a reasonable distance of a 
Veteran’s home.  To achieve this goal, NCA requests an additional $9.7 million to establish 
the remaining planned new national cemeteries and expand existing national cemeteries to 
meet projected demand, including the development of columbaria and the acquisition of 
additional land.  We anticipate that by 2021 approximately 93.1 percent of Veterans will 
have access to a burial option in a national, state, or tribal Veterans cemetery within 75 
miles of their homes.  VA continues to expand reasonable access to a burial option for our 
Nation’s Veterans under policies that were first included in the 2011 and 2013 budgets.  
These policies include the following.  
 

 NCA lowered the unserved Veteran population threshold to establish a new national 
cemetery to 80,000 within a 75 mile radius.  This policy resulted in a plan to establish 
five new national cemeteries and provide a burial option to an additional 550,000 
Veterans and their families.  In 2016, NCA began interment operations at three of these 
cemeteries, Cape Canaveral and Tallahassee National Cemeteries in Florida and Omaha 
National Cemetery in Nebraska.  In 2018, NCA opened Pikes Peak National Cemetery 
in Colorado and first burials are anticipated at Western New York in November 2020.  

 NCA established Urban Initiative locations to improve travel time and access in densely 
populated metropolitan areas currently served by a national cemetery.  NCA has 
identified five locations for this initiative in the Los Angeles and San 
Francisco/Oakland, CA, Chicago, IL, New York, NY, and Indianapolis, IN metropolitan 
areas.  The columbarium expansion at Los Angeles National Cemetery opened in 
October 2019 as the first completed project under NCA’s Urban Initiative. New York 
and Indianapolis columbaria-only locations are scheduled to open in 2021.  

 NCA established the Rural Initiative to identify locations for national cemeteries in rural 
areas where the Veteran population is less than 25,000 within a 75-mile service area.  
This initiative targets those states in which: 1) there is no national cemetery within the 
state open for first interments; and 2) areas within the state are not currently served by 
a state Veterans cemetery or a national cemetery in an adjacent state.  NCA has 
identified eight locations for this initiative.  In 2014, NCA established the first national 
Veterans cemetery under the Rural Initiative at Yellowstone National Cemetery in 
Montana and the second rural cemetery opened in 2019 in Fargo, ND.  Three additional 
rural cemeteries are scheduled to open in 2020 (Northwoods, WI, Snake River Canyon, 
ID, and Machias, ME), and two in 2021 (Cheyenne, WY and Cedar City, UT).   
 

Furthermore, to remain an employer of choice, in 2021, NCA will enhance Cemetery Safety 
and Training by assigning safety specialists at large cemeteries to reduce injury and promote 
safety, providing automated external defibrillators (AEDs) at over 50 cemeteries to 
potentially save the lives of visitors, volunteers, Honor Guard members and employees, and 
ensuring training programs are accurate, effective and delivered in a predictable way to train 
and equip employees to meet the NCA mission. 
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Partnering to Serve Veterans 
In 2021, NCA requests $45 million to fund grants for state and tribal Veterans cemeteries.  
Grants play a crucial role in achieving NCA’s strategic target of providing 95 percent of 
Veterans with reasonable access to a burial option.  Since 1980, the Veterans Cemetery 
Grants Program has awarded grants totaling almost $862 million for 115 Veterans 
cemeteries in 48 states and territories, including tribal trust lands, Puerto Rico, Guam, and 
the Commonwealth of the Northern Mariana Islands.  These state and tribal cemeteries 
provided 39,932 burials in 2019, comprising approximately 23 percent of the total annual 
interments in national, state and tribal cemeteries. 
 
Enhancing Accountability 
NCA strives to provide transparency and build public trust and confidence in the services 
we provide to Veterans and their families.  In 2021, NCA requests an additional $2.3 million 
to continue to focus resources on initiatives which support accountability and strengthen 
the organization’s capability to continuously assess and improve the operation and 
maintenance of Veterans cemeteries.  Through these activities, NCA will enable the use of 
information technology, strengthen internal controls through oversight and compliance 
reviews, and ultimately deliver the highest quality services in an efficient and transparent 
manner.  
 
Internally, NCA has undertaken a critical effort to deploy the Integrated Financial and 
Acquisitions Management System.  NCA will be the first VA organization to implement 
the new financial system and its success is key to launching deployment waves across the 
VA system.  In 2021, resources will be dedicated to conduct testing, train employees and 
provide sustainment support.  Upgrading the financial system process will improve 
financial analytics including cemetery performance, scorecards, and managerial accounting.   
 
Also included with this effort is funding to strengthen Organizational Assessment and 
Improvement (OAI) Program and Compliance Review Program (CRP) to assess national 
and grant-funded cemeteries against NCA operational standards.  Additional resources are 
required to reduce the OAI and CRP cycle times from five to three years, enhance 
accountability and ensure compliance with 38 CFR 39.121(c) which requires VA to inspect 
state/tribal projects at least once every three years.   
 
NCA will continue to strengthen its capability to account for remains, mark graves, account 
for gravesite usage, and map gravesites.  NCA began implementation of Global Positioning 
System technology to collect geo-spatial data for all gravesites in national cemeteries and 
is using a Geographical Information System to enhance the accounting for remains, marking 
of graves, and mapping of national cemeteries.  Cemetery maps will enable viewing of plot 
status in real time to indicate undeveloped space, developed space, plot type, plot 
availability, and location of remains and headstones.     
 
In addition, NCA will continue implementation of the Memorial Benefits Management 
System (MBMS), an enhanced benefits management and cemetery services information 
technology system.  MBMS will replace the Burial Operations Support System and the 
Automated Monument Application System as well as other legacy systems.  MBMS 
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modernizes the business system platforms and uses automation to replace manual 
operational processes that support the delivery of memorial and burial benefits to Veterans 
and their families and will improve communication with Veterans, their families, funeral 
homes, and vendors.      
 
Sustained High Levels of Client Satisfaction 
NCA is proud of its sustained record of excellent service to Veterans and their families.  
Both NCA’s annual Survey of Satisfaction with National Cemeteries and an esteemed 
external benchmark, the American Customer Satisfaction Index (ACSI), continue to 
document our commitment to providing respectful, dignified, and compassionate service 
that is second to none.  NCA’s Survey of Satisfaction provides a measure of success in 
delivering service with courtesy, compassion, and respect.  In 2019, 96.8 percent of 
respondents rated the quality of service provided by the national cemeteries as excellent.   
 
Separately, the ACSI is the only national, cross-industry measure of satisfaction with the 
quality of goods and services available in the United States.  For 2019, NCA achieved a 
customer satisfaction index of 97, the highest result ever achieved for any organization 
in either the public or private sector.  This is the seventh consecutive time NCA received 
the top rating among participating organizations.   
 
NCA recognizes that high client satisfaction results cannot be assumed based on history.  In 
2021, NCA will focus on maintaining our reputation as a world-class service provider by 
continuing to collect and leverage client satisfaction data from Veterans, families, and 
funeral homes through ongoing survey activities.  We will use survey results to identify 
aspects of service as well as specific cemeteries that present opportunities for improvement.  
We will also identify and share best practices from high performing cemeteries throughout 
NCA.  These efforts will continue to support progress toward ensuring that all national 
cemeteries provide excellent service and that the appearance of those shrines is also 
excellent. 
 
NCA also recognizes that significant numbers of Veterans and their families do not choose 
burial in a national cemetery but prefer burial in a private cemetery with a government 
headstone/marker/medallion benefit to mark the Veteran’s grave.  In addition, NCA 
provides hundreds of thousands of Presidential Memorial Certificates each year to the next 
of kin and other family members as a memorial recognition of their Veteran’s honorable 
service.  NCA’s annual Memorial Products Survey provides valuable client satisfaction 
feedback from those who chose the government headstone/marker/medallion benefit or 
those who request a Presidential Memorial Certificate.  Survey scores have been high; in 
2019, 92 percent of respondents were overall satisfied or very satisfied with their 
experiences with VA Memorial Product Service products and services.  NCA will use 
current and future client satisfaction data to identify issues and areas where we can improve 
benefit and service delivery for this important group of clients.   
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National Shrine Commitment 
The 2021 request of $19.3 million supports a continued commitment to ensure that national 
cemeteries meet or exceed the highest standards of appearance required by their status as 
national shrines.  VA's cemeteries transcend the provision of benefits to an individual, 
serving a purpose that continues long after burials have ceased and visits of families and 
loved ones have ended.  With the resources in this budget, NCA will maintain occupied 
graves, developed acreage, historic structures, and cemetery infrastructure in a manner 
befitting national shrines.  
 
NCA will continue to invest in projects to raise and realign gravesites and repair turf in 
order to maintain cemeteries as national shrines.  National cemeteries carry high 
expectations of appearance that set them apart from private cemeteries.  NCA strives to 
maintain 99 percent of respondents rating national cemetery appearance as excellent.  
Currently, 69 percent of headstones and markers are at the proper height and alignment.  An 
additional annual investment will set NCA on a path to meet its strategic target of 95 percent 
of headstones and markers at proper height and alignment.      
 
Program Highlights  
VA honors Veterans and their eligible family members with final resting places in national 
shrines and with lasting tributes that commemorate their service and sacrifice to our Nation.  
In 2019, NCA interred 134,833 Veterans and eligible family members.  The number of 
interments in VA national cemeteries is expected to peak at about 137,600 in 2021, after 
which interments will begin to decline gradually.  The total number of gravesites is expected 
to increase from 3.8 million in 2019 to over 4.0 million in 2021.  In addition, the number of 
developed acres to maintain is expected to increase from 9,243 acres in 2019 to 9,459 acres 
in 2021 with the opening of new cemeteries and gravesite expansion projects underway. 
 
NCA’s Memorial Products Service (MPS) is responsible for administering the Headstone, 
Marker, and Medallion and the Presidential Memorial Certificate programs.  MPS receives 
and processes applications for headstones, markers, and medallions; determines eligibility 
of the decedent; assists Veterans, next-of-kin, Veterans Service Organizations, funeral 
homes, and other customers with status, replacements, and general information concerning 
government headstones, markers, and medallions to be installed in state and tribal Veterans 
cemeteries as well as local and private cemeteries; and administers the PMC program by 
providing certificates to families of deceased Veterans.   
 
In 2019, NCA marked 94.6 percent of graves in national cemeteries within 60 days of the 
date of interment, an increase from 93.4 percent in 2018.  The headstone or marker is a 
lasting memorial, and it is important to Veterans and their families that graves are marked 
in a timely manner after interment.  NCA is also committed to providing timely and accurate 
symbolic expressions of remembrance for Veterans who are not buried in national 
cemeteries.  In 2019, NCA processed 85.4 percent of applications for headstones and 
markers for such Veterans within 20 days of receipt, an increase from 82.6 percent in 2018.  
Ultimately, NCA expects to process at least 90 percent of headstone and marker applications 
within 20 days of receipt.  In 2021, NCA expects to process nearly 360,000 headstone and 
marker applications.  
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In 2021, NCA will continue its initiative to provide same-day (i.e. on the day of interment) 
Presidential Memorial Certificates (PMC) at National Cemeteries. Currently, NCA is 
providing same-day PMCs at seven cemeteries and will expand this initiative to 70 
cemeteries by the end of 2020.  NCA expects to issue nearly 630,600 PMCs in 2021; and 
in the period since the NCA PMC program began in 1988, over 14 million PMCs have been 
issued.  
 
At the 2021 requested funding levels, NCA will continue its progress to reduce customer 
wait times and improve performance.  Since the beginning of calendar year 2018, the 
National Cemetery Scheduling Office (NCSO) has undergone profound change, ensuring 
increased effectiveness and an enhanced customer experience.  The NCSO has increased 
staffing, redesigned its organizational structure, instituted an employee skill development 
training program, established team member performance goals and accountability, 
realigned shift hours to match periods of high call volume, migrated to an enhanced 
telephone platform, deployed a more reliable document receipt system, and upgraded the 
information technology infrastructure.  As a direct result, the NCSO has improved its 
performance significantly.  For example, the NCSO reduced the cumulative average speed 
to answer (total wait time before a call is answered by agents) from 10:09 minutes in 2018 
to 3:04 minutes in 2019 
 
Key Performance Goals 
 

Measure Description 
2019 2020 2021 Strategic 

Result Target Target Target 
Percent of Veterans served by a burial option 
within a reasonable distance (75 miles) of their 
residence 92.4% 93.0% 93.1% 95.0% 
Percent of respondents who rate the quality of 
service provided by the national cemeteries as 
excellent 96.8% 97.0% 97.0% 99.0% 
Percent of respondents who would recommend the 
national cemetery to Veteran families during their 
time of need 98.8% 99.0% 99.0% 99.0% 
Percent of respondents who rate national cemetery 
appearance as excellent 99.0% 99.0% 99.0% 99.0% 

 
It is important that VA ensures that the burial needs of Veterans and eligible family 
members are met in a timely, compassionate, and respectful manner.  VA’s goal is to 
increase the percent of Veterans served by a burial option in a national or state Veterans 
cemetery within a reasonable distance (75 miles) of their residence to 95 percent.  In order 
to achieve this goal, VA needs to increase/maintain access through: 
 

1) developing additional national cemeteries to increase access; and  
2) expanding existing national cemeteries to maintain access.   

 
It is also necessary to establish and expand state Veterans cemeteries to complement VA’s 
system of national cemeteries.   
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To achieve this goal, NCA is implementing enhanced service strategies designed to increase 
Veteran access to a burial option.  NCA lowered the unserved Veteran population threshold 
to establish a new national cemetery to 80,000 within a 75 mile radius.  This policy resulted 
in a plan to establish five new national cemeteries and provide a burial option to an 
additional 550,000 Veterans and their families.  In densely populated urban areas, where 
Veterans and their families may experience significant time or distance barriers in traveling 
to a national cemetery, VA is establishing new columbaria facilities closer to the heart of 
the urban core in order to provide a more accessible option for those Veterans and family 
members.  VA has also developed a strategy to create VA national cemeteries to serve 
Veterans in rural areas who currently do not have reasonable access to burial in a Veterans 
cemetery. 
 
VA continues to provide high-quality, responsive service in all contacts with Veterans, their 
families and friends, and funeral directors.  NCA will continue to obtain feedback from 
these groups to ascertain how they perceive the quality of service provided by national 
cemeteries and gauge their willingness to recommend the use of national cemeteries to other 
Veterans and eligible family members in their time of need.  NCA’s Survey of Satisfaction 
with National Cemeteries provides measures of our success, in delivering service with 
courtesy, compassion, and respect and the likelihood of recommending the services NCA 
provides to others. 
 
NCA will also continue to engage Veterans through a variety of activities to collect data on 
client expectations and their perceptions related to the quality of service provided by 
national, state, and tribal Veterans cemeteries.  NCA will analyze information obtained from 
surveys and focus groups to ensure that NCA addresses those issues most important to its 
clients. This approach provides data from the client’s perspective, which is critical to 
developing our objectives and associated measures. 
 
National cemeteries carry high expectations of appearance that set them apart from private 
cemeteries.  VA's cemeteries transcend the provision of benefits to an individual, serving a 
purpose that continues long after burials have ceased and visits by families and loved ones 
have ended.  NCA will maintain occupied graves and developed acreage in a manner 
befitting national shrines in perpetuity.  Improvements in the appearance of burial grounds 
and historic structures are necessary for NCA to fulfill the National Shrine Commitment.  
Headstones and markers must be set, realigned, and cleaned.  Stone surfaces of columbaria 
require cleaning, caulking and grouting between the units, and maintenance of surrounding 
walkways.  Grass, shrubbery, and trees in burial areas and other land no longer in a natural 
state must receive regular care.  Cemetery infrastructure, including buildings, grounds, 
walks, and drives must be repaired as needed.  NCA will continue to collect client feedback 
through annual surveys to determine if Veterans and their families perceive the appearance 
of national cemeteries as excellent.  NCA will also continue to collect client feedback 
through annual surveys to determine if Veterans and their families perceive the appearance 
of state and tribal cemeteries funded through the VA Veterans Cemetery Grants Program 
as excellent and on a par with VA national cemeteries.  
 



NCA-14                                                                                                                   NCA Funding Summary 

Legislative Proposals 
NCA has submitted the following burial benefit legislative proposals in 2021, none of which 
require significant discretionary funding.  
 
Use of VA Nonprofit Research and Education Corporations (NPC) to support the 
Veterans Legacy Program (VLP):  NCA seeks to amend the current authority for the 
NPCs, at 38 U.S.C. § 7361 et. seq., by adding a provision allowing an NPC established 
under that authority to support VLP activities.  This would not be a new type of NPC, as an 
NPC that agrees to provide this support for VLP would have to comply with all the 
requirements in Subchapter IV of Chapter 73, plus additional requirements that are specific 
to support of VLP.  An NPC that supports VLP under this proposed legislation would also 
be authorized to solicit donations to VLP under the gift solicitation authority Any donations 
received by the NPCs for NCA would only be used for VLP activities approved by the NCA 
VLP Director.   
 
Spousal and Dependent Inscriptions on Veteran Headstones and Markers: VA seeks 
to amend 38 U.S.C. § 2306 to allow the inscription, if feasible and upon request, on a 
government-furnished headstone and marker for placement on a gravesite in a non-VA 
cemetery, information about the Veteran’s spouse or dependent child. The proposed 
applicability date would be to add such an inscription for the headstones and markers of 
Veterans whose date of death is on or after January 1, 2016.   
 
Authorization to Provide Outer Burial Receptacles for State and Tribal Organization 
Cemeteries:  VA seeks authorization to provide outer burial receptacles for each new 
casketed gravesite in a Veterans cemetery that receives a grant from the Veterans Cemetery 
Grants Program.  VA considers the State and Tribal Veterans cemeteries for which it 
provides grants to be critical partners in our mission to ensure burial and memorialization 
of our nation’s Veterans and their eligible family members.  For the public to also consider 
them an equal partner and provider of burial benefits for Veterans, VA seeks to ensure the 
provision of consistent burial benefits for individuals buried in VA national cemeteries, 
other federally administered cemeteries, or VA grant-funded state or tribal cemeteries.   
 
Transfer Jurisdiction of Land from Department of Interior to VA for Elko (NV) 
National Veterans Burial Ground: VA seeks authorization for the permanent transfer of 
jurisdiction of land from the Department of the Interior, Bureau of Land Management to the 
Department of Veterans Affairs for use as a national cemetery under 38 U.S.C. Chapter 24. 
NCA submits this proposal to provide for establishment of a burial option in Elko, Nevada.   

Provide Group Markers to Locations Not under NCA Control:  VA seeks to amend 38 
U.S.C. § 2306 to authorize NCA to provide an appropriate marker for certain groups of 
individuals who are eligible for individual headstones or markers, but who are buried in a 
mass grave.   

Establishment of Green Burial Sections in VA National Cemeteries: VA seeks to 
include a new section in its authority to administer the national cemeteries in 38 U.S.C. § 
2404, to allow the Secretary of Veterans Affairs to designate sections in national cemeteries 
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as green burial sections, and to make conforming amendments to section 2404(c), to allow 
marking of gravesites by means other than upright headstones; and to section 2306, to allow 
for an exception to using outer burial receptacles. VA national cemeteries presently offer 
two main types of interment: burial of casketed remains and interment of cremated remains 
in an in-ground burial site, within a columbarium, or scattered in a memorial garden. As 
VA embraces its goal to become a more Veteran- and family-centric organization, NCA is 
challenged with ensuring that its burial and memorialization services meet the changing 
needs and preferences of Veterans in the twenty-first century.  
 
Authority for Department of Interior to Transfer Jurisdiction of Land to VA for 
Cemetery Development: VA seeks authority for the permanent transfer of jurisdiction of 
land from the Department of the Interior, Bureau of Land Management to the Department 
of Veterans Affairs for use as a national cemetery under 38 U.S.C. Chapter 24.  
 
Burial Benefit Eligibility Requirement for Other-Than Dishonorable Service for 
Deaths in Active Duty: VA seeks to amend 38 U.S.C. § 2402(a)(1) to require that a 
Servicemember who dies in active service must have been serving under conditions other 
than dishonorable to be eligible for burial in a national cemetery; amend 38 U.S.C. §§ 
2306(b)(4)(A) and (g)(2) to impose the same requirement for eligibility for a memorial 
headstone or marker; amend 38 U.S.C. § 2301(d) to do the same for eligibility for a burial 
flag.  
 
Authorization to Pay Cost of Transporting Unclaimed Remains of Veterans to a VA-
funded State or Tribal Organization Cemetery:  VA seeks to amend 38 U.S.C.  § 2308 
to expand the provision of the transportation allowance to cover those unclaimed remains 
of Veterans transported to a VA-funded Veterans cemetery owned by a state or tribal 
organization.  Currently, the VA is only authorized to provide an allowance for the cost of 
transporting the remains to the nearest VA national cemetery.   

Use of Veterans Cemetery Grant Program (VCGP) Funds for Training Expenses, 
including Travel, for State and Tribal Cemetery Personnel at NCA’s Training Center:  
VA seeks to amend 38 U.S.C. Section 2408 to allow State and Tribal organizations to 
include, as part of their VCGP grant request, expenses (including travel) for state cemetery 
personnel to train at NCA’s training center. 

Increase to $10 Million the Annual Statutory Limit on Grants for the Purpose of 
Operation and Maintenance Provided through the Veterans Cemetery Grants 
Program (VCGP):  This proposal would enable the VCGP to address the need to assist 
states and tribal organizations in the key areas of cleanliness of headstones, marker height 
and alignment, and leveling of gravesites and turf conditions, which are projects that support 
the high appearance standards set for our Nation’s Veterans cemeteries.   
 
Expand Eligibility for Government-Furnished Headstone and Marker for Medal of 
Honor Recipients to Include All Regardless of Date: VA seeks to amend 38 U.S.C. § 
2306(d) to allow VA to furnish or replace a headstone, marker or medallion for the privately 
marked graves of all eligible Medal of Honor recipients, regardless of a recipient’s date of 
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service.  This proposal would allow VA to provide a headstone, marker, or medallion for 
the historic gravesite of a Medal of Honor recipient who served in the Armed Forces prior 
to 1917 and whose gravesite is already marked by a privately-furnished or a government-
furnished headstone or marker.   
 
Prohibiting Interment of Individuals Who Are Found to Have Committed a Tier III 
Sex Offense Under State Law But Avoided Conviction Due to Death or Flight to Avoid 
Prosecution: VA seeks to amend 38 U.S.C. § 2411 to prohibit interment or memorialization 
in a national cemetery of a person who is found to have committed a tier III sex offense 
under State law but avoided conviction due to death or flight to avoid prosecution. Under 
the current statutory language, an otherwise eligible person who is found to have committed 
a qualifying tier III sex offense may or may not be memorialized anywhere or interred in a 
VA national cemetery or in Arlington National Cemetery, dependent solely on whether the 
alleged crime is a Federal crime or State crime. The deciding factor is whether prosecution 
would have occurred at the Federal or State level. This is particularly problematic when the 
alleged criminal act could have been prosecuted under either Federal or State law, and the 
choice of which body of law is applied depends solely on law enforcement and prosecutorial 
discretion. To prohibit interment or memorialization of persons who committed a tier III 
sex offense chargeable under Federal law, but not under State law, could result in adverse 
media and public scrutiny.  
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Operations and Maintenance 

 

Funding Chart – Operations and Maintenance 
($ in millions) 

 

 
*Per 2020 Annual Appropriation, PL 116-94, $1 million was rescinded from NCA’s unobligated balances.   

 
Appropriation Language  
For necessary expenses of the National Cemetery Administration for operations and 
maintenance, not otherwise provided for, including uniforms or allowances therefore; 
cemeterial expenses as authorized by law; purchase of one passenger motor vehicle for use 
in cemeterial operations; hire of passenger motor vehicles; and repair, alteration or 
improvement of facilities under the jurisdiction of the National Cemetery Administration, 
[$329,000,000] $360,000,000, of which not to exceed 10 percent shall remain available 
until September 30, [2020] 2021.  
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Appropriation Highlights 
($000) 

    2020 2020     
  2019 President's Current 2021 Increase(+) 
  Actual Budget Estimate Request Decrease(-) 
            
FTE 1,947 2,008 2,008 2,085 77 
            
Cemetery Operations $253,355  $255,057  $260,950  $280,389  $19,439  
Memorial Operations 8,109 7,834 8,288 9,703 1,415 
Direct Field Support Operations 23,631 21,397 24,165 30,873 6,708 
Administrative Operations 37,926 45,702 38,586 40,135 1,549 
Total Obligations 1 $323,022 $329,990 $331,990 $361,100 $29,110 
            
     Reimbursements (-) -813 -990 -990 -1,100 -110 
     Unob Bal Carried Forward SOY -2,000 0 -2,000 0 2,000 
     Unob Bal Transfer to Unexpired   

Acct -9,700 0 0 0 0 

     Unob Bal Carried Forward EOY 2,000 0 0 0 0 
     Recycling Revenues (-) -3 0 0 0 0 
     Unob Bal Not Yet Available 3,330 0 0 0 0 
BUDGET AUTHORITY $315,836 $329,000 $329,000 $360,000 $31,000 
 Rescission (-)2 0  0 1,000 0 -1,000 
NET BUDGET AUTHORITY  $315,836   $329,000   $328,000   $360,000   $30,000  
1Dollars may not add due to rounding in this and subsequent charts. 
2Rescission was applied to the FY2019 balances carried over into 2020 

 
Program Activities and Administration 
The Operations and Maintenance 2021 request will fund the operation of 156 national 
cemeteries, which includes 11 cemeteries being transferred from the Department of the 
Army, and 33 soldiers' lots and monument sites and their maintenance as national shrines.  
It also directly funds the costs of administering six related programs: Veterans’ Cemetery 
Grants Program (VCGP), Headstone and Marker program, Presidential Memorial 
Certificate (PMC) program, Outer Burial Receptacle (OBR) reimbursements, Casket & Urn 
reimbursements, and First Notice of Death (FNOD).  Cemetery grant awards are funded 
from a separate appropriation.  The purchase and transportation costs of the headstones and 
markers, medallions, pre-placed crypts and the OBR, casket and urn reimbursements are 
financed from the Compensation and Pensions appropriation. 
 
The Under Secretary for Memorial Affairs is responsible for the overall leadership and 
direction of the National Cemetery Administration (NCA).  The Under Secretary is 
supported in this role by staffs in both field and headquarters.  Activities are functionally 
and organizationally grouped into cemetery operations, memorial operations, direct field 
support operations and administrative operations.  Activities support the following key 
priorities: 
 

 Preserving the Legacy:  Ensuring “No Veteran Ever Dies” 
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 Providing Access and Choosing VA 
 Partnering to Serve Veterans 

 
Cemetery Operations 
NCA inters eligible servicemembers, Veterans and family members in VA national 
cemeteries and maintains the graves and their environs as national shrines in perpetuity.  In 
2021, cemetery activities will encompass 156 national cemeteries which includes 11 
cemeteries transferred from the Department of the Army, and 33 soldiers’ lots and 
monument sites.  These activities can be grouped into three main functional categories: 
 

 Administrative and clerical support functions include the following: 

 Providing eligibility determinations for burial in national cemeteries and for the 
provision of headstones and markers in other burial locations; 

 Determining eligibility for burial in a national cemetery prior to the time of need; 

 Arranging for and conducting interments; 

 Processing requests for partial reimbursements for privately purchased OBRs; 

 Managing cemetery activities, including activations and operation reviews; and 

 Providing advice and assistance to the general public. 
 

 Operation and maintenance functions include the following: 

 Opening and closing graves; 

 Operating interment equipment; 

 Setting, realigning, and cleaning headstones; 

 Maintaining columbaria; 

 Caring for grass, shrubbery, and trees; 

 Filling and sodding sunken graves; and  

 Making minor repairs to cemetery infrastructure, including buildings, grounds, walks, 
and drives. 

 

 District functions are organized into five districts, supervised by a district director and 
the director’s staff.  District offices are located in Philadelphia, Pennsylvania; Atlanta, 
Georgia; Denver, Colorado; Indianapolis, Indiana; and Oakland, California.  District 
Directors and their staffs provide direction, operational oversight, and engineering 
assistance to the cemeteries located in their geographic areas. 
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Memorial Operations 
The Memorial Products Service (MPS) is directly responsible for administering the 
Headstone and Marker and the Presidential Memorial Certificate programs.  MPS has three 
application processing sites, an Applicant Assistance Unit, and a First Notice of Death 
office.  MPS activities include: 
 

 Receiving and processing applications for headstones, markers and medallions; 

 Determining eligibility of decedent, type of headstone, marker or medallion to be 
furnished, and the authorized inscription; 

 Assisting customers with status, replacements, and general information concerning 
government headstones and markers to be installed on graves in private cemeteries; 

 Administering the Presidential Memorial Certificate Program by providing certificates 
to families of deceased Veterans, recognizing the Veteran’s contribution and service to 
the Nation; and 

 Entering First Notices of Death into VA information systems which in turn update VA 
electronic files to terminate compensation benefits to deceased Veterans. 

 
The Veterans Legacy Program (VLP) is NCA's educational outreach initiative.  VLP 
memorializes our nation's Veterans through sharing their stories of service and 
sacrifice.  Through VLP, NCA partners with universities, schools, teachers, professors, and 
students of all levels to research Veterans interred in VA national cemeteries and how they 
contributed to their country as servicemembers, and how they contributed to their 
community as Veterans. 
 
NCA Digital Service provides support for web-based platforms (intranet and internet) and 
leads efforts to digitize and modernize Veteran memorialization. 
 
Direct Field Support Operations 
Direct Field Support Operations encompasses a broad range of functions performed in both 
headquarters and the field, including the following: 
 

 Budget and Finance Service formulates, justifies and monitors budget requirements, 
funding and expenditures for all NCA programs, including its capital programs, and 
provides accounting and finance services for the national cemeteries.   

 Contracting Service provides the contract negotiation, award, administration and other 
procurement support needed by NCA programs, including the headstone and marker 
program, minor construction and procurements for the national cemeteries and 
headquarters activities.  

 Veterans’ Cemetery Grants Program Office administers grants to assist States, 
territories and tribal organizations in establishing, expanding or improving Veterans 
cemeteries, as well as fostering state and tribal participation in the program. 
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 Human Capital Management oversees and administers all human resources life cycle 
management for NCA including staffing and recruitment, classification, training and 
workforce planning, policy and guidance, labor and employee relations and safety and 
health.   

 Design and Construction Service develops long-range construction plans for an overall 
NCA program, including field surveys in connection with the development and 
expansion of new and existing cemeteries, and manages development and construction 
for expansion and improvements to cemeteries. 

 NCA Business Transformation and Requirements Service oversees the management of 
new business and technology projects and manages business operational design of new 
programs for business information systems. 

Administrative Operations 
Administrative Operations provides overall policy guidance, executive direction, and 
administrative support to the entire NCA and includes the following activities: 
 

 Providing operational guidance and direction for field activities; 

 Developing system-wide strategic and performance plans, developing plans and 
strategies for improving business processes and service to Veterans, and evaluating and 
assessing, on a continuing basis, the quality and effectiveness of NCA programs and 
operations; 

 Conducting studies of organizational structure, functions, relationships, and staffing in 
the interest of improving the effectiveness and efficiency of operations; 

 Increasing Veteran and public awareness of NCA cemetery and memorial programs; 

 Transcribing administrative and oral histories, collecting artifacts and maintaining 
archives, documenting and preserving historic cemetery resources, and providing 
education/interpretation of NCA history; and 

 Answering written inquiries from Veterans, their families, and others regarding benefits, 
service quality, and general information. 

Summary of Budget Request 
The National Cemetery Administration requests $360,000,000 in budget authority and 
2,085 FTE for Operations and Maintenance in 2021.  
 
The National Cemetery Administration is committed to ensuring that Veterans and their 
families have reasonable access to a burial option in a national, state, or tribal Veterans 
cemetery, that the service they receive is dignified, respectful and courteous and that our 
system of cemeteries meets or exceeds the highest standards of appearance required by their 
status as national shrines.  The 2021 request positions NCA to meet Veterans’ emerging 
burial and memorial needs in the decades to come. 
 
NCA is proud of its sustained record of excellent service to Veterans and their families.  
The American Customer Satisfaction Index (ACSI), the only national, cross-industry 
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measure of satisfaction with the quality of goods and services available in the United States, 
continues to document our commitment to providing respectful, dignified, and 
compassionate service that is second to none.  In 2019, NCA achieved a customer 
satisfaction index of 97, the highest result ever achieved for any organization in either the 
public or private sector.  This is the seventh consecutive time NCA received the top rating 
among participating organizations.   
 
In 2019, NCA interred 134,833 Veterans and eligible family members.  The number of 
interments in VA national cemeteries is expected to peak at about 137,600 in 2021, after 
which interments will begin to decline gradually.  The total number of gravesites is expected 
to increase from 3.8 million in 2019 to over 4.0 million in 2021.  In addition, the number of 
developed acres to maintain is expected to increase from 9,245 acres in 2019 to 9,473 acres 
in 2021 with the opening of new cemeteries and gravesite expansion projects underway.  As 
NCA’s workload continues to increase, this budget request is essential for NCA to maintain 
its position as one of the most highly regarded organizations, in both the public and private 
sectors, in terms of customer satisfaction. 
 
Preserving the Legacy:  No Veteran Ever Dies 
In 2021, NCA requests an additional $1.2 million for the Veterans Legacy Program to 
continue to advance key digital and cemetery-based efforts.  VLP is committed to 
preserving the legacy of the 3.5 million Veterans interred in VA national cemeteries, to 
ensure that they are never forgotten, increase the public’s awareness of the value of military 
service, and provide families with an interactive memorial experience.   
 
NCA is developing the Veterans Legacy Memorial (VLM), the country’s first digital 
platform dedicated entirely to the preservation of the memory of the Veterans interred in 
the VA’s national cemeteries.  The site will be a reflection of the dignity and decorum of 
VA’s national cemeteries.  When the site is fully developed, Veterans interred in a VA 
cemetery will have their own memorial page on VLM, a dedicated, secure, web-based 
platform.  In later phases, comments, shared memories and photographs will be posted and 
the public will be able to search the site for Veterans, find out where they are buried, and 
read about their stories of service and sacrifice.  
  
Complementing these digital efforts, NCA will also continue to develop onsite interpretive 
signs, exhibits, and commemorative and historical publications to increase public 
knowledge of NCA history and extend outreach to the public. 
 
Providing Access and Choosing VA 
NCA will continue to support the Secretary’s priority of providing Veterans with greater 
choice by enhancing and/or increasing burial access within a reasonable distance of a 
Veteran’s home.  To achieve this goal, NCA will establish the remaining planned new 
national cemeteries and expand existing national cemeteries to meet projected demand, 
including the development of columbaria and the acquisition of additional land.   
 
In 2021, NCA requests an additional 12 FTE and $6.1 million for the initial activation of 
new cemeteries, a replacement cemetery in Morovis, PR, and continued activation of 
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cemeteries opened in prior years.  The opening of new cemeteries continues to fulfill the 
NCA mission to honor Veterans and their families with final resting places in national 
shrines and with lasting tributes that commemorate their service and sacrifice to our nation.  
It also moves NCA closer to providing 95 percent of the Veteran population a burial option 
within 75 miles of their homes.  
 
NCA will continue to invest in projects to raise and realign gravesites and repair turf to 
maintain cemeteries as national shrines and remain a burial benefit provider of choice.  
National cemeteries carry high expectations of appearance that set them apart from private 
cemeteries.  NCA strives to maintain 99 percent of respondents who rate national cemetery 
appearance as excellent.  NCA requests an additional $6.0 million for national shrine 
projects to move toward its strategic target of 90 percent of headstones and markers at 
proper height and alignment.      
 
NCA also requests an additional $1.0 million to address prioritized projects identified on 
the Facility Condition Assessment (FCA) to ensure safe and effective cemetery operations.  
NCA focuses on infrastructure repairs that are deemed critical to safety, code or operational 
needs and are assessed at a “D” or an “F” FCA rating.  A “D” rating is generally assigned 
when facilities are in poor condition or projects that have code or safety violations.  “F” 
ratings are assessed when there is a failing or critical condition. 
 
In 2021, NCA will validate and quantify the tasks associated with cemetery operations to 
more accurately resource needs.  The workload evaluation study will measure cemetery 
operational activities such as interment and grounds maintenance time analysis to ensure all 
our cemeteries are appropriately resourced.  This effort will require additional funds of $1.0 
million.   
 
Furthermore, to remain an employer of choice, NCA requests $1.7 million to enhance 
Cemetery Safety and Training by assigning safety specialists at large cemeteries to reduce 
injury and promote safety; providing Automated External Defibrillators (AEDs) at over 50 
cemeteries to potentially save the lives of visitors, volunteers, Honor Guard members and 
employees; and ensuring training programs are accurate, effective and delivered in a 
predictable way to equip employees to meet NCA mission. 
 
Enhancing Accountability  
NCA requests $2.3 million to enhance financial audit readiness as well as improve oversight 
and compliance reviews.  Internally, NCA has undertaken a critical effort to deploy the 
Integrated Financial and Acquisitions Management System (iFAMS).  NCA will be the first 
VA organization to implement the new financial system and its success is key to launching 
deployment across the VA system.  In 2021, resources will be dedicated to conduct testing, 
train employees and provide sustainment support.  Upgrading the financial system process 
will improve financial analytics including cemetery performance, scorecards, managerial 
accounting, and financial statement analysis.  This effort will meet NCA’s business process 
reengineering for the future, decrease the risk of IG/GAO findings, comply with VA-wide 
process and streamline financial management processes. 
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Also included with this effort is funding to strengthen the Organizational Assessment and 
Improvement (OAI) Program and Compliance Review Program (CRP) to assess national 
and grant-funded Veterans cemeteries against NCA operational standards. These programs 
are critical to maintaining and improving customer satisfaction with the quality of service 
provided, the appearance of cemeteries, and the likelihood of recommending the cemeteries 
to others.  Additional resources are required to reduce the OAI and CRP cycle times from 
five to three years, enhance accountability and ensure compliance with 38 CFR 39.121(c) 
which requires VA to inspect state/tribal projects at least once every three years.  The 
requested funding would also provide for oversight of NCA’s acquisition lifecycle due to 
the increasing complexity of procurement actions. 
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Analysis of Increases and Decreases 
($000) 

  2020 2021 
  Estimate Request 
Prior Year Obligations $323,022  $331,990  
     Pay and Staff Composition Changes 3,797 4,065 
     Non-payroll Inflation 2,231 2,421 
     iFAMS 0 2,000 
     New Cemetery Activation 898 6,068 
     DoD Cemetery Transfer 3,543 0 
     Workload at Existing Cemeteries 2,786 7,021 
     Additional Investments 6,431 13,282 
          Preserving the Legacy and Partnering to Serve Veterans [non-add] 0 1,237 
          Providing Access and Choosing VA [non-add] 6,431 9,766 
          Enhancing Accountability [non-add] 0 2,279 
Changes in contracts, other services and travel -10,718 -5,747 
Total Obligations  $331,990 $361,100 

 
The 2021 request includes obligations of $361.1 million for operations and maintenance, 
including 2,085 FTE (nearly 87 percent of which are field employees and approximately 75 
percent are Veterans) to meet increasing workload and burial expansions as well as funding 
in support of investments critical to NCA priorities.   
 
Current Services 
Pay and Staff Composition Changes - $4.1 million for the cost of anticipated payraises and 
changes in the average grade structure of NCA employees. 
 
Non-payroll Inflation - $2.4 million for non-payroll inflationary increases. 
 
iFAMS Operations - $2.0 million for service costs to VA’s Financial Services Center for 
the operation of VA’s new financial system, iFAMS.  NCA will be the first Administration 
to convert from VA’s legacy financial system to iFAMS.  NCA conversion is anticipated 
during 4th quarter of 2020 and current service funding is required during 2021 for a full year 
of iFAMS operational costs.  
 
New Cemetery Activation - $6.1 million and 12 FTE for personnel, equipment and supplies 
for the initial activation of new cemeteries, a replacement cemetery in Morovis, PR, and 
continued activation of cemeteries opened in prior years.  NCA deploys an initial cadre of 
staff at each new national cemetery well in advance of the formal opening to perform 
various tasks in support of a successful formal opening.  The first hires for the new cemetery 
are responsible for coordinating efforts to establish proper infrastructure for the cemetery 
(e.g. telecommunications, information technology, temporary office space), establishing a 
presence in the local community, and reaching out to Veteran Service Organizations, local, 
state, and Congressional offices, as well as the general public.  Additional personnel and 
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non-payroll items are required as cemetery operations continue to increase after cemetery 
opening.  
 
Workload at Existing Cemeteries - $7.0 million and 46 FTE for existing cemeteries facing 
workload increases and expansion projects.  As NCA’s workload continues to increase, 
additional cemetery staff, contracts, equipment and supplies are essential for NCA to 
maintain its developed acreage and increasing number of gravesites in a manner befitting a 
national shrine.   
 
Additional Investments 
Preserving the Legacy - $1.2 million and 2 FTE for the VLP to continue digital 
modernization efforts through additional capabilities for families, survivors, and fellow 
Veterans to add remembrances to a Veteran’s memorial page.  Funding will also provide 
for development of interpretive waysides and publications to explain historical events at 
VA national cemeteries and inform the public about NCA’s mission and those we honor.  
 
Providing Access and Choosing VA - $9.7 million and 7 FTE  

 $6 million to preserve national shrine standards through gravesite renovations to raise 
and realign headstones and markers and to repair and replace turf. 

 $1 million in non-recurring maintenance funds to address ongoing FCA issues across 
the cemeteries, including projects ranging from replacing water service lines, irrigation 
improvements, and repairing historic walls. 

 $1.7 million and 7 FTE to enhance cemetery safety and training to include assigning 
Safety and Occupational Health Specialists at large cemeteries to oversee field safety 
and reduce injury rates; equipping 53 national cemeteries with AEDs; and employing 
additional instructors at the National Training Center to provide training on foundational 
cemetery operations.  

 $1.0 million to validate the cemetery Resource Management Tool and quantify the tasks 
associated with cemetery operations to more accurately reflect the resource needs of 
evolving interment practices and changing customer preferences. 

Enhancing Accountability - $2.3 million and 10 FTE 
 $1.4 million and 7 FTE to support new requirements related to business process 

reengineering, audit readiness and streamlining of financial management processes as 
well as the continued testing, implementation and training of iFAMS for NCA 
employees across the country. 

 $850 thousand and 3 FTE to improve internal controls and enhance accountability by 
increasing the number of assessments of both VA-grant funded cemeteries and VA 
national cemeteries and to increase internal oversight of NCA’s large and complex 
contractual requirements. 
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Employment Summary - FTE by Grade 
  2019 2020 2021 Increase(+) 
# of FTE Actual Estimate Request Decrease(-) 
          
SES 21 22 22  0 
GS-15 25 28 28  0 
GS-14 84 87 88 +1 
GS-13 136 141 143 +2 
GS-12 67 70 78 +8 
GS-11 94 97 97 0 
GS-10 14 15 15 0 
GS-9 108 112 119 +7 
GS-8 5 5 5 0 
GS-7 194 198 204 +6 
GS-6 174 180 180 0 
GS-5 22 23 23 0 
GS-4 2 2 2 0 
GS-3 0 0 0 0 
GS-2 0 0 0 0 
GS-1 0 0 0 0 
Wage Grade (non-GS) 1,000 1,028 1,081 +53 
Total Number of FTE 1,947 2,008 2,085 +77 

 

Analysis of FTE Distribution HQ/Field 
  2019 HQ 2019 Field 
# of FTE Actual Actual 
      
SES 11 10 
GS-15 16 9 
GS-14 53 31 
GS-13 62 74 
GS-12 20 47 
GS-11 22 72 
GS-10 0 14 
GS-9 24 84 
GS-8 0 5 
GS-7 29 165 
GS-6 6 168 
GS-5 5 17 
GS-4 1 1 
GS-3 0 0 
GS-2 0 0 
GS-1 0 0 
Wage Grade (non-GS) 1 999 
Total Number of 
FTE 250 1,697 
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2020 Average Salary Methodology 
    

2019 Average Salary $63,043 
   Annualization of 2019 pay raise (1.9 percent) 299 
   Annualization of 2020 pay raise (2.2 percent) 1,040 
   Change in staff composition -929 
2020 Average Salary  $63,453 
   Regular benefits percentage (34 percent) 21,680 
2020 Average Salary with Benefits $85,133 

 
The 2020 average salary reflects a net 1.0 percent increase over the average salary for 2019.  
This reflects a 1.9 percent 2019 annualized pay raise, a 2.2 percent 2020 pay raise, and staff 
composition changes.   
 

2021 Average Salary Methodology 
    

2020 Average Salary $63,453 
   Annualization of 2020 pay raise (2.2 percent) 349 
   Annualization of 2021 pay raise (2.3 percent) 1,095 
   Change in staff composition 260 
2021 Average Salary  $65,157 
   Regular benefits percentage (34 percent) 22,181 
2021 Average Salary with Benefits $87,338 

 
The 2021 average salary reflects a net 2.3 percent increase over the average salary for 2020.  
This reflects a 2.2 percent 2020 annualized pay raise, a 2.3 percent 2021 pay raise, and staff 
composition changes. 
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Summary of Employment and Obligations 

($000) 

  2019 2020 2020   
  Budget President's  Current  2021 Increase(+) 
  Actual Budget Estimate Request Decrease(-) 
        
FTE 1,947  2,008  2,008  2,085  +77 
   VACO 250  249  249  268  +19 
   Field Stations 1,697  1,759  1,759  1,817  +58 
        
Obligations       
   Personnel Services $175,526  $178,664  $181,836  $193,027  +$11,191  
   Travel 4,223 4,082 4,082 4,543 +461 
   Transportation of things 1,988 2,202 2,202 2,254 +52 
   Rents, communications, and utilities 14,229 15,097 15,097 16,026 +930 
   Printing and reproduction 1,813 2,035 2,035 2,067 +33 
   Other services 102,428 106,752 105,581 117,877 +12,296 
   Supplies and materials 12,612 13,360 13,360 13,969 +608 
   Equipment 7,672 7,051 7,051 10,579 +3,527 
   Land and structures 2,464 728 728 740 +12 
   Insurance claims and indemnities 66 20 20 20 0 
Total Obligations  $323,022  $329,990  $331,990  $361,100  +$29,110 

 
Personnel Services in the 2021 request include an additional 77 FTE.  Nearly all of the 
additional FTE directly support field operations at VA cemeteries, including an increase in 
staff required for workload increases at existing cemeteries, the activation of new 
cemeteries, and enhanced cemetery safety and training.   
 
Travel costs include headquarters and field personnel travel in connection with the operation 
of national cemeteries and other VA and NCA programs.  Included are travel costs for site 
visits to assess performance of the national cemeteries, quality assurance inspections related 
to the procurement of headstones and markers, permanent change of station moves, 
engineering trips related to maintenance and construction projects, inspections and other 
official travel required in administering the Veteran Cemetery Grant Program, and local 
travel. 
 
Transportation of things include the transportation of household goods as part of permanent 
change of station moves of transferring employees.  Other costs include the rental of trucks 
from GSA, local hauling charges, and the shipment of materials. 
 
Rents, communications, and utilities include rental of equipment at national cemeteries and 
payment of standard level user charges (SLUC) to GSA.  Utility costs include electricity, 
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water, and gas, which are required for the operation and maintenance of the national 
cemeteries. 
 
Printing and reproduction costs include operating and technical manuals, regulations, 
handout maps, pamphlets, and the printing requirements of the Presidential Memorial 
Certificate (PMC) program.  Handout maps are distributed to next-of-kin, other relatives, 
and the general public to help locate gravesites.  The PMC requirements include special 
paper and envelopes, as well as the printing of the certificates.  
 
Other Services costs include contract costs associated with National Shrine projects, non-
recurring maintenance funds and recurring maintenance, repair, operational and other 
services as described below. 
 
 National Shrine projects address gravesite renovations to raise and realign headstones 

and markers and to repair and replace turf.  The 2021 request includes an additional $6.0 
million, for a total of $19.3 million, for projects to raise and realign gravesites and repair 
turf to maintain cemeteries as national shrines.    
 

 NCA’s request also includes an additional $1.0 million for a total of $5.3 million, in 
non-recurring maintenance funds to address projects identified by Facility Condition 
Assessments (FCA) to ensure safe and effective cemetery operations.  Non-recurring 
maintenance (NRM) funding focuses on correcting deficiencies cited in the Facility 
Condition Assessments.  NCA focuses on deficiencies that are assessed at a “D” or an 
“F” rating.  A “D” rating is generally assigned when facilities are in poor condition or 
projects that have code or safety violations.  “F” ratings are assessed when there is a 
failing or critical condition.  These projects normally require immediate action.  
 

 All other services include recurring maintenance, repair, operational and other services.  
Maintenance of equipment provides for maintaining and repairing lowering devices, 
mechanical grave excavators, tractors, backhoes, ditchers, mowers, generators, vehicles, 
and office machines.  Repair projects address deficiencies with any of over 4,100 
buildings and structures and approximately 22 thousand acres of land within 156 
national cemeteries, including the transferred 11 Army cemeteries, and 33 soldiers’ lots 
and monument sites to maintain the appearance of national cemeteries as national 
shrines, dedicated to preserving our Nation’s history, and honoring the service and 
sacrifice Veterans have made.  Projects include recurring maintenance and repair of 
roads, drives, parking lots, and walks; painting of buildings, fences and gates; repair of 
roofs, walls, and irrigation and electrical systems.  All other services also include 
contractual services associated with cemetery maintenance and contracts such as trash 
disposal, rodent and pest control, environmental compliance, and training, as well as 
payments to other VA offices for centralized support activities, including iFAMS 
operations.   

 
Supplies and materials include office supplies, fuel and petroleum products used in motor 
vehicles, cemetery maintenance equipment, and operating, grounds maintenance, and 
incidental supplies.   
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Equipment costs include cemetery maintenance and interment equipment such as grave 
excavating and grounds maintenance equipment, as well as office and other equipment, 
including facsimile machines and multi-functional devices.  
 
Land and structures include fixed equipment for buildings and renewable energy projects 
utilizing solar, wind and geothermal power.  
 
Insurance claims and indemnities include payments to resolve federal tort claims against 
construction, operation or administrative actions.  
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Construction Program 

 

Overview 
Construction projects to develop additional gravesites at national cemeteries, establish new 
cemeteries, and make infrastructure improvements, along with land acquisitions for 
cemeteries, are critical to achieving the strategic goals and objectives of the National 
Cemetery Administration (NCA).  These projects are funded from VA’s Major and Minor 
Construction appropriations which also support NCA’s urban and rural initiatives.  The 
funding request and justification for these two appropriations are found in Volume 4; 
however, NCA is providing this summary of its construction program to better relate the 
requested funding to its performance plan.  

Construction projects to develop new national cemeteries will enhance burial services and 
provide new burial options to Veterans and their families.  Construction projects also keep 
existing national cemeteries open by developing additional gravesites and columbaria or by 
acquiring and developing additional land.  

Infrastructure investments support two key performance measures:  1) national cemetery 
appearance and 2) quality of service at national cemeteries.  Construction projects to 
improve irrigation, renovate structures, resurface roads and build committal shelters, 
restrooms, and public information centers directly impact cemetery appearance and service 
to Veterans and their families. 

NCA currently has the legal authority to acquire land for establishing new national 
cemeteries and to expand existing cemeteries.  This allows NCA to dedicate funding to 
purchase land for future gravesite expansions or replacement cemeteries.  Often prospective 
sellers, particularly estates, desire to move more quickly than the multi-year pace of the 
Federal budget development and approval process.  Likewise, opportunities to purchase 
land may arise in key locations and NCA desires the flexibility to respond swiftly. 
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Burial Policies  
The current strategic target for the percent of the Veteran population served by a national 
or state Veterans cemetery within 75 miles of their home is 95 percent.  The percent of 
Veterans served by a burial option in a national or state Veterans cemetery in 2019 was 92.4 
percent.  The independent Evaluation of the VA Burial Benefits Program (August 2008) 
offered an opportunity to reflect on a future strategic direction that will continue our success 
in meeting the burial needs of our Nation’s Veterans.  As a result, NCA identified several 
burial policies targeting increased access and availability of burial options for our Veterans, 
which were approved by Congress in 2011 and 2013.  These policies include:  
 

 Lowering the unserved Veteran population threshold to establish a new national 
cemetery to 80,000 within a 75-mile radius.  Based on this policy, NCA developed a 
plan to establish five new national cemeteries and provide a burial option to an 
additional 550,000 Veterans and their families.  In 2016, NCA began interment 
operations at three of these cemeteries, Cape Canaveral and Tallahassee National 
Cemeteries in Florida and Omaha National Cemetery in Nebraska.  In 2018, NCA 
opened Pikes Peak National Cemetery in Colorado and first burials are anticipated at 
Western New York in November 2020.  
 

 Establishing Urban Initiative locations to improve travel time and access in densely 
populated metropolitan areas currently served by a national cemetery.  NCA has 
identified five locations for this initiative in the Los Angeles, CA, San 
Francisco/Oakland, CA, Chicago, IL, New York, NY, and Indianapolis, IN metropolitan 
areas.  The columbarium expansion at Los Angeles National Cemetery opened in 
October 2019 as the first completed project under NCA's Urban Initiative. New York 
and Indianapolis columbaria-only locations are scheduled to open in 2021.  

 

 Establishing national cemeteries in rural areas where the Veteran population is less than 
25,000 within a 75-mile service area.  This initiative targets those states in which: 1) 
there is no national cemetery within the state open for first interments; and 2) areas 
within the state are not currently served by a state Veterans cemetery or a national 
cemetery in an adjacent state.  Eight states meet these criteria (Idaho, Montana, Nevada, 
North Dakota, Maine, Utah, Wisconsin, and Wyoming).  In 2014, NCA established the 
first national Veterans cemetery under the Rural Initiative at Yellowstone National 
Cemetery in Montana and the second rural cemetery opened in 2019 in Fargo, ND. 
Three additional rural cemeteries are scheduled to open in 2020 (Northwoods, WI, 
Snake River Canyon, ID, and Machias, ME), and two in 2021 (Cheyenne, WY Cedar 
City, UT).   

 
The 2021 request positions NCA to meet Veterans’ emerging burial and memorial needs in 
the years to come through the continued implementation of these burial policies. 
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National Shrine Commitment 
The 2021 request supports a continued commitment to ensure that national cemeteries meet 
or exceed the highest standards of appearance required by their status as national shrines.  
VA's cemeteries transcend the provision of benefits to an individual, serving a purpose that 
continues long after burials have ceased and visits of families and loved ones have ended.  
Infrastructure projects such as cemetery irrigation improvements, building renovations, 
maintenance of buildings and structures, and road and curb improvements are important to 
maintaining our cemeteries as national shrines.    
 
Major Construction Projects  
 

Major Construction Funding for NCA Programs 
(dollars in thousands) 

Construction 
  2020 2020   Change 

2019 
Actual  

President's 
Budget 

Current 
Estimate  

2021 
Request 

2021 v 
2020 

            
Cemetery Expansion and Improvement:           
Cape Canaveral, FL Gravesite Expansion…………. $38,000  $0  $0  $0  $0  
Ohio Western Reserve, OH Gravesite Expansion… $29,000  $0  $0  $0  $0  
Great Lakes, MI Gravesite Expansion……………… $35,200  $0  $0  $0  $0  
Houston, TX Gravesite Expansion…………………. $0  $34,000  $34,000  $0  -$34,000 
Dallas, TX Gravesite Expansion…………………… $0  $28,000  $28,000  $0  -$28,000 
Bourne, MA Gravesite Expansion………………….. $0  $32,000  $32,000  $0  -$32,000 
Bayamon, PR Replacement Cemetery (Morovis)….. $0  $10,000  $10,000  $0  -$10,000 
Riverside, CA Gravesite Expansion………………... $0  $3,000  $3,000  $0  -$3,000 
Elmira, NY Western New York Cemetery………… $0  $10,000  $10,000  $0  -$10,000 
Miramar, CA Gravesite Expansion………………… $0  $0  $0  $31,000  +$31,000 
Fort Sam Houston, TX Gravesite Expansion………  $0 $0  $0   $56,000  +$56,000 
Advance Planning and Design Fund $10,000  $35,000  $35,000  $2,000  -$33,000 
Land Acquisition $5,000  $20,000  $20,000  $5,000  -$15,000 

Total, Major Projects $117,200  $172,000  $172,000  $94,000  -$78,000 
 
 
The 2021 major construction request for NCA includes funding for two gravesite expansion 
projects at Miramar and Fort Sam Houston; and for Advanced Planning and Design and 
Land Acquisition funds for new cemeteries and future expansions to maintain access to 
existing national cemeteries.    
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Major Construction Projects 
 
Miramar National Cemetery Phase II Gravesite Expansion 
This is a Phase 2 gravesite expansion and cemetery improvement project that will enable 
Miramar National Cemetery to continue providing burial services for eligible Veterans in 
the San Diego/Southern California area.  Miramar was first opened for burials in 2010 and 
serves an estimated 445,000 Veterans within a 75-mile service area.  In 2019, this cemetery 
conducted 2,988 interments and with the Fort Rosecrans Complex, which includes 
Miramar, was ranked the 10th busiest national cemetery by interment workload.  Of the 
2,988 total interments, 774 were casketed (26%) and 2,214 were for cremated remains 
(74%).  With these burial rates, NCA projects gravesite depletion of casketed pre-placed 
crypt gravesites by June 2028, in-ground cremation gravesites by July 2028, and 
columbarium niche cremation sites by October 2029.  This project will extend the full range 
of burial options for an additional 15 years, as well as provide numerous cemetery 
operational and infrastructure improvements. 
 
This investment will develop 20 acres at Miramar National Cemetery to provide 25,000 to 
28,000 gravesites, including both casket and cremation sites in new burial sections.  In 
addition to developing casket and cremation gravesite burial options and supporting 
infrastructure, this project provides for other needed cemetery enhancements.  
Improvements to the roads and grounds will include road repairs to the cortege lane that 
will alleviate existing bottle necks that currently obstruct vehicle flow. This project 
provides for the construction of a separate Honor Guard Building to serve the Honor Guard 
with locker capacity, and a changing and gun cleaning area. Other improvements include 
building enhancements to the Administrative building, evaluation of multiple HVAC 
system components, evaluation on intermittent low water issues, and an evaluation of the 
existing roof to address drainage issues.  Finally, the irriegation system will be repaired to 
replace damaged piping resulting from the high chloride levels found in the re-claimed 
water in the cemetery’s irrigation system. 
 
Fort Sam Houston Phase I Gravesite Expansion  
This is a Phase I gravesite expansion and cemetery improvement project that will enable 
Fort Sam Houston to continue providing burial services for eligible Veterans in and around 
the San Antonio area.  Fort Sam Houston was first opened in 1937 and serves an estimated 
veteran population of 293,000 within a 75-mile service area.  In 2019, this cemetery 
conducted 4,138 total interments and is ranked the 8th busiest national cemetery by 
interment workload.  Of the 4,138 total interments, 2,430 were casketed (59%) and 1,708 
were for cremated remains (41%).  With these burial rates, NCA projects gravesite depletion 
of more efficient casketed pre-placed crypts by June 2029, in-ground cremation gravesites 
by February 2041 and columbarium niche sites by August 2024.  This project will extend 
the full range of burial options until 2041, as well as provide numerous operational and 
infrastructure improvements. 
This investment will develop approximately 35 acres to provide an estimated 35,100 
gravesites, including both casket and cremation sites in new burial sections, of which 10,200 
will be columbarium niches.  In addition to developing casket and cremation gravesite burial 
options and supporting infrastructure, this project provides for other needed cemetery 
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enhancements.  This will also include improvements to the Public Information Center and 
administration-maintenance complex, relocation of the contractor yard to allow for design 
of additional burial sections, and improvements to the Honor Guard facility. 
 
Improvements to the roads and grounds will include additional parking spaces,  pavement 
and re-surfacing/restoration of existing asphalt roads and concrete pavements to include 
storm inlets, and landscaping.  This project provides for minor upgrades within the existing 
cemetery to stay ahead of infrastructure deterioration and correct existing FCA deficiencies 
rated D or F.  Other improvements include historic restoration of the perimeter wall and the 
replacement of an ornamental fence, and storage facilities.  Finally, the irrigation system 
will be evaluated as the San Antonio Water Supply (SAWS) Authority has advised that the 
recycled water is now at capacity.  The project will evaluate alternate sources to expand the 
cemetery irrigation water system. 
 
Advance Planning and Design Fund  
The 2021 request includes $2 million for advance planning and design activities such as 
master planning and design for new cemeteries and expansion at existing national 
cemeteries.  These funds are needed to begin planning and design for projects that will be 
needed to prevent gravesite depletions and to establish new burial service in the near future.  
These funds will also provide for environmental assessments at national cemeteries and 
performance of facility condition assessments at national cemeteries, soldiers’ lots, and 
monument sites under the jurisdiction of NCA.  
 
Land Acquisition   
The 2021 request includes $5 million for land acquisition funds in the Major Construction 
account.  These funds will enable NCA to acquire the land needed to support cemetery 
expansions or replacements.  Often prospective sellers, particularly estates, desire to move 
more quickly than the multi-year pace of the federal budget development and approval 
process.  Likewise, opportunities to purchase land may arise in key locations and NCA 
desires the flexibility to respond swiftly.  
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Minor Construction Projects   
NCA’s 2021 minor construction budget provides funding for gravesite expansion and 
columbaria projects to keep existing national cemeteries open and for projects that address 
infrastructure deficiencies and other requirements necessary to support national cemetery 
operations.  It also continues funding the development of national cemeteries under the 
Rural Initiative to serve Veterans in rural areas with up to 25,000 Veterans residing within 
a 75-mile radius.  Additionally, NCA is committed to reducing the number of critical FCA 
infrastructure deficiencies related to safety and/or compliance and will address the growing 
list of FCA deficiencies rated D and F.  
 

Minor Construction Funding for NCA Programs 
(dollars in thousands) 

  
 

2019 
Actual 

2020 
Budget 

Estimate 

2020 
Current 
Estimate 

 
2021 

Request 

Change 
2021 v 
2020 

Cemetery Expansion and    
Improvement..………… $149,119  $37,611 $37,611  $32,085 -$5,526 
Land Acquisition/Below  
Threshold………………. $41,055 $42,909 $42,909  $53,945 +$11,036 
Total for Minor Projects  $190,174 $80,520 $80,520 $86,030  +$5,510 

 
Minor construction funds may also be used at any of the existing 156 national cemeteries, 
which includes 11 cemeteries being transferred from the Department of the Army, and 33 
soldiers’ lots and monument sites under the jurisdiction of NCA requiring emergency 
repairs because of floods, fires, hurricanes, tornadoes, earthquakes, strong winds, etc., 
where no other means of funding exist.    
 
Land Acquisition/Below Threshold  
The 2021 Minor Construction request includes $53.9 million for land acquisition and below 
threshold projects.  NCA currently has the legal authority to acquire land for establishing 
new national cemeteries and to expand existing cemeteries.  This allows NCA to dedicate 
funding to purchase land for future gravesite expansions that will be funded as separate 
minor projects.  Identifying and purchasing a parcel of land can be a difficult and 
unpredictable process.  Prospective sellers often desire to move more quickly than the 
multi-year pace of the Federal budget development and approval process.  The remaining 
funds are available for all other below threshold projects.  
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Grants for Construction of  
Veterans Cemeteries 

 

Summary of Budget Authority – Grants for Construction of Veterans 
Cemeteries ($ in millions)  

 

 
Appropriation Language  
For grants to assist States and tribal organizations in establishing, expanding, or improving 
veterans cemeteries as authorized by section 2408 of title 38, United States Code, $45,000,000, 
to remain available until expended. 

Program Description 
Grants are provided to states and tribal organizations for the establishment, expansion, or 
improvement of state and tribal Veterans cemeteries.  The state and tribal Veterans cemeteries 
complement the national cemeteries and are a critical part of the National Cemetery 
Administration (NCA) strategy for meeting the burial needs of Veterans and their families.   
NCA is committed to providing access to first interment burial options (whether for casketed 
remains or cremated remains, either in-ground or in columbaria) in a national or state Veterans 
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cemetery within 75 miles of the Veteran’s place of residence.  It is not feasible, however, for 
VA to build and operate national cemeteries in enough locations to provide every eligible 
Veteran with a burial option in a national cemetery within 75 miles of their residence.  
Increasing the availability of state and tribal Veterans cemeteries is a means to provide a burial 
option to those Veterans who may not have reasonable access to a national cemetery, 
particularly in rural locations, or who prefer to be interred on tribal lands.   
 
To be considered for an establishment, expansion, or improvement grant of a state or tribal 
Veterans cemetery, a state or tribal organization must submit a preapplication via Grants.gov.  
All grant preapplications must be received by the Veterans Cemetery Grants Program (VCGP) 
no later than July 1st of the current fiscal year to be considered “actionable” for the upcoming 
fiscal year.  Applications with complete paperwork, including legislation and 10 percent 
matching funds, are prioritized based on the following criteria. 
 

 Priority Group 1:  Expansion of an existing Veteran state or tribal cemetery that will 
deplete a burial option in less than 4 years;  

 Priority Group 2:  Establishment of a new Veteran state or tribal cemetery based on 
geographical area with the largest number of unserved Veterans;  

 Priority Group 3:  Expansion of an existing Veteran state or tribal cemetery that will 
deplete a burial option in more than 4 years; and  

 Priority Group 4:  Improvement of an existing cemetery to cemetery landscaping or 
infrastructure, such as building expansions and upgrades to roads and irrigation 
systems that are not directly related to the development of new gravesites.  Operation 
and Maintenance projects are also included in this group.   

 
The prioritized list of projects is approved by the Under Secretary for Memorial Affairs and 
released on NCA’s webpage on October 1st of the new fiscal year. The states and tribal 
organizations slated to receive a grant opportunity are notified via UPS mailing.  
 
Program Highlights 
NCA continued the success of the program in 2019 by funding 16 grants for expansion, 
improvement or establishment of state and tribal Veterans cemeteries.  This included the 
establishment of three new state and tribal Veterans cemeteries throughout the country, 
providing burial options to more than 70,000 unserved Veterans and their eligible family 
members. 
 
In 2019, 39,932 Veterans and eligible family members were buried in state or tribal Veterans 
cemeteries that are grant funded, which is approximately 23 percent of the total annual 
interments in national, state and tribal cemeteries.  
 
The Veterans Cemetery Grants Program also continued its major outreach campaign during 
2019, with the Program Director and team visiting sites receiving 2019 grant funds to hold 
kickoff meetings and meet with state leadership. 
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Appropriation Highlights 
(dollars in thousands) 

   2020 2020   

 2019 
Actual 

President’s 
Budget 

Current 
Estimate 

2021 
Request 

Increase (+)  
Decrease (-) 

Obligations  $45,008  $49,700  $50,643 $45,659  -$4,984 
Unobligated balances:           
    Start of year (-)  -4,170 -4,700 -6,302 -659 +5,643 
    Prior Year Recoveries (-) -2,140 0 0 0 0 
    End of year  6,302 0 659 0 -659 
Budget authority           
(appropriation)  $45,000  $45,000  $45,000  $45,000  $0 

 
Summary of Budget Request 
NCA requests $45 million to fund grants for Veterans cemeteries in 2021.  Grants play a crucial 
role in achieving NCA’s strategic target of providing 95 percent of Veterans with reasonable 
access to a burial option. Since 1980, the Veterans Cemetery Grants Program has awarded 
grants totaling almost $862 million for 115 Veterans cemeteries in 48 states and territories, 
including tribal trust lands, Puerto Rico, Guam, and the Commonwealth of the Northern 
Mariana Islands.   
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AK 1,083
AL 7,664
AR 24,379
AZ 26,879
CA 26,712
CO 6,007
CT 11,975
DE 21,365
GA 16,585
GU 9,267
HI 36,839
IA 8,545
ID 18,052
IL 235
IN 6,105
KS 19,503
KY 39,951
LA 36,558
MA 21,025
MD 52,348
ME 21,992
MN 27,686
MO 30,810
MP 5,261
MS 13,631
MT 12,435
NC 19,555
ND 8,639
NE 5,520
NH 9,731
NJ 40,537
NM 15,645
NV 31,240
OH 799
OK 1,802
PA 23
PR 7,135
RI 10,782
SC 8,272
SD 24,220
TN 31,417
TX 49,151
UT 5,369
VA 32,601
VT 6,555
WA 10,983
WI 21,723
WV 14,118
WY 3,084
TOTAL 861,793

Total Obligations by State
From program inception in 1980 to 30 Sep 2019

($000)
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Facilities Operation Fund 

 

 
Summary of Budget Authority – National Cemetery Administration 

Facilities Operation Fund ($ in thousands)  

 

Program Description 
Public Law 108-454, Section 602, codified in 38 U.S.C. 2412, provides authority to lease 
any undeveloped land and unused or underutilized buildings of the National Cemetery 
Administration (NCA), or parts or parcels thereof, for a term not to exceed 10 years.  
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Fund Highlights 
(dollars in thousands) 

 

2019 
Actual 

2020 
President’s 

Budget 

2020 
Current 
Estimate 

2021 
Request 

Obligations ……………….. $0 $120 $945 $278 
Unobligated balances:  
    Start of Year (-) ……......… -542 0 -667 0 
    Prior Year Recoveries (-) … 0 0 0 0 
    End of Year ………………. 667 0 0 0 
Budget Authority 
   (from collections) .…...…… $125 $120 $278 $278 

 
Summary of Budget Request 
The NCA Facilities Operation Fund is a special fund, which is financed by proceeds from 
the lease of undeveloped land, the lease of unused or underutilized buildings, and by the 
proceeds from agricultural licenses of lands of the National Cemetery Administration.  No 
appropriation action is required.  
 
Program Activity 
Fund obligations are estimated to be $278,000 in 2021.  The 2020 collection estimate was 
revised upward due to an increase in the number of outlease agreements.  The Facilities 
Operation Fund became operational in March 2005.  NCA uses this fund to cover costs 
incurred by the National Cemetery Administration in the operation and maintenance of its 
property.  In 2020 and 2021, NCA intends to use this fund to address deficiencies identified 
on the Facility Condition Assessment (FCA) to ensure safe and effective cemetery 
operations.  The Facilities Operation Fund contributes to accomplishing our objective of 
ensuring that national cemeteries are shrines dedicated to honoring the service and sacrifice 
Veterans have made.  
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National Cemetery  
Gift Fund 

 

Summary of Budget Authority – National Cemetery Gift Fund 
($ in thousands)

 
 

 
Gift Fund Program Description 
Public Law 93-43, as amended, codified in 38 U.S.C. 2407, provides authority to accept 
gifts and bequests for the purpose of beautifying national cemeteries, or which are 
determined to be beneficial to such cemeteries.   
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Fund Highlights 

(dollars in thousands) 
    2020 2020  

  2019 
Actual 

President’s 
Budget 

Current 
Estimate 

2021 
Request 

Obligations  $157 $1,000 $1,000 $1,000 
Unobligated balances:         
    Start of Year (-)  -1,724 -1,786 -1,806 -1,806 
    Prior Year Recoveries (-) 0 0 0 0 
    End of Year  1,806 1,786 1,806 1,806 
Budget Authority (from gifts)  $239 $1,000 $1,000 $1,000 

 
Summary of Budget Request 
The National Cemetery Gift Fund is a trust fund, which is financed from gifts and bequests 
from donors.  No appropriation action is required.   
 
Program Activity 
Fund obligations are estimated to be $1,000,000 in 2021.  Congress established the Gift 
Fund, which authorized the acceptance of gifts and bequests as of October 1, 1989.  The 
fund is used primarily for beautification and improvements to cemetery grounds such as 
landscaping, walkways, and benches and may be used for other items beneficial to the 
cemetery and the Veterans served.  In this way, gift fund activity contributes to 
accomplishing our objective of ensuring that national cemeteries are shrines dedicated to 
honoring the service and sacrifice Veterans have made. 
 
The National Cemetery Administration (NCA) is now accepting online donations to the Gift 
Fund through pay.gov.  NCA donation icons have been placed on the internal and public-
facing websites directing potential donors to the donation forms.  Pay.gov is a program of 
the U.S. Department of the Treasury, Bureau of the Fiscal Service, and provides government 
agencies flexible online and offline internet-based services.  Agency customers benefit from 
the ability to make and manage their payments easily 24 hours a day, 365 days a year.   
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Compensation and Pensions 

 

 

Appropriation Language 
For the payment of compensation benefits to or on behalf of veterans and a pilot program 
for disability examinations as authorized by section 107 and chapters 11, 13, 18, 51, 53, 55, 
and 61 of title 38, United States Code; pension benefits to or on behalf of veterans as 
authorized by chapters 15, 51, 53, 55, and 61 of title 38, United States Code; and burial 
benefits, the Reinstated Entitlement Program for Survivors, emergency and other officers' 
retirement pay, adjusted-service credits and certificates, payment of premiums due on 
commercial life insurance policies guaranteed under the provisions of title IV of the 
Servicemembers Civil Relief Act (50 U.S.C. App. 541 et seq.) and for other benefits as 
authorized by sections 107, 1312, 1977, and 2106, and chapters 23, 51, 53, 55, and 61 of 
title 38, United States Code, $2,813,922,000, which shall be in addition to funds previously 
appropriated under this heading that became available on October 1, 2020; and 
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$130,227,650,000 shall become available on October 1, 2021, and shall remain available 
until expended:  Provided, that not to exceed $20,115,000 of the amount made available for 
fiscal year 2022 under this heading shall be reimbursed to "General Operating Expenses, 
Veterans Benefits Administration", and "Information Technology Systems" for necessary 
expenses in implementing the provisions of chapters 51, 53, and 55 of title 38, United States 
Code, the funding source for which is specifically provided as the "Compensation and 
Pensions" appropriation: Provided further, that such sums as may be earned on an actual 
qualifying patient basis, shall be reimbursed to "Medical Care Collections Fund" to augment 
the funding of individual medical facilities for nursing home care provided to pensioners as 
authorized.  
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Summary of Appropriation Highlights 
(dollars in thousands) 

  2019 2020 2021 2022 2020 - 2021 2021 - 2022 

  Actual 
Budget Current 

Estimate Estimate 
Increase(+) Increase(+) 

Estimate Estimate Decrease(-) Decrease(-) 
Compensation Obligations               

Veterans $87,647,099  $95,042,197  $96,500,810  $105,219,137  $113,209,051  +$8,718,327 +$7,989,914 
Survivors 7,282,705 7,745,873 8,496,064 8,093,522 8,523,779 -$402,542 +$430,257 
Special Benefits for Children   21,013 22,039 24,261 24,492 24,700 +$231 +$208 
Clothing Allowance 130,927 138,271 137,619 145,824 153,799 +$8,205 +$7,975 
Other (REPS, SAFD, EAJA) 28,102 17,534 32,891 38,150 43,596 +$5,259 +$5,446 
Contract Exam Pilot Program 1,232,202 1,548,787 1,789,638 2,233,205 2,740,008 +$443,567 +$506,803 
OBRA Payments to VBA GOE 1,519 6,980 6,980 7,119 7,897 +$139 +$778 

Total Compensation Obligations: $96,343,569  $104,521,680  $106,988,263  $115,761,451  $124,702,831  +$8,773,188 +$8,941,380 
              
Pensions Obligations             

Veterans $3,187,438  $3,492,859  $3,207,020  $3,279,529  $3,417,943  +$72,509 +$138,414 
Survivors 1,716,516 1,895,519 1,627,465 1,653,903 1,730,150 +$26,438 +$76,247 
OBRA Payments to VBA GOE 6,078 10,812 10,812 11,028 12,218 +$216 +$1,190 

Total Pension Obligations: $4,910,031  $5,399,190  $4,845,297  $4,944,460  $5,160,311  +$99,163 +$215,851 
               
Burial Obligations              

Burial Allowance $18,019  $49,767  $58,299  $60,311  $62,859  +$2,012 +$2,548 
Burial Plot 26,604 21,667 22,685 23,495 24,613 +$810 +$1,118 
Service Connected Deaths 66,960 115,742 109,636 115,203 120,632 +$5,567 +$5,429 
Burial Flags 17,962 21,906 25,973 26,904 27,107 +$931 +$203 
Headstones/Markers/Allowances 95,052 74,627 90,189 90,705 90,863 +$516 +$158 
Graveliners/OBRs  36,003 45,899 37,692 37,908 37,974 +$216 +$66 
Caskets/Urns 353 981 457 460 461 +$3 +$1 

Total Burial Obligations: $260,953  $330,590  $344,932  $354,986  $364,508  +$10,054 +$9,522 
               
Total C&P Obligations $101,514,553  $110,251,460  $112,178,492  $121,060,896  $130,227,650  +$8,882,404 +$9,166,754 
Funding:              

Unobligated Balances (SOY) -$2,098,251 -$1,657,641 -$1,721,409 - - +$1,721,409 - 
Prior Year Recoveries          374,883  - - - - - - 
Unobligated Balances (EOY)       1,721,409  $423,333 - - - - - 

Advance Appropriation $95,768,462  $109,017,152  $109,017,152  $118,246,975  $130,227,650  +$9,229,823 +$11,980,675 
Second Bite Appropriation $2,994,366  - $1,439,931  $2,813,922  - +$1,373,991 -$2,813,922 
Transfer from Readjustment Benefits $2,000,000  - - - - - - 
Outlays (Net) $100,450,647  $109,184,050  $111,292,405  $120,104,512  $138,738,847  +$8,812,107 +$18,634,335 
Distribution of Budget Authority (Net):              

Compensation $95,591,844  $103,287,372  $105,266,854  $115,761,451  $124,702,831  +$10,494,597 +$8,941,380 
Pension $4,910,031  $5,399,190  $4,845,297  $4,944,460  $5,160,311  +$99,163 +$215,851 
Burial $260,953  $330,590  $344,932  $354,986  $364,508  +$10,054 +$9,522 

Distribution of Outlays (Net):              
Compensation $95,249,780  $103,506,700  $106,140,567  $114,844,243  $132,875,822  +$8,703,676 +$18,031,579 
Pension $4,939,914  $5,346,760  $4,806,906  $4,905,284  $5,498,516  +$98,378 +$593,232 
Burial $260,953  $330,590  $344,932  $354,986  $364,508  +$10,054 +$9,522 

Note:  Dollars may not add due to rounding in this and subsequent charts. 
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Caseload Summary 

(In Whole Dollars) 
  2019 2020 2021 2022 2020 - 2021 2021 - 2022 

  Actual 
Budget Current 

Estimate Estimate 
Increase(+) Increase(+) 

Estimate Estimate Decrease(-) Decrease(-) 
Compensation                

Veterans:               
Cases 4,852,077 5,033,113 5,089,328 5,267,797 5,425,628 +178,469 +157,831 
Average Payment $18,064  $18,883  $18,961  $19,974  $20,866  +$1,013 +$892 

Survivors:               
Cases 429,585 443,407 443,288 456,463 471,424 +13,175 +14,961 
Average Payment $16,953  $17,469  $19,166  $17,731  $18,081  -$1,435 +$350 

                
Other Caseload:                

Special Benefits for Children   1,134 1,139 1,284 1,266 1,248  -18  -18 
Clothing Allowance 160,774 165,993 166,331 172,116 177,447 +5,785 +5,331 
REPS 7 5 5 4 3  -1  -1 
Special Allowance for Dependents 18 21 16 15 14  -1  -1 
Equal Access to Justice Act 5,334 3,207 6,159 6,984 7,809 +825 +825 

                
Pensions               

Veterans:               
Cases 248,484 256,470 237,424 231,183 227,672  -6,241  -3,511 
Average Payment $12,828  $13,619  $13,508  $14,186  $15,013  +$678 +$827 

Survivors:               
Cases 185,379 187,362 166,882 161,325 159,454  -5,557  -1,871 
Average Payment $9,259  $10,117  $9,752  $10,252  $10,850  +$500 +$598 
                

Burial Caseload               
Burial Allowance 44,074 57,249 68,520 69,864 71,546 +1,344 +1,682 
Burial Plot 34,803 27,090 29,312 29,887 30,607 +575 +720 
Service-Connected Deaths 38,323 43,774 41,620 43,524 45,362 +1,904 +1,838 
Burial Flags 440,554 455,515 455,515 450,500 445,910  -5,015  -4,590 
Headstones/Markers/Allowances 345,780 358,221 346,113 344,577 341,693  -1,536  -2,884 
Graveliners/OBRs 71,785 53,880 71,854 71,535 70,937  -319  -598 
Caskets/Urns 354 411 334 333 330  -1  -3 

 
 
 
Funding Highlights 
In 2021, the budget requests $121.1 billion for the Compensation and Pensions account, 
which is an increase of $2.8 billion over the 2021 advance appropriation request.  
Additionally, this budget requests $130.2 billion in advance appropriation for 2022.  This 
appropriation will fund disability compensation and pension payments to or on behalf of 
Veterans, burial benefits, the contract examination pilot program, and other benefits as 
authorized by sections 107, 1312, 1977, and 2106, and chapters 23, 51, 53, 55, and 61 of 
title 38, United States Code. 
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Summary of 2021 Request  
Budget authority of $121.1 billion will support the benefit programs funded by the 
Compensation and Pensions appropriation account.   

VBA continues to process claims with improved timeliness and accuracy.  VBA has 
completed over a million claims for ten consecutive years, including a record of over 1.4 
million compensation and pension claims completed in 2019.  Notably, the number of 
Veterans receiving disability compensation benefits has increased over this time period, 
from 3.3 million in 2011 to nearly 4.9 million in 2019.  VBA expects production levels to 
remain high through 2021 (see VBA GOE’s Disability Compensation Chapter for more 
information on claims processing).  VBA also anticipates more Veterans will access the 
compensation rolls with increased obligations to Veterans.  The increased obligations of 
$121.1 billion will be funded by the requested 2021 appropriation. 
 
In 2021, budgetary resources for compensation are $115.8 billion in new authority.  Total 
compensation obligations are estimated at $115.8 billion for payments to 5,267,797 
Veterans, 456,463 Survivors, and 1,266 children receiving special benefits.  Pensions will 
be provided to an estimated 231,183 Veterans and 161,325 Survivors totaling $4.9 billion.  
An additional $355.0 million will support burial benefits on behalf of eligible deceased 
Veterans in 2021.   
 

 
 

2022 Advance Appropriation Request 
Budget authority of $130.2 billion will support the benefit programs funded by the 
Compensation and Pensions account.  The advance appropriation will fund $124.7 billion 
in compensation payments to an estimated 5,425,628 Veterans, 471,424 Survivors, and 
1,248 children receiving special benefits.  Pensions will be provided to an estimated 227,672 
Veterans and 159,454 Survivors totaling $5.2 billion.  An additional $364.5 million is 
requested for 2022 to provide burial benefits on behalf of eligible deceased Veterans. 

Compensation
$115.8

Pensions
$4.9

Burial
$0.4

Compensation and Pensions 2021 Appropriation by Program                        
(dollars in billions)

Total 2021 C&P Appropriation: $121,060,897,000
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VA will have an opportunity to request additional mandatory resources, if necessary, during 
the 2022 annual budget process based upon updated performance data and enacted 
legislation; alternatively, VA will be able to reduce its 2023 Advance Appropriations 
request should the 2022 estimate prove too high.  

 

Changes from Original 2020 Budget Estimate 
Current estimated obligations for the Compensation and Pensions account are $112.2 
billion, an increase of $1.9 billion from the original 2020 estimate.  The increase in 
obligations is a result of 2019 actual experience, updated economic assumptions, changes 
due to federal court decisions, recently enacted legislation, and increases to the contract 
exams pilot program.  The 2020 budget authority of $110.5 billion combined with an 
estimated unobligated balance of $1.7 billion carried forward into 2020 will fund the current 
estimated obligations.  
 
Federal Court Decisions and Recently Enacted Legislation 
The following court decisions and enacted legislation have been incorporated into the 2021 
request since the original 2020 budget estimate: 

 The Federal Circuit, in Procopio v. Wilkie, and section 2 of the Blue Water Navy 
Veterans Act of 2019 (Public Law 116-23) expanded the presumption of Agent 
Orange exposure to cover Blue Water Navy Veterans.  The combined impact 
resulting from expanding the presumption of Agent Orange is an increase of $2.0 
billion in obligations for 2020, including an estimated $1.6 billion in retroactive 
payments. 
 

 The Federal Circuit, in Saunders v. Wilkie, held that pain alone can serve as a 
functional impairment and qualify as a disability.  The impact of this decision 
increased obligations by $108.6 million in 2020. 

Compensation
$124.7

Pensions
$5.2

Burial
$0.4

Total 2022 C&P Advance Appropriations Request: $130,227,650,000

Compensation and Pensions 2022 Advance Appropriations Request by Program 
(dollars in billions)
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Compensation 
The current estimated obligations for the compensation program increased $2.5 billion from 
the original 2020 estimate.  This is the cumulative impact of changes to Veteran 
compensation, Survivor compensation, and other miscellaneous compensation obligations.   
 
The current estimated obligations for Veteran compensation increased by $1.5 billion from 
the original estimate.  An increase in Veteran compensation caseload (5,089,328 vs. 
5,033,113) increased obligations by $1.1 billion.  Additionally, an increase of $78 to the 
Veteran compensation average annual benefit payment ($18,961 vs. $18,883) results in an 
increase in obligations of $397.0 million in 2020.  The increases to average payment and 
caseload for Veterans compensation are based on 2019 experience combined with the 
impact of recent court decisions and enacted legislation.   
 
The current estimate for Survivor compensation obligations has increased by $750.2 million 
from the original 2020 estimate.  This increase is primarily a result of an increase to 
estimated Survivor average annual benefit payment ($19,166 vs. $17,469), based on 2019 
experience combined with anticipated retroactive payments to Survivors of Blue Water 
Navy Veterans.  The increase to Survivor average payments increased Survivor 
compensation obligations by $752.5 million in 2020.  Caseload estimates for Survivor 
compensation slightly decreased from the original estimate (443,288 vs. 443,407), resulting 
in a $2.3 million decrease to Survivor obligations. 
 
Compensation benefits also include clothing allowance, special benefits for children, VBA 
Omnibus Budget Reconciliation Act (OBRA) payments, the contract exams pilot program, 
Reinstated Entitlement Program for Survivors (REPS), Special Allowance for Dependents 
(SAFD), and Equal Access to Justice Act (EAJA) payments.  A net increase of $257.8 
million is a result of changes in these programs.  Payments for the contract exams program 
in 2020 increased by $240.9 million from the original estimate due to an increase in the 
volume of work completed by contract examiners.  The increase is driven by a combination 
of the rise in exams completed per Veteran, an increased volume of contract exams requests 
completed by VBA contractors, additional types of exams that have become available to 
Veterans, and anticipated exam volume for Blue Water Navy Veterans.  In addition, REPS, 
SAFD, and EAJA payments increased by a combined $15.4 million, and special benefits 
for children increased by $2.2 million from the original estimate.  Partially offsetting these 
increases, payments for clothing allowance decreased $652 thousand from the original 
estimate. 
 
Pensions 
The current estimated obligations for the pensions program decreased $553.9 million from 
the original estimate.  Reflecting 2019 actual experience, current estimates decreased for 
both Veteran caseload (237,424 vs. 256,470) and average payment ($13,508 vs. $13,619) 
compared to the original estimate.  The combined effect of these decreases reduced Veteran 
pension obligations by $285.8 million in the current estimate.  Similarly, decreases to both 
survivor caseload (166,882 vs. 187,362) and average payment ($9,752 vs. $10,117) due to 
2019 experience, resulted in a decrease to Survivor pension obligations of $268.1 million.  
The VBA OBRA reimbursement did not change from the original estimate.  
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Burial 
The current 2020 burial benefits budget estimate of $344.9 million is $14.3 million more 
than the original budget estimate of $330.6 million.  Increases are associated with 
headstones/markers ($15.6 million), basic burial allowances ($8.5 million), burial flags 
($4.1 million), and plot allowances ($1.0 million).  These increases are offset by decreased 
costs associated with graveliners/outer burial receptacles (OBRs, -$8.2 million), service-
connected burial allowances (-$6.1 million), and caskets/urns (-$524 thousand).   
 
 

Analysis of Increases and Decreases 
(dollars in thousands) 

  
2020 2021 2022 

Estimate Estimate Estimate 
Prior Year Obligations $101,514,553  $112,178,492  $121,060,897  
Compensation       

Veterans Caseload and average payment changes (net) +$7,754,460  +$6,712,880  +$5,812,034  
Survivor Caseload and average payment changes (net) +$1,078,033  -$600,818  +$236,626  
P.L. 116-58 COLA 1.6%, effective 12/01/19 +$1,234,576  +$255,492  -  
Proposed COLA 2.4%, effective 12/01/20 -  +$1,948,231  +$401,440  
Proposed COLA 2.3%, effective 12/01/21 -  -  +$1,970,071  

Other Benefits       
Special Benefits for Children  +$3,247  +$231  +$208  
Clothing Allowance +$6,692  +$8,205  +$7,974  
Other (REPS, SAFD, EAJA) +$4,789  +$5,260  +$5,446  
Contract Exams Pilot Program +$557,436  +$443,567  +$506,803  
Payments for VBA GOE OBRA +$5,460  +$140  +$778  

Total Compensation Net Change $10,644,694  $8,773,188  $8,941,380  
Pensions       

Caseload and average payment changes (net) -$151,726  -$7,433  +$101,937  
COLAs +$82,258  +$106,380  +$112,724  
Payments for VBA GOE OBRA +$4,734  +$216  +$1,190  

Total Pensions Net Change -$64,734  +$99,163  +$215,851  
Burial +$83,980  +$10,054  +$9,522  
Total Net Change +$10,663,939  +$8,882,405  +$9,166,753  
Estimated Obligations $112,178,492  $121,060,897  $130,227,650  
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Analysis of Increases and Decreases from 2021 to 2022 
 
Compensation 
In 2022, compensation obligations are estimated to surpass the 2021 level by $8.9 billion, 
which is primarily due to increases in Veteran caseload and average payment.  VBA 
anticipates that claims production levels will remain high through 2022 and beyond due to 
operational efficiencies and technological advances.  High claims production levels and 
more timely appeals decisions result in an increasing Veteran caseload, and a rising average 
degree of disability leads to higher average payments to Veterans in 2022.  The combined 
impact of increasing Veteran caseload and average payments is an estimated increase of 
$5.8 billion in obligations for 2022.  Changes to Survivor compensation caseload and 
average payment result in an additional $236.6 million in obligations.  The 2022 COLA is 
expected to add $2.0 billion to the cost of the program in 2022.  The 2021 COLA is expected 
to add $401.4 million in obligations.  COLAs provide a rate increase to all disability 
compensation beneficiaries, including Dependency and Indemnity Compensation (DIC) 
spouses and children.  Rates are matched with the Consumer Price Index and are tied to that 
afforded to Social Security beneficiaries.   
 
Under the category of other benefits, costs are projected to increase by $521.2 million from 
2021 to 2022.  The estimated obligations for the contract examinations program increased 
by $506.8 million over the prior year.  Clothing allowance obligations are expected to 
increase by $8.0 million in 2022. The combined obligations of REPS, SAFD, and EAJA are 
expected to increase $5.4 million.  VBA GOE OBRA payments are expected to increase by 
$778 thousand, and special benefits for children are expected to increase by $208 thousand, 
compared to 2021 levels.   
 
Pensions 
In 2022, pension obligations are expected to increase $215.9 million from the 2021 level.  
The COLA is expected to add $112.7 million to the cost of the program in 2022.  Caseload 
is expected to decrease, and average payments are expected to increase for both Veterans 
and Survivors in 2022.  The impact of the changes to caseload and average payment results 
in a net increase in obligations of $101.9 million.  VBA GOE OBRA obligations increased 
by $1.2 million. 
 
Burial 
In 2022, burial benefits obligations are projected to increase by $9.5 million over the 2020 
level.  Slight increases are anticipated for all burial benefits, including: service-connected 
burial allowance ($5.4 million), basic burial allowances ($2.5 million), plot allowances 
($1.1 million), burial flags ($203 thousand), headstones and markers ($158 thousand), 
graveliners/OBRs ($66 thousand), and caskets and urns ($1 thousand).   
 
Compensation Program Highlights 
In 2021, compensation benefit obligations are expected to total $115.8 billion with benefit 
payments made to 5,724,259 beneficiaries.  In 2022, obligations are projected to increase 
to $124.7 billion with payments to 5,897,052 beneficiaries.  Approximately 98.1 percent of 
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total compensation obligations in 2021 are direct benefit payments to Veterans and their 
Survivors.  The Gulf War Era, which began on August 2, 1990, now spans over 29 years, 
compared to 14 years for the Vietnam Era (February 28, 1961 – May 7, 1975).  As a result, 
an increasing number of Gulf War Era Veterans are separating from service and accessing 
the compensation rolls.  As shown in the graphic below, compensation benefit payments to 
Veterans and Survivors of Veterans from the Gulf War Era (50.3 percent of total 
compensation obligations in 2021) are expected to significantly exceed benefits to Veterans 
and Survivors from the Vietnam Era (33.5 percent of 2021 compensation obligations).  The 
increasing percentage of benefits paid to Gulf War Era Veterans is driven by a number of 
factors including VA’s successful outreach efforts, improved access to benefits through 
joint VA and DoD pre-discharge programs and eBenefits, and increased demand due to the 
longevity of the Gulf War Era. 
 

 
 
 
Benefits in the compensation program are estimated to be dispersed to 5,267,797 Veterans 
and 456,463 Survivors in 2021, and 5,425,628 Veterans and 471,424 Survivors in 2022.  
The 2021 Veteran and Survivor caseload estimate is distributed among World War II and 
Prior (66,830), Korean Conflict (123,751), Vietnam Era (1,769,377), Gulf War (2,882,344), 
and Peacetime (881,958) periods of service.  Caseload for the older periods of service is 
steadily declining.  The number of Veterans and Survivors of Veterans from the Gulf War 
Era who are receiving compensation benefits will continue to increase rapidly through the 
budget year.  Changes to the compensation caseload by period of service from 2015 and 
projected through 2022 can be seen in the following chart.  
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Misc. (2.1%)

Compensation Obligations by Period of Service

Total 2021 Compensation Obligations: $115,761,451,000
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Numerous factors contribute to the total cost of the benefits the compensation program 
provides, including average degree of disability, additional benefits from enacted legislation 
or regulations, variations in the number of dependents, the number of individual 
unemployability (IU) cases, rising special monthly compensation cases, the number of 
retroactive payments, and variable numbers of accessions and terminations.  Deviations in 
these factors alter average payments, historically increasing program obligations.   
 
Based on historical data, the average degree of disability is forecasted to increase through 
2022.  The average degree of disability for Veterans increased from 52.8 percent in 2018 to 
54.2 percent in 2019, which is consistent with annual increases in degree of disability since 
2013.  Additional regulations, legislation, the increasing number of completed claims, and 
the increasing number of issues per claim have contributed to rising disability ratings.  The 
budget request considers the increasing average degree of disability in conjunction with 
estimated VA workload projections.  Increases in average degree of disability cause 
significant increases in average payments.   

Veteran Compensation  
Average Monthly Caseloads by Degree of Disability 

Year 0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 
Avg. 

Degree 

2013 10,770 791,921 441,107 383,061 344,424 240,584 314,999 302,088 254,221 166,383 383,598 46.3% 
2014 10,583 808,787 444,208 390,620 356,509 254,926 339,830 331,922 288,359 199,245 428,866 47.7% 
2015 10,194 822,362 442,516 393,768 364,478 268,133 362,316 361,597 322,595 233,681 480,335 48.9% 
2016 9,852 840,032 442,739 396,857 373,154 279,153 383,227 390,216 356,066 266,896 531,330 50.1% 
2017 9,363 851,969 437,795 394,274 376,040 286,364 398,810 414,909 386,497 303,319 596,322 51.5% 
2018 8,848 866,837 433,067 390,732 377,486 292,120 413,134 438,829 418,378 341,706 671,837 52.8% 
2019 8,286 883,890 427,255 385,271 376,596 295,202 423,669 460,850 446,750 380,644 763,663 54.2% 
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Monthly payments to Veterans vary by average degree of disability.  While Veterans who are 
rated 10 percent disabled are the largest group of compensation recipients, they do not account 
for the majority of program cost.  The largest compensation payments, as shown in the chart 
below, are paid to those with higher degrees of disability.  In addition to variations of degree 
of disability, only Veterans at or above the 30 percent disability rating may be entitled to 
additional compensation for dependents, resulting in higher average payments.  Additionally, 
payment rates are not proportional to the degree of disability.   
 

 
Reopened workload projections aid in forecasting changes to a Veteran’s degree of 
disability rating.  These claims result when Veterans file amended claims because their 
disabilities worsen, new evidence of service-connection becomes available, and/or new 
legislation or regulation allows for additional compensation.  In 2019, 349,298 Veterans, or 
7.2 percent of Veterans on the compensation rolls, received an increase to their disability 
benefits, as shown on the following chart.  The average increased rating level in 2019 was 
to 75.0 percent.  This is an increase over 2018 levels, when 308,364 Veterans (6.6 percent 
of Veterans on the rolls) received an increased rating and the average increased rating level 
was to 74.4 percent.  The higher increased rating levels in 2019 compared to 2018 is 
consistent with recent trends and has contributed to the increases to the overall average 
degree of disability. 
 
  

0

5

10

15

20

25

30

35

0
100
200
300
400
500
600
700
800
900

1,000

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

2019 Recurring Payments to Veterans by Degree of Disability  
(As of September 2019)

Caseload Cost

Thousands of Veterans $Billions



2021 Congressional Submission                                                                                                      VBA-59 
 

Veterans Compensation 
2019 Increased Disability Rating Levels 

  Disability Level Increase 

Current 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% Total 

0% 101 51 31 49 25 36 31 18 9 65 416 

10% - 11,009 6,341 7,233 3,092 6,553 4,447 2,623 1,238 4,004 46,540 

20% - - 7,251 6,894 3,182 4,662 2,779 3,498 1,317 3,193 32,776 

30% - - - 8,454 6,106 5,317 5,228 4,174 1,915 3,883 35,077 

40% - - - - 7,445 10,315 7,642 6,805 3,272 4,990 40,469 

50% - - - - - 8,894 8,446 6,326 3,849 4,864 32,379 

60% - - - - - - 14,010 13,630 7,859 8,512 44,011 

70% - - - - - - - 17,619 12,109 11,820 41,548 

80% - - - - - - -   25,818 16,486 42,304 

90% - - - - - - - - - 33,778 33,778 

Total 101 11,060 13,623 22,630 19,850 35,777 42,583 54,693 57,386 91,595 349,298 

 
As of September 2019, 2.5 million out of 4.9 million Veteran cases received additional 
compensation for dependents.  The number of dependents totaled nearly 4.2 million, or 1.69 
dependents per case, up slightly from the 2018 average of 1.68.   
 
In addition to monetary benefits for dependents, Veterans who are rated 60 percent and 
above are eligible for individual unemployability (IU).  The eligibility criteria for the IU 
program are as follows: at least one service connected disability rating of at least 60 percent; 
or two or more service connected disabilities with at least one disability ratable at 40 percent 
or more with a combined rating of 70 percent or more.  In addition, the Veteran must be 
unable to maintain substantially gainful employment as a result of the service-connected 
disabilities.  As a result, Veterans receiving IU payments receive compensation at the 100 
percent disability rating even if their assigned rating is lower.  Increases in the IU benefit 
affect the average payment, resulting in increased program costs.  In September 2019, 
365,376 Veterans received IU, an increase of 8,708 cases over September 2018.  While IU 
caseload continues to increase at a gradual rate, the percentage of Veterans on the 
compensation rolls receiving IU compared to total Veteran caseload has been decreasing 
slightly, from 8.5 percent in September 2013 to 7.5 percent in September 2019. 
 

Veterans Compensation  
 Individual Unemployability  

 2013 2014 2015 2016 2017 2018 2019 

Without Dependents   95,487   96,406   99,397 101,534 105,403 109,350 113,613 

With Dependents 213,907 219,745 228,986 237,328 243,109 247,318 251,763 

Total  309,394 316,151 328,383 338,862 348,512 356,668 365,376 
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Special monthly compensation (SMC) is a monetary benefit paid in addition to or in place 
of 0 percent to 100 percent combined degree of disability.  To qualify, a Veteran must be 
disabled due to special circumstances (e.g., loss of use of one hand).  Also, certain Veterans 
may be entitled to aid and attendance, which provides for needed caregiver assistance due 
to their disabilities.  The increasing number and percentage of Veterans receiving SMC 
payments, partially contributes to an increasing trend in average payments.   
 

Veterans Compensation  
Special Monthly Compensation 

 2013 2014 2015 2016 2017 2018 2019 

Without Dependents 170,315 177,713 184,217 188,571 198,090 209,129 219,702 

With Dependents 316,800 349,938 385,465 417,002 450,221 482,579 518,671 

Total 487,115 527,651 569,682 605,573 648,311 691,708 738,373 

 
The majority of retroactive payments are one-time payments disbursed as original or 
amended claims.  These payments typically are paid back to the date of claim unless 
legislation allows for payment to begin at the date of enactment of a regulation establishing 
the service-connected condition.  During 2019, retroactive payments were 7.6 percent of 
compensation payments to Veterans and Survivors, an increase of 0.4 percent from the 2018 
level.   
 

Veterans Compensation  
Retroactive Payments  

(Dollars in millions) 
 2013 2014 2015 2016 2017 2018 2019 

Retro Payments $7,915  $7,597  $7,420  $6,473  $6,542  $6,203  $7,257  

Compensation Payments $59,468  $64,389  $69,934  $73,925  $79,051  $85,787  $94,930  

Percent of Retro to Total 13.3% 11.8% 10.6% 8.8% 8.3% 7.2% 7.6% 
 
While 7.6 percent of total compensation payments were retroactive payments in 2019, the 
majority of compensation obligations are from monthly recurring payments.  In 2019, 
compensation recurring payment obligations were nearly $87.7 billion ($80.4 billion for 
Veterans and $7.3 billion for survivors), or 92.4 percent of the total compensation 
obligations.  The following chart shows recurring payment obligations for Veterans, as well 
as caseload, average age, and average payment by degree of disability. 
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Veterans Compensation 
Summary by Degree of Disability 

(obligations in thousands) 
  2019 

      Average Recurring 
 Combined September Average September Payment 

Degree of Disability Caseload Age Payment Obligations 
   0% 8,443 72.2 $101  $9,631  
 10% 900,686 61.4 $141  $1,442,542  
 20% 435,374 59.5 $281  $1,388,862  
 30% 392,592 57.4 $475  $2,117,370  
 40% 383,752 56.1 $687  $2,991,722  
 50% 300,811 55.2 $970  $3,312,834  
 60% 431,720 55.2 $1,337  $6,560,051  
 70% 469,607 55.0 $1,926  $10,279,175  
 80% 455,239 53.7 $2,163  $11,192,046  
 90% 387,877 53.3 $2,438  $10,750,796  
100% 778,174 59.1 $3,434  $30,345,283  

Veterans Compensation 4,944,275 57.3 $1,431  $80,390,313  

 
The compensation program estimates take into consideration the effects of accessions (new 
claims per year) and terminations (removal from rolls, e.g., death).  The net effect 
(accessions minus terminations) remains high, contributing to a rapid increase in the 
disability compensation recurring payments, commonly referred to as beneficiaries on the 
rolls.  The chart below shows the historical trends of accessions, terminations and the net 
change for Veterans.  These trends have been considered in future projections.   
 

Veterans Compensation 
Accessions and Terminations 

  2013 2014 2015 2016 2017 2018 2019 
Accessions 292,674 293,869 313,047 284,549 296,715 274,525 309,089 
Terminations      94,155 95,231    100,460 102,608 106,679 105,809 117,228 
Net Change    198,519 198,638    212,587 181,941 190,036 168,716 191,861 

 
The following chart shows Veteran accessions to the compensation rolls by degree of 
disability.  The average degree of disability for Veterans accessing the rolls is 45.3 percent, 
which is slightly lower than the average degree of disability of 54.2 percent for all Veterans 
receiving compensation.  Accession projections for the out-years are derived from the claims 
completed projections.  These projections consider recently enacted legislation, regulatory 
changes, historical trends of applications of Veterans, as well as VA initiatives.  Estimates of 
Veteran accessions are distributed among the disability ratings using historical trends.   
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Veterans Compensation 
Accession Trends 

Combined Degree of Disability 2013 2014 2015 2016 2017 2018 2019 

0% 781 753 611 490 517 352 341 
10% 72,608 72,757 77,772 72,638 79,841 76,104 93,818 
20% 32,248 30,286 29,771 26,222 26,904 23,706 26,106 
30% 31,548 29,985 30,603 27,193 26,614 22,697 24,811 
40% 26,554 25,436 26,294 23,871 23,728 20,563 22,169 
50% 23,083 22,726 24,518 21,712 21,561 19,191 20,845 
60% 26,880 26,341 27,696 24,571 24,338 21,129 22,426 
70% 25,410 25,318 27,738 24,974 25,330 23,252 25,801 
80% 19,664 20,798 22,234 20,204 19,875 18,631 19,022 
90% 13,611 16,208 18,438 17,247 18,683 17,982 18,788 

100% 20,287 23,261 27,372 25,427 29,324 30,918 34,962 

Total 292,674 293,869 313,047 284,549 296,715 274,525 309,089 

Avg. Degree 43.6% 44.9% 45.8% 45.8% 45.8% 46.6% 45.3% 

 
Based on an analysis of Veteran trends, there is a relationship between Veterans terminating 
from the compensation rolls and survivors acceding to the compensation rolls.  The 
relationship is significantly more pronounced as the Veteran’s degree of disability 
increases.  The survivor’s DIC program is available to surviving spouses who have not 
remarried (or those remarried after the age of 57), unmarried children under 18 years of age, 
helpless children, and low-income parents of deceased Veterans.  The chart below shows 
the historical trends of accessions, terminations and the net change for survivors.  These 
trends have been considered in future projections.   
 

Survivor Compensation 
Accessions and Terminations 

  2013 2014 2015 2016 2017 2018 2019 
Accessions 27,669 27,817 27,032 27,988 30,964 30,479 31,066 
Terminations 18,501 24,812 20,844 20,723 20,643 19,057 21,592 
Net Change 9,168 3,005 6,188 7,265 10,321 11,422 9,474 

 
For surviving spouses of Veterans who were not rated totally disabled to become eligible, 
they must meet at least one of three requirements.  The Veteran must have died from: (1) a 
service connected disease or injury incurred or aggravated while on active duty; (2) an injury 
was incurred or aggravated in the line of duty while on inactive duty training; or (3) a 
disability compensable by the VA.  Survivors of Veterans who were rated totally disabled, 
but died of a non-service connected cause, may be eligible if: (1) the Veteran was 
continuously rated totally disabled over a period of ten years; (2) the Veteran was rated for a 
period of at least five years from the military discharge; or (3) the Veteran was a former 
prisoner of war who died after September 30, 1999, and who was rated totally disabled for a 
period of not less than one year immediately preceding death. 
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Veteran termination data has demonstrated that survivors typically access the compensation 
rolls within three years.  In 2019, of the 31,066 survivor accessions, 26,468 were associated 
with Veteran terminations within the previous three years. 

Pensions Program Highlights 
In 2021, pension obligations are expected to total $4.9 billion with payments made to 392,508 
pension beneficiaries.  In 2022, obligations are projected to increase to $5.2 billion with 
payments to 387,126 beneficiaries.  In 2021 and 2022, Veteran caseloads from the Vietnam 
War and prior are expected to decrease, while Veteran caseload from the Gulf War is 
increasing.  Survivor pension caseload follows a similar trend; WWII and prior caseloads are 
expected to decrease through 2022, while Survivor caseloads from the Korean War, Vietnam 
Era, and Gulf War are increasing.  Approximately 97.7 percent of the estimated cases in 2021 
will receive benefits under the Improved Law program, accounting for 99.8 percent of the 
program’s cost.  As shown in the following chart, the largest pension request comes from 
Vietnam Era Veterans and Survivors with 42.2 percent of program obligations in 2021.  
WWII and prior is the second largest group of pension recipients, accounting for 26.6 percent 
of obligations, and is largely associated with Survivor benefit payments.  The percentages for 
Vietnam Era and Gulf War Veterans will continue to increase as these populations are 
becoming eligible for the automatic permanent and totally disabling rating at age 65. 
 

 
 
The OBRA provision for data matching was extended by Public Law (P.L.) 115-46 through 
September 30, 2027.  The OBRA provision authorizes VA to perform data matches with 
the Internal Revenue Service and Social Security Administration to ensure proper payments 
are made to eligible beneficiaries in its needs-based programs and Veterans receiving 
compensation based on individual unemployability.  Access to these records is the most 
efficient and effective means VA has of verifying certain types of income. 
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Total 2021 Pensions Obligations:  $4,944,460,000
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Currently, VA administers three pensions programs (Improved Law Pensions, Prior Law 
Pensions, and Old Law Pensions).  New beneficiaries can only receive the Improved Law 
Pensions benefits (Public Law 95-588); the other two programs are closed.  Since the Prior 
Law and Old Law programs have been closed since 1979 and 1960, respectively, the 
caseload in these programs is from earlier periods of service and will continue to decline. 
 

Pensions 
Summary by Law 

  
  2019 2020 2021 2022 

  
Avg. Avg. Total Avg. Avg. Total Avg. Avg. Total Avg. Avg. Total 
Cases Benefit Obligations Cases Benefit Obligations Cases Benefit Obligations Cases Benefit Obligations 

  ($’s) (000’s)   ($’s) (000’s)   ($’s) (000’s)   ($’s) (000’s) 

Total                 

Improved 
Law 422,773 $11,578  $4,894,907  394,246 $12,242  $4,826,225  383,379 $12,849  $4,925,889  378,838 $13,571  $5,141,204  

Prior Law 11,035 $812  $8,960  10,004 $817  $8,174  9,073 $822  $7,456  8,232 $826  $6,802  

Old Law 56 $1,545  $86  56 $1,545  $86  56 $1,536  $86  56 $1,536  $86  

Veterans                 

Improved 
Law 247,711 $12,863  $3,186,315  236,774 $13,540  $3,206,013  230,637 $14,216  $3,278,626  227,213 $15,039  $3,417,132  

Prior Law 767 $1,451  $1,113  644 $1,549  $998  540 $1,656  $894  453 $1,769  $801  

Old Law 6 $1,471  $9  6 $1,471  $9  6 $1,471  $9  6 $1,471  $9  

Survivors                 

Improved 
Law 175,062 $9,760  $1,708,592  157,472 $10,289  $1,620,212  152,742 $10,785  $1,647,263  151,625 $11,371  $1,724,072  

Prior Law 10,268 $764  $7,847  9,360 $767  $7,176  8,533 $769  $6,562  7,779 $771  $6,001  

Old Law 50 $1,554  $77  50 $1,554  $77  50 $1,544  $77  50 $1,544  $77  

 
A major factor of the cost of the pensions program is the impact of the automatic 
cost-of-living adjustment.  The COLA for Improved Law beneficiaries, which is 
automatically tied to that afforded to Social Security beneficiaries, is estimated to be 2.4 
percent in 2021.  Since rates for pensioners covered by earlier programs are fixed, variations 
in average benefit payments for these beneficiaries are attributed to changes in dependency, 
qualifying income, health, or other eligibility criteria.  
 

Pensions 
Improved Law Income Limitations 

(As of December 2019) 
Veterans Survivors 

Without dependents                                    $13,752 Spouses without dependents                              $9,224 
With one dependent                                    $18,008 Spouses with one dependent                            $12,072 
Each additional dependent                            $2,351 Each additional dependent                                 $2,351 
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The amount of Improved Law Pensions payable is reduced for each dollar of countable 
family income by the annual income limitations.  These limitations can affect the average 
pension payment, which in turn, impacts the majority of total cost of the pensions program.  
 
Total pension caseload is expected to decrease in 2021 (392,508 vs. 404,306) and 2022 
(387,126).  Vietnam and WWII and prior beneficiaries account for the largest pension 
caseloads with 178,413 and 104,878 beneficiaries, respectively, in 2021.  Beneficiaries 
associated with these periods of service account for 72.2 percent of all pension beneficiaries.  
Of the 104,878 WWII and prior beneficiaries, only 20,059 are Veterans, with the remaining 
caseload being Survivors.  The opposite is true of the Vietnam Era with 149,874 of the total 
178,413 recipients being Veterans.   
 
Caseloads for the earlier periods of service are declining; however, the caseload from the 
ongoing Gulf War is expected to continue its gradual increasing trend.  Nearly all Vietnam 
Era Veterans have turned 65, allowing for an automatic permanent and totally disabling rating 
under current law.  The number of Veterans of the Gulf War is also increasing but has not yet 
reached the level of other periods of service.   
 

 
 
As of September 30, 2019, 35.1 percent of Veterans who received a pension were over age 
75.  The percentage of Survivors receiving pension over the age of 75 is 76.0 percent.  VA 
continues to experience growth in the number of Gulf War claims.  These trends are 
expected to continue through 2021.  As more Veterans from recent periods of service 
continue to access the rolls, the average age of pension recipients is expected to decrease. 
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Pensions 
Age of Pensions Recipients 

(As of September 2019) 

Age 
Veterans 
Improved 

Law 

Veterans 
Prior Law 

Veterans 
Old Law 

Total 
Veterans 

Survivors 
Improved 

Law 

Survivors 
Prior Law 

Survivors 
Old Law 

Total 
Survivors 

Under 25 6 - - 6 319 3 - 322 

25 - 35 807 - - 807 202 2 - 204 

36 - 45 3,555 - - 3,555 686 13 - 699 

46 - 55 9,786 - - 9,786 4,010 455 - 4,465 

56 - 65 40,087 13 - 40,100 15,150 2,137 3 17,290 

66 - 75 100,652 187 - 100,839 15,135 2,448 6 17,589 

Over 75 83,507 498 6 84,011 124,659 4,536 35 129,230 

Unknown 14 - - 14 233 7 - 240 

Total 238,414 698 6 239,118 160,394 9,601 44 170,039 

 
The pensions program forecast considers the effects of accessions (new beneficiaries per 
year) and terminations (removal from rolls due to factors such as death, increased income, 
etc.).  Deviations in accessions and terminations cause the caseload to fluctuate.   
 

Veteran Pensions 
Accessions and Terminations 

  2013 2014 2015 2016 2017 2018 2019 

Accessions 43,059 46,378 39,362 39,484 34,662 32,419 22,755 

Terminations 49,752 50,753 49,618 44,417 45,965 40,354 39,254 

Net Change -6,693 -4,375 -10,256 -4,933 -11,303 -7,935 -16,499 

 
Although caseloads in Prior Law and Old Law are decreasing, they still have an impact on 
the total cost of the program.  Evaluating the trends in dependency is also considered in the 
budget forecast as it affects average payment.  For each program category, pensioners with 
dependents receive additional benefits. 
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Pensions Program Trends 
(As of September 2019) 

            

“Old Law” Pensions Cases (closed program) 
“Old Law” refers to the pensions program in existence prior to July 1, 1960, in which the benefit rate is fixed 
for all eligible, regardless of specific countable income.   

Veterans Survivors 
      Veterans Veterans w/     Spouses Spouses w/ Children 

Year Number % Alone Dependents Number % Alone Dependents Alone 
2013 31 <0.1 18 13 109   0.1 44 - 65 
2014 24 <0.1 13 11 95 <0.1 34 - 61 
2015 20 <0.1 11 9 88 <0.1 30 - 58 
2016 14 <0.1 8 6 78 <0.1 24 - 54 
2017 9 <0.1 5 4 68 <0.1 18 - 50 
2018 7 <0.1 3 4 52 <0.1 10 - 42 
2019 6 <0.1 3 3 44 <0.1 7 - 37 

                    

“Prior Law” Pensions Cases (closed program) 
“Prior Law” refers to the pensions program in existence between July 1, 1960 and January 1, 1979.  Benefit 
rates were established by formula and reduced for each dollar of countable income.   

Veterans Survivors 
      Veterans Veterans w/     Spouses Spouses w/ Children 

Year Number % Alone Dependents Number % Alone Dependents Alone 
2013 2,471 0.8 1,208 1,263 18,695 8.9 10,393 629 7,673 
2014 2,025 0.7 983 1,042 16,273 7.7 8,414 546 7,313 
2015 1,650 0.6 859 791 14,686 7.1 7,265 443 6,978 
2016 1,319 0.5 668 651 13,211 6.5 6,136 373 6,649 
2017 1,052 0.4 526 526 11,932 5.9 5,267 362 6,303 
2018 855 0.3 431 424 10,767 5.6 4,494 306 5,967 
2019 698  0.3  359 339 9,601 5.6 3,788 257 5,556  

                    
“Improved Law” Pensions Cases 

“Improved Law” refers to the pensions program in existence since January 1, 1979.  Payments for the 
Improved Law program beneficiaries are computed by reducing dollar-for-dollar, the benefit levels specified 
under Public Law 95-588 by the income of the beneficiary.   

Veterans Survivors 
      Veteran Veterans w/     Spouse Spouse w/ Children 

Year Number % Alone Dependents Number % Alone Children Alone 
2013 305,638 99.2 236,574 69,064 191,707 91.1 186,513 1,455 3,739 
2014 302,530 99.3 236,246 66,284 195,397 92.3 190,434 1,405 3,558 
2015 293,415 99.4 230,729 62,686 191,622 92.8 186,998 1,281 3,343 
2016 287,382 99.5 227,458 59,924 189,697 93.5 185,328 1,177 3,192 
2017 275,513 99.6 219,054 56,459 189,435 94.0 185,390 1,139 2,906 
2018 259,229 99.7 207,496 51,733 182,005 94.4 178,358 1,078 2,569 
2019 238,414 99.7 192,103 46,311 160,394 94.3 157,018 984 2,392 
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Compensation and Pensions 
Summary of Obligations 

(obligations in thousands) 
  2019 2020 

  
Average Average Total Average Average Total 

Cases Benefit Obligations Cases Benefit Obligations 

Compensation Total 1/ 5,281,662 $17,973  $94,929,805  5,532,616 $18,978  $104,996,874  

Veterans Compensation 4,852,077 $18,064  $87,647,099  5,089,328 $18,961  $96,500,810  
World War II 48,340 $14,096  $681,415  38,454 $15,133  $581,922  
Korean Conflict 105,548 $13,400  $1,414,311  98,914 $13,430  $1,328,368  
Vietnam Era 1,422,375 $20,364  $28,965,405  1,460,716 $21,614  $31,571,581  
Peacetime Service 794,417 $13,721  $10,900,469  820,029 $14,307  $11,731,982  
Gulf War 2,481,397 $18,411  $45,685,499  2,671,216 $19,200  $51,286,956  

Survivors Compensation 429,585 $16,953  $7,282,705  443,288 $19,166  $8,496,064  
World War I & Prior 173 $12,269  $2,122  159 $11,945  $1,896  
World War II 44,018 $16,525  $727,415  40,024 $16,655  $666,598  
Korean Conflict 32,200 $17,395  $560,112  31,672 $17,749  $562,158  
Vietnam Era 274,848 $17,127  $4,707,205  289,704 $20,317  $5,886,002  
Peacetime Service 41,277 $16,860  $695,929  42,370 $17,298  $732,912  
Gulf War 37,070 $15,914  $589,923  39,359 $16,426  $646,498  

Other Compensation     $1,413,764      $1,991,389  
Spec. Ben. For Children 1,134 $18,530  $21,013  1,284 $18,895  $24,261  
Clothing Allowance 160,774 $814  $130,927  166,331 $827  $137,619  
Other (REPS, SAFD, EAJA) 5,359 $5,244  $28,102  6,180 $5,322  $32,891  
OBRA Payment to VBA - - $1,519  - - $6,980  
Contract Exam Pilot Program - - $1,232,202  - - $1,789,638  

             

Pensions Total 1/ 433,864 $11,303  $4,903,953  404,306 $11,957  $4,834,485  

Veterans Pensions 248,484 $12,828  $3,187,438  237,424 $13,508  $3,207,020  
World War II 30,047 $18,472  $555,015  24,242 $20,241  $490,686  
Korean Conflict 45,762 $15,738  $720,205  42,305 $16,875  $713,881  
Vietnam Era 154,652 $10,859  $1,679,354  151,357 $11,523  $1,744,103  
Gulf War 18,024 $12,920  $232,864  19,520 $13,235  $258,349  

Survivors Pensions 185,379 $9,259  $1,716,516  166,882 $9,752  $1,627,465  
World War I & Prior 1,846 $3,040  $5,612  1,649 $3,067  $5,058  
World War II 106,667 $9,384  $1,001,002  89,944 $9,823  $883,507  
Korean Conflict 46,733 $9,623  $449,696  44,830 $10,310  $462,197  
Vietnam Era 27,679 $8,485  $234,844  27,809 $8,938  $248,552  
Gulf War 2,454 $10,333  $25,361  2,650 $10,623  $28,151  

Other Pensions     $6,078      $10,812  
OBRA Payment to VBA - - $6,078  - - $10,812  

1/ Does not include “other” caseload or obligations.   
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Compensation and Pensions 
Summary of Obligations (cont'd) 

(obligations in thousands) 
  2021 2022 

  
Average Average Total Average Average Total 

Cases Benefit Obligations Cases Benefit Obligations 

Compensation Total 1/ 5,724,259 $19,795  $113,312,660  5,897,052 $20,643  $121,732,830  

Veterans Compensation 5,267,797 $19,974  $105,219,137  5,425,628 $20,866  $113,209,051  
World War II 30,590 $15,919  $486,957  23,334 $16,606  $387,489  
Korean Conflict 92,697 $13,459  $1,247,648  84,871 $13,572  $1,151,832  
Vietnam Era 1,465,489 $22,711  $33,282,404  1,465,278 $23,194  $33,985,935  
Peacetime Service 838,466 $15,060  $12,626,925  852,318 $15,710  $13,390,137  
Gulf War 2,840,555 $20,269  $57,575,203  2,999,827 $21,432  $64,293,658  

Survivors Compensation 456,463 $17,731  $8,093,522  471,424 $18,081  $8,523,779  
World War I & Prior 148 $11,474  $1,695  138 $11,037  $1,519  
World War II 36,092 $16,787  $605,866  32,546 $16,920  $550,668  
Korean Conflict 31,054 $18,008  $559,212  30,447 $18,270  $556,282  
Vietnam Era 303,888 $18,027  $5,478,177  318,767 $18,455  $5,882,993  
Peacetime Service 43,492 $17,246  $750,073  44,856 $17,336  $777,636  
Gulf War 41,790 $16,715  $698,498  44,670 $16,895  $754,681  

Other Compensation     $2,448,791      $2,970,000  
Spec. Ben. For Children 1,266 $19,346  $24,492  1,248 $19,792  $24,700  
Clothing Allowance 172,116 $847  $145,824  177,447 $867  $153,799  
Other (REPS, SAFD, EAJA) 7,003 $5,448  $38,150  7,826 $5,571  $43,596  
OBRA Payment to VBA - - $7,119  - - $7,897  
Contract Exam Pilot Program - - $2,233,205  - - $2,740,008  

              

Pensions Total 1/ 392,508 $12,569  $4,933,432  387,126 $13,298  $5,148,093  

Veterans Pensions 231,183 $14,186  $3,279,529  227,672 $15,013  $3,417,943  
World War II 20,059 $22,375  $448,814  17,098 $24,595  $420,514  
Korean Conflict 39,610 $17,991  $712,612  37,286 $19,212  $716,346  
Vietnam Era 149,874 $12,153  $1,821,478  148,897 $12,965  $1,930,512  
Gulf War 21,641 $13,707  $296,625  24,392 $14,372  $350,571  

Survivors Pensions 161,325 $10,252  $1,653,903  159,454 $10,850  $1,730,150  
World War I & Prior 1,473 $3,095  $4,560  1,316 $3,122  $4,110  
World War II 83,346 $10,366  $863,988  78,860 $11,169  $880,800  
Korean Conflict 45,005 $10,778  $485,045  45,780 $11,228  $514,022  
Vietnam Era 28,539 $9,358  $267,061  29,989 $9,669  $289,948  
Gulf War 2,962 $11,227  $33,249  3,510 $11,759  $41,269  

Other Pensions     $11,028      $12,218  
OBRA Payment to VBA - - $11,028  - - $12,218  

1/ Does not include “other” caseload or obligations.   
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Proposed Legislation 
 

Mandatory Cost/(Savings) – Dollars in Thousands 
Proposal 2021 5-Year 10-Year 
Limit Disability Evaluations to Criteria within the 
VA Schedule for Disabilities ($74,730) ($1,117,425) ($4,218,908) 
Repeal or Modify Certification Testing for VBA 
Employees and Managers Who Process Claims for 
Disability Benefits $0 $0 $0 
Reimbursement of Credentialing Costs $0 $0 $0 
Extend the Authority for Operations of the Manila 
VA Regional Office $0 $0 $0 
Effective Date Simplification for Claims for 
Increased Evaluation ($678,759) ($3,553,541) ($7,534,975) 
Elimination of Payment of Benefits to the Estates of 
Deceased Nehmer Class Members and to the 
Survivors of Certain Class Members $0 $0 $0 
Using Transition Assistance Program Training, 
Telephone Contact by VA, or Digital 
Communication to Notify Veterans of VA Benefits 
and Services $0 $0 $0 
Round-Down the Computation of the Annual 
COLA for Service-Connected Compensation and 
DIC for Five Years ($39,085) ($676,795) ($2,200,334) 
Expanding the Contract Medical Disabilities 
Examination Authority $0 $0 $0 
Extension of Contract for Medical Disability 
Examinations $0 $0 $0 
VA Schedule for Rating Disability Effective Dates $0 $0 $0 
Allow for Electronic Decision Notification, and 
Other Communications $0 $0 $0 
Dependency Pay Adjustments $0 $0 $0 
Delimiting Entitlement to VA’s IU Benefit  ($3,622) ($44,373) ($163,810) 
Reissue VA Benefit Payments to All Victims of 
Fiduciary Misuse $3,459 $19,210 $43,450 
Eliminate the Time Limitation for Appointment of a 
Temporary Fiduciary and Bar Fiduciary Appeal of a 
Misuse Determination $0 $0 $0 
Amend 38 U.S.C. 5502(a)(1) to Preempt the 
Applicability of State Laws to VA-Appointed 
Fiduciaries $0 $0 $0 
Extend the Statutory Marriage Delimiting Date for 
Surviving Spouses of Gulf War Veterans $0 $0 $0 
Allow VA Contractors and Vendors Access to 
Federal Tax Return Information for Purposes of 
Assisting in the Administration of Certain VA 
Benefit Programs and Maintaining the Systems VA 
Uses to Administer These Programs $0 $0 $0 
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Mandatory Cost/(Savings) – Dollars in Thousands 
Proposal 2021 5-Year 10-Year 
Authorize VA to Rely on Unearned and Earned 
Income Information Supplied by IRS and the 
Earned Income Information Available from SSA 
Under Section 6103(i)(7)(D)(viii) for Purposes of 
Determining Eligibility for VA's Needs-Based 
Pension Program and Eliminate the Need for VA to 
Independently Verify Such Income Information $0 $0 $0 
Increase Monetary Burial Benefit Allowances 
According to Increases in the Consumer Price Index $1,561 $34,125 $150,992 
Authorize VA to Pay a Flat Rate for the Costs of 
Domestic Transportation of a Deceased Veteran to a 
National Cemetery $0 $0 $0 
Eliminate Entitlement to Increased Pension for 
Veterans Who Are Permanently and Totally 
Disabled and Have Additional Disability or 
Disabilities Rated 60 Percent or More and Eliminate 
the Requirement for a Permanent and Total 
Disability Rating for Entitlement to a Higher 
Maximum Annual Pension Rate for Veterans Who 
Are Permanently Housebound $585 $3,014 $6,469 
Remove Annual Income from Net-Worth 
Calculation $39 $537 $1,852 
Extension of Reduced Pension for Certain Veterans 
and Survivors Covered by Medicaid Plans for 
Services $0 $0 ($306,619) 
Modernizing VA’s Records Management Program $0 $0 $0 
Spousal and Dependent Inscriptions on Veteran 
Headstones and Markers $1,344 $5,843 $10,806 
Authorization to Provide Outer Burial Receptacles 
for State and Tribal Organization Cemeteries $469 $9,549 $30,358 
Provide Group Burial Markers $0 $0 $0 
Burial Benefit Eligibility Requirement for Other-
Than-Dishonorable Service for Deaths in Active 
Service $0 $0 $0 
Authorization to Pay Cost of Transporting 
Unclaimed Remains of Veterans to a VA-funded 
State or Tribal Organization Cemetery $52 $263 $536 
Expand Eligibility for Government-Furnished 
Headstone, Marker, or Medallion for Medal of 
Honor Recipients $50 $253 $518 
Total Savings ($788,637) ($5,319,340) ($14,179,665) 
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Readjustment Benefits 

 

 

Appropriation Language 
For the payment of readjustment and rehabilitation benefits to or on behalf of veterans as 
authorized by chapters 21, 30, 31, 33, 34, 35, 36, 39, 41, 51, 53, 55, and 61 of title 38, 
United States Code, $14,946,618,000 to remain available until expended and to become 
available on October 1, 2021: Provided, That expenses for rehabilitation program services 
and assistance which the Secretary is authorized to provide under subsection (a) of section 
3104 of title 38, United States Code, other than under paragraphs (1), (2), (5), and (11) of 
that subsection, shall be charged to this account. 
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Summary of Appropriation Highlights 

(dollars in thousands) 
    2020     2020 to 2021 2021 to 2022 

  
2019 Budget Current 2021 2022  Increase (+)  Increase (+) 

Actual Estimate Estimate Estimate Estimate Decrease (-) Decrease (-) 
Obligations:                   Education: 
       Post 9-11 GI Bill (33)  $10,748,939  $11,430,582  $11,574,656  $11,760,672  $12,046,285  $186,016  $285,613  
       Dependents' Education and Training (35) 861,152 902,902 1,029,980 1,177,324 1,273,201 147,343 95,877 
       Veterans/Servicemembers (30)1/ 216,380 197,490 192,838 164,554 140,592 -28,284 -23,961 
       Reservists (1606) 107,149 103,147 105,730 104,535 103,353 -1,196 -1,182 
       Reservists (1607) 1,462 - - - - - - 
       High Technology Program 1,377 15,000 28,623 15,000 15,000 -13,623 - 
       Work-Study 2/ 48,133 65,568 51,867 54,538 56,881 2,672 2,342 
       Tuition Assistance 3,586 3,918 3,686 3,811 3,933 125 122 
       Licensing & Certification 1,625 1,374 1,861 2,144 2,464 283 321 
       National Exams 3/ 69 49 88 114 147 26 33 
    Subtotal: $11,989,870 $12,720,031 $12,989,330 $13,282,691 $13,641,856 $293,361 $359,165 
                
   VR&E (31):               
       VR&E Subsistence Allowance 625,587 749,058 673,894 727,335 782,783 53,441 55,448 
       VR&E Books, Tuition, Supplies, Fees 762,027 810,050 773,394 814,667 855,643 41,272 40,977 
    Subtotal: $1,387,614 $1,559,109 $1,447,288 $1,542,002 $1,638,427 $94,714 $96,425 
                
   Special Assistance:               
       Specially Adapted Housing Grants 122,382 129,158 139,476 149,043 159,365 9,567 10,322 
       Specially Adapted Housing Tech Grants 800 1,000 1,000 - - -1,000 - 
       Automobile Grants 40,401 51,885 41,346 42,314 43,304 968 990 
       Adaptive Equipment 97,229 112,603 101,718 106,413 111,326 4,696 4,913 
    Subtotal: $260,811 $294,645 $283,540 $297,770 $313,995 $14,230 1$6,225 
                
   Indirect Benefits:               
       Contract Counseling (36) 2,368 6,000 6,000 6,000 6,000 - - 
       State Approving Agencies (SAA) 23,604 24,164 24,022 24,599 25,165 577 566 
       Reporting Fees 14,460 14,346 15,357 16,166 16,318 810 152 
       Reimbursement to GOE 115 613 626 638 651 13 13 
    Subtotal: $40,547 $45,123 $46,005 $47,403 $48,134 $1,399 $731 

  Total Obligations $13,678,843  $14,618,908  $14,766,163  $15,169,867  $15,642,412  $403,704  $472,545  

Funding:               
Advance Appropriation $9,832,175  $14,065,282  $14,065,282  $12,578,965  $14,946,618  -$1,486,317 $2,367,653  
DoD Offsetting Collections -198,496 -207,090 -194,149 -191,154 -188,415 2,995  2,739  
Unobligated Balance (SOY) -6,824,288 -2,623,986 -3,413,858 -2,907,126 -507,379 506,731  2,399,747  
Prior Year Recoveries  -237,741 - - - - - - 
Transfer to C&P Budget -2,000,000  - - -  - - - 
Unobligated Balance (EOY) 3,413,858 2,277,449 2,907,126 507,379 - -2,399,747 -507,379 
Outlays (Net) $13,204,947  $14,233,998  $14,392,216  $14,793,897  $16,239,529  $401,681  $1,445,632  
Note: Dollars may not add due to rounding in this and subsequent charts.  

1/ Includes obligations for equitable relief authorized by the Secretary for the Veterans Retraining Assistance Program 

2/ Includes chapter 1606 work-study reimbursement from DoD  

3/ National Exams includes chapters 30, 33, and 35             
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Summary of Appropriation Highlights (cont'd) 
(total dollars in thousands) 

    2020     2020 to 2021 2021 to 2022 

  2019 
Budget 

Estimate 
Current 
Estimate 

2021 
Estimate 

2022 
Estimate 

 Increase (+) 
Decrease (-) 

 Increase (+) 
Decrease (-) 

Workload Data and Other Items 
  Workload:               
       Post 9-11 GI Bill (33) 714,346 691,821 727,519 724,610 723,823 -2,909 -787 
       Dependents' Education and Training (35) 128,075 123,058 149,931 167,516 177,941 +17,585 +10,425 
       Veterans/Servicemembers (30) 22,166 19,282 18,625 15,687 13,247 -2,938 -2,440 
       Reservists (1606) 1/ 44,356 42,581 42,868 41,431 40,041 -1,438 -1,389 
       Reservists (1607) 299 - - - - - - 
       VR&E Receiving Subsistence Allowance 85,587 86,995 89,685 91,964 94,033 +2,279 +2,069 
       VR&E Not Receiving Subsistence Allowance 9,904 9,386 10,359 10,619 10,857 +260 +238 
       VR&E Rehab, Evaluation, Planning and Service 2/ 26,753 27,344 28,038 28,751 29,398 +713 +647 
       Specially Adapted Housing Grants 2,795 2,875 3,064 3,127 3,198 +63 +71 
       Specially Adapted Housing Technology Grants 4 5 5 - - -5 - 
       Automobile Grants 1,969 2,425 1,969 1,969 1,969 - - 
       Adaptive Equipment 7,039 7,247 7,039 7,039 7,039 - - 
       Contract Counseling (36) 1,073 N/A 2,719 2,719 2,719 - - 
  Average cost: (Whole $)               
       Post 9-11 GI Bill (33) $15,047 $16,522 $15,910 $16,230 $16,643 +$321 +$412 
       Dependents' Education and Training (35) $6,724 $7,337 $6,870 $7,028 $7,155 +$158 +$127 
       Veterans/Servicemembers (30) $9,744 $10,242 $10,354 $10,490 $10,613 +$136 +$124 
       Reservists (1606) $2,416 $2,474 $2,466 $2,523 $2,581 +$57 +$58 
       Reservists (1607) $4,890 - - - - - - 
       VR&E Subsistence Allowance $7,309 $8,610 $7,514 $7,909 $8,325 +$395 +$416 
       VR&E Books, Tuition, Supplies, Fees, etc. $7,980 $8,405 $7,731 $7,942 $8,158 +$211 +$216 
       Specially Adapted Housing Grants $43,786 $42,895 $45,522 $47,662 $49,835 +$2,139 +$2,174 
       Specially Adapted Housing Technology Grants $199,938 $200,000 $200,000 - - -$200,000 - 
       Automobile Grants $20,518 $20,909 $20,998 $21,490 $21,993 +$491 +$503 
       Adaptive Equipment $13,813 $14,323 $14,451 $15,118 $15,816 +$667 +$698 
       Contract Counseling (36)  $2,207 N/A $2,207 $2,207 $2,207 - - 
Total Cost:               
       Post 9-11 GI Bill (33) $10,748,939 $11,430,582 $11,574,656 $11,760,672 $12,046,285 +$186,016 +$285,613 
       Dependents' Education and Training (35) $861,152 $902,902 $1,029,980 $1,177,324 $1,273,201 +$147,343 +$95,877 
       Veterans/Servicemembers (30) $215,993 $197,490 $192,838 $164,554 $140,592 -$28,284 -$23,961 
       Reservists (1606) 1/ $107,149 $103,147 $105,730 $104,535 $103,353 -$1,196 -$1,182 
       Reservists (1607) $1,462 - - - - - - 
       VR&E Subsistence Allowance $625,587 $749,058 $673,894 $727,335 $782,783 +$53,441 +$55,448 
       VR&E Books, Tuition, Supplies, Fees, etc. $762,027 $810,050 $773,394 $814,667 $855,643 +$41,272 +$40,977 
       Specially Adapted Housing Grants $122,382 $129,158 $139,476 $149,043 $159,365 +$9,567 +$10,322 
       Specially Adapted Housing Technology Grants $800 $1,000 $1,000 - - -$1,000 - 
       Automobile Grants $40,401 $51,885 $41,346 $42,314 $43,304 +$968 +$990 
       Adaptive Equipment $97,229 $112,603 $101,718 $106,413 $111,326 +$4,696 +$4,913 
       Contract Counseling (36)  $2,368 $6,000 $6,000 $6,000 $6,000 - - 
1/ Work-study cost not included               
2/ No monetary benefit payment associated with these cases             
 

Summary of Budget Request 
In 2021, the advance appropriation request of $12.6 billion, when combined with $191.2 
million in offsetting collections from the Department of Defense (DoD), and an unobligated 
balance of $2.9 billion carried over from 2020, will provide sufficient funding for 
Readjustment Benefits obligations.  Obligations are estimated to be $15.2 billion in 2021.  
This will primarily fund education benefits, including the Post 9-11 GI Bill (chapter 33) and 
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will also pay for subsistence allowance and the cost of books, supplies, tuition, and fees 
under the Vocational Rehabilitation and Employment (VR&E) program.   
 
Included in the 2021 request is the advance appropriation request of $14.9 billion for 2022.  
In conjunction with $188.4 million in anticipated offsetting collections from DoD and an 
estimated unobligated balance of $507.4 million carried over from 2021, total budgetary 
resources will fund an estimated $15.6 billion in Readjustment Benefits obligations in 2022. 
VA will have an opportunity to request additional mandatory resources, if necessary, during 
the 2022 annual budget process based upon updated performance data and enacted 
legislation; alternatively, VA will be able to reduce its 2022 advance appropriation request 
should the 2021 estimate prove too high.   
 
This budget request supports significant changes to education and VR&E benefits enacted 
under Public Law 115-48, the Harry W. Colmery Veterans Educational Assistance Act of 
2017, also known as the “Forever GI Bill.”  The law is named after the American Legion 
national commander who wrote the original GI Bill language in 1944 and allows more 
Veterans to use the GI Bill and more time to use it.   
 
 
Changes from Original 2020 Budget Estimate 
The current estimated obligations of $14.8 billion for the Readjustment Benefits account in 
2020 increase $147.3 million from the original budget estimate of $14.6 billion.  The 
estimated unobligated balance carried over from 2019 increase by $789.9 million to $3.4 
billion, contributing to an estimated increased carryover balance of $2.9 billion into 2021.  
 
Education Programs 
Changes in estimated obligations for 2020 are based on 2019 actual experience fiscal year 
to date.  An increase of 35,698 chapter 33 trainees and a decrease in the average payment 
by $612 result in a net increase of $144.1 million to chapter 33 obligations.  Chapter 35 
caseload increases by 26,873, and the average payment decrease by $468, resulting in a 
$127.1 million increase in chapter 35 obligations.  Work-study obligations decrease by 
$13.7 million, while obligations under the high technology program increase by $13.6 
million.   A decrease of 657 trainees under chapter 30 decreases obligations for chapter 30 
by $4.7 million.  Obligations for chapter 1606 increased by $2.6 million due to an increase 
in caseload of 287.  Obligations for licensing and certification increase by $487 thousand, 
while obligations for tuition assistance decrease by $232 thousand.  National exam 
obligations increase by $39 thousand.  
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VR&E Program  
VR&E beneficiaries who receive subsistence allowance increase by 2,689, and those who 
do not receive subsistence allowance increase by 973 from the original 2020 estimate.  
However, the average payment for subsistence allowance decreases by $1,096 and the 
average payment for books, tuition, supplies, and fees decreases by $674.  These changes 
result in an overall decrease of $111.8 million in VR&E obligations.   
 
Special Assistance  
Obligations for adaptive equipment grants decrease by $10.9 million due to a decrease in 
the number of grants by 208, and obligations for automobile grants decrease by $10.6 
million due to a decrease in 456 grants.  Specially adapted housing obligations increase by 
$10.3 million due to an increase of 189 grants.   
 
Indirect Benefits 
Obligations for reporting fees increase by $1.0 million, while obligations for state approving 
agencies (SAA) decrease by $142 thousand based on revised economic assumptions.  
 
 
Descriptions of Individual Programs 
 
Post 9-11 GI Bill (Chapter 33)  
Chapter 33 was enacted in the Post-9/11 Veterans Educational Assistance Act of 2008 (P.L. 
110-252) and greatly expanded education benefits on August 1, 2009.  The Veterans 
Educational Assistance Improvement Act of 2010 (P.L. 111-377), signed into law on 
January 4, 2011, amended the Post 9-11 GI Bill by expanding eligibility for certain 
individuals, and modifying the amount of assistance and the types of approved programs.  
The Choice Act, P.L. 113-146, extended the Fry scholarship to spouses and allowed VA to 
disapprove courses of education in which the state charges Veterans or Servicemembers 
higher rates than that of in-state residents. Most recently, the Forever GI Bill (P.L. 115-48) 
changed to the program, primarily enhancing and expanding benefits.   
 

Eligibility under chapter 33 is based on active duty service, and students generally have up 
to 36 months of entitlement.  Based on length of active duty service and training rate, 
students are entitled to a percentage of the following:  

 Full cost of tuition and fees at the public school in-state rates, or up to $24,476.79 
(as of August 1, 2019) for those attending out-of-state, private, or foreign schools 
(paid to school); 

 Monthly housing allowance (paid to the student); 

 Yearly books and supplies stipend of up to $1,000 per year (paid to student);   

 A one-time payment of $500 to certain individuals relocating from highly rural 
areas (paid to student);   
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 Payments for those pursuing a non-institute of higher learning program such as a 
non-college degree, on the job training, apprenticeship training, flight programs, or 
a correspondence program; and  

 Other benefits to certain students such as the Yellow Ribbon program, kickers, and 
refund of chapter 30 payroll deductions.   

 
The Yellow Ribbon Program was enacted to assist eligible individuals with payment of their 
tuition and fees in instances where costs exceed the maximum benefit rate.  To be eligible, 
the student must be: a Veteran receiving benefits at the 100 percent benefit rate payable; a 
transfer-of-entitlement-eligible dependent child; or a transfer-of-entitlement eligible spouse 
of a Veteran.  P.L. 115-48 expanded Yellow Ribbon Benefits to Purple Heart recipients, 
Fry Scholarship recipients, and certain Servicemembers independent of meeting any other 
criteria.  The school of attendance must accept VA’s invitation to participate in the program, 
state how much tuition will be waived (up to 50 percent), and state how many participants 
will be accepted into the program during the academic year.  VA will match the school’s 
percentage (up to 50 percent) to reduce or eliminate out-of-pocket costs for participants.  
 
The Marine Gunnery Sergeant John David Fry Scholarship entitles children and spouses of 
those who die in the line of duty on or after September 11, 2001, to use Post-9/11 GI Bill 
benefits.  Eligible children and spouses are entitled to 36 months of benefits at the 100 
percent level.  In addition to the Fry Scholarship, certain members of the Armed Forces still 
on active duty may be eligible to transfer benefits to a spouse or dependent children based 
on DoD policy. 
 
Survivors’ and Dependents’ Educational Assistance (Chapter 35) 
Chapter 35 provides education and training opportunities to eligible dependents of certain 
Veterans.  This benefit may be used for degree and certificate programs, apprenticeships, 
and on-the-job training.  A spouse may take a correspondence course.  Remedial, 
deficiency, and refresher courses may be approved under certain circumstances.   
 
To be eligible, one must be the spouse or dependent child of: 

 A Veteran who died or is permanently and totally disabled as the result of a service-
connected disability.  The disability must arise out of active service in the Armed 
Forces;  

 A Veteran who died from any cause while such permanent and total service-
connected disability was in existence;  

 A Servicemember missing in action or captured in line of duty by a hostile force;  
 A Servicemember forcibly detained or interned in line of duty by a foreign 

government or power; or 

 A Servicemember who is hospitalized or receiving outpatient treatment for a 
service-connected permanent and total disability and is likely to be discharged for 
that disability.  
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Dependent children must generally be between the ages of 18 and 26 to receive benefits for 
attending school or job training.  Members of the Armed Forces may not receive this benefit 
while on active duty.  For spouses, benefits generally end 10 years from the date VA 
determines eligibility or from the date of the Veteran’s death. For spouses of 
Servicemembers who died on active duty, benefits end 20 years from the date of death. 
 
Montgomery GI Bill – Active Duty (MGIB-AD) (Chapter 30)  
The predecessor of the chapter 33 program is the Montgomery GI Bill, or chapter 30.  
Chapter 30 VA educational benefits may be used while a Servicemember is on active duty 
or after separation from active duty with a fully honorable discharge.  Eligibility generally 
expires 10 years after the Servicemember’s separation.  However, there are exceptions for 
disability, re-entering active duty, and upgraded discharges. 
 
Effective October 1, 2019, the rate for full-time training in college, technical, or vocational 
school was $2,050 a month for those who served three years or more or two years plus four 
years in the Selected Reserve.  For those who served less than three years, the monthly rate 
is $1,664.  Benefits are reduced for part-time training.  Payments for other types of training 
follow different rules.  VA will pay an additional amount, called a “kicker” or “college 
fund,” if directed by DoD.  The maximum number of months Veterans can receive payments 
is 36 months at the full-time rate or the part-time equivalent. 
 
The following types of education and training are available under chapter 30: 

 College degree and certificate programs,  

 Technical or vocational courses,  

 Flight training,  

 Apprenticeships or on-the-job training,  

 High-technology training,  

 Licensing and certification tests,  

 Entrepreneurship training,  

 Certain entrance examinations, and  

 Correspondence courses.   
Remedial, deficiency, and refresher courses may be approved under certain circumstances.  
 
Montgomery GI Bill – Selected Reserve (MGIB-SR) (Chapter 1606)  
Chapter 1606 may be available to a member of the Selected Reserve if they meet the 
eligibility requirements established by their respective components.  The Selected Reserve 
includes the Army Reserve, Navy Reserve, Air Force Reserve, Marine Corps Reserve, 
Coast Guard Reserve, Army National Guard, and Air National Guard.  The program may 
be used for degree programs, certificate or correspondence courses, cooperative training, 
independent study programs, apprenticeship/on-the-job training, and vocational flight 
training programs.  Remedial, refresher and deficiency training are available under certain 
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circumstances.  Up to 36 months of education benefits may be available.  Specific eligibility 
requirements include: 

 Have a six-year obligation to serve in the Selected Reserve signed after June 30, 
1985.  For some types of training, it is necessary to have a six-year commitment that 
begins after September 30, 1990;  

 Complete initial active duty for training (IADT);  

 Meet the requirement to receive a high school diploma or equivalency certificate 
before completing IADT; and, 

 Remain in good standing while serving in an active Selected Reserve unit.  
In addition, a discharge from Selected Reserve service due to a disability or being ordered 
to active duty may extend program eligibility beyond service in a Selected Reserve unit.  
 
Reserve Educational Assistance Program (REAP) (Chapter 1607) 
The National Defense Authorization Act of 2016 ended enrollment into REAP on 
November 25, 2015.  Beneficiaries who were attending an educational institution on 
November 24, 2015, or during the last semester, quarter, or term ending prior to that date, 
were eligible to continue to receive REAP benefits until November 25, 2019.  This program 
is a DoD education benefit program designed to provide educational assistance to members 
of the Reserve components called or ordered to active duty in response to a war or national 
emergency (contingency operation) as declared by the President or Congress.  This program 
made certain reservists who were activated for at least 90 days after September 11, 2001 
either eligible for education benefits or eligible for increased benefits.  The Post-9/11 GI 
Bill in many ways has replaced REAP because it also provides educational assistance 
benefits for Reserve and National Guard members called to active duty on or after 
September 11, 2001, and in many cases provides a greater benefit than REAP. 
 
High Technology Program 
The Forever GI Bill established a high technology pilot program to provide eligible 
Veterans who are entitled to educational assistance under chapter 30, 32, 33, 34, or 35 of 
title 38, United States Code, or chapter 1606 or 1607 of title 10, United States Code, with 
the opportunity to enroll in high technology programs of education that VA determines 
provide training and skills sought by employers in a relevant field or industry.   VA began 
making payments for the High Technology Program in June of 2019.  
 
VR&E (Chapter 31) 
The VR&E program assists Servicemembers and Veterans with service-connected 
disabilities in obtaining and maintaining suitable employment.  Independent living services 
are also available for severely disabled Veterans who are not currently ready to seek 
employment. 
 
To be eligible, a Veteran must have a VA service-connected disability rated at least 20 
percent with an employment handicap, or rated 10 percent with a serious employment 
handicap, and be discharged or released from military service under other than dishonorable 
conditions.  Servicemembers pending medical separation from active duty may also apply 
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if their disabilities are reasonably expected to be rated at least 20 percent following 
discharge.  A VA counselor must decide if the individual has an employment handicap 
based upon the results of a comprehensive evaluation.  After an entitlement decision is 
made, the individual and counselor will work together to develop a rehabilitation plan to 
specify the rehabilitation services to be provided.  Most participants enter education or 
training programs.  All program costs, including tuition, books, and fees, if appropriate, are 
borne by VA, and Veterans are provided with a monthly subsistence allowance. 
 
 
Rehabilitation services provided to VR&E participants fall under one of five tracks: 
 

 Reemployment with Previous Employer: For individuals who are separating from 
active duty or in the National Guard or Reserves and are returning to work for their 
previous employer. 
 

 Rapid Access to Employment: For individuals who either wish to obtain 
employment soon after separation or who already have the necessary skills to be 
competitive in the job market in an appropriate occupation. 
 

 Self-Employment: For individuals who have limited access to traditional 
employment, need flexible work schedules, or who require more accommodation in 
the work environment due to their disabling conditions or other life circumstances. 
 

 Employment Through Long-Term Services: For individuals who need specialized 
training and/or education to obtain and maintain suitable employment. 
 

 Independent Living Services: For individuals who are not currently able to work and 
need rehabilitation services to live more independently. 

 
Generally, Veterans must complete a program within 12 years from their separation from 
military service or within 12 years from the date VA notifies them that they have a 
compensable service-connected disability.  Depending on the length of program needed, 
Veterans may be provided up to 48 months of full-time services or their part-time 
equivalent.  These limitations may be extended in certain circumstances. 
 
In some cases, a Veteran may receive a subsistence allowance while they pursue an 
educational or training program in preparation for a future career.  A subsistence allowance 
is paid each month during training and is based on the rate of attendance (full- or part-time), 
the type of education or training, and the number of dependents.   
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The example below demonstrates the many rate structures possible. 
 
2020 Monthly Subsistence Allowance for Training in an Institution for Higher Learning 

Training 
Time 

Veterans with No 
Dependents 

Veterans with 
One Dependent 

Veterans with Two 
Dependents 

Additional 
Dependent 

Full-time $644.74 $799.74 $942.44 $68.68 

3/4-time $484.45 $600.68 $704.61 $52.83 

1/2-time $324.14 $401.62 $472.08 $35.24 

1/4 -time $162.05 $200.84 $236.04 $17.58 
 
Special Assistance for Disabled Veterans  
Special assistance provides housing, automotive, and adaptive equipment grants for 
severely disabled Veterans and Servicemembers as well as a grant for individuals and 
entities developing assistive technology for housing grants: 
 

 Specially Adapted Housing (SAH) Grants: VA may approve a grant of not more 
than 50 percent of the cost of building, buying, or adapting existing homes or paying 
to reduce indebtedness on a currently owned home that is being adapted, up to a 
maximum of $90,364 in 2020.  In certain instances, the full grant amount may be 
applied toward remodeling costs.   
 

 Special Housing Adaptation (SHA) Grants: VA may approve a grant for the cost, 
up to a maximum of $18,074 in 2020, for necessary adaptations to a Veteran’s or 
Servicemember’s residence, or to help them acquire a residence already adapted 
with special features for their disability, to purchase and adapt a home, or for 
adaptations to a family member’s home in which they will reside.  To be eligible for 
this grant, Veterans and Servicemembers must be entitled to compensation for 
permanent and total service-connected disability due to certain specific conditions.   

 

 Temporary Residence Adaptation (TRA) Grants: Eligible Veterans and 
Servicemembers who are temporarily residing in a home owned by a family member 
may also receive a TRA grant to help the Veteran or Servicemember adapt the 
family member’s home to meet his or her special needs.  Those eligible for a SAH 
grant ($90,364) would be permitted to use up to $39,669 in 2020, and those eligible 
for a SHA grant ($18,074) would be permitted to use up to $7,083 in 2020.  Grant 
amounts are adjusted annually based on a cost-of-construction index.   
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 Automobile Allowance and Adaptive Equipment:  Veterans and Servicemembers 
may be eligible for a one-time payment of not more than $21,488.29 (as of October 
1, 2019) toward the purchase of an automobile or other conveyance if they have 
service-connected loss or permanent loss of use of one or both hands or feet, 
permanent impairment of vision of both eyes to a certain degree, severe burn 
injuries, or Amyotrophic Lateral Sclerosis.  Certain Servicemembers and Veterans 
may also be eligible for adaptive equipment.  Adaptive equipment includes, but is 
not limited to, power steering, power brakes, power windows, power seats, and 
special equipment necessary to assist the eligible person into and out of the vehicle. 
 

 Specially Adapted Housing Assistive Technology Grant Program: The Veterans’ 
Benefits Act of 2010 (P.L. 111-275) established the Specially Adapted Housing 
Assistive Technology Grant program, which authorizes VA to provide grants of up 
to $200 thousand per year to individuals or entities for the development of specially 
adapted housing assistive technologies.  VA is limited to $1.0 million in the 
aggregate amount of such grants in any year. Public Law 115-251 extended this 
program through the end of 2020. 

 
Indirect Benefits 
The Readjustment Benefits account is authorized by law to fund four activities that 
indirectly benefit individuals participating in education and VR&E programs and 
transitioning Servicemembers:  
 

 Contract Counseling (Chapter 36): Up to $6.0 million annually can be paid from the 
Readjustment Benefits account for contracts providing educational or vocational 
counseling services to individuals applying for or receiving education benefits and 
transitioning Servicemembers six months prior or 12 months post-separation.   
 

 State Approving Agencies (SAA): VA provides funding to SAAs, which are 
generally responsible for the approval of education and training programs in their 
respective states.  Funding from the Readjustment Benefits account is limited each 
year by a rate set by Congress and increases annually by percentage applied to Social 
Security benefits.  In 2020 total SAA funding will be $24.0 million. 
 

 Reporting Fees: Schools are provided a reporting fee to certify enrollment 
information to VA based on the number of students who are receiving most VA 
education or VR&E benefits.   
 

 Reimbursements to General Operating Expenses (GOE): Funding is provided to 
reimburse VBA’s GOE account for certain printing and outreach expenses 
authorized by P.L. 101-237 and P.L. 105-368.   
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Readjustment Benefits 
Analysis of Increases and Decreases 

(dollars in thousands) 
  2020 2021 2022 
  Estimate Estimate Estimate 
 Prior Year Obligations $13,678,843  $14,766,163  $15,169,867  
 Chapter 33 (Post 9/11 GI Bill)       
   Economic Assumptions (COLA and Tuition Index) +$150,564  +$187,946  +$183,558  
   Caseload +209,578  -47,214  -13,097  
   Average Payment +465,575  +45,284  +115,152  
 Net Changes +$825,717  +$186,016  +$285,613  
 Chapter 35 (Dependent Education)       
   Economic Assumption (CPI-W) +$21,185  +$26,470  +$28,625  
   Caseload +150,548  +123,501  +73,627  
   Average Payment -2,905  -2,627  -6,375  
 Net Changes +$168,828  +$147,343  +$95,877  
 Chapter 30 (Montgomery GI Bill)       
   Economic Assumptions (Tuition Index) +$5,249  +$4,477  +$3,827  
   Caseload -36,662  -30,816  -25,901  
   Average Payment +7,871  -1,945  -1,887  
 Net Changes -$23,542  -$28,284  -$23,961  
 Chapter 1606 (Reservists)       
   Economic Assumption (CPI-W) +$2,175  +$2,350  +$2,324  
   Caseload -3,669  -3,627  -3,586  
   Average Payment +75  +82  +81  
 Net Changes -$1,419  -$1,196  -$1,182  
 Chapter 1607 (Reservists)       
   Caseload -$1,462  -  -  
 Net Changes -$1,462  -  -  
 Miscellaneous Education       
   Work-Study +$3,734  +$2,672  +$2,342  
   High Technology Program +27,247  -13,623  -  
   Tuition Assistance +100  +125  +122  
   Licensing and Certification +236  +283  +321  
   National Exams +19  +26  +33  
Net Changes +$31,336  -$10,518  +$2,818  
Chapter 31 (VR&E)       
   Economic Assumptions (COLA and Tuition Index) +$40,709  +$23,563  +$24,768  
   Caseload +67,685  +39,412  +37,253  
   Average payment -48,720  +31,739  +34,404  
 Net Changes +$59,674  +$94,714  +$96,425  
 Special Assistance for Disabled Veterans       
   Housing Grants +$17,095  +$9,567  +$10,322  
   Housing Technology Grants +200  -$1,000  -  
   Automobile Grants +945  +968  +990  
   Adaptive Equipment +4,489  +4,696  +4,913  
 Net Changes +$22,729  +$14,230  +$16,225  
 Miscellaneous       
   Contract Counseling (Chapter 36) +$3,632  -  -  
   State Approving Agencies +418  +577  +566  
   Reporting Fees +896  +810  +152  
   Reimbursement to GOE +511  +13  +13  
 Net Changes +$5,458  +$1,399  +$731  
 Total Net Change $1,087,320 $403,704 $472,545 
 Estimated Obligations $14,766,163  $15,169,867  $15,642,412  
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Analysis of Increases and Decreases from 2021 to 2022 
 

Post 9-11 GI Bill (Chapter 33)  
Chapter 33 obligations are expected to increase $285.6 million.  Economic assumptions, 
including the VA education cost-of-living-adjustment (COLA) and tuition index, are 
expected to increase obligations by $183.6 million.  An increase in average payment 
unrelated to economic assumptions will result in an increase of $115.2 million.  Average 
payments vary based on numerous factors including training time, length of service, 
legislative changes, the nature of the education institution (two year versus four year or 
online educational programs), and the types of training or education the beneficiary 
receives.  A decrease of 787 trainees will decrease obligations by $13.1 million.  
 
Survivors’ and Dependents’ Educational Assistance (Chapter 35)  
Chapter 35 obligations are projected to increase by $95.9 million.  Caseload is expected to 
increase by 10,425 children and spouses, resulting in an increase to obligations of $73.6 
million.  The CPI-W will increase obligations by $28.6 million and changes in average 
benefit payments unrelated to economic assumptions are expected to decrease obligations 
by $6.4 million.  
 
All-Volunteer Force Educational Assistance Program (Chapter 30)  
Chapter 30 obligations are projected to decrease by $24.0 million.  A decrease in 2,440 
beneficiaries will decrease obligations by $25.9 million.  Offsetting this decrease is an 
increase of $3.8 million attributed to the tuition index.  Average payment unrelated to the 
tuition index will decrease obligations by $1.9 million.  
 
Educational Assistance for Members of the Selected Reserve (Chapter 
1606)  
Chapter 1606 obligations are expected to decrease by $1.2 million.  A decrease in 1,389 
trainees will decrease obligations by $3.6 million.  The CPI-W will increase obligations by 
$2.3 million, while increases to the average payment unrelated to economic assumptions 
will increase obligations by $81 thousand.  
 
Educational Assistance for Members of the Selected Reserve (Chapter 
1607) 
The National Defense Authorization Act of 2016 (P.L 114-92) included a provision that 
ended REAP.  As a result, no REAP payments will be issued in 2022.  
 
Miscellaneous Education 
Total changes in miscellaneous education programs are expected to increase obligations by 
$2.8 million.  Work-study obligations increase by $2.3 million, while licensing and 
certification obligations increase by $321 thousand.  Tuition assistance obligations increase 
by $122 thousand, and national exams obligations increase by $33 thousand. 
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VR&E (Chapter 31) 
Chapter 31 obligations are projected to increase by $96.4 million. An increase of 2,307 
individuals receiving monetary benefits will increase obligations by $37.3 million.  Changes 
to the average payment unrelated to economic assumptions will increase obligations by 
$34.4 million, and the tuition index and COLA are anticipated to increase obligations by 
$24.8 million. 
 
Special Assistance for Disabled Veterans  
Total special assistance will increase by $16.2 million.  Housing grants will increase by 
$10.3 million, while adaptive equipment grants will increase by $4.9 million, and 
automobile grants will increase by $990 thousand.  
 
Indirect Benefits 
Total changes in indirect benefits are expected to increase obligations by $731 thousand.  
Payments to SAAs increase by $566 thousand.  Reporting fees increase obligations by $152 
thousand, and reimbursements to GOE increase by $13 thousand. 
 
 
Education Program Highlights 
In 2020, education benefits will be provided to an estimated 938,944 beneficiaries.  Total 
beneficiaries are projected to be 949,244 in 2021 and 955,052 in 2022.  
 

 

The average cost per beneficiary is highest for chapter 33, reaching $15,910 in 2020.  The 
other education programs have significantly lower average payments, incentivizing most 
beneficiaries to elect chapter 33 benefits when eligible.  In 2020, the estimated average cost 
per beneficiary will be $10,354 for chapter 30, $6,870 for chapter 35, and $2,466 for chapter 
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1606.  These average payments continue to increase at rates consistent with economic 
assumptions and historical program trends. 
 
Since 2010, chapter 33 has been the largest education program and is expected to provide 
benefits for 724,610 trainees in 2021, accounting for 89 percent of education obligations.  
Chapter 35 represents nine percent of education obligations, while chapters 30 and 1606 
accounts for one percent of obligations.  Miscellaneous education benefits, such as work-
study and the high technology program account for less than one percent of obligations.   
 

 
 
 
VR&E Program Highlights 
In 2019, 122,244 Veterans and Servicemembers received benefits and services under the 
VR&E program.  Of these, 95,491 received monetary benefits totaling $1.4 billion.  The 
number of participants receiving monetary benefits is anticipated to increase to 100,044 for 
a total of $1.4 billion in 2020, 102,583 for a total of $1.5 billion in 2021, and 104,890 for a 
total of $1.6 billion in 2022.  
 
Most VR&E program participants enter educational or training programs.  All program 
costs, including tuition, books, and fees, if appropriate, are borne by VA.  In addition, 
Veterans are provided with a monthly subsistence allowance, which will account for 47 
percent of program costs in 2021.  Beneficiaries with service on or after September 11, 
2001, receive subsistence allowance at the chapter 33 monthly housing allowance rate.  
Beneficiaries who receive rehabilitative evaluation, planning, and delivery services do not 
receive any payments.  This specific element of the program provides non-monetary 
assistance such as resumé preparation, job hunting strategies, interview preparation, and 
other assistance designed to help Veterans and Servicemembers find suitable employment.   

89%

9% 1% 1% 0%

Education Obligations in 2021: 
$13.3 billion

Ch. 33 Ch. 35 Ch. 30 Ch. 1606 Misc. Education Benefits

*Obligations are reported on 
the Summary of 

Readjustment Benefits chart.
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Summary of Readjustment Benefit Requirements 
(obligations in thousands) 

    2019     2020   
    Average     Average   
  Workload Benefits Obligations Workload Benefits Obligations 
Education Total 1/ 909,242  $13,186 $11,989,483 938,944  $13,834 $12,989,330 
  Chapter 33 714,346  $15,047 $10,748,939 727,519  $15,910 $11,574,656 
  Chapter 35 128,075  $6,724 $861,152 149,931  $6,870 $1,029,980 
    Sons and Daughters 104,165  $6,815 $709,866 122,889  $6,959 $855,216 
      College 101,568  $6,823 $693,027 120,292  $6,967 $838,023 
      Bellow College Level 2,464  $6,576 $16,203 2,464  $6,714 $16,543 
      On-the-Job-Training 133  $4,784 $636 133  $4,884 $650 
    Spouses and Widows(ers) 23,910  $6,327 $151,286 27,042  $6,463 $174,765 
      College 2/ 22,937  $6,348 $145,606 26,069  $6,481 $168,965 
      Bellow College Level  922  $5,933 $5,470 922  $6,058 $5,585 
      On-the-Job-Training  51  $4,111 $210 51  $4,198 $214 
Chapter 30 22,166  $9,744 $215,993 18,625  $10,354 $192,838 
      Veterans 17,975  $11,046 $198,543 14,747  $11,924 $175,834 
      Servicepersons 4,191  $4,164 $17,450 3,878  $4,384 $17,004 
Chapter 1606 44,356  $2,416 $107,149 42,868  $2,466 $105,730 
Chapter 1607 299  $4,890 $1,462              -             -                    -    
Work-Study 13,528  $3,558 $48,133 14,180  $3,658 $51,867 
High Technology Program              -             -    $1,377              -             -    $28,623 
Tuition Assistance          1,615  $2,220 $3,586         1,615  $2,282 $3,686 
Licensing and Certification 2,629  $618 $1,625 2,929  $635 $1,861 
National Exams  242  $285 $69 302  $293 $88 
 VR&E Total (Chapter 31)   95,491  $14,531 $1,387,614 100,044  $14,467 $1,447,288 
  Subsistence Allowance       85,587  $7,309 $625,587       89,685  $7,514 $673,894 
  Books, Tuition, Supplies, Fees, etc.       95,491  $7,980 $762,027     100,044  $7,731 $773,394 
 Special Assistance Total      $260,811     $283,540 
Specially Adapted Housing Grants         2,795  $43,786 $122,382         3,064  $45,522 $139,476 
Specially Adapted Housing Tech Grants                4  $199,938 $800                5  $200,000 $1,000 
Automobile Grants         1,969  $20,518 $40,401         1,969  $20,998 $41,346 
Adaptive Equipment         7,039  $13,813 $97,229         7,039  $14,451 $101,718 
 Indirect Benefits Total      $40,547     $46,005 
Contract Counseling (Chapter 36) 1,073  $2,207 $2,368 2,719  $2,207 $6,000 
State Approving Agencies     $23,604     $24,022 
Reporting Fees     $14,460     $15,357 
Reimbursement to GOE     $115     $626 
1/ Education workload is not a count of unique individuals; trainees switching education programs are counted in each program they 
trained in during the year.  Workload is the sum of chapters, not miscellaneous education benefits such as work-study. 

2/ includes caseload and obligations for correspondence training  
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Summary of Readjustment Benefit Requirements (cont.) 
(obligations in thousands) 

    2021     2022   
    Average     Average   
  Workload Benefits Obligations Workload Benefits Obligations 
Education Total  949,244  $13,993 $13,282,691 955,052  $14,284 $13,641,856 
Chapter 33 724,610  $16,230 $11,760,672 723,823  $16,643 $12,046,285 
Chapter 35 167,516  $7,028 $1,177,324 177,941  $7,155 $1,273,201 
Sons and Daughters 137,106  $7,120 $976,204 143,663  $7,254 $1,042,177 
      College 134,509  $7,127 $958,616 141,066  $7,261 $1,024,258 
      Bellow College Level 2,464  $6,868 $16,924 2,464  $6,997 $17,242 
      On-the-Job-Training 133  $4,997 $665 133  $5,091 $677 
Spouses and Widows(ers) 30,411  $6,613 $201,119 34,278  $6,738 $231,024 
      College 1/ 29,438  $6,630 $195,187 33,305  $6,755 $224,980 
      Bellow College Level  922  $6,197 $5,714 922  $6,314 $5,821 
      On-the-Job-Training  51  $4,294 $219 51  $4,375 $223 
Chapter 30 15,687  $10,490 $164,554 13,247  $10,613 $140,592 
      Veterans 12,098  $12,266 $148,396 9,925  $12,618 $125,235 
      Servicepersons 3,589  $4,502 $16,157 3,321  $4,624 $15,358 
Chapter 1606 41,431  $2,523 $104,535 40,041  $2,581 $103,353 
Chapter 1607                    -                -                    -                 -             -                    -    
Work-Study 14,421  $3,782  $54,538  14,574  $3,903 $56,881 
High Technology Program                    -                -    $15,000               -             -    $15,000 
Tuition Assistance               1,615  $2,360 $3,811        1,615  $2,436 $3,933 
Licensing and Certification 3,262  $657  $2,144  3,634  $678 $2,464 
National Exams  377  $303 $114 470  $313 $147 
 VR&E Total (Chapter 31)   102,583  $15,032 $1,542,002 104,890  $15,620 $1,638,427 
  Subsistence Allowance            91,964  $7,909 $727,335      94,033  $8,325 $782,783 
  Books, Tuition, Supplies, Fees, etc.          102,583  $7,942 $814,667    104,890  $8,158 $855,643 
 Special Assistance Total      $297,770     $313,995 
Specially Adapted Housing Grants              3,127  $47,662 $149,043        3,198  $49,835 $159,365 
Specially Adapted Housing Tech Grants                    -                -                    -                 -             -                    -    
Automobile Grants              1,969  $21,490 $42,314        1,969  $21,993 $43,304 
Adaptive Equipment              7,039  $15,118 $106,413        7,039  $15,816 $111,326 
 Indirect Benefits Total      $47,403     $48,134 
Contract Counseling (Chapter 36) 2,719  $2,207 $6,000 2,719  $2,207 $6,000 
State Approving Agencies     $24,599      $25,165 
Reporting Fees     $16,166     $16,318 
Reimbursement to GOE     $638     $651 
1/ Education workload is not a count of unique individuals; trainees switching education programs are counted in each program they 
trained in during the year.  Workload is the sum of chapters, not miscellaneous education benefits such as work-study. 

2/ includes caseload and obligations for correspondence training  
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Proposed Legislation 
 

 Mandatory Cost/(Savings) 
Dollars in Thousands 

Proposal 2021 5-Year 10-Year 
Permit Full Allocation of SAA Funding Including the 
COLA at the Beginning of the Fiscal Year ($192) ($905) ($1,892) 
Forfeiture of GI Bill Benefits After 
Veteran/Beneficiary Colludes in Fraud N/A N/A N/A 
Authorization of VA to Approve Interstate Commerce 
Carrier Apprenticeship Programs $0 $0 $0 
Allow VA to Contract with Another SAA to Fulfill 
SAA Duties $0 $0 $0 
Reallocation of SAA Funds $0 $0 $0 
Eliminate the Requirement to Submit a Signed 
Training Agreement for On-The-Job Training 
Programs $0 $0 $0 
Prevent Improper Payments by Barring Payment to 
Any Approved Programs of Education Which Fail to 
Meet Any Statutory Requirements $0 $0 $0 
Require an Individual to Make an Election to Receive 
Educational Assistance Under MGIB-AD (Chapter 30) $0 $0 ($31,864) 
Prevent VA from Providing Unlimited Amounts of 
Payment for Flight Training at Public Schools ($7,120) ($37,623) ($80,958) 
Approve Preparatory Courses for Licensing and 
Certification Exams for GI Bill Benefits $1,822 $12,378 $37,943 
Round-Down of the Computation of the COLA for 
Certain Education Programs for Ten Years ($1,514) ($12,696) ($51,052) 
Restoration of Entitlement to VR&E (Chapter 31) 
Assistance for Veterans with Service-Connected 
Disabilities Affected by a School Closure or 
Disapproval $657 $1,680 $3,467 
Eliminate Certain Provisions that Limit the Amount of 
SAH Assistance Available to Pay for Construction of 
an Adapted Home $6 $34 $77 
Authorize VA to Collect Overpayments of Grant 
Funds made under Chapter 21 ($65) ($361) ($834) 
Extension of Authority for the SAH Assistive 
Technology Grant Program $1,000 $5,000 $5,000 
Simplify Accounting for VA Education Benefits $0 $0 $0 
Total Savings ($5,406) ($32,493) ($120,113) 
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Vocational Rehabilitation Loan Program 

 

Notes: 
1/ Budget authority is appropriations for loan administrative and subsidy expenses.  
2/ Discretionary budget authority funds loan subsidy and administrative expenses. 
3/ Mandatory budget authority funds loan subsidy reestimates. 
4/ The 2020 President’s Budget and 2021 Request do not reflect the annual subsidy reestimates per OMB Circular No. A-11. 

Appropriation Language 

Vocational Rehabilitation Credit Program Account 
For the costs of direct loans, [$57,729] $33,826 as authorized by chapter 31 of title 38, 
United States Code: Provided, that such costs, including the cost of modifying such loans, 
shall be as defined in section 502 of the Congressional Budget Act of 1974; Provided 
further, that funds made available under this heading are available to subsidize gross 
obligations for the principal amount of direct loans not to exceed [$2,008,232] $2,469,522. 

In addition, for the costs of administration of the direct loans, [$401,880] $424,272, which 
may be paid to the appropriations fund for the General Operating Expenses (GOE) of the 
Veterans Benefits Administration (VBA). 
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2019 Actual 2020 President's
Budget 4/

2020 Current
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2021 Request 4/

$0.413 $0.459 $0.459 $0.458 

$0.021 $0.000 $0.003 $0.000

Summary of Budget Authority 1/ 2/ 3/-- Vocational
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Summary of Net 2021 Estimates 
(dollars in thousands) 

 Budget 
Authority 

 
Outlays 

Financing 
Authority 

Financing 
Disbursement 

Program Account 
Direct Loan Financing Account 

$458  
$0 

$458  
$0 

$0 
$123 

$0 
$123 

Total  $458  $458  $123  $123 
 

Summary of Budget Request 
Appropriations of $458,098 is requested to provide subsidy payments of $33,826 to the 
Vocational Rehabilitation Direct Loan Financing Account and to reimburse $424,272 to the 
appropriations fund for VBA’s GOE. 
 
Program Description 
Currently, non-interest direct loans up to $1,260 per Veteran, twice the amount of the 
indexed full-time subsistence allowance for a Veteran without dependents under chapter 31 
of title 38 United States Code (U.S.C.) 3112, are available to service-connected disabled 
Veterans that participate in the Department of Veterans Affairs (VA) Vocational 
Rehabilitation and Employment Program (VR&E). Vocational Rehabilitation Counselors 
approve these loans to those needing additional financial assistance. The loan program 
provides Veterans (i.e., borrowers) with the resources necessary for them to start, continue, 
or reenter vocational rehabilitation training if an unforeseen hardship occurs.   
 
These loans help ensure the success of VA's investments in Veterans participating in 
vocational rehabilitation training, which averaged approximately $588 per participant in 
2019. Repayment of the loans are made in monthly installments, without interest, through 
deductions from future payments of compensation, pension, subsistence allowance, or 
educational assistance allowance, ensuring all loans are fully repaid. The rate of repayment 
may not be less than 10 percent of the amount advanced unless the monthly benefit being 
used for repayment is less than 10 percent of the loan amount. The loans are repaid in full 
and in less than one year; that is, no loan defaults are expected. 
 
Federal Credit Reform 
The "Federal Credit Reform Act of 1990", Public Law (P.L.) 101-508, changed the 
accounting for Federal credit programs to more accurately measure their costs and to make 
them consistent with comparable non-credit transactions. The intent of credit reform is to 
separate subsidy costs, the cost to the government, from the non-subsidized cash flows of loan 
transactions and to focus on the former for budgeting and analysis. To accomplish this 
objective, the Vocational Rehabilitation Loan Program is managed using two accounts: Credit 
Program Account and Direct Loan Financing Account. 
 

Credit Program Account – On-Budget 
VA requests appropriations for subsidy payments and administrative expenses through the 
Credit Program Account. The program administrative expenses are reimbursed to VBA’s 
GOE account. The subsidy payments are estimated loan cash flows on a present value basis. 
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Summary of Appropriations Highlights – Program Account 
(dollars in thousands) 

 
 2019 

Actual 

2020 

2021 
Estimate 

Increase (+) 
Decrease (-) 

Budget 
Estimate 

Current 
Estimate 

Obligations 
   Direct loan subsidy 
   Upward Reestimates 
   Interest on Reestimates 
   Administrative expenses 

 
$22 
$15 
$0 

$396 

 
$58 
$0 
$0 

$402 

 
$58 
$3 
$0 

$402 

 
$34 
$0 
$0 

$424 

 
-$24 
-$3 
$0 

$22 

  Total obligations $434 $459 $462 $458 -$4 
Unobligated Balance: 
   Start of year 
   End of year 

 
$0 
$0 

 
  $0 
$0 

 
$0 
$0 

 
$0 
$0 

 
$0 
$0 

Budget authority (net) $434  $459 $462 $458 -$4 
Obligated Balance: 
   Start of year 
   End of year 

 
$0 
$0 

 
       $0 

$0 

 
$0 
$0 

 
$0 
$0 

 
$0 
$0 

Outlays (net) $434 $459 $462 $458 -$4 

Workload: 
   Number of loans established 
   Average loan amount (dollars) 
   Total Loan Amount  

 
 

1,976 
$588 

$1,162 

 
1,970 

$1,019 
$2,008 

 
 

1,970 
$1,019 
$2,008 

 
2,376 

$1,040 
$2,470 

 
 

405 
$20 

$461 

 Loan subsidy rate 1.90% 2.87% 2.87% 1.37% -1.50% 

Average Employment/FTE: 
Veterans Benefits Administration 

 
3 

 
3 

 
3 

 
3 0 

Note: The dollar amounts may not add due to rounding in this and subsequent tables.    

Detail of Budget Request  
The subsidy rate is estimated to be 1.37 percent for new loans in 2021. The average default 
rate for these loans are expected to be 0 percent because all the loans should be fully repaid 
from other VBA payments to the borrowers. The subsidy rate supports funding an estimated 
2,376 new loans with an average loan size of $1,040 and a value of $2,469,522 for a subsidy 
cost of $33,826. VBA requests $424,272 for three FTE to administer the program.  

Changes from Original 2020 Budget Estimate 
The 2020 Credit Program Account’s budget authority of $462,000 shows a small increase 
of $3,000 from the original 2020 budget estimate, primarily for loan administrative 
expenses. 
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Analysis of Increases and Decreases – Outlays 
(dollars in thousands) 

 2020 
Current Estimate 

2021 
Estimate 

Prior year outlays (net) $434  $462  
Increases (+) and Decreases (-) 
   Loan Subsidy 
   Upward Reestimates 
   Administrative expense 
   Change in obligated balance/other 

 
$36  

-$13 
$6  
$0 

 
-$24 
-$3 
$22 
$0 

Net Change $29  -$4 
Estimated Outlays (net) $462  $458 

 
The 2020 net outlays are projected to increase by $29,000 primarily due to a $36,000 
increase in loan subsidy, a $13,000 decrease in upward reestimates, and a $6,000 increase 
in administrative expenses. The subsidy rate (2.87 percent vs. 1.90 percent) is projected to 
increase, and the average loan amount ($1,019 vs. $588) is projected to increase in 2020 
from 2019. In addition, the number of loan disbursements (1,970 vs. 1,976) is projected to 
decrease; and the amount of loan obligations ($2,088,233 vs. $1,162,090) is projected to 
increase in 2020. 
 
The 2021 net outlays are projected to decrease by $4,000 primarily due to a $24,000 
decrease in loan subsidy and a $3,000 decrease in upward reestimates, and an offsetting 
$22,000 increase in loan administrative expenses. The change in the loan subsidy estimate 
reflects a decrease in the 2021 subsidy rate to 1.37 percent, compared with the 2020 subsidy 
rate of 2.87 percent. The upward reestimates of 2021 will not be calculated until during the 
2022 President’s budget formulation. 
 
Direct Loan Financing Account – Off-Budget 
The Vocational Rehabilitation Direct Loan Financing Account is an off-budget account that 
records all financial transactions (that is, obligations, collections, and outlays associated 
with direct loan originations). The Direct Loan Financing Account is used primarily for the 
tracking of each cohort year’s loan activity and is not included in the budget totals when 
calculating total government spending. 
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Financial Summary 
(dollars in thousands) 

 
 2019 

Actual 

2020 

2021 
Estimate 

Increase (+) 
Decrease (-) 

Budget 
Estimate 

Current 
Estimate 

Obligations: 
   Direct loans  
   Downward Reestimates 
   Interest on Downward Reestimates 
   Interest on Treasury borrowing 

 
$1,162 

$0 
$7 

$57 

 
$2,395 

$0 
$0 
$0 

 
$2,008 

$6 
$4 
$0 

 
$2,470 

$0 
$0 
$0 

 
$461  

-$6 
-$4 
$0 

Total obligations 
 

$1,226 
 

$2,395 
 

$2,018 
 

$2,470 $452  
Unobligated Balance: 
   Start of year 
   End of year 

 
$235 
$427 

 
$0 
$0 

 
$427 

$0 

 
$0 
$0 

 
-$427 

$0 
Obligated Balance: 
   Start of year 
   End of year 

 
$6 
$3 

 
$6 
$6 

 
$3 
$3 

 
$3 
$3 

 
$0 
$0 

Offsetting Collections: 
   Loan Repayments 
   Interest on Uninvested Funds 
   Payments from Program Account 
   Upward Reestimates 

 
$1,225 

$35 
$22 
$15 

$2,239 
$14 
$72 
$0 

   $1,573 
$31 
$58 
$3 

 
$2,284 

$28 
$34 
$0 

$711 
-$3 

-$24 
-$3 

Total offsetting collections 
 

$1,298 
 

$2,325 
 

$1,665 
 

$2,347 
 

$682 
Financing:   
   Financing authority, net 
   Financing disbursements, net 

 
$355 
-$70 

 
$70  
$70 

 
$353  
$353 

 
$123  
$123 

 
-$230 
-$230 

 
Summary of Off-Budget Financing Account 
Direct loan obligations are estimated to be $2,470,000 in 2021, an increase of $461,000 from 
the 2020 level. The loan increase reflects the number of loans that is estimated to be 
established (2,376 vs. 1,970), given historical data.  
 
Offsetting collections in 2021 are estimated to be $2,347,000, an increase of $682,000 from 
the 2020 level. This is due to an increase of $711,000 in loan repayments and an offsetting 
decrease of $24,000 in subsidy payment.   
 
The 2021 offsetting collections of $2,347,000 are estimated to be less than the obligations of 
$2,470,000 with a resulting net financing authority of $123,000. 
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Analysis of Increases and Decreases – Outlays 
(dollars in thousands) 

 2020 
Current Estimate 

2021 
Estimate 

Prior year Financing Disbursement (net) -$70 $353  
Increases (+) and Decreases (-) 
Obligations: 
   Direct loans  
   Downward Reestimates 
   Interest on Treasury borrowing 
   Subtotal Obligations 
Offsetting collections 
   Loan Repayments 
   Interest on Uninvested Funds 
   Payments from Program Account 
   Upward Reestimates 
   Change in obligated balance/other 
   Subtotal Offsetting Collections 

 
 

$846 
$2 

                     -$57 
$792 

 
-$349 

$4 
-$36 
$13 

                        -$2 
-$370 

 
 

$461 
-$9 

                       $0 
$452 

 
-$711 

$3 
$24 
$3 

                         $0  
                   -$682 

Net Change $422  -$230 
Estimated Financing Disbursement (net) $353  $123  
 
The 2020 net financing disbursements are estimated to increase by $422,000. This is primarily 
due to an increase in obligations by $792,000 and an offsetting decrease in loan repayments 
by $349,000. 
 
The 2021 net financing disbursements are estimated to decrease by $230,000, which is 
primarily due to an increase in offsetting collections by $682,000 with an offsetting 
increase in obligations by $452,000. The annual reestimates of 2021 will not be calculated 
until the 2022 President’s budget formulation. 
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Post-Vietnam Era Veterans’ 
Education Account 

 

Program Description 
Title 38, United States Code (U.S.C.) chapter 32, Post-Vietnam Era Veterans' Educational 
Assistance Program (VEAP) is a voluntary contribution and matching program established 
under Public Law (P.L.) 94-502.  To be eligible, an individual must have initially entered 
active duty on or after January 1, 1977, and before July 1, 1985; enrolled and contributed 
before April 1, 1987; and served continuously for more than 180 days.  Individuals on active 
duty could enroll and contribute between $25 and $100 per month up to a total of $2,700.  An 
individual on active duty could make a lump-sum contribution at any time before his or her 
discharge or release if he or she has not yet contributed $2,700.  The government matches 
contributions on a 2-for-1 basis, but may make additional contributions, or "kickers," on behalf 
of individuals in critical military fields, as determined by the Department of Defense (DoD), 
to encourage individuals to enlist or reenlist.  VEAP participants who disenroll from the 
program may request a refund of prior contributions.   

The Educational Assistance Program for Persons Enlisting for Active Duty authorized in 
section 901 of P.L. 96-342 is a non-contributory program in which individuals or eligible 
dependents may receive educational assistance and subsistence allowance while training at 
accredited educational institutions.  The program is funded by DoD and codified in Title 10 
U.S.C. chapter 106A. 

The Educational Assistance Pilot Program authorized in section 903 of P.L. 96-342, is a non-
contributory modified chapter 32 benefit.  It differs from the basic chapter 32 program in that 
the service department makes the individual's monthly contributions, and certain individuals 
are permitted to transfer the entitlement to their spouses or children.  This program is codified 
in Title 10 U.S.C. 2141(a).   

Participants have been afforded opportunities to enroll in the Montgomery GI Bill (MGIB):   

 P.L. 101-510, the National Defense Authorization Act for Fiscal Year 1991, allowed 
Servicemembers enrolled or eligible to reenroll in VEAP, who were involuntarily 
separated from service on or after February 3, 1991, an opportunity to make an 
irreversible election to receive assistance under the MGIB educational assistance 
program in lieu of VEAP.   

 P.L. 102-484, the National Defense Authorization Act for Fiscal Year 1993, allowed 
certain Servicemembers who voluntarily separated from the military on or after 
December 5, 1991, to be eligible for the MGIB program effective October 23, 1992.   

 P.L. 104-275, the Veterans Benefits Improvement Act of 1996, provided an 
opportunity for chapter 32 (and section 903) to enroll in the MGIB program.  Under 
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this law, the Servicemember must have been a VEAP participant on October 9, 1996, 
and made a permanent election to become eligible for the MGIB program.  Individuals 
who elected to disenroll from VEAP paid $1,200 into the Department of Treasury’s GI 
Bill receipt account to establish eligibility under the MGIB program. 

 

Post-Vietnam Era Veterans’ Education Program 
Fund Highlights and Caseload Summary 

(dollars in thousands) 
  2019 2020 2021   
  Actual Budget Current Estimate Increase (+) 
  Estimate Estimate Decrease (-) 
Obligations:           
Training $0  $9  $0  $0  $0 
Section 901 Training $0  $1  $0  $0  $0 
Disenrollments $106  $133  $101  $96  -$5 
Total Obligations $106  $143  $101  $96  -$5 
Budget Authority  
(trust fund, indefinite) $0  $0  $0  $0  $0  
Outlays $107  $144  $102  $96  -$5 
Unobligated balance: 
   Start of year $61,698  $61,548  $61,592  $61,491  -$101 
   End of year $61,592  $61,405  $61,491  $61,395  -$96 
Caseload/Participants           
Trainees 0  2  0  0  0 
Section 901 Trainees 0  1  0  0  0 
Disenrollments 78  60  74  70  -4 
Participants, end of year 115,390  115,346  115,316  115,246  -70 
Average Payments  
(whole dollars)           
Training $0  $5,044  $0  $0  $0 
Section 901 Training $0  $1,000  $0  $0  $0 
Disenrollments $1,363  $2,194  $1,363  $1,363  $0 

     Note: Dollars may not add due to rounding in this and subsequent charts 
 
Summary of Budget Request 
No appropriation action by Congress is required.  Budget authority, consisting of transfers 
from DoD and deposits from participating Servicemembers, are available as permanent and 
indefinite authority.  VA currently estimates that the unobligated balance carried forward from 
prior years will provide sufficient funding for VEAP through 2021.  VA does not anticipate 
receiving additional deposits from participating Servicemembers or transfers from DoD.  
Therefore, no additional budget authority is identified in this request to fund the estimated 
obligations of $96 thousand for 70 disenrollment refunds.   
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Changes from the Original 2020 Estimate 
Current estimated obligations for 2020 decrease by $42 thousand from the original estimate.  
This is due to the net effect of an increase in disenrollments (74 vs. 60), a decrease in total 
trainees (0 vs. 3), and a decrease in the average cost per disenrollment ($1,363 vs. $2,194).   
 

Post-Vietnam Era Veterans’ Education Program 
Analysis of Increases and Decreases 

(dollars in thousands) 

  
2020 

Estimate 
2021 

Estimate 
Prior year obligations $106  $101  
Disenrollments -$5 -$5 
Net change -$5 -$5 
Estimated obligations $101  $96  

 
Analysis of Increases and Decreases 
In 2021, obligations are projected to be $96 thousand, a decrease of $5 thousand from the 2020 
level of $101 thousand.  Disenrollment obligations (refunds) are projected to decline by $5 
thousand as a result of fewer participants disenrolling (70 vs. 74).  The number of participants 
will continue to decline because the program is closed to new enrollments, and eligibility is 
restricted to persons who first entered active duty prior to July 1, 1985.   
 
Program Highlights 
In 2019, no participants trained under VEAP for the first time in the program’s history.  For 
budget purposes, no future training is anticipated in the program.  During 2021, 70 
participants are expected to disenroll from this program and receive $96 thousand in 
refunds. 
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Veterans Housing Program 

 
Notes: 
1/ The budget authority is for the Credit Program Account. 
2/ The budget authority is appropriations for loan administrative and subsidy expenses.   
3/ The 2020 President’s budget and 2021 request do not reflect the annual subsidy reestimates per OMB Circular No. A-11. 
 
Appropriation Language 

Housing Credit Program Account  
For the costs of direct loans and loan guarantees, such sums as may be necessary to carry 
out the program, as authorized by subchapters I through III of chapter 37 of title 38, 
United States Code: Provided, That such costs, including the cost of modifying such 
loans, shall be as defined in section 502 of the Congressional Budget Act of 
1974:  Provided further, That during fiscal year [2020] 2021, within the resources 
available, not to exceed $500,000 in gross obligations for direct loans are authorized for 
specially adapted housing loans. 
 
In addition, for the costs of administration of direct loans and loan guarantees, as authorized 
by subchapters I through III of chapter 37 of title 38, United States Code, [$200,377,391] 
$204,400,000.  
 
 
 
 
 
 

$0

$100

$200

$300

$400

$500

2019 Actual 2020 President's
Budget 3/

2020 Current
Estimate

2021 Request 3/

$200.6 $200.4 $200.4 $204.4 

$217.8 

$8.9 
$78.5 

$0.0 

Summary of Budget Authority 1/ 2/ – Housing
($ in millions)

Mandatory
Discretionary



VBA-104                 Mandatory Housing  

 
 

Housing Mortgage Loan Programs 
Summary of Appropriations Highlights 

(dollars in thousands) 
 

  
  

  2020    
 

Increase (+) 
Decrease (-) 

2019 
Actual 

Budget 
Estimate 

Current 
Estimate 

2021 
Request 

Obligations:           
   Liquidating Account $2,088 $2,833 $1,825 $1,600 -$225 
   Program Account $403,072 $209,262 $278,831 $204,400 -$74,431 
   Total Obligations $405,159 $212,095 $280,656 $206,000 -$74,656 
Budget Authority:           
   Mandatory, Program Account $217,843 $8,885 $78,454 $0 -$78,454 
   Mandatory, Liquid. Account -$8,681 -$6,839 -$7,089 -$5,360 $1,729 
   Discretionary Program Account $200,612 $200,377 $200,377 $204,400 $4,023 
Total Budget Authority $409,774 $202,422 $271,742 $199,040 -$72,702 
Outlays:           
   Liquidating Account -$10,184 -$6,839 -$6,278 -$5,360 $918 
   Program Account $391,804 $209,262 $278,831 $204,400 -$74,431 
   Total Outlays $381,620 $202,422 $272,553 $199,040 -$73,513 
Active Home Mortgage Loans1 3,267,970 n/a 3,501,393 3,699,090 197,697 
Notes: In the table, total amounts may not equal summation of the individual line amounts because of rounding errors. Active home 
mortgage loans are for the Veterans Housing Benefits Program Fund (for example, Accounts 4025 and 4129).  

 
Summary of Budget Request  
The 2021 appropriations request of $204.4 million is discretionary funding for housing loan 
program administration. The mandatory appropriations request is zero because the housing 
loan programs have negative loan subsidy rate estimates. The negative subsidy rates are 
informed by low mortgage portfolio claim or foreclosure rates that result from low mortgage 
rates, a tight labor market, a continued rise in home sales and home prices, and foreclosure 
avoidance efforts by the Department of Veterans Affairs (VA). VA expects continuation of 
the favorable market conditions in the future for VA home loans.  
 
The discretionary appropriations request of $204.8 million is estimated administrative 
expenses for the Office of General Counsel (OGC), the Office of Information and 
Technology (OIT), and the Veterans Benefits Administration (VBA) at VA.  
 
Liquidating loans of the housing program have sufficient resources to satisfy obligations 
through offsetting collections from loan principal and interest payments and home sales 
proceeds. 
 
Loan guarantee subsidies of the housing loan programs reflect the government’s estimated 
cost of making these loan, net of recoveries, on a net present value basis. In 2021, loan 
guarantees are estimated to have a subsidy rate of -0.50 percent for 550,726 new home 
                                                           
1 Data source is WebLGY. The estimates are derived from active mortgage loan volume of 3,303,697 as of November 2019 and 
extrapolation using 10-year averages from the last 10 fiscal years.  
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loans, with an average loan size of $259,433 and a value of $142.9 billion.2 The home loans 
do not require subsidy appropriations. The loan data summary table, which follows, presents 
information for three years.  
 
Loan sales securities guarantee subsidies of the housing loan programs reflect the 
government’s estimated cost of making these loan, net of recoveries, on a net present value 
basis. In 2021, VA expects no new loan sales securities guarantee issuance this year and the 
subsequent years. 
 
Direct loan subsidies of the housing acquired and vendee loan programs reflect the 
government’s estimated cost of making these loan, net of recoveries, on a net present value 
basis. In 2021, the acquired direct loans are estimated to have a subsidy rate of -1.57 percent 
to finance 72 new loans, with an average loan size of $34,116 and a value of $2.5 million. 
The acquired direct loans are used to finance VA purchase of mortgages from VA home 
loan guarantee lenders, as a foreclosure avoidance effort by VA.  
 
In 2021, the vendee direct loans are estimated to have a subsidy rate of -22.54 percent to 
finance 532 new loans, with an average loan size of $181,799 and a value of $96.8 million. 
Vendee direct loans are used by homebuyers to purchase foreclosed homes from VA.3  
 
Both types of direct loans are estimated to have negative subsidy rates; that is, they require 
no mandatory appropriations in 2021. Direct loan portfolio mortgage rate and default rate 
assumptions are likely reasons for the estimated negative subsidy rates.   
 
VA transitional housing loan guarantee subsidies reflect the estimated cost to the 
government that it does not expect to recover on a net present value basis. In 2012, VA 
stopped using this housing loan program to guarantee any new direct loans by the Federal 
Financing Bank (FFB). Thus, this loan program does not require subsidy appropriations in 
2021.  
 
 
 
 
 
 
 
 
 
 
 
 
 
                                                           
2 A negative subsidy rate means a loan portfolio generates cost savings for the government driven by events such as favorable 
mortgage portfolio default and recovery rate assumptions. 
3 About 6 percent of VA home sales proceeds may need financing by vendee direct loans annually. 
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Housing Loan Program Data Summary 
(dollars in thousands) 

 

  

 
2019 

Actual 

2020  
2021 

Request 

  
Increase (+) 
Decrease (-) 

Budget 
Estimate 

Current 
Estimate 

Veterans Housing Benefit Program: 
Guaranteed Loans:           
   Subsidy rate  0.07% -0.30% -0.30% -0.50% -0.20% 
   Number of guaranteed loans 661,353 562,178 669,116 550,726 -118,389 
   Amount of guaranteed loans    $187,409,206  $158,024,427  $170,736,517  $142,876,592  -$27,859,925 
   Average loan amount $283,372  $281,093  $255,167  $259,433  $4,266  
Loan Sales Securities:           
   Subsidy rate 0.00% 0.00% 0.00% 0.00% 0.00% 
   Guaranteed loans sold:           
   Number of loans sold 0 0 0 0 0 
   Amount of loans sold $0  $0  $0  $0  0 
   Average loan amount      $0  $0  $0  $0  $0  
   Gross proceeds from sale $0  $0  $0  $0  0 
Direct Loans:            
   Acquired Loans:           
    Subsidy rate 6.33% 17.77% 17.77% -1.57% -19.33% 
    Number of Loans 6 65 65 72 7 
    Total amount of loans $592  $17,934  $2,174  $2,462  $288 
    Average loan amount  $98,662  $274,946  $33,447  $34,116  $669  
   Vendee Loans:           
    Subsidy rate -5.47% 8.51% 8.51% -22.54% -31.05% 
    Number of Loans 353 247 483 532 50 
    Total amount of loans $70,628  $35,787  $86,025  $96,807  $10,782 
    Average loan amount  $200,079  $144,812  $178,234  $181,799  $3,565  

Notes: Average loan amounts are in dollars. The direct loan subsidy rate changes are because of expected increases in direct loan portfolio 
mortgage interest rates for 2021.  
 

Federal Credit Reform 
The "Federal Credit Reform Act of 1990," P.L. 101-508, changed the accounting for Federal 
credit programs to more accurately measure their costs and to make them consistent with and 
comparable to non-credit transactions. The intent of credit reform is to separate subsidy costs, 
the cost to the government, from the non-subsidized cash flows of credit transactions and to 
focus on the former for budgeting and analysis. To accomplish this objective, the VA housing 
loan program is separated into six accounts: the Credit Program Account, the Guaranteed 
Loan Financing Account, the Direct Loan Financing Account, the Loan Sales Securities 
Guaranteed Loan Financing Account, the Liquidating Account, and the Guaranteed 
Transitional Housing Direct Loan Financing Account.   
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Credit Reform Accounts Descriptions 
 
Credit Program Account – On-Budget: 
The Credit Program Account records the loan subsidy costs of the government that are 
associated with direct loans obligated and loan guarantees committed since 1992 and their 
related administrative expenses of the VA housing loan programs. The subsidy costs are 
calculated on a net present value basis. All administrative expenses are estimated on a cash 
basis.   
 
Guaranteed Loan Financing Account – Off-Budget: 
The Guaranteed Loan Financing Account (GLFA) is a non-budgetary account that records all 
financial transactions to and from the government resulting from loan guarantees, committed 
since 1992 (including loan guarantee modifications by VA). Its primary purpose is financial 
tracking of each cohort year's loan activity and is not included in federal budget totals.  
 
Direct Loan Financing Account – Off-Budget: 
The Direct Loan Financing Account (DLFA) is a non-budgetary account that records all 
financial transactions to and from the government resulting from direct loans obligated since 
1992.  
 
The DLFA primarily tracks each cohort year's loan activity (principal and interest payments, 
Treasury borrowing, interest paid to or received from Treasury, and so on) and is not included 
in the budget totals when calculating total government spending. In 2007, the DLFA began 
executing two distinct sub-accounts for newly acquired and vendee direct loans after 2006.   
 
Loan Sales Securities Guaranteed Loan Financing Account – Off-Budget: 
The Guaranteed Loan Sales Securities Account (LSSA) established in 1999 to record 
transactions from the guarantee of Vendee loans sold under the Vendee Mortgage Trust 
(VMT) Securitization Program. Similar to the DLFA and GLFA, this account’s primary 
purpose is the financial tracking of each cohort year’s loan sale activity and is not included 
in budget totals when calculating total government spending.   
 
Liquidating Account – On-Budget: 
The Liquidating Account records all cash flows to and from the government resulting from 
VA direct loan obligations and loan guarantee commitments before 1992. This account is 
shown on a cash basis. All new VA acquired and vendee direct loan obligations in 1992 and 
after are recorded in the DLFA. All new VA loan guarantee commitments in 1992 and after 
are recorded in the GLFA. 
 
Guaranteed Transitional Housing Direct Loan Financing Account – Off-Budget: 
The Guaranteed Transitional Housing Direct Loan Financing Account is a non-budgetary 
account that records all financial transactions to and from the government resulting from 
direct loan obligations. This financing account is used primarily for financial tracking of 
each cohort year’s loan activity within the financing account and is not included in budget 
totals when calculating total government spending. The programs sole direct loan was 
funded with borrowing from the FFB. For budgetary and financial reporting purposes, the 
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loan is treated as a debt of VA. Therefore, although this is a loan guarantee program, all its 
transactions are accounted for as a direct loan program.   
 
Program Description 
The housing loan programs help eligible Veterans, active duty personnel, surviving spouses, 
and members of the Reserves and National Guard purchase and retain homes and refinance 
mortgages in recognition of their service to the Nation. When a borrower purchases a home 
or refinances a mortgage, the program operates by effectively substituting the Federal 
Government's guaranty for a down payment that might otherwise be required.   
 
Under 38 U.S.C. 3703, the guaranty amount for a borrower with full entitlement (first-time 
users of the program or users whose entitlement is fully restored) is as follows: 
 

 50 percent for loans of $45,000 or less; 

 $22,500 for loans greater than $45,000, but no more than $56,250; 

 The lesser of $36,000 or 40 percent of the loan amount for loans greater 
than $56,250, but not more than $144,000; or 

 25 percent of the loan amount for loans greater than $144,001. 
 
Avoiding foreclosure is critical to helping Veterans. VA's goal is to help Veterans retain 
their homes and to reduce the likelihood of foreclosure. VA and loan servicers take 
aggressive intervention actions when loans are more than 60 days in default. The benefits 
of assisting borrowers in default include Veterans retaining their homes and minimizing 
damages to their credit ratings, as well as cost savings to the government.  
 
VA charges various upfront loan funding fees according to the fee structure authorized in 38 
U.S.C. 3729. The statutory funding fee rates are stipulated in the included loan fee structure 
table. A person who pays a fee for a loan guaranteed or insured after December 31, 1989, or 
who is exempt from payment of the fee, will have no liability to VA for any loss resulting 
from default except in the case of fraud, misrepresentation, or bad faith. This exemption does 
not apply to manufactured homes under Section 3712 or to loan assumptions.   
 
Loan guarantee borrowers are allowed to finance any funding fees at 30-year fixed-rate 
mortgage averages. But some borrowers are allowed to finance any funding fees at adjustable 
interest rate averages as adjustable-rate mortgages (ARMS) or hybrid adjustable-rate 
mortgages (HARMS). The mortgage rates are based on market interest rates. The related 
eligible borrowers of direct loans are not required to make loan down payments and to pay 
market interest rates. The direct loans have no lending size limits. Any person or a Veteran 
pays a funding fee rate of 2.250 percent of the direct loan amount unless exempt due to receipt 
of service-connected disability compensation, in accordance Title 38 U.S. Code, Chapter 37, 
section 3729(b)(2)(J), Loan Fee Table, and section 3729(c), Wavier of Fee. An eligible 
borrower is any person. All the housing loan guarantee and direct loan programs are 
supervised by VA and are administered by VA contractors. 
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P.L. 111-275, Sections 204 and 802, effective October 13, 2010, provides VA with new 
housing program authority. Section 204 allows the housing programs to waive housing loan 
fees for certain Veterans with service-connected disabilities called to active service. Section 
802 allows the housing program the option to purchase a VA-guaranteed loan that is modified 
under bankruptcy proceedings.   
 
P.L. 112-26, enacted in August 2011, set the loan guaranty funding fee rate for subsequent 
loans at 2.8 percent for 2012 only. P.L. 112-56, Section 265 was enacted in November 2011 
and superseded P.L. 112-26. P.L. 112-56 extended 2011 loan guaranty funding fee rates from 
November 22, 2011, through September 30, 2016.  P.L. 112-154, Section 702(b) of Honoring 
America’s Veterans and Caring for Camp Lejeune Families Act of 2012 extended these 
funding fee rates through September 30, 2017. P.L. 113-146, Veterans Access, Choice and 
Accountability Act of 2014, Section 704 extended the funding fee rates through September 
30, 2024. P.L. 115-46, VA Choice and Quality Employment Act of 2017, Section 402 
extended the funding fee rates through September 30, 2027. P.L. 115-182, VA Mission Act, 
Section 508 extended the funding fee rates through September 30, 2028.   
 
P.L. 116-23, Blue Water Navy Vietnam Veterans Act of 2019, Section 6(b), enacted June 25, 
2019, made several changes to the loan fee table, including: temporarily increasing certain 
categories of loans ranging from 0.15 to 0.30 percent, effective January 1, 2020, through 
December 31, 2021; eliminating any difference in funding fee rates between Reservist 
borrowers and all other Veteran borrowers, effective January 1, 2020, and; lowering funding 
fee rates for Reservist borrowers after December 31, 2021. Section 6 also increased funding 
fee rates for one year from October 1, 2028, through September 30, 2029.  P.L. 116-23, 
Section 6(c) added a waiver of fees for service members on active duty who have received 
the Purple Heart and provide evidence of such award on or before the date of loan closing. 
 
P.L. 116-23, Section 6, 133 Stat. 966, amended 38 U.S.C. § 3703(a)(1) by removing the 
guaranty loan limit for loans greater than $144,000 (for example, the Freddie Mac 
Conforming Loan Limit), thereby enabling Veterans to obtain a zero down-payment loan 
with a 25 percent VA guarantee when they live in a high-cost area. That is, the VA loan 
limits were eliminated for primary residences. In previous years, borrowers were required 
to make down payments if they took out loans above the limits.  
 
P.L. 116-23, Section 7 amended 38 U.S.C. § 3731(b) by authorizing VA-designated 
appraisers to rely on third-parties for appraisal-related information; this section also 
authorized VA to issue guidance to implement this section before prescribing new 
regulations.   
 
P.L. 112-154, Section 702(c) of Honoring America’s Veterans and Caring for Camp Lejeune 
Families Act of 2012 reinstated the temporary increase to the maximum guaranty amount that 
expired on December 31, 2011. The increase in the guaranty amount was effective August 6, 
2012 through December 31, 2014. 
 
P.L. 116-33, Protecting Affordable Mortgages for Veterans Act of 2019, stipulated 
seasoning requirements for certain refinanced mortgage loans.  
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VA is authorized to make direct loans to severely disabled Veterans in connection with 
Specially Adapted Housing Grants. The maximum loan amount is $33,000. 
Veterans may also obtain guaranteed loans to buy new or used manufactured homes and to 
buy or improve lots for placement of manufactured homes. The guaranteed loan amount is 
lesser of 40 percent of the loan amount or $20,000. Veterans are charged a funding fee of 1 
percent of the loan amount. 
 
The guaranteed transitional housing loan program was established by P.L. 105-368, the 
“Veterans Benefits Enhancement Act of 1998.” In 2005, the program started as a pilot project 
with a goal to expand the supply of transitional housing for homeless Veterans by providing 
up to 15 loans with a maximum aggregate value of $100 million. The project enforces sobriety 
standards and provides a wide range of supportive services, such as counseling for substance 
abuse and job readiness skills. The Veterans, once employed, are required to pay a moderate 
fee(s).   
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Housing Loan Fee Structure 
  Veterans Reservists 
First Time Use     
Down payment     

Less than 5 percent     
- October 1, 2004 until December 31, 2019 2.15% 2.40% 
- January 1, 2020 through December 31, 2021 2.30% 2.30% 
- January 1, 2022 through September 30, 2029 2.15% 2.15% 
- On or after October 1, 2029 1.40% 1.40% 

At least 5 percent but less than 10 percent     
- October 1, 2004 until December 31, 2019 1.50% 1.75% 
- January 1, 2020 through December 31, 2021 1.65% 1.65% 
- January 1, 2022 through September 30, 2029 1.50% 1.50% 
- On or after October 1, 2029 0.75% 0.75% 

10 percent or more     
- October 1, 2004 until December 31, 2019 1.25% 1.50% 
- January 1, 2020 through December 31, 2021 1.40% 1.40% 
- January 1, 2022 through September 30, 2029 1.25% 1.25% 
- On or after October 1, 2029 0.50% 0.50% 

Second and Subsequent Use     
Down payment     

Less than 5 percent*     
- October 1, 2004 until December 31, 2019 3.30% 3.30% 
- January 1, 2020 through December 31, 2021 3.60% 3.60% 
- January 1, 2022 through September 30, 2029 3.30% 3.30% 
- On or after October 1, 2029 1.25% 1.25% 

At least 5 percent but less than 10 percent     
- October 1, 2004 until December 31, 2019 1.50% 1.75% 
- January 1, 2020 through December 31, 2021 1.65% 1.65% 
- January 1, 2022 through September 30, 2029 1.50% 1.50% 
- On or after October 1, 2029 0.75% 0.75% 

10 percent or more     
- October 1, 2004 until December 31, 2019 1.25% 1.50% 
- January 1, 2020 through December 31, 2021 1.40% 1.40% 
- January 1, 2022 through September 30, 2029 1.25% 1.25% 
- On or after October 1, 2029 0.50% 0.50% 

Refinancing loans      
Interest Rate Reduction 0.50% 0.50% 

Others     
Loan under section 3733(a) (vendee financing) 2.25% 2.25% 
Assumptions (a loan transfer to a new borrower) 0.50% 0.50% 
Service-connected disability 0.00% 0.00% 
Purple Heart Recipients (borrowers with award evidence) 0.00% NA 

Notes: The less than 5-percent loan down funding fee rates apply to cash-out refinancing loans. Service-connect disabled Veterans are 
in-receipt of or eligible for service-connected disability compensation. 
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Housing Liquidating and Program Accounts 
Summary of Appropriation Highlights 

(dollars in thousands) 
  

 

  
 

2019 
Actual  

 2020    
 

2021 
Request  

  
  

Increase (+) 
Decrease (-) 

 
Budget 

Estimate 

 
Current 
Estimate 

Liquidating:           
   Program Obligations $2,088 $2,833 $1,825 $1,600 -$225 
   Unobligated Balance:           
   Start of year $748 $430 $962 $0 -$962 
   End of year $962 $0 $0 $0 $0 
   Transfer to General Fund  -$9,429 -$7,269 -$8,051 -$5,360 $2,691 
   Offsetting Collections $11,568 $9,672 $8,914 $6,960 -$1,954 
   Budget Authority -$8,681 -$6,839 -$7,089 -$5,360 $1,729 
   Outlays -$10,184 -$6,839 -$6,278 -$5,360 $918 
Housing Program:           
Loan Subsidy Obligations:           
   Veterans Housing Guaranteed $129,382 $0 $0 $0 $0 
   Veterans Housing Loan Sales $0 $0 $0 $0 $0 
   Veterans Housing Direct Acquired $38 $3,186 $386 $0 -$386 
   Veterans Housing Direct Vendee $0 $5,698 $7,321 $0 -$7,321 
   Veterans Housing Trans. Loans $0 $0 $0 $0 $0 
Loan Subsidy Modifications:           
   Veterans Housing Guaranteed $0 $0 $0 $0 $0 
Upward Reestimates, incl. interest:           
   Veterans Housing Guaranteed $66,370 $0 $60,806 $0 -$60,806 
   Veterans Housing Loan Sales $4,298 $0 $0 $0 $0 
   Veterans Housing Direct Acquired $15,651 $0 $8,243 $0 -$8,243 
   Veterans Housing Direct Vendee $2,104 $0 $1,698 $0 -$1,698 
   Administrative Expenses:           
   Veterans Benefits Administration $153,214 $152,777 $152,777 $156,600 $3,823 
   General Counsel $3,034 $3,600 $3,600 $3,800 $200 
   Information Technology $28,981 $44,000 $44,000 $44,000 $0 
Obligations $403,072 $209,262 $278,831 $204,400 -$74,431 
Unobligated Balance:           
   Unobligated Balance Unexpired $45,307 $45,307 $60,421 $60,421 $0 
   Start of year  -$269 $0 $0 $0 $0 
   End of year $60,421 $45,307 $60,421 $60,421 $0 
Budget Authority (net) $418,186 $209,262 $278,831 $204,400 -$74,431 
Obligated Balance:           
   Start of year $0 $753 $11,268 $11,268 $0 
   End of year $11,268 $753 $11,268 $11,268 $0 
Outlays $391,804 $209,262 $278,831 $204,400 -$74,431 
Total Obligations  $405,159 $212,095 $280,656 $206,000 -$74,656 
Budget Authority:           
   Appropriation, mandatory $217,843 $8,885 $78,454 $0 -$78,454 
   Appropriation, discretionary    $200,612 $200,377 $200,377 $204,400 $4,023 
   Liquidating Account -$8,681 -$6,839 -$7,089 -$5,360 $1,729 
Total Budget Authority $409,774 $202,422 $271,742 $199,040 -$72,702 
Total Outlays $381,620 $202,422 $272,553 $199,040 -$73,513 
Note: Budget authority funds the use of VA-owned foreclosed houses, about 30 properties annually for disaster relief or aid.  
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Detail of Budget Request – On-Budget   
In 2021, the existing liquidating loans do not require appropriations to fund their obligations 
because sufficient resources are available from the anticipated $7.0 million in offsetting 
collections (loan principal and interest payments and home sales proceeds). The obligations 
are estimated at $1.6 million, which—when netted against collections—results in a negative 
budget authority of $5.4 million. The liquidating loans are all loan guarantee and direct loan 
originations prior to 1992.  
 
In 2021, the budget authority of $204.4 million is requested to fund the credit program 
administrative expenses of $204.4 million.4 No subsidy appropriations are requested to fund 
any new loan guarantees, loan sales guarantees, direct loans, and transitional housing loan 
guarantees. The mandatory budget authority estimates reflect the effects of P.L. 116-23 and 
-33. For example, P.L. 116-23 expects to increase new VA home loan guarantee default 
claim amounts by 0.54 percent, on average, that informs the mandatory budget authority 
estimates.   
 
Loan subsidies of VA credit programs represent the estimated cost to the government of 
making and guaranteeing loans. Veterans’ housing loans are generally for 30 years and the 
subsidy rates reflect the cost to the government for that 30-year period. A subsidy rate is the 
net present value of all cash inflows (fees, down payments, sales of inventory property, and 
other cash flows) less the cash outflows (claim and acquisition payments, property 
expenses, and other cash flows) for 30 years. The loan cash inflows and outflows are 
estimated annually for over 30 years.  
 
Generally, a subsidy budget authority request is computed as the product of an estimated 
subsidy rate and the related loan level. A negative subsidy rate results when cash inflows 
exceed cash outflows of a loan portfolio; thus, government funds in the form of subsidy 
appropriations are not required.  
 
Changes from Original 2020 Budget Estimate 
The current 2020 Credit Program Account budget authority of $278.8 million is an increase 
of $69.6 million from the original 2020 budget estimate. This is primarily a result of an 
increase of $70.7 million in upward reestimates for the loan guarantees and direct loans. 

                                                           
4 The loan administration funds support investments in housing loan program information technology. 
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Housing Liquidating and Program Accounts 
Analysis of Increases and Decreases - Outlays 

(dollars in thousands) 
 

  
2020 2021 

Current Estimate Request 
Prior Year Outlays $381,620 $272,553 
Liquidating:     
   Liquidating Obligations -$263 -$225 
   Liquidating Collections $2,654 $1,954 
   Liquidating Change in Obligated Balance $1,351 -$811 
   Change in Uncollected Customer Payments $164 $0 
   Subtotal: $3,905 $918 
Housing Program:     
   Guaranteed Loan Subsidy -$129,382 $0 
   Loan Sales Securities Subsidy $0 $0 
   Direct Acquired Loan Subsidy $349 -$386 
   Direct Vendee Loan Subsidy $7,321 -$7,321 
   Transitional Housing Loan Subsidy $0 $0 
   Subtotal: -$121,712 -$7,707 
   Upward reestimate, with interest:     
    Guaranteed Loans -$5,564 -$60,806 
    Loan Sales Securities -$4,298 $0 
    Direct Acquired Loans    -$7,408 -$8,243 
    Direct Vendee Loans    -$406 -$1,698 
   Subtotal: -$17,677 -$70,747 
   Change in Obligated Balance/other $11,268 $0 
   Administrative Expenses $15,149 $4,023 
Net Change -$109,068 -$73,513 
Estimated Outlays $272,553 $199,040 
 
The 2020 net outlays of the housing programs are projected to decrease by $109.1 million 
from the 2019 level. This is primarily due to a decrease of $129.4 million in guaranteed loan 
subsidy (that is, a switch to a negative subsidy rate) and a decrease of $17.7 million in upward 
reestimates. Offsetting the decreases in outlays is an increase of $4.0 million in liquidating 
outlays, an increase of $7.7 million in direct loan subsidy, an increase of $11.3 million in the 
obligated balance and an increase of $15.1 million in administrative expenses. The change in 
the guaranteed loan subsidy is because of low mortgage claim rate assumptions on historic 
low loan claim rates, low mortgage rates, home price growth, and effective loan refinancings 
and modifications by VA lenders in recent years.  
 
The 2021 net outlays of the housing programs are projected to decrease by $73.5 million from 
the 2020 level. This is primarily due to a decrease of $7.7 million in loan subsidies and a 
decrease of $70.7 million in upward reestimates. Offsetting the decreases in outlays is an 
increase of $1.0 million in liquidating outlays and an increase of $4 million in administrative 
expenses. The upward reestimates of 2021 will be calculated during 2022 President’s Budget 
formulation. 
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Housing Loan Financing Accounts 

Financial Summary  
(dollars in thousands) 

 

  

 
 

2019 
Actual 

2020  
 

2021 
Request 

  
Increase (+) 
Decrease (-) 

Budget 
Estimate 

Current 
Estimate 

Guaranteed Loans:           
   Obligations $5,983,845 $3,352,366 $5,343,727 $3,257,284 -$2,086,443 
   Collections $3,807,241 $3,885,038 $3,656,539 $3,500,938 -$155,601 
   Financing Authority $0 $0 $0 $0 $0 
   Financing Disbursements  $2,124,981 -$531,034 $1,976,689 -$248,259 -$2,224,948 
Loan Sales Securities:           
   Obligations $15,829 $16,358 $34,196 $14,416 -$19,781 
   Collections $10,274 $7,570 $7,716 $7,858 $141 
   Financing Authority $0 $0 $0 $0 $0 
   Financing Disbursements  $5,693 $8,787 $26,728 $6,558 -$20,170 
Direct Loans:           
   Obligations $104,923 $109,396 $144,839 $148,366 $3,527 
   Collections $78,165 $41,514 $55,875 $38,892 -$16,983 
   Financing Authority $106,452 $67,883 $88,963 $109,473 $20,510 
   Financing Disbursements  $17,492 $67,721 $97,364 $109,402 $12,038 
Transitional Housing: 

 
        

   Obligations $523 $201 $490 $197 -$293 
   Collections $490 $507 $518 $514 -$4 
   Financing Authority -$82 -$83 -$87 -$87 $0 
   Financing Disbursements  $33 -$306 -$28 -$317 -$288 
Housing Financing Accounts Totals: 
   Obligations $6,105,120 $3,478,320 $5,523,252 $3,420,262 -$2,102,990 
   Collections $3,896,170 $3,934,629 $3,720,649 $3,548,201 -$172,447 
   Financing Authority $106,371 $67,800 $88,876 $109,386 $20,510 
   Financing Disbursements $2,148,199 -$454,832 $2,100,753 -$132,615 -$2,233,368 

 

Detail of Financing Accounts – Off-Budget 
In 2021, the loan guarantees are estimated to have a subsidy rate of -0.50 percent for 550,726 
new home loans with a value of $142.9 billion. The negative subsidy rate is extrapolated 
from the 2020 subsidy rate and preceding subsidy rates. 
 
The Veterans’ Benefits Improvement Act of 2008, P.L. 110-389, extended VA’s authority 
to guarantee adjustable-rate mortgages (ARMs) and hybrid adjustable-rate mortgages 
(HARMs) through September 30, 2012. The Act increased, also, the maximum guaranty for 
cash-out refinance loans to the same as purchase loans. The law authorized cash-out 
refinance loans for up to 100 percent of appraised home values.  
 
Sections 208 and 209 of the Honoring America’s Veterans and Caring for Camp Lejeune 
Families Act of 2012 subsequently made permanent VA’s authority to guarantee ARMs and 
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HARMs.   
 
Section 204 of The Veterans’ Benefits Improvement Act of 2010, P.L. 111-275, enacted 
October 13, 2010, authorized the housing program to originate loan guarantees without 
funding fees for Veterans with service-connected disabilities who had been called to active 
duty.   
 
Section 206 of the Honoring America’s Veterans and Caring for Camp Lejeune Families 
Act of 2012 extended the home loan guaranty entitlement to surviving spouses of certain 
totally disabled Veterans. The Act, for the purpose of home loan benefits, includes as a 
“Veteran”, a surviving spouse of a Veteran who died and who was in receipt of or entitled 
to receive compensation, at the time of death, for a service-connected disability rated totally 
disabled. The surviving spouses are, also, exempt from paying the funding fee rates. 
 
Section 207 allowed an active-duty Servicemember’s dependent child to satisfy the 
occupancy requirement for obtaining a VA-guaranteed home loan. Previously, only a 
Veteran or a Veteran’s spouse was able to certify the occupancy requirement in 38 U.S.C. 
3704(c). 
 
Section 210 amended 38 U.S.C. 3729(c) allows an individual to receive a loan fee waiver 
if, during a pre-discharge program, he or she receives a disability rating for purposes of VA 
compensation based on existing medical evidence, such as service medical and treatment 
records. This change authorizes an eligible individual to purchase a home without having 
to pay a VA funding fee even if he or she has not undergone a pre-discharge examination 
or a VA disability evaluation.   
 
Section 702(a) reinstituted VA’s authority to issue or approve the issuance of, and guarantee 
the timely payment of principal and interest on, certificates or other securities evidencing 
an interest in a pool of mortgage loans. This guaranty authority previously expired on 
December 31, 2011. Section 410 of the Department of Veterans Affairs Expiring 
Authorities Act of 2016, P.L. 114-228 extended it through December 31, 2017. Section 409 
of the Department of Veterans Affairs Expiring Authorities Act of 2017, P.L. 115-62 later 
extended this authority through September 30, 2018. Permanent authority to guarantee 
principal and interest payments was authorized with Section 123 of the Department of 
Veterans Affairs Expiring Authorities Act of 2018, P.L. 115-251. 
 
P.L. 112-154, Section 710(d) of the Honoring America’s Veterans and Caring for Camp 
Lejeune Families Act of 2012 also amended Section 303(c) of the Servicemembers Civil 
Relief Act (SCRA) by extending the period in which a Servicemember may exercise SCRA 
protections from nine months after the period of service ends to 12 months. The 
amendments made by Section 710(d) had a sunset date of December 31, 2014, at which 
time the protection reverted to a 90-day period. Section 2 of the Foreclosure Relief and 
Extension for Servicemembers Act of 2014, P.L. 113-286, later extended the sunset date of 
this authority through December 31, 2015.  
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The VA Expiring Authorities Extension Act of 2013, P.L. 113-59, extended the 
requirements for vendee direct loan disbursement through September 30, 2014. Section 404 
of P.L. 108-183, had earlier amended 38 U.S.C. §3733(a)(1) to increase the maximum 
percentage of loans which may be financed with vendee loans from 65 percent to 85 percent 
and to make this a percentage a mandate and not optional. Later, Section 303 of the 
Department of Veterans Affairs Expiring Authorities Act of 2014, P.L. 113-175, extended 
requirements of vendee loans through September 30, 2015. This authority was subsequently 
extended by P.L. 114-58 through September 30, 2016, by P.L. 114-228 through September 
30, 2017, P.L. 115-62 extended authorization through September 30, 2018. Section 125 of 
the Department of Veterans Affairs Expiring Authorities Act of 2018, P.L. 115-251 
extended authority through September 30, 2019. Section 2 of the Department of Veterans 
Affairs Expiring Authorities Act of 2019, P.L. 116-61 extended authority through 
September 30, 2020. 
 
The VA Expiring Authorities Extension Act of 2013, P.L. 113-59, extended through 
December 31, 2014, VA’s authority to use homes acquired through the guaranteed loan 
program or Homeless Shelter Program (HSP) to help provide shelter to homeless Veterans. 
This authority was also subsequently extended, by P.L. 113-175, through September 30, 
2015, by P.L. 114-58, through September 30, 2016, and by P.L. 114-228 through September 
30, 2017. That authority was not extended for 2018, and VA subsequently suspended the 
HSP.  
 
The Department of Veterans Affairs Expiring Authorities Act of 2013, P.L. 113-37, 
extended until October 1, 2014, VA’s authority to calculate the net value of a property with 
a VA guaranteed loan when the loan goes into default. This authority was subsequently 
extended by P.L. 113-175, to October 1, 2015, by P.L. 114-58 through September 30, 2016, 
by P.L. 114-228 through September 30, 2017, and, pursuant to P.L. 115-62, it was extended 
through September 30, 2018. Permanent authority was authorized with Section 124 of the 
Department of Veterans Affairs Expiring Authorities Act of 2018, P.L. 115-251. 
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Analysis of Financing Account Increases and Decreases 
Non-Budgetary Disbursements 

(dollars in thousands) 

  
2020 

Current Estimate 
2021 

Request 
Prior Year Disbursements $2,148,199 $2,100,753 
Veterans Housing Financing Accounts:     
   Guaranteed Loans:     
      Obligations -$639,469 -$2,086,443 
      Offsetting collections $150,703 $155,601 
      Change in Obligated Balances $334,622 -$294,106 
      Change in Uncoll. Customer Payments $5,852 $0 
Subtotal: -$148,941 -$2,224,948 
  Loan Sales Securities:     
      Obligations $18,367 -$19,781 
      Offsetting collections $2,557 -$141 
      Change in Obligated Balances $110 -$248 
      Change in Uncoll. Customer Payments $0 $0 
Subtotal: $21,035 -$20,170 
   Direct Loans:     
      Obligations $39,916 $3,527 
      Offsetting collections $22,289 $16,983 
      Change in Obligated Balances $17,667 -$8,472 
      Change in Uncoll. Customer Payments $1 $0 
      Change in Prior Year Recoveries $0 $0 
Subtotal: $79,872 $12,038 
   Transitional Housing:     
      Obligations -$34 -$293 
      Offsetting collections -$28 $4 
      Change in Obligated Balances $0 $0 
      Change in Uncoll. Customer Payments $0 $0 
Subtotal:  -$61 -$288 
Net Change -$47,446 -$2,233,368 
Estimated Disbursements $2,100,753 -$132,615 
 
The 2020 net disbursements are projected to decrease by $47.5 million, which is primarily 
due decreases in obligations, a decrease in the collections, and a decrease in the obligated 
balances of loan guarantees. The net disbursements for guaranteed loans are projected to 
decrease by $149.0 million, which is due to a decrease in the obligations of $639.5 million, 
a decrease in the collections of $150.7 million, and a decrease in the obligated balances of 
$334.6 million. The net disbursements for loan sales securities are estimated to increase by 
$21.0 million, which is due to an increase in the obligations of $18.4 million. The net 
disbursements for direct loans are estimated to increase by $79.9 million, due to increase in 
obligations of $39.9 million and decrease in collections of $22.3 million.   
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The 2021 net disbursements are projected to decrease by $2.2 billion, which is mostly due 
to decreases in the obligations and collections and an increase in the obligated balances of 
loan guarantees. The net disbursements for loan guarantees are projected to decrease by 
$2.2 billion, which is due to a decrease in the obligations of $2.1 billion, an offsetting 
decrease in the collections of $0.2 billion, and an increase in the obligated balances of $0.3 
billion. The net disbursements for loan sales securities are estimated to decrease by $0.02 
billon, which is due to a decrease in the obligations of $0.02 billion. The net disbursements 
for direct loans are projected to increase by $0.01 billion, which is due to a decrease in the 
offsetting collections of $0.02 billion and an offsetting increase in the obligated balance of 
$0.01 billion. The downward and upward reestimates of 2021 will be calculated during 2022 
President’s Budget formulation. 
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Native American Veterans Housing Loan 
Program 

 

Notes: 
1/ Budget authority is appropriations for loan administrative and subsidy expenses.  
2/ The 2020 President’s Budget and 2021 Request do not reflect the annual subsidy reestimates per OMB Circular No. A-11. 

 
Appropriation Language 

 
Native American Credit Program Account 
For the costs of direct loans, such sums as may be necessary to carry out the program, as 
authorized by subchapter V of chapter 37 of title 38, United States Code: Provided, That 
such costs, including the cost of modifying such loans, shall be as defined in section 502 
of the Congressional Budget Act of 1974. 

For the costs of administration of direct loans, as authorized by subchapter V of chapter 37 
of title 38, United States Code, [$1,186,000] $1,163,000. 
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Summary of Net 2021 Estimates 
(dollars in thousands) 

 Budget 
Authority 

 
Outlays 

Financing 
Authority 

Financing 
Disbursements 

Program Account 
Direct Loan Financing Account 

$1,163 
$0 

 $1,163 
$0 

$0 
$11,879 

$0 
$11,581 

 Total $1,163 $1,163 $11,879 $11,581 
 

Summary of Budget Request 
The appropriations request of $1,163,000 is to reimburse the General Operating Expenses 
(GOE) account of the Veterans Benefits Administration (VBA) and the Office of General 
Counsel (OGC) for expenses necessary to administer the Native American direct loan 
program. The appropriations request includes no subsidy amount for 2021 because the new 
mortgage loans are estimated to have negative loan subsidy. In addition, the program’s 
unobligated indefinite subsidy budget authority brought forward as of October 1, 2019, is 
$2,277,000. 
 
Program Description 
The direct loan program for Native American Veterans is authorized by 38 U.S.C. Chapter 
37, Section 3761 to provide direct loans to Veterans living on trust lands. The loans are 
available to purchase, construct, or improve homes to be occupied as Veterans’ residences. 
Effective January 1, 2020, P.L. 116-23, Blue Water Navy Vietnam Veterans Act of 2019, 
Section 6(a)(2) amends 38 U.S.C. § 3762 by removing the $80,000 loan limit cap on direct 
housing loans made to Native American Veterans who purchase homes located on Federal 
trust land. Veterans pay a funding fee rate of 1.25 percent of the loan amount unless exempt 
due to receipt of service-connected disability compensation (Loan fees under section 3729). 
The law, also, requires that, before a direct loan can be made, a Veteran's tribal organization 
signs a Memorandum of Understanding with the Department of Veterans Affairs (VA) 
which provides the legal framework for lending and permits VA access to sovereign trust 
lands. 
 
The program began in 1993 as a pilot program. The indefinite subsidy authority of $4.5 
million was provided for by Public Law (P.L.) 102-389, "Departments of Veterans Affairs 
and Housing and Urban Development, and Independent Agencies Appropriation Act, 1993.” 
The initial authority for this pilot program expired September 30, 1997. The authority was 
extended through December 31, 2001, by P.L. 105-114, “Veterans Benefits Act of 1997,” 
through December 31, 2005, by P.L. 107-103, “Veterans Education and Benefits Expansion 
Act of 2001,” extended through December 31, 2008, by P.L. 108-454, “Veterans Benefits 
Improvement Act of 2004,” and became permanent by P.L. 109-233, “Veterans Housing 
Opportunity and Benefits Act of 2006.” 
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Federal Credit Reform 
The "Federal Credit Reform Act of 1990," P.L. 101-508, changed the accounting for Federal 
credit programs to more accurately measure the costs of credit programs and to make them 
consistent with and comparable to non-credit transactions. The intent of credit reform is to 
separate the subsidy costs, the cost to the government, from the non-budgetary cash flows of 
credit transactions and to focus on the former for budgeting and analysis. To accomplish this 
objective, the Native American direct loan program is managed using two accounts: Credit 
Program and Direct Loan Financing Accounts. 
 
Program Account – On-Budget 
The Credit Program Account is established to receive loan subsidy appropriations for the 
loan financing account and to request appropriations for administrative expenses to 
reimburse the GOE accounts of VBA and OGC. The subsidy cost is calculated on a net 
present value basis, and the administrative expenses are estimated on a cash basis. This 
account holds the unobligated balance of the original loan subsidy appropriations. 
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Native American Direct Loan Program Account 
Summary of Appropriation Highlights 

(dollars in thousands) 
 
 

2019 
Actual 

2020 

2021 
Request 

Increase (+) 
Decrease (-) 

Budget 
Estimate 

Current 
Estimate 

Obligations: 
   Upward reestimates, plus interest 
Administrative expenses: 
   Veterans Benefits Administration 
   General Counsel 
   Total administrative expenses 

$2,070 
 

$1,143 
$20 

$1,163 

$0 
 

$1,143 
$20 

$1,163 

$1,149 
 

$1,166 
$20 

$1,186 

$0 
 

$1,143 
$20 

$1,163 

-$1,149 
 

-$23 
$0 

-$23 

Total obligations 
 

$3,233 
 

$1,163 
 

$2,335 
 

$1,163 
 

-$1,172 

Unobligated Balance: 
   Start of year 
   End of year 

-2,277 
2,277 

-2,256 
2,256 

-2,277 
2,277 

-2,277 
2,277 

$0 
$0 

Budget authority (net) 
 

$3,233 
 

$1,163 
 

$2,335 
 

$1,163 
 

-$1,172 
Obligated Balance: 
   Start of year 
   End of year 

$0 
$0 

$0 
$0 

$0 
$0 

$0 
$0 

$0 
$0 

Outlays (net) 
 

$3,233 
 

$1,163 
 

$2,335 
 

$1,163 
 

-$1,172 

Financing:   
   Appropriations, discretionary 
   Mandatory Indefinite 

$1,163 
$2,070 

$1,163 
$0 

$1,186 
$1,149 

$1,163 
$0 

-$23 
-$1,149 

Workload: 
   Number of direct loans established 
   Average loan amount (dollars) 
   Amount of direct loans established  

20  
$270,266 

 $5,405 

45  
$196,919 

 $8,861 

45 
$274,861 
$12,369 

45  
$280,358 
 $12,616 

0 
$5,497 

$247 

NA direct loan subsidy rate 
 

-11.89% 
 

-5.23% 
 

-5.23% 
 

-20.25% 
 

-15.02% 

Average Employment/FTE: 

 
 

7 

 
 

7 

 
 

7 

 
 

7 

 
 

0 
Notes: The dollar amounts may not add due to rounding in this and subsequent tables.   
 

Detail of Budget Request 
The direct loan subsidy reflects the portion of loan disbursements that the government does 
not expect to recover (that is, the cost to the government in net present value terms). The 
subsidy rate is calculated after discounting the estimated net cash flows of loan disbursements 
by comparable rates on Treasury securities. The discounted net cash value divided by the total 
loan disbursements equals the subsidy rate. 
 
When the program was initiated in 1993, a positive subsidy rate was estimated based on the 
mortgage default rate assumptions, at the time, that were derived from other VA mortgage 
direct loan experience.  
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Funds to finance the direct loans are borrowed from the U.S. Department of the Treasury at 
U.S. Treasury interest rates and are lent at market 30-year mortgage rates; the differences 
between the rates are mortgage interest rate spreads, or net interest margins. Positive 
mortgage interest rate spreads and no direct loan defaults are two factors for the loan 
program negative subsidy rates over the years.5 Therefore, VA requests no loan subsidy 
appropriations for 2021 for the loan program. 
 
To provide for origination, servicing, management, investment and common overhead 
expenses, $1,163,000 is required for VBA. This amount will provide VBA seven FTE at a 
cost of $1,143,000 in payroll and non-payroll expenses. OGC will be reimbursed $20,000 to 
support one FTE dedicated to this credit program. 

 
Native American Direct Loan Program Account 
Analysis of Increases and Decreases – Outlays 

(dollars in thousands) 
 2020 

Current Estimate 
2021 

Estimate 
Prior year outlays (net) $3,233 $2,335 
Increases (+) and Decreases (-) 
   Upward reestimates, including interest  
   Administrative expenses 
   Change in obligated balance/other 

 
-$921 

$23 
$0 

 
-$1,149 

-$23 
$0 

Net Change -$898 -$1,172 
Estimated Outlays (net) $2,335 $1,163 

 
The 2020 net outlays are estimated to be $2.3 million, which is a decrease of $0.9 million 
from the 2019 level. The change in net outlays is primarily due to a decrease in upward 
reestimates of $0.9 million.  
  
The 2021 net outlays are estimated to be $1.2 million, which is a decrease of $1.1 million from 
the 2020 level. The change in outlays is primarily due to a decrease in upward reestimates of 
$1.1 million. The upward reestimates of 2021 will not be calculated until during the 2022 
President’s budget formulation. 
 
Direct Loan Financing Account – Off-Budget 
The Direct Loan Financing Account is an off-budget account that records all financial 
transactions (that is, obligations, collections, and outlays associated with direct loan 
originations). This account is used primarily for the financial tracking of each cohort year's 
loan activity and is not included in the budget totals when calculating total government 
spending. 

                                                           
5 Mortgage portfolios’ 30-year fixed mortgage rate assumptions drive the mortgage portfolio subsidy rates.  
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Native American Direct Loan Financing Account  

Financial Summary 
(dollars in thousands) 

 
 

2019 
Actual 

2020 
2021 

Request 
Increase (+) 
Decrease (-) 

Budget 
Estimate 

Current 
Estimate 

Obligations: 
   Direct loans  
   Negative subsidy 
   Interest on Treasury borrowing 
   Property expenses 
   Other Expenses 
   Treasury Receipt account: 
    Downward Reestimates 
    Int. on Downward Reestimates 

 
$5,270 

$643 
$2,517 

$449 
$0 

 
$70 

$242 

 
$8,861 

$463 
$2,795 

$208 
$0 

 
$0 
$0 

 
$12,369 

$647 
$2,788 

$205 
$0 

 
$397 
$125 

 
$12,616 
$2,554 
$3,131 

$238 
$0 

 
$0 
$0 

 
$247 

$1,908 
$343 
$33 
$0 

 
-$397 
-$125 

Total obligations 
 

$9,190 
 

$12,328 
 

$16,531 
 

$18,540 
 

$2,009 
Unobligated Balance: 
   Start of year 
   End of year 

 
$3,934 
$3,836 

 
$2,294 
$2,294 

 
$3,836 
$3,836 

 
$3,836 
$3,836 

 
$0 
$0 

Obligated Balance: 
   Start of year 
   End of year 

 
$1,529 

$681 

 
$1,439 
$1,619 

 
$681 

$0 

 
$0 

$299 

 
-$681 
$299 

Offsetting Collections: 
   Program account payments 
   Interest on Un-invested funds 
   Loan repayments 
   Interest received on loans 
   Fees 
   Other 

 
$2,070 

$418 
$2,852 
$2,180 

$35 
$14 

 
$0 
$0 

$3,450 
$3,023 

$44 
$12 

 
$1,149 

$0 
$2,878 
$3,003 

$53 
$28 

 
$0 
$0 

$3,204 
$3,360 

$63 
$34 

 
-$1,149 

$0 
$326 
$357 
$10 
$6 

Total offsetting collections 
 

$7,569 
 

$6,529 
 

$7,111 
 

$6,661 
 

-$450 
Financing:   
   Financing authority, net 
   Financing disbursements, net 

 
$3,148 
$2,349 

 
$5,799 
$5,618 

 
$9,420 

$10,102 

 
$11,879 
$11,581 

 
$2,459 
$1,479 

 
Summary of Off-Budget Financing Account 
The total obligations are estimated to be $18.5 million for 2021, which support 45 new 
direct loan originations to Native American Veterans with a mortgage portfolio value of 
$12.6 million and a subsidy rate of negative 20.25 percent. The obligations, also, reflect 
interest on the U.S. Treasury borrowing of $3.1 million and subsidy of $2.6 million. The 
interest on the U.S. Treasury borrowing is computed based on average financing authority 
net of offsetting collections, using the interest rate assumptions from the Office of 
Management and Budget (OMB). 
 
The total offsetting collections in 2021 are estimated to be $6.7 million, including $3.2 
million in repayments and prepayments of principal and $3.3 million in interest payments. 
The offsetting collections are estimated to be $0.4 million lower in 2021 than in 2020 
because the effects of a decrease in the Credit Program Account payments of $1.1 million. 
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Changes from Original 2020 Budget Estimate 
The current estimate for 2020 obligations shows an increase of $4.2 million from the original 
2020 budget estimate because of an increase of $3.5 million in estimated new direct loan 
originations.   
 

Native American Direct Loan Financing Account  
Analysis of Increases and Decreases – Outlays 

(dollars in thousands) 
 2020 

Current Estimate 
2021 

Estimate 
Prior year outlays (net) $2,349 $10,102 

Increases (+) and Decreases (-) 
Obligations: 
   Direct loans  
   Negative Subsidy 
   Interest on Treasury borrowing 
   Property Expenses 
   Other Expenses 
Payments to Treasury Receipt account: 
    Downward Reestimates 
    Int. on Downward Reestimates 
  Subtotal Obligations 
Offsetting collections: 
   Program account payments 
   Interest on Uninvested funds 
   Loan repayments 
   Interest received on loans 
Fees 
   Other 
   Change in obligated balances 
   Change in Uncollected Customer Payments 
   Subtotal Offsetting Collections and Other 

 
 

$7,099 
$4 

$271 
-$243 

$0 
 

$327 
-$116 

$7,341 
 

$921 
$418 
-$26 

-$823 
-$18 
-$13 

-$166 
$119 
$411 

 
 

$247 
$1,908 

$343 
$33 
$0 

 
-$397 
-$125 

$2,009 
 

$1,149 
$0 

-$326 
-$357 
-$10 
-$6 

-$980 
$0 

-$530 
Net Change $7,752 $1,479 

Estimated Outlays (net) $10,102 $11,581 
 
The 2020 net outlays are estimated to be $10.1 million, which is an increase of $7.8 million 
from the 2019 level. The net outlay change is due to an increase in obligations of $7.3 million, 
which is offset by a decrease in the offsetting collections of $0.4 million. The net obligations 
are estimated to increase by $7.3 million due to an increase direct loans of $7.1 million. The 
net offsetting collections are estimated to decrease by $0.4 million after decreases in the 
Program Account payments of $0.9 million and from interest on uninvested funds of $0.4 
million with offsetting increases in various collections of $0.9 million.   
 
The 2021 net outlays are estimated to be $11.6 million, which is an increase of $1.5 million 
from the 2020 level. The net outlay change is due to an increase in the net obligations of $2.0 
million with an offset of an increase the net offsetting collections of $0.5 million. The increase 
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in the net obligations of $2.0 million primarily results from an increase in negative subsidy of 
$1.9 million. The increase in the net offsetting collections of $0.5 million is primarily due to 
increases in many offsetting collections and change in obligated balance of $1.7 million with 
an offset of a decrease in the Program Account payments of $1.1 million. The downward and 
upward reestimates of 2021 will not be calculated until during the 2022 President’s budget 
formulation.      
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Insurance Benefits 

 

 
Note: For the 2021 Request, combined appropriations of $131.4 million, collections of $6.3 million, and unobligated balance of $2 million will fund 
total obligations of $139.7 million.  For 2022, combined appropriations of $137.0 million and collections of $6.2 million will fund obligations of $143.2 
million.  

 
Appropriation Language 
 
Veterans Insurance and Indemnities 
For military and naval insurance, national service life insurance, servicemen’s indemnities, service-
disabled Veterans insurance, and Veterans mortgage life insurance as authorized by chapters 19 and 
21, of title 38, United States Code $139,098,000, to remain available until expended, of which  
$136,950,000 shall become available on October 1, 2021. Public Law 116-94, Further Consolidated 
Appropriations Act, 2020, enacted associated advance 2021 appropriations of $129,224,000 which 
shall become available on October 1, 2020.       
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2019 Budget Current 2021 2022
Actual Estimate Estimate Request Request

Lives Insured: 
Veterans (Administered Programs) 472,978 432,031 435,811 401,751 370,966
Veterans (VGLI) 432,940 430,700 428,400 427,200 425,700
Servicemembers (SGLI) 2,137,500 2,222,500 2,221,500 2,221,500 2,221,500
Spouses and Children (FSGLI) 2,625,000 2,782,000 2,752,000 2,752,000 2,752,000
Total Lives Insured 5,668,418 5,867,231 5,837,711 5,802,451 5,770,166
Face Amount In Force $1,173,876,252 $1,219,635,280 $1,217,339,290 $1,218,705,330 $1,220,089,170
Obligations:

Death Claims $719,773 $717,698 $706,478 $627,030 $547,540
Dividends 55,613 52,664 51,767 47,241 40,397
Premiums Paid to Prudential 741,662 782,479 671,599 671,760 671,679
Transfers to Insurance Funds 75,488 91,610 89,059 96,672 100,990
Payments for Administrative Expenses 42,741 42,896 45,607 43,207 40,448
Capital Investments 39,919 43,460 43,440 43,190 43,180
All Other Obligations 208,637 170,233 179,568 159,984 134,660

$1,883,833 $1,901,039 $1,787,518 $1,689,084 $1,578,895
Funding:

Offsetting Collections
Premiums $94,875 $91,730 $93,660 $89,520 $85,210
SGLI Premiums 743,892 785,240 674,360 674,360 674,360
Interest on U.S. Securities 63,816 55,260 76,740 93,660 116,800
Payments for S-DVI 75,000 91,560 89,019 96,632 100,950
Extra Hazard Payments 450 0 0 0 0
Cash Transfers from Primary Insurer 300,000 0 800,000 800,000 700,000
All Other Collections 74,647 72,845 77,890 69,980 64,000

Total Collections $1,352,680 $1,096,635 $1,811,669 $1,824,152 $1,741,320
Unobligated balance (SOY) -$3,387,793 -$2,813,767 -$3,103,087 -$3,405,768 -$3,785,487
Unobligated balance (EOY) $3,092,866 $2,279,331 $3,386,930 $3,765,487 $4,164,445
Budget Authority, net:
Insurance Benefit (VI&I) $109,090 $128,960 $128,960 $131,372 $136,950
Transfer From C&P $0 $0 $0 $0 $0
Trust Funds $591,800 $551,044 $533,549 $448,792 $357,825

Budget Authority (net) $700,890 $680,004 $662,509 $580,164 $494,775
Outlays (net) $643,405 $923,915 $119,248 $27,223 -$50,419

2020

Insurance
Summary of Appropriation Highlights

(dollars in thousands)

 
1 The Insurance program depicts lives insured rather than showing the number of policies.  This more accurately reflects the population Insurance 
serves and the true scope of the insurance programs, because some Veterans in our administered programs have more than one policy, and because 
our supervised programs (SGLI, FSGLI, and VGLI) are in fact only one “group policy”. 
Note: Dollars may not add due to rounding in this and subsequent charts. 
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Summary of Budget Request 
The Insurance business line administers six life insurance programs, including two trust funds, two 
public enterprise funds, a trust revolving fund, and Veterans’ Mortgage Life Insurance (VMLI), and 
supervises four additional programs for the benefit of Veterans, Servicemembers, and their families.  
All programs are operated on a commercial-like basis, to the extent possible, consistent with all 
applicable statutes.   
 
Budget authority (permanent and indefinite) is made available automatically to the United States 
Government Life Insurance (USGLI) and the National Service Life Insurance (NSLI) funds each year 
by virtue of standing legislation.  All obligations of the Veterans’ Special Life Insurance (VSLI) and 
Veterans’ Reopened Insurance (VRI) funds are paid from offsetting collections and redemption of 
investments in U.S. Treasury securities.  All obligations of the Service-Disabled Veterans’ Insurance 
(S-DVI) fund are paid by transfers from the Veterans Insurance and Indemnities (VI&I) fund and 
other offsetting collections.  No action by Congress is required for the transfers.  Obligations of the 
Servicemembers’ Group Life Insurance (SGLI) program are financed from premium collections, 
interest on investments, and extra hazard payments from service branches. 
 
In 2021, the VI&I account will require an appropriation of $131.4 million to finance its operation.  
This will enable VA to transfer $96.6 million to the S-DVI program, $43 million to the VMLI 
program, and $40,000 to the NSLI program.  In 2022, based on VA’s current insurance modeling 
projections, VI&I will require $137 million to finance its operation, which will allow for the $101 
million transfer to the S-DVI program, $42.2 million to the VMLI program, and $40,000 to the NSLI 
program.  The budget request also includes advance appropriations estimates.  Detailed explanations 
for these transfers are included under Insurance – VI&I Appropriated Fund. 
 
Changes from Original 2020 Budget Estimate  
The 2020 current estimate for total obligations decreased by $113.5 million from the original 2020 
estimate.  The decrease in total obligations is mainly attributed to a decrease in the SGLI premium 
rate effective July 1, 2019, and technical re-estimates of total death claims.  
 
Offsetting collections in 2020 are projected to increase by $715 million from the original 2020 
estimate.  This change is primarily a result of an increase in Cash Transfers from the Primary Insurer 
to VA’s Revolving Fund and an associated increase in Interest on Securities.  The increase in 
collections is partially offset by a decrease in SGLI premiums (discussed above). 
 
Under 38 U.S.C. § 1977(f), VA has authority to transfer contingency reserve funds from the Primary 
Insurer to VA’s Revolving Fund account if and when the Secretary determines that the funds held by 
the Primary Insurer are sufficient to accommodate adverse fluctuations in claims.  In FY 2019, VA 
determined that $3.4 billion, representing the entirety of funds contained in the VGLI Reserve fund 
held by the primary insurer, warrants transfer to VA’s Revolving Fund (38 U.S.C. § 1971(e) and § 
1977(f)).  The primary insurer continues to hold $1.2 billion in a Contingency Reserve to 
accommodate adverse fluctuations in claims.   
 
To assess the amount of funds warranting transfer, VA reviewed the statutory and regulatory 
framework governing SGLI and VGLI to better align its reserving methodology with program 
liabilities.  As a result of this analysis, VA concluded that the $3.4 billion held by the primary insurer 
in the VGLI Reserve warrants transfer to VA’s Revolving Fund to support VA’s contingency liability 
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in the event of program termination, and to stabilize premiums.  The details of the projected fund 
allocation of the $3.4 billion upon transfer to VA’s Revolving Fund are outlined below.    
 

 Termination Reserve – This $1.5 billion reserve will be used to cover VA’s contingent 
liability in the event of contract termination of the group policy.  If the group policy was 
terminated without another group policy in place, VA would be liable for up to 15 months of 
claims beyond the contract termination (38 C.F.R. § 9.8(b)).  The termination reserve is 
applicable to VGLI only.  

 Premium Stabilization Reserve – This $1.9 billion reserve will be used to maintain stable 
premium rates in SGLI and VGLI, and support the cost of the “conversion privilege” of 
Servicemembers to convert their SGLI coverage to VGLI.  

 
The statute is silent as to the timeframe for moving funds to VA once VA makes the determination 
to do so.  As such, this amount is anticipated to be transferred to VA over six years on a quarterly 
basis to mitigate the risk of incurring market losses upon redemption or liquidation of investments. 
The initial transfer of $300 million took place in August 2019, total transfers of $800 million are 
anticipated to be collected in 2020.    
 

Analysis of Increases and Decreases - Outlays
(dollars in thousands)

2020 2021
Current Estimate Request

  Prior Year Outlays $643,405 $119,248
Increases (+) and decreases (-)

Death Claims -13,294 -79,448
Dividends -3,846 -4,526
Premiums Paid to Prudential -70,063 +161
Transfers to Insurance Funds +13,571 +7,613
Payments for Administrative Expenses +2,866 -2,400
Capital Investments +3,521 -250
All Other Obligations -29,069 -19,584
Premiums +1,215 +4,140
SGLI Premiums +69,532 +0
Interest on U.S. Securities -12,924 -16,920
Payments From VI&I -14,019 -7,613
Extra Hazard Payments +450 +0
Cash Transfers from Carrier -500,000 +0
All Other Collections -3,243 +7,910
Change in Obligated Balance +31,147 +18,893

Net Change -$524,157 -$92,024
Estimated Outlays (net) $119,248 $27,223

Insurance
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In 2020, Net Outlays decrease from the prior year by $524.2 million.  The decrease is mainly a result 
of an increase in the scheduled Cash Transfers from Primary Insurer, as well as declines in NSLI and 
VRI Death Claims.   
 
In 2021, Net Outlays decrease from the prior year by $92 million.  The decrease is mainly due to 
further declines in Death Claims and the increase in interest earned on U.S. Securities.   
 
The decrease in Death Claims is due to the projected decline in the total number of policies due to 
death and maturity.  The increase in Interest on U.S. Securities is due to interest earned on the 
increased VA Revolving Fund balance resulting from ongoing cash transfers from the Primary Insurer 
to VA’s Revolving fund. 

 
 

(dollars in millions unless otherwise noted)
VI&I NSLI SDVI VSLI TOTAL

(WWI) (WWII) (Open) (WWII- (Korean) (Open) (Open) (Open)
Korean)

  Beginning 8/11/1971 1/1/1919 10/8/1940 4/25/1951 5/1/1965 4/25/1951 9/29/1965 11/1/2001 8/1/1974
Open to 4/24/1951 4/24/1951 Open to 5/1/1966 12/31/1956 Open to Open to Open to

  Closing Date New Iss. New Iss. New Iss. New Iss. New Iss.
  Number of lives insured 2,630 0 86,209 253,662 3,412 55,838 2,221,500 2,752,000 427,200 5,802,451

 5-year term 2,630 n/a  23,370 56,430 n/a  3,660 n/a  n/a  n/a  86,090
  Permanent plans n/a  0 74,242 226,678 3,846 58,322 n/a  n/a  n/a  363,087
   Total number of policies inforce 2,630 0 97,612 283,108 3,846 61,982 2,221,500 2,752,000 427,200 5,849,877
     Total value inforce (1) $379 $0 $1,193 $3,016 $41 $944 $1,018,144 $114,046 $80,943 $1,218,706
  Average amount per policy (2) $144,106 $0 $12,222 $10,653 $10,660 $15,230 $458,314 $41,441 $189,473
  Average age 59.9 103.1 91.9 63.9 92.6          89.0 29.6 33.5 (3) 54.4
  Annual death rate per 1,000 121.4 514.3 193.4 39.9 218.0        133.3 0.7 0.6 (4) 10.1  

(1) The total value of inforce includes paid-up additional insurance; USGLI total value inforce as of the end of 2020 is projected at zero due to 
policies endowment; SGLI includes Traumatic Injury Protection Coverage. 

(2) The average amount of insurance is represented in whole numbers. 
(3) Average age for spouses only. 
(4) Average annual death rate for spouses only. 

 
Veterans Insurance and Indemnities Appropriations 
The VI&I appropriation is the funding mechanism for several government life insurance activities.  
Payments made from this fund include transfers to the S-DVI and the NSLI funds as well as direct 
payments to insured Veterans and their beneficiaries.  Also included under the VI&I appropriation is 
the VMLI program.  
 
The largest category of obligations is the subsidy provided to the S-DVI fund.  The S-DVI fund 
requires a subsidy because it provides life insurance protection to Veterans with service-connected 
disabilities at standard premium rates and is, therefore, not self-supporting.  Transfers to the NSLI 
fund are for premiums being waived where the disability was caused by the extra hazards of military 
service.  By law, these extra hazard costs are borne by the government.  
 
The other category of VI&I obligations is the subsidy provided to support the VMLI program.  The 
VMLI program requires a subsidy because it provides up to $200,000 of mortgage protection life 
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insurance to Veterans who have received a grant for specially adapted housing.  Similar to S-DVI, 
these policies are issued at standard premium rates and are, therefore, not self-supporting.  
 
Administered Programs 
The following five insurance programs operate in a similar manner.  The maximum amount of basic 
coverage available under any of these programs is $10,000.  However, under the NSLI, VRI, and 
VSLI programs, policyholders can purchase additional protection by electing to use their dividends 
to buy paid-up additional (PUA) insurance.  Also, under the S-DVI program, supplemental coverage 
is available to policyholders who are eligible for waiver of premiums due to total disability.  
 
United States Government Life Insurance – Trust Fund 
USGLI was established in 1919 as a successor to the War Risk Insurance program.  The program was 
closed to new issues on October 8, 1940, except for World War I Veterans who could apply for 
coverage until April 25, 1951.  This program is self-supporting8.  As of the end of 2019, the USGLI 
program will no longer have any policyholders since all insureds will have reached the policy 
maturity age resulting in the endowment of all remaining policies.  The program will, however, 
continue to disburse insurance annuity benefits to beneficiaries.  
 
National Service Life Insurance – Trust Fund 
NSLI was created on October 8, 1940, to handle the insurance needs of World War II service 
personnel.  Policies were issued from 1940 until April 25, 1951.  The program is self-supporting, 
except for the cost of claims traceable to the extra hazards of service in the armed forces.2 
 
Service-Disabled Veterans’ Insurance - Public Enterprise Fund 
S-DVI was established on April 25, 1951, and is still open to new issues.  S-DVI is open to Veterans 
separated from service, under other than dishonorable conditions on or after April 25, 1951, who are 
approved for service-connected disability ratings of zero percent or greater.  Because S-DVI insures 
Veterans with service-connected disabilities at standard premium rates, it requires an annual subsidy 
from the VI&I account.  S-DVI policyholders who are eligible for waiver of premiums can purchase 
up to an additional $30,000 in coverage at standard rates, based on their current age.  No waiver of 
premiums can be granted on the supplemental coverage.   
 
Veterans’ Reopened Insurance – Public Enterprise Fund 
Policies in the VRI program were issued during a re-opening of the NSLI program from May 1, 1965, 
through May 2, 1966.  This program made life insurance available to certain World War II and Korean 
Conflict Veterans who met the eligibility requirements.  By law, the VRI program is entirely 
self-supporting, and funds are transferred annually from the VRI fund to the general operating 
expenses account to cover the cost of operations. 
 
Veterans’ Special Life Insurance - Trust Revolving Fund 
VSLI was established in 1951 to meet the insurance needs of Veterans who served during the Korean 
War and the post-Korean War period.  Individuals separating from service between April 25, 1951, 
and January 1, 1957, had 120 days to apply for VSLI.  This program is self-supporting.2 
 
Servicemembers’ Group Life Insurance - Public Enterprise Fund 
                                                           
8 Authority for the payment of administrative expenses out of excess earnings in these funds is contained in the annual appropriations bill.  This 
budget assumes that the payment from excess earnings will continue.  
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Includes Servicemembers’ Group Life Insurance (SGLI), Veterans’ Group Life Insurance9 (VGLI), 
Family Servicemembers’ Group Life Insurance (FSGLI), and Servicemembers’ Group Life Insurance 
Traumatic Injury Protection (TSGLI). 
 
The SGLI program provides low-cost group life insurance protection to persons on active duty in the 
military service, ready reservists, members of the Coast Guard, the Commissioned Corps of the 
National Oceanic and Atmospheric Administration and the Public Health Service, cadets and 
midshipmen of the four service academies, members of the Reserve Officer Training Corps, and 
members who volunteer for assignment to a mobilization category in the Individual Ready Reserve.  
The maximum amount of SGLI coverage for all Servicemembers is $400,000.  Service personnel 
separated from active duty and the reserves have the right to convert their SGLI coverage to 
renewable term insurance coverage offered by the VGLI program.  SGLI also offers FSGLI coverage 
for a Servicemember’s spouse and children if the Servicemember is on active duty or a member of 
the Ready Reserve of a uniformed service.  Maximum coverage for spouses is $100,000 or the amount 
of the Servicemember’s SGLI, whichever is less.  Unlike SGLI, spouses’ premiums are age-based.  
All dependent children are insured for $10,000 at no charge.  
 
The SGLI program is supervised by VA and administered, under a contractual agreement, by 
Prudential Insurance Company of America through the Office of Servicemembers Group Life 
Insurance (OSGLI).  DoD collects premiums from members of each of the uniformed services and 
forwards the funds to VA.  VA disburses those funds to Prudential for the payment of claims and 
administrative expenses.  SGLI premiums also fund VA’s discretionary expenses associated with 
supervision activities.  The SGLI program is entirely self-supporting, except for any costs resulting 
from excess mortality traceable to the extra hazard of duty in the uniformed services.  On July 1, 
2019, the monthly SGLI premium rate decreased to $.06 per $1,000 of insurance coverage from $.07 
per $1,000 of insurance coverage.  
 
TSGLI is a traumatic injury protection rider under SGLI that provides for payment between $25,000 
and $100,000 (depending on the type of injury) to any member of the uniformed services covered by 
SGLI who sustains a traumatic injury that results in certain severe losses.  The premium charged for 
this coverage is $1 per month from each Servicemember insured under SGLI.  TSGLI also contains 
a retroactive provision that provides TSGLI coverage to Servicemembers who suffered a qualifying 
loss on or after October 7, 2001, and through and including November 30, 2005, with a benefit under 
TSGLI. 
 
 
 
 
                                                           
9 VGLI is a conversion option for SGLI insurance carried by Servicemembers.  Prudential Insurance Company of America administers the program 
under a contractual agreement, which is supervised by VA.  The financial operation of the program is handled by Prudential and is, therefore, not 
included in the Insurance budget. 
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1 2019 2020 2021 2022

Actual Current Estimate Request Request

 Budget authority (net)

USGLI $488 $547 $360 $277

NSLI 591,312 533,002 448,433 357,548

SDVI 0 0 0 0

VRI 0 0 0 0

VSLI 0 0 0 0

SGLI 0 0 0 0

VI&I 109,090 128,960 131,372 136,950

   Total budget authority (net) $700,890 $662,509 $580,164 $494,775

  Outlays (net)

USGLI $506 $530 $460 $347

NSLI 693,560 630,273 540,343 424,738

SDVI -6,136 2,758 -1,132 30

VRI 17,607 16,452 15,650 12,690

VSLI 127,810 147,884 174,460 141,030

SGLI -300,020 -811,652 -835,929 -766,203

VI&I 110,077 133,003 133,372 136,950

    Total outlays (net) $643,405 $119,248 $27,223 -$50,419

  Number of lives insured

USGLI 6 0 0 0

NSLI 142,185 112,316 86,209 64,317

SDVI 250,082 252,369 253,662 254,491

VRI 5,589 4,406 3,412 2,600

VSLI 72,524 64,120 55,838 46,888

SGLI 2,137,500 2,221,500 2,221,500 2,221,500

FSGLI 2,625,000 2,752,000 2,752,000 2,752,000

VGLI 432,940 428,400 427,200 425,700

VI&I 2,592 2,600 2,630 2,670

    Total number of lives insured 5,668,418 5,837,711 5,802,451 5,770,166

Dividends

USGLI $7 $0 $0 $0

NSLI 33,462 33,117 32,011 28,997

VRI 1,326 1,110 990 900

VSLI 20,819 17,540 14,240 10,500

Total Dividends $55,613 $51,767 $47,241 $40,397

Highlights by Account
(dollars in thousands)

 
Note: The table totals may differ from OMB MAX totals due to rounding 
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Filipino Veterans Equity Compensation 
Fund 

 
Program Description 
The Filipino Veterans Equity Compensation (FVEC) Fund was established under the 
Consolidated Security, Disaster Assistance, and Continuing Appropriations Act of 2009 
(P.L. 110-329) to make payments to eligible persons who served in the Philippines during 
World War II.  The release of a one-time, lump-sum payment to eligible World War II 
Filipino Veterans was subsequently authorized and appropriated by Congress in the 
American Recovery and Reinvestment Act of 2009 (P.L. 111-5).  These payments are made 
from the FVEC Fund, originally resourced with a $198,000,000 appropriation (available 
until expended) established for this purpose.  The FVEC Fund currently has $55.6 million 
available. 
 
In 2009, $82,438,000 was obligated, and by the third quarter of 2010, it was evident that 
obligations would exceed the original appropriation.  The Department of Veterans Affairs 
(VA) concluded that an additional $67 million would be sufficient to meet the most likely 
final financial obligation needs of the fund.  Congress provided authority to transfer up to 
$67 million in unobligated balances from bid savings from the Major Construction account 
for 2010 or prior years in section 901, P.L. 111-212.  P.L. 115-244, Division C, Title II, 
section 241 prohibits VA from transferring any amount from the FVEC Fund to any other 
account in the Treasury of the United States.   
 
To consider a claim for this one-time, lump-sum payment, the Veterans Benefits 
Administration had to receive an application from an eligible Filipino Veteran for this 
benefit no later than February 16, 2010, which was one year from the date the legislation 
was enacted.  Claims had to be made by the Veteran; no other parties were eligible to file a 
claim for this benefit.  In the event an eligible Veteran dies after applying for the benefit, 
but before receiving the payment, the payment may be made to his surviving spouse.  No 
other family members may receive this payment.   
 
Eligibility 
Those eligible for the program include the following: 

 Persons who served before July 1, 1946, in the organized military forces of the 
Government of the Commonwealth of the Philippines, while such forces were in the 
service of the Armed Forces of the United States; 

 Members of the organized guerrilla forces under commanders appointed, 
designated, or subsequently recognized by the Commander in Chief, Southwest 
Pacific Area, or other competent authority in the Army of the United States; and 

 Persons who served in the Philippine Scouts under section 14 of the Armed Forces 
Voluntary Recruitment Act of 1945.All persons must have been discharged or 
released from service under conditions other than dishonorable.  
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Payments 
Eligible Veterans who are not United States citizens receive a one-time payment of $9 
thousand irrespective of where they reside.  
 
Eligible Veterans who are United States citizens will receive a one-time payment of $15 
thousand irrespective of where they reside. 
 

Filipino Veterans Equity Compensation - Status of Funds ($000s) 
Fiscal Year  Appropriation Transfer Obligations EOY Balance Outlays 

2009 $198,000  $0  $82,438   $115,562   $82,438  
2010  $0   $67,000   $113,131   $69,431  $113,131  
2011 $0  $0   $10,099   $59,332   $10,099  
2012 $0  $0   $1,659   $57,673   $1,659  
2013 $0  $0   $1,080   $56,593   $1,080  
2014 $0  $0   $558   $56,035   $558  
2015 $0  $0   $177   $55,858   $177  
2016 $0  $0   $51   $55,807   $51  
2017 $0  $0   $84   $55,723  $84  
2018 $0  $0   $102   $55,621   $102  
2019 $0  $0   $9   $55,627  $9  

2020 Estimate $0  $0   $9  $55,618  $9  
2021 Estimate $0  $0   $0  $55,618   $0  
 
All original claims were adjudicated by the end of September 2011.  However, VA 
continues to process remaining appeals and can continue to accept and grant reopened 
claims if the original claim was timely filed, and VA receives new and material evidence.  
VA expects to pay $9 thousand in 2020 for the final granted FVEC appeal.   
 
Administration of the Fund 
Section 1002 of P.L. 111-5 also required the submission of specific information in the 
annual budget submission of the Department: 
 

(k) Reports- The Secretary shall include, in documents submitted to Congress by the 
Secretary in support of the President's budget for each fiscal year, detailed 
information on the operation of the compensation fund, including the number of 
applicants, the number of eligible persons receiving benefits, the amounts paid out 
of the compensation fund, and the administration of the compensation fund for the 
most recent fiscal year for which such data is available. 
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Administration of Filipino Veterans Equity Compensation Fund* 

Claim Type Payment Claims 
Processed 

Claims 
Paid 

Claims  
Denied 

Obligations  
($ in millions) * 

Total   
42,755 

18,987  
23,768 

$227** 
   Filipino Citizen $9,000 9,671 $87 
   U.S. Citizen $15,000 9,316 $140 
*From 2009 through September 2019 
** Obligations include $17.4 million in returned checks and other financial accounting adjustments. 
 
All FVEC appeals processing for VBA is centralized at the Manila Regional Office (RO) 
in the Philippines.  As of September 29, 2011, all initial claims had been adjudicated.  Since 
inception of the program, 42,755 claims have been processed.  Of this total, 18,987 claims 
have been granted, and 23,768 have been denied.  Just over half (51 percent) of the claims 
awarded were to Filipino citizens at the one-time payment amount of $9 thousand.  The 
remaining 49 percent of the claims were awarded to the Veterans who are United States 
citizens at the one-time payment amount of $15 thousand in recognition of their service 
during World War II.   
 
Although 18,987 claims have been paid through September 2019, some Filipino Veterans 
believe their claims were improperly denied or that they did not receive a satisfactory 
explanation as to why their claims were denied.  To address these concerns, in October of 
2012, the White House Initiative on Asian Americans and Pacific Islanders, in collaboration 
with the Office of Management and Budget and the Domestic Policy Council, created the 
FVEC Fund Interagency Working Group (IWG).  The IWG was comprised of VA, the 
Department of Defense (DoD), and the National Archives and Record Administration 
(NARA), and was tasked with analyzing the process faced by Filipino Veterans in 
demonstrating eligibility for compensation to ensure that all applications receive thorough 
and fair review.  This effort culminated in July 2013 with a report from each member of the 
IWG and resulted in increased transparency and accelerated the processing of appeals 
within the existing framework. 
 
Based on the IWG report, VA created a special team to expedite the processing of FVEC 
appeals.  In addition, VA created a standard notification letter for appellants requesting 
submission of all available service records and information.  VA personnel also obtain 
copies of the Affidavit for Philippine Army Personnel (AGO Form 23) for appeals that are 
submitted without a Form 23 from the Adjutant General.  These steps expedited the 
processing of appeals for the appellants with advanced age by minimizing the turnaround 
time for service verification requests and hearing requests. 
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General Operating Expenses, Veterans Benefits 
Administration 

 

Mission Statement 
“To serve as a leading advocate for Servicemembers, Veterans, their families and survivors, 
delivering benefits and services that honor their service, assist in their readjustment, enhance 
their lives, and engender their full trust.” 
 
Vision Statement 
“To fulfill our Nation’s promise to those who serve by delivering the benefits and services 
they have earned to enable full, independent, and productive lives.” 

Appropriation Language 
For necessary operating expenses of the Veterans Benefits Administration (VBA), not 
otherwise provided for, including hire of passenger motor vehicles, reimbursement of the 
General Services Administration for  security  guard  services,  and reimbursement of the 
Department of Defense for the cost of overseas employee mail, [$3,000,000,000] 
$3,207,000,000:  Provided, That expenses for services and assistance authorized under 
paragraphs (1), (2), (5), and (11) of section 3104(a) of title 38,  United  States  Code,  that the 
Secretary of Veterans Affairs determines are necessary to enable entitled Veterans: (1) to the 
maximum extent feasible, to become employable and  to  obtain  and maintain suitable 
employment; or (2) to achieve maximum independence in daily living, shall be charged to 
this account: Provided further, That, of the funds made available under this heading, not to 
exceed ten percent shall remain available until September 30, [2021] 2022. (Military 
Construction, Veterans Affairs, and Related Agencies Appropriations Act, 2020.) 
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VBA’s 2021 request of $5.6 billion reflects our unique position to provide Veterans, their 
dependents, and Survivors a variety of benefits and services.  This request includes $3.2 
billion in discretionary General Operating Expense (GOE) budget authority and $2.4 billion 
in reimbursements from other VA appropriations.  The GOE appropriation, along with 
reimbursements from the Compensation and Pensions appropriation, Readjustment Benefits 
appropriation, Credit appropriation, surplus earnings from certain insurance programs, and 
other miscellaneous accounts, provides for FTE and non-pay costs to support administration 
of non-medical benefits and support functions within VBA.  This request also supports 
delivery of $129 billion in benefits and services to Veterans and other beneficiaries – and 
VBA can deliver those at an operating cost of about four cents for every dollar of benefits 
delivered. 
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The following chart summarizes VBA’s total 2021 discretionary budget request, with 
subsequent sections providing an overview for each of the seven lines of business: 
 
 

Dollars may not add due to rounding in this and subsequent charts. 
 
The 2021 request supports a sustained commitment to deliver benefits and exceptional 
services both timely and with a high level of quality.  This request includes staffing, 
processing, and IT investments to implement the Blue Water Navy Vietnam Veterans Act of 
2019 (BWN Act), fulfill provisions of The Harry W. Colmery Veterans Educational 
Assistance Act of 2017 (the Forever GI Bill), support transition assistance programs and 
Veteran economic development initiatives, address identified deficiencies at the Records 

2019 2021 2021 - 2020

FTE
Direct 20,988 21,636 22,285 22,285 0
Management Direction and Support 2,159 2,263 2,305 2,432 127
Total FTE 23,147 23,899 24,590 24,717 127
Obligations
 Personal Services (without overtime) $2,369,934 $2,410,187 $2,676,114 $2,679,599 3,485
 Overtime 103,417 35,000 35,000 46,000 11,000
 Travel 21,346 35,620 35,620 36,298 678
 Interagency Motor Pool 5,259 5,145 5,145 5,242 97
 Transportation of Things 2,358 1,693 1,693 1,720 27
 Rent, Communications & Utilities 166,762 180,776 180,776 184,363 3,587
 Printing 2,828 2,937 2,937 2,992 55
 Other Services 1,715,889 2,050,162 2,210,163 2,661,678 451,515
 Supplies and Materials 6,052 8,165 8,165 8,326 162
 Equipment 5,727 24,257 24,257 24,692 435
 Insurance Claims 913 1,130 1,130 1,148 18
 Total Administrative Obligations $4,400,485 $4,755,071 $5,181,000 $5,652,056 $471,057
Reimbursements -$1,417,725 -$1,755,071 -$2,020,000 -$2,445,057 -$425,057
Unobligated SOY -$94,055 $0 -$36,000 $0 36,000

GOE Carry Over -$94,000 $0 -$36,000 $0 36,000
Recycling -$55 $0 $0 $0 0

Unobligated EOY $52 $0 $0 $0 0
GOE Carry Over $0 $0 $0 $0 0
Recycling $52 $0 $0 $0 0

Unobligated Bal Expiring $67,559 $0 $0 $0 0
Transfers $0 $0 $0 $0 0
Net Appropriation $2,956,316 $3,000,000 $3,125,000 $3,207,000 $82,000

$0 $0 $0 $0 0
Total Appropriation $2,956,316 $3,000,000 $3,125,000 $3,207,000 $82,000
 Outlays (net) $2,863,479 $2,822,338 $3,279,085 $3,129,414 -149,671

Increase(+)
Decrease(-)

2020

Total VBA Summary
Summary of Discretionary Appropriation Highlights

(dollars in thousands)

Actuals
Budget

Estimate
Current 
EstimateDiscretionary
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Management Center for required Privacy Act and Freedom of Information Act (FOIA) duties, 
and fund mission-critical agency operations.    
 
On June 25, 2019, the President signed into law the BWN Act, Public Law 116-23, effective 
January 1, 2020.  As a result, VA’s presumption for herbicide exposure will extend to 
Veterans who served on ships that navigated within a specified distance of the Republic of 
Vietnam. Following is a summary of the major statutory amendments: 
 
Section 2: Presumptive Herbicide Exposure for Vietnam Veterans 

• Expands the presumption of herbicide exposure to Veterans who served in the 
offshore waters of the Republic of Vietnam at certain longitude and latitude 
coordinates as specified in the law, entitling them with service connection for 
benefits if they have a presumptive disability that is listed in current 38 CFR § 
3.309(e). 

– Applies to:  
• Previously denied Veterans;  
• Veterans who have never filed a claim; and 
• Survivors of Veterans who served in the offshore waters of 

Republic of Vietnam and died from a presumptive disease. 
– Provides potential retroactive award entitlement for those previously 

denied and granted. 
 
Section 3: Korean Demilitarized Zone (DMZ) 

• Currently, VA presumes exposure to Agent Orange for service in Korean DMZ 
between April 1, 1968, and August 31, 1971.  Start date of the presumptive herbicide 
exposure in the DMZ expands by seven months, to September 1, 1967.  

Section 4: Spina Bifida for Children of Thailand Veterans 
• Adds health care, vocational training and rehabilitation, and compensation to 

children of Veterans with covered service in Thailand 

Sections 2-4: Congressional Reporting Requirements 

• Outreach plan to inform Veterans/claimants on how to file a claim for BWN, 
DMZ, and spina bifida benefits  

• Response plan on inquiries regarding claims involving BWN, DMZ, and spina 
bifida for children of Veterans who served in Thailand 

• Status of regulations to codify components of the statute 

• Report on claims related to offshore Republic of Vietnam service (disaggregated 
by regional offices) 

Section 6: Loans Guaranteed Under Home Loan Program of Department of 
Veterans Affairs 

• Adjustment of Loan Limit:  This section amends 38 U.S.C. § 3703(a)(1) by 
removing the current guaranty loan limit for loans greater than $144 thousand, 
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thereby enabling Veterans to obtain a zero down-payment loan with a 25 percent 
VA guarantee when they live in a high-cost area 

• Adjustment of Loan Limit for Native American Veterans:  Amends 38 U.S.C. § 
3762 by removing the $80,000 loan limit cap on direct housing loans made to 
Native American Veterans who purchase homes located on Federal trust land  

• Adjustment of Loan Fees:  Amends 38 U.S.C. § 3729(b)(2) by replacing the existing 
loan fee table and replacing the same with a new table 

o Temporarily increases certain categories of loans ranging from 0.15 to 0.30 
percent, effective January 1, 2020, through December 31, 2021 

o Eliminates any difference in funding fee rates between Reservist borrowers 
and all other Veteran borrowers, effective January 1, 2020 

o Lowers funding rates for Reservist borrowers after December 31, 2021 

o The increase in funding fee rates (0.15–0.30) impacts all home loan 
categories except for Interest Rate Reduction Refinance Loans, 
Assumptions, and Direct Loans 

• Waiver of Fees for Purple Heart Recipients: Amends 38 U.S.C. § 3729(c) by adding 
a waiver of fees for Servicemembers on active duty who have received the Purple 
Heart and provide evidence of such award on or before the date of loan closing 

 
Section 7: Information Gathering for Department of Veterans Affairs Home Loan 
Appraisals 

• Amends 38 U.S.C. § 3731(b) by authorizing VA-designated appraisers to rely on 
third-parties for appraisal-related information 

• Authorizes VA to issue guidance to implement this section before prescribing new 
regulations 

 
The requested $137.2 million for Blue Water Navy will support 691 FTE which includes a 
dedicated team of subject matter experts to prepare and process claims, National Call Center 
agents to respond to anticipated increase in call volume, and staff to implement and support 
technology enhancements.  The scanning effort for FY 2021 will include any additional 
vessels and the additional volume of records to support Veteran claims.  VBA will scan and 
store recalled claims folders from Federal Records Centers due to pending BWN claims 
activity and those resulting from the increase in Centralized Mail due to pending BWN claims 
activity.  VBA also expects to receive approximately 60K Official Military Personnel Files 
from National Personnel Records Center due to pending BWN claims activity.  
  
Additional non-pay funding will support continued scanning efforts; onboard, train, and equip 
new employees; and continued outreach efforts including communication to the public, 
outreach to Veterans, and communication to VA employees.   
 
The Forever GI Bill enhances the Post-9/11 GI Bill for Servicemembers, Veterans, and 
dependents.  An investment of $20.5 million will provide for specific and detailed information 
to obtain sound data on the GI Bill population.  Conclusive data representation on how 
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benefits are used will support policies and actions that promote beneficiary retention and 
graduation.  Additional resources will provide for information on income, educational paths 
that yield the best return on investment as measured by civilian workforce success, disability 
and homelessness status, non-reliance on public assistance, educational attainment, and 
student debt and default rates.  This additional funding will also enable audits and 
investigations to ensure that educational institutions with programs approved for GI Bill 
benefits comply with the applicable approval, recordkeeping, and reporting requirements.  
Detailed audit and investigative findings will form the basis for decisions regarding 
remediation, adverse action, and/or referral to the State Approving Agency of jurisdiction for 
similar decisions.  
 
In addition to covering eight hours of coursework, developing new Military Life Cycle 
modules, and conducting a five-year longitudinal study on three separate cohorts in 2020, 
VBA plans to increase services and offerings to transitioning Servicemembers in 2021.  VBA, 
along with our strategic partners, will expand transition assistance and economic investment 
activities with an additional investment of $14.8 million.  VBA will implement and deploy 
the Women Veterans Extended Health Care Initiative, develop and deploy additional health 
care specific information modules (Men; Native Americans; members of the Lesbian, Gay, 
Bisexual, and Transgender (LGBT) community; and Minorities), provide an 
Immigration/Naturalization module, and expand economic development initiatives.  The 
Women Veterans Extended Health Care Initiative and additional modules will supplement 
mandatory Transition Assistance Program (TAP) briefings and provide separating 
Servicemembers with in-depth information on specific health care services provided by VA.  
Three modalities of training will be provided:  in person, E-Learning, and virtual sessions.  
The Office of Transition and Economic Development (TED) plans to expand economic 
development initiatives through a series of events such as benefit fairs, town halls, claims 
clinics, job fairs, and workshops in targeted economically-distressed communities.  These 
events will help ensure that Veterans who live in designated Internal Revenue Service (IRS) 
Qualified Opportunity Zones have opportunities to realize economic independence and 
empowerment.  VA will continue collaboration efforts with Federal, State, non-profit 
organizations, private partners, and local government. 
 
TED will also expand transition programs to ensure Veterans are engaged early and 
consistently.  TED continues to provide oversight of the 365 days pre- and post-separation 
activities including all stakeholder engagement touchpoints.  Executive Order 13822 
established the Joint Action Plan from the Departments of Veterans Affairs, Defense, and 
Homeland Security to address transition-related challenges, provide seamless high-quality 
mental health care, and reduce suicide rates among Servicemembers and Veteran populations.  
Transition stress is one of the issues that has been linked to suicide and the Military to Civilian 
Readiness Pathway (M2C Ready) will provide Servicemembers with information and support 
to ease that transition and to minimize the resulting stress.   
 
Starting in 2019, in partnership with VHA, VBA initiated the VA Solid Start Program to 
support Servicemembers who are transitioning from uniformed service to civilian life and 
proactively contact all newly separated Servicemembers at least three times during their 
first year of transition from the military. VA will make early, consistent, and caring contact 
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to establish a holistic relationship.  This relationship will enhance Servicemembers’ 
awareness of available services, produce lower barriers of entry into VA mental health care, 
and support successful transition into civilian life.  This program will use the functionality 
and operational capabilities of VBA’s National Call Center creating the infrastructure for 
every newly transitioned Veteran to receive three phone calls from VA.  Post-separation 
outbound calls will be made at designated intervals to advise Servicemembers who are 
transitioning from uniformed service to civilian life on available VA benefits and services.  
To support this endeavor, VBA will reallocate 122 FTE; the offset for these FTE is a result 
of decreased resources required to process legacy appeals.  
 
VBA will also strengthen its special emphasis outreach and claims processing capabilities 
by reallocating 112 FTE as dedicated coordinators focused on support for Veterans with 
specialized needs, such women, homeless, and minority Veterans, as well as survivors of 
military sexual trauma.  The addition of these coordinators will enable more one-on-one 
support for these Veterans, a greater VBA presence at community events, and a deeper 
relationship with VHA to ensure warm hand-offs and better coordination between a 
Veteran’s care team and disability claims staff.  Dedicated training and development will 
be provided to ensure they are empowered to provide compassionate and consistent service 
to Veterans in these sensitive and high-priority areas.  As with the Solid Start initiative, 
these FTE will be sourced internally based on decreased resources required to process 
legacy appeals.   
 
Consistent with the guidance in the FY 2020Appropriations Act, 2020, VBA will also 
reallocate 166 FTE to the Vocational Rehabilitation and Employment (VR&E) Program, a 
result of decreased resources required to process legacy appeals, to support anticipated program 
growth and maintain the 1:125 Counselor to Veteran ratio at the station level.  These FTE 
will also be sourced internally based on decreased resources required to process legacy 
appeals.    
 
This request also provides for an additional 127 FTE and $11 million in response to Office 
of Inspector General (OIG) recommendations to implement updates to the Privacy Act 
policy and ensure VA’s website reflects current policy related to release of third-party 
information.  This request supports the anticipated increase in VBA Centralized Privacy 
and FOIA workload, development of a quality review process, and training requirements.  
The Privacy Act of 1974 establishes a code of fair information practices that governs the 
collection, maintenance, use, and dissemination of Personally Identifiable Information (PII) 
in systems of records maintained by the federal government.  Based on an OIG’s finding 
VBA will develop and align policy changes to FOIA disclosure practices designed to ensure 
VBA administers the Privacy Act, FOIA, E-Government Act, and Fair Information Process 
Standards (FIPS) with National Institute of Security and Technology (NIST), and Office of 
Management and Budget (OMB) guidance.  Increased resources provide for private sector 
redaction automation capabilities and will support redaction and electronic delivery of 
FOIA/Privacy Act requests and use of industry rules-based engines to complete requests in 
days instead of months. 
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VA’s Strategic Goals and Key Priorities 
In 2021, VBA will continue to fund mission-critical agency operations and build on its 
modernization efforts to ensure the timely and high-quality delivery of benefits and services 
to Veterans, Servicemembers, their families, and Survivors. 
 
Three organizational priorities drive the budget request for 2021.  
 

 

 
VBA’s commitment to delivering benefits in a manner that honors Veterans and promotes 
their economic well-being is consistent with the goals of the administration and department.  
Converging on these three priorities demonstrates VBA’s continued efforts to improving 
results for Veterans, empowering employees, and upholds our responsibility to American 
taxpayers. 
 
VA wants Veterans aware of their full range of benefits and services when they ChooseVA.  
ChooseVA not only highlights VA’s longstanding commitment to caring for Veterans and 
their families, but encourages all stakeholders to make an ultimate decision to ChooseVA.  
As part of ChooseVA, the organization encourages innovative approaches to improve 
internal processes and ultimately services for beneficiaries.  Central to supporting VBA's 
stewardship of Veteran payments and taxpayers’ interests is systematically identifying and 
preventing benefit fraud.   
 
VBA’s Fraud, Waste, and Abuse Prevention Program performs advanced analytics to 
achieve the President’s and Secretary’s initiative to eliminate Fraud, Waste, and Abuse in 
VA.  Dedicated resources in 2021 support all VBA business lines to analytically identify, 
develop, and refer potential fraud cases to various investigatory groups, including the Office 
of the Inspector General, the Department of Justice, and the National Association of 
Attorneys General.  In addition to fraud, the increased investment will allow VBA to 
analytically identify and remediate inefficient, extravagant, or unnecessary uses of resources 
that result from deficient practices, systems, controls, or decisions. 
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Appeals Reform and Workload 
VBA is working to streamline and improve the process for Veterans to resolve 
disagreements with a VBA claims decision.  Namely, VBA implemented a new, more 
streamlined, process for Veterans to seek review of a decision and is working to reduce its 
pending legacy appeals inventory.  
 
On February 19, 2019, VA successfully implemented the new legislative framework to 
modernize the claims and appeals process.  VBA’s successful implementation of the new 
law was due in large part to the success of the Rapid Appeals Modernization Program 
(RAMP).  RAMP was a pilot program that allowed Veterans the option to voluntarily 
participate in the new process before the Appeals Modernization Act (AMA) was 
implemented.  The program allowed Veterans early access to the benefits of the new 
streamlined review system and enabled VBA to test systems and procedures prior to full 
implementation of AMA.  The pilot began on November 1, 2017 and ended on February 15, 
2019, just prior to the effective date of the new law.  Because of targeted outreach and 
communications, the overall RAMP participation rate grew steadily from the beginning of 
the program to 19.1 percent at its conclusion with over 88,000 Veterans choosing to 
participate and over $485 million of retroactive benefits awarded.    

 
The Government Accounting Office (GAO) made recommendations to VA in 2017, (see 
GAO-17-234; GAO-18-352) and has maintained an ongoing and open engagement 
regarding the launch of the new system.  GAO provided counsel throughout the 
implementation planning process with each 90-day plan submission prior to implementation 
in February 2019.  
 
Following VA’s successful implementation of the new system, Veterans who disagree with 
a VA claims decision under the modernized appeals system have three decision review 
options: higher-level review, supplemental claim, and appeal to the Board of Veterans’ 
Appeals (Board).  VA’s goal is to complete supplemental claims and higher-level reviews 
in an average of 125 days, and decisions appealed to the Board on its direct docket in an 
average of 365 days.  VBA continues to review data, identify potential risks, and model 
multiple scenarios to allocate resources to maintain timely processing of the claims under 
the new appeals system.  As of September 2019, average days to complete (ADC) for 
higher-level reviews was 37.0 days.  Average days pending (ADP) for higher-level reviews 
was 37.7 days.  For supplemental claims, ADC was 57.8 days, and ADP 65.0 days.   
 
VBA continues to maintain the same 96 percent national accuracy goal for disability 
compensation decision reviews under the AMA supplemental claim and higher-level review 
lanes as VBA maintains for the standard claims process.  The Appeals Management Office 
(AMO) is working to establish a new quality management system to assess claims accuracy 
at the national level for claims decisions under the higher-level review process.  This system, 
known as the Enterprise Quality Management System-Appeals Management Office 
(EQMS-A), will be used to conduct reviews across all employee types, as well as conduct 
national reviews.  As this system will not be viable until 2020, AMO continues to use the 
current quality systems in Automated Standardized Performance Elements Nationwide 
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(ASPEN) and the Quality Management System (QMS) to successfully conduct quality 
reviews until the new system is operational.   
 
Early in 2019, VA established three Decision Review Operations Centers (DROCs) by 
repurposing the former Appeals Resource Center in Washington, DC and adding centers in 
St. Petersburg and Seattle.  By February 2019, VA hired an additional 605 FTE to staff the 
DROCs to process AMA disagreements, RAMP claims, and remands from the Board.  The 
hiring increased the available resources for processing compensation and pension appeals 
from 1,495 to 2,100 FTE.  VBA has designated new FTE to maintain timeliness in the 
modernized appeals system while dedicating existing FTE to reducing the legacy appeals 
inventory.   
 
Increased oversight, redistribution of pending workload to stations with greater capacity, 
increased production, and Veterans who elected to participate in RAMP accounted for a 24-
percent reduction in VBA’s legacy appeals inventory over the two-year period from 
September 2017 through the end of September 2019.  At the end of September 2019, there 
were a total combined 334,392 compensation and pension appeals pending in VBA and the 
Board.  These appeals were pending at various stages of the multi-step appeals process, 
which divides jurisdiction of appeals between VBA and the Board.  At the end of September 
2019, the inventory of compensation and pension appeals pending action by VBA was 
237,657, while the inventory of appeals pending with the Board was 96,735.  The inventory 
of compensation and pension appeals pending in VBA is further broken down by the various 
multi-step processing stages as follows: At the end of September 2019, there were— 
 

 121,315 Notice of Disagreements pending 

 11,159 substantive appeals to the Board (Form 9) pending 

 30,087 appeals pending a response from the appellant to VA’s Statement of 
the Case (SOC) 

 75,096 Board remands pending 
 

Forecast analysis reflects that the required FTE resources to process legacy appeals will 
decrease as the non-remand inventory is eliminated.  As a result, in 2021 up to 400 FTE will 
be incrementally reallocated to other priority areas such as an expanded transition program, 
enhanced outreach efforts, and increased program growth to maintain the VR&E Counselor 
to Veteran ratio of 1:125 at the RO level.  The workload table below reflects VBA’s 
forecasted impact of the implementation of modernization, on the reduction of VBA’s 
compensation and pension legacy appeals inventory in 2020. 
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*Resolutions will be remands only in 2021 
**Certifications include both original certifications as well as remands returned to the Board for a final decision. 
***Certifications will be recertifications only in 2021 (Based on the percentage of remands to the Board and recertifications) 
 
 
2019 Accomplishments: 
 

 Successfully implemented AMA on February 19, 2019  

 Established two new DROCs in St. Petersburg, FL and Seattle, WA. Personnel 
located at these DROCs are primarily responsible for processing request for 
reviews of VA’s decisions on compensation benefit claims under the new 
framework. 

 Transitioned the Appeals Resource Center in Washington, DC to a third DROC.  
The Washington, DC DROC is primarily responsible for processing Board 
legacy remands. 
 

 Hired an additional 605 appeals FTE, completed by February 2019.  The hiring 
increased the available resources for processing compensation and pension 
appeals from 1,495 to 2,100 FTE. VBA has designated new FTE resources to 
maintain timeliness in the modernized appeals system while dedicating existing 
FTE to reducing the legacy appeals inventory.   

 
Future Plans/Goals for 2020 and 2021: 
 

 Eliminate the legacy inventory in the notice of disagreement and substantive 
appeal (Form 9) stages and reduce the remand inventory to approximately 50,000 
– an inventory of remands that equals the number of appeals resolved per year.  

 Maintain processing timeliness of an average of 125 days for both higher-level 
reviews and supplemental claims. 

 Establish a new quality management system to assess claims accuracy at the 
national level for claims decisions under the higher-level review process. 

 Develop a customer experience survey in collaboration with the Veterans 
Experience Office (VEO) to measure satisfaction and understanding of the 
modernized appeals system.  VA plans to send the survey to Veterans at 
appropriate stages in the process. The results of the survey will help VBA to 
further refine the decision review process.  

Compensation & Pension Appeals Workload 2018 2019 2020  
Estimate 

2021 
Estimate 

Notice of Disagreement Receipts 161,871 111,981 12,500 0 
Appeals Resolutions by VBA 112,830 95,143 112,000 * 63,584 
Certification of Substantive Appeals to the Board** 89,487 67,341 77,096 ***25,000 

Pending Inventory 265,781 237,657 63,584 * 38,443 
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VA will allocate available resources to meet the timely processing goals in the new system 
and the remaining resources to process legacy appeals.  Furthermore, VA will continue to 
engage and collaborate with all stakeholders and capitalize on feedback received to better 
serve Veterans.  

Program Descriptions, Highlights, and Major Accomplishments 
VBA is accelerating, streamlining, and improving operations through digitization and 
automation.  To improve processing time and save money for storage needs, VBA extracted 
more than 6.1 million paper files from the Records Management Center (RMC) in St. Louis. 
As of September 30, 2019, over 65 percent of the files extracted from the RMC have 
completed scanning. 
 
Centralizing the intake of claims material is a process change which enables the digital 
operating environment in Veterans Benefits Management System to lessen the time it takes 
to process mail.  Since inception, VBA has scanned more than 4.5 billion images of claims 
related material and reduced the average mail processing time for ROs to less than five 
calendar days from a peak of 55 business days in early 2015. 

VBA operates a national network of 56 ROs, three Pension Management Centers (PMCs), six 
Fiduciary Hubs, three Education Regional Processing Offices (RPOs), eight Regional Loan 
Centers (RLCs), the Philadelphia Insurance Center, and the National Call Center which are 
the main contact points for Veterans regarding VBA benefits and services. 
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While aligned in four Districts, VBA applies an enterprise approach in serving Veterans and 
providing benefits via the following seven distinct lines of business.  
 

 
 
Disability Compensation  
VBA oversees the delivery of disability compensation, a tax-free monetary benefit paid to 
Veterans with disabling conditions that are the result of a disease or injury incurred or 
aggravated during active military service.  Disability compensation rating claims are 
requests for benefits based upon the effects of disabilities caused by injury or disease, which 
VA decides by reviewing medical evidence.  VBA provided disability assistance to more 
than 4.5 million Veterans and completed more than 1.3 million disability compensation 
claims in 2019 and has processed over a million claims for ten consecutive years.  
 
Pension, Dependency and Indemnity Compensation, Burial, and Fiduciary Programs 
VBA helps wartime Veterans, their families, and Survivors with financial challenges by 
providing supplemental income through Veterans Pension, Death Pension, and Dependency 
and Indemnity Compensation (DIC).  Through the Fiduciary Program, VBA protects the 
benefits paid to our most vulnerable beneficiaries who, because of disease, injury, or 
infirmities of advanced age, are unable to manage their finances, including VA benefits.  In 
2019, VBA served over 409,000 Veterans and survivors receiving Pension totaling $4.5 
billion, over 433,000 survivors receiving DIC benefits of over $7.1 billion, and more than 
190,000 Fiduciary beneficiaries.  
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Education  
The Education Service administers six education benefit programs that provide nearly $12 
billion in benefits for approximately one million beneficiaries annually.  Education Service 
processes approximately 4 million claims each year and provide education and training 
benefits to eligible Active Duty, National Guard, and Reserve Servicemembers, Veterans, 
and dependents.  A critical program for VA, Education Service processes original claims in 
an average of 28 days with 96 percent accuracy in 2021.  VBA has provided $98 billion in 
Post-9/11 GI Bill benefits, largest education benefit, for over two million Veterans and 
dependents since the program began in August 2009. 
 
Housing 
The Housing Program provides oversight of the VA Guaranteed Home Loan Program that 
guarantees home loans in varying amounts and ensures Veteran's rights are protected when 
purchasing a home under this program.  Additionally, the Housing Program oversees 
administration of specially adapted housing (SAH) grants for certain severely disabled 
Servicemembers and Veterans so they can adapt or acquire suitable housing.  Since 2009, 
VBA has saved over 890,000 Veterans and their families from foreclosure through the 
Home Loan Guaranty Program leveraging the automated VALERI system.  In 2019, the 
Housing Program guaranteed over 624,000 loans.  
 
Vocational Rehabilitation & Employment  
The Vocational Rehabilitation & Employment (VR&E) Program assists Veterans and 
Servicemembers with service-connected disabilities to prepare for, obtain, and maintain 
suitable employment; start their own business; or receive independent-living services.  This 
program served over 122,000 Veterans in 2019.  VR&E continues to champion student 
Veterans through the VetSuccess on Campus (VSOC) program, which places counselors on 
college campuses to assist student Veterans – today the program has grown to 104 colleges 
and universities. 
 
Office of Transition and Economic Development 
TED maintains oversight and management of Military-to-Civilian Transition Services as 
well as the development of economic initiatives that focus on empowering future and 
current Veterans to achieve maximum and comprehensive economic well-being.   
 
TED achieved several accomplishments since being established in 2018.  The 
accomplishments span from events affecting the economic well-being of Veterans to 
longitudinal research and curriculum improvements. 
 
Highlighted accomplishments include collaborative efforts in 2019 with Transition 
Assistance Program interagency partners to plan and convene the Military to Civilian 
Summit Series resulting in a list of promising best practices and key themes that will inform 
ongoing community integration efforts.  TED coordinated its first two Economic 
Investment Initiatives in Puerto Rico and Puget Sound, WA during 2019.  The Puerto Rico 
event served more than 400 attendees where benefits of $262,000 were retroactively 
awarded, five Veteran’s homes were repaired, and 200 jobs were offered.  The Puget Sound 
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Event saw over 400 attendees where 28 new claims were initiated, 21 Veterans were offered 
jobs, and 32 Veterans were enrolled into VA Healthcare. 
 
Insurance 
The Insurance Service administers life insurance programs that provides financial security 
and peace of mind for Servicemembers, Veterans, and their families, providing more than 
$1.2 trillion in coverage.  In 2019, it paid over $1.9 billion in mandatory obligations, 
including nearly 125 thousand disbursements to insureds and beneficiaries in an average of 
3.7 days at nearly 99 percent accuracy. 

 
Overview of VBA Workload 
The following sections provide a summary of the VBA workload, budget authority, and 
FTE projections, which are discussed in detail in each specific business line chapter. 
 
Disability Compensation 
Overall, the 2021 request for GOE budget authority of $2.2 billion for Disability 
Compensation supports VBA’s efforts to continue processing a record numbers of Veteran 
claims, continued support for the new appeals process, and funding to allow for a further 
reduction to the inventory of Veterans waiting on appeals claims decisions.  VBA predicts 
that non-original claims, supplemental claims, and the level of effort required for processing 
BWN claims will continue to drive an increase in inventory growth rate from 2019 to 2021.  
Rating production was impacted in 2019 by the implementation of Appeals Modernization 
Act (AMA) and decreased overtime.  VBA anticipates increased overtime funds and a wave 
of hiring in support of the BWN implementation; however, VBA still anticipates a rise in 
rating claim inventory.  

The disability compensation rating claims workload is anticipated to increase as more than 
one million transitioning Servicemembers will become Veterans over the next four years.  
Concurrently, production on claims which do not require a disability rating decision but 
directly impact benefits, such as dependency and drill pay adjustments, are expected to 
increase significantly as well. 
 
Therefore, it is critical that in 2021 VBA continue to maximize the gains achieved through 
the modernization enhancements and programs such as centralized intake and 
communication management, paper extraction, auto establishment, and national work 
queue.  The resources required to maintain the record levels of claims processing as well as 
push forward with the Secretary’s priorities are detailed throughout this document.  The 
following table provides a summary of the workload associated with the budget request. 
 

Projected Compensation Workload and 
FTE Requirements 2018 2019 2020 

Estimate 
2021 

Estimate 
Compensation Direct Labor FTE 14,181 14,558 15,309 15,021 
Rating Receipts Compensation Claims 1,270,286 1,316,928 1,409,292 1,447,358 
Rating Production Compensation Claims 1,241,821 1,322,139 1,360,290 1,420,084 
Year-end Inventory Compensation Claims 338,095 332,884 381,886 409,160 
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Pension, Dependency and Indemnity Compensation, Burial, and Fiduciary Programs 
Overall, the 2021 request for Pension, Dependency and Indemnity Compensation (DIC), 
Burial, and Fiduciary Programs GOE budget authority of $349.6 million supports the 
administrative costs to deliver benefits to the most vulnerable beneficiaries.  VBA is 
implementing streamlined and automated processes in these programs to provide timely and 
accurate benefit decisions. 
 
VBA’s Fiduciary Program is projected to grow as VBA continues to process a record 
number of claims annually and the beneficiary population ages.  In 2021, the Fiduciary 
Program expects to complete over 49 thousand follow up field examinations and reduce the 
amount of time to complete an initial appointment. 
 
In 2019, the Burial Program provided a one-time payment for over 140 thousand burial 
claims.  Much of this success is attributable to increased automation and a July 2014 rule 
change which enabled VBA to make automated burial payments upon notice of death.  As a 
result of automated processing, VBA now makes payments to eligible surviving spouses 
within 75 days, a reduction of 50 days since July 2014. 
 
In addition, the DIC Program provided monthly benefits to over 416 thousand surviving 
spouses and dependent children of Veterans whose death was related to military service.  
VBA reduced its DIC inventory by 32 percent from the peak of over 19 thousand in March 
2012 to almost 13 thousand in 2019; while improving original DIC timeliness by 78 days 
from a peak of 180 days to 102 days at the end of 2019. 
 
The following tables provide a summary of the workload associated with the budget request. 
 
 

Projected Pension and DIC Claims 
Workload and FTE Requirements 2018 2019 2020 

Estimate 
2021 

Estimate 
Pension, DIC, & Burial Direct Labor FTE 1,168 1,022 1,191 1,191 
Total Receipts 139,563 125,993 130,576 126,974 
Pension Claims 76,963 67,307 73,860 71,280 
DIC Claims 62,600 58,686 56,716 55,694 
Total Production 134,977 122,073 126,027 131,610 
Pension Claims 73,543 62,932 70,977 74,010 
DIC Claims 61,434 59,141 55,050 57,600 
Total Year-end Inventory 25,776 29,696 34,245 29,609 
Pension Claims 13,410 17,785 20,668 17,938 
DIC Claims 12,366 11,911 13,577 11,671 
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Fiduciary Program Workload Completed and 
FTE Requirements 2018 2019 2020 

Estimate 
2021 

Estimate 

Direct Labor FTE 1,132 1,213 1,335 1,335 
Initial Appointment Field Examinations 45,747 41,196 55,300 56,959 
Follow-up Field Examinations 39,037 43,551 47,700 49,131 
Examinations 9,408 12,104 16,000 17,500 
Percentage IA 48.6% 42.5% 46.5% 49.0% 
Total Field Examinations 94,192 96,851 119,000 123,590 
Accountings 58,804 56,561 59,500 58,435 

 
 
Education 
Overall, the 2021 request for GOE budget authority of $256.2 million supports the 
administrative costs to provide reliable and essential services to Veterans and others using 
VA education benefits to ensure their economic competitiveness.  VBA also assesses 
Veteran educational outcomes and the impact on lifelong economic success.  Continuous 
high-level interest in VA education programs requires VBA, more than ever, to provide 
efficient and effective services to beneficiaries that enable them to meet education, training, 
and employment objectives.  VBA’s understanding of service delivery has expanded, and 
VBA has significantly improved education claims processing timeliness and accuracy, 
paying nearly $12 billion to over one million beneficiaries for all education programs and 
processing original claims in an average of 25 days in 2018.   
 
The following table provides a summary of the workload associated with the budget request. 
 
Projected Education Workload and FTE 
Requirements 2018 2019 2020 

Estimate 
2021 

Estimate 
Direct Labor FTE 1,750 1,720 1,803 1,803 
Total Claims Completed 3,485,977 3,648,330 4,434,495 3,820,919 
Increase in Claims Completed (over previous 
year) -7.85% 4.66% 21.55% -14% 
Average Days to Complete Original Claims 25 24 28 28 
Average Days to Complete Supplemental 
Claims 13 13 14 14 
Compliance Reviews 4,217 3,619 3,500 3,500 
Calls Processed at Call Center (Answered) 2,455,276 2,307,219 2,768,663 2,768,663 

 
Housing 
The 2021 request includes $157.7 million in reimbursement authority from credit accounts 
and $27.2 million in budget authority to fund the discretionary portion of the Housing 
Program.  In 2019, VBA guaranteed over 624 thousand home loans. Outreach efforts have 
broadened program popularity and pushed purchase loan originations higher.  The unique 
no down payment feature and no mortgage insurance requirement are also continuing to 
attract new borrowers. 
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VBA and its partnering loan servicers assisted 890 thousand Veterans avoid foreclosure. 
To assist our clients earlier in the default process, VA has delegated more loss-mitigation 
authority to private-sector loan servicers.  This authority enables servicers to help our 
clients receive the most advantageous resolution option based on their circumstances.  
Additionally, servicers are required to report all data electronically, which results in a 
paperless process, while also facilitating VA’s oversight responsibilities.  Electronically 
reported data allows VA to more effectively manage the portfolio of VA-guaranteed loans, 
resulting in better service to our clients.   
 
The following table provides a summary of the workload associated with the budget 
request. 
 
Projected Housing Workload 
and FTE Requirements 2018 2019 2020             

Estimate 
2021             

Estimate 

Direct Labor FTE                       790  
   

769  
   

820  
  

820  
Total Guaranteed Loan 
Volume                610,513  

   
624,545  

   
669,116  

   
544,304  

Total Purchase Loans                383,115  
   

384,496  
   

388,018  
  

399,299  

Total Refinance Loans                227,398  
   

240,049  
   

281,097  
  

145,005  
Total Loan Amount $161,295,511,404 $175,637,888,546 $170,736,516,761 $140,488,291,064 

 
Vocational Rehabilitation & Employment 
The 2021 request for GOE budget authority of $279.2 million for the VR&E program will 
continue to assist Servicemembers and Veterans in their transition and entrance into one of 
VR&E’s five tracks leading toward achievement of their rehabilitation goals.  The five 
tracks are Re-Employment, Rapid Access to Employment, Self-Employment, Employment 
through Long Term Services, and Independent Living Services.  
 
VR&E is involved in early intervention to support successful reintegration by physically 
placing Vocational Rehabilitation Counselors (VRCs) at Joint VA/DoD Integrated 
Disability Evaluation System (IDES) locations.  Currently, VR&E services are located at 
71 military installations domestically with 145 counselors allocated to the program.  
Services range from comprehensive rehabilitation evaluations to determine abilities, skills, 
and interests for employment purposes to support services to identify, obtain, and maintain 
employment.  By physically placing VRCs at IDES locations, benefits delivery and timely 
response to the needs of transitioning Servicemembers is being enhanced as more 
Servicemembers are anticipated to use VA benefits.  The following table provides a 
summary of the workload associated with the budget request. 
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Projected VR&E Workload and 
FTE Requirements 2018 2019   2020 

Estimate 
2021 

Estimate 

Direct Labor FTE   
1,480  

  
1,512  

  
1,512  

  
1,678 

Actual Participants 125,513 122,249 128,082 131,334 
Increase in Actual Participants 
(over previous year) -5% -2% 5% 3% 

 
Transition and Economic Development 
The 2021 request for GOE budget authority of $111.2 million for TED comprehensively 
addresses military-to-civilian transition and provides all eligible beneficiaries the necessary 
tools and resources needed to sustain economic independency post-transition. 
 
TED collaborates with DoD, the Department of Labor, Veteran Service Organizations, state 
governments, and public-private partnerships to maximize stakeholder collaboration to 
improve military-to-civilian transition outcomes, provide Career and Educational 
Counseling services, and provide oversight and visibility on programs designed to position 
Veterans for economic success.  
 
Through TAP, VA has trained more than 260 VA Benefits Advisors worldwide to provide 
full-time transition support at over 330 military installations to over 200,000 
Servicemembers who are expected to transition from the military to civilian life each year 
over the next four years.  VA Benefits Advisors are responsible for delivering the mandatory 
VA Benefits Briefings to 100 percent of Servicemembers.  In addition, the Benefits 
Advisors support the DoD components of Transition Goals, Plans, Success, Military Life 
Cycle; Capstone events; and provide individual assistance to Servicemembers and 
dependents on all VA benefits and services.  VBA remains committed to continued 
improvements in supporting transition and will go beyond many of the transition-related 
provisions of the Veterans Opportunity to Work Act to include adapting a holistic military-
to-civilian transition approach to build responsive and predictive resources for 
Servicemembers versus a “basket of benefits” and single point-in-time support. 
 
Workload associated with TED will continue to increase in 2021 as the collaborative 
processes and engagements expand to other federal agencies, state government, and non-
governmental organizations.  FTE increases as a result of an allocation of 122 FTE (102 call 
center agents and 20 support FTE) to reach out to Veterans to enhance their relationship 
with VA while also making them aware of the benefits and services available to help them 
get a solid start into civilian life.  An additional 6 FTE will provide TED the needed 
personnel to facilitate outreach events, implement financial literacy programs, build 
partnerships with VSOs, and study needed improvements in Veteran’s transition. 
 
 
The following table provides a summary of the workload associated with the budget request. 
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Projected TED Workload and FTE Requirements 2019 2020 
Estimate 

2021 
Estimate 

Direct Labor FTE 15 34 162 

Attendance at TAP Events 423, 250 450,000 475,000 
 
Insurance 
The 2021 request for GOE budget authority of $1.9 million for the Insurance Service will 
continue to provide needed services to Veterans and their families.  The workload associated 
with maintaining and processing insurance benefits for World War I, World War II, and 
Korean War era programs are closed to new issues and declining in line with the advancing 
age of the policyholders.  However, the workload trend for programs that serve disabled 
Veterans are expected to increase in line with the number of Veterans who file for 
compensation benefits.  This upward trend is projected to continue partly because of the 
new presumptive conditions that expanded eligibility criteria.  
 
The Insurance Center functions in a fully operational electronic workflow environment.  
The increased processing efficiencies resulting from this system are a key element to 
maintaining high levels of client satisfaction.  VBA continues to provide world-class service 
through its toll-free telephone service and continues to enhance its current alternative means 
for Veterans and their representatives to reach VBA, including e-mail, the IVR system, and 
the self-service website.  The following table provides a summary of the workload 
associated with the budget request. 
 

 
 
 

VBA Initiative Investments 
As noted in the table below, VBA is investing $322.6 million in cross-cutting programs.  
The 2021 request will continue to support ChooseVA priorities such as focusing resources 
more effectively and fostering an environment of collaboration.  VBA will invest $21.3 
million for Fraud, Waste, and Abuse to support all business lines allowing VBA to 
analytically identify and remediate inefficient, extravagant, or unnecessary uses of resources 
that result from deficient practices, systems, controls, or decisions.  This request also 
includes $28.9 million for the Veterans Benefits Management System (VBMS), an 
internally facing VA system used by VBA claims processors at all 56 ROs and serves as the 

Insurance Workload and Direct FTE 2018 2019
2020       

Estimate 
2021          

Estimate 

Insurance Direct Labor FTE 273                 270 281 275
Death Claims 93,192 86,782 89,260 81,200
Loans and Cash Surrenders 38,099 38,390 39,710 38,990
Telephone Calls Answered 524,037 463,718 499,800 464,630
S-DVI & VMLI Applications 28,724 29,477 31,780 31,780
All Other Insurance Maintenance Actions 272,949 208,480 269,850 224,310
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technological cornerstone of the Department’s benefits claims processing capability.  The 
National Work Queue (NWQ) enhances efficiency of claims processing using a national 
paperless workload distribution mechanism.  With 99.9 percent of its pending disability 
compensation claims inventory converted to digital format in VBMS, the NWQ  
functionality gives VBA the ability to assign any claim to one of its 56 ROs.  VBA can more 
evenly distribute the workflow among offices, expedite and improve the claim process, 
increase productivity, and improve consistency and quality.  It also gives VBA insights used 
to improve processes and accuracy at the national level by providing visibility into the 
claims process, something that was impossible prior to VBMS and NWQ.  The Veterans 
Claims Intake Program and Centralized Mail request supports document conversion efforts 
to provide digital intake and processing services for claims and evidence, which populates 
VBMS with digital images for upload into Veterans’ eFolders.  VBA is also requesting 
$80.6 million to continue to carry out Transition Assistance Program requirements 
mandated in the 2011 VOW (Veterans Opportunity to Work) to Hire Heroes Act (P.L. 112-
56), to prepare separating, retiring, or demobilizing Servicemembers for their transition to 
Veteran status.  VBA is in the process of revising and updating the 15 body systems 
contained in the VA Schedule for Rating Disabilities (VASRD).  The revisions to applicable 
regulations will ensure VA is consistent with up-to-date medical science and terminology.   
Funding of $11.8 million supports the continuation of the Earnings Loss Study to analyze 
of up to 100 Diagnostic Codes and supports improved efficiency and effectiveness of 
service.   
 

2021 Investments Request  
VBA Cross-Cutting Investments ($000s) 

Initiative Name 
2020 Request 2021 Request 

FTE $s FTE $s 
Overtime - 35,000  - 46,000 
Fraud, Waste, and Abuse 47 20,821 47 21,317 

Veterans Benefits Management System 41 21,066 41 28,910 

Veterans Claims Intake 
Process/Centralized Mail 34 123,188 34 130,591 
National Work Queue 22 3,286 22 3,354 

Veterans Opportunity to Work Act / 
Veterans Employment Initiative (TAP) - 74,347  - 80,647 
Veterans Earnings Loss Studies - 10,000  - 11,792 

TOTAL OBLIGATIONS 144 $287,708 144 $322,611 
 
FTE Tables 

 

 
The following tables display the estimated allocation of FTE in 2020 by grade and location 
and the estimated distribution of all grades from 2019 through the 2021 request. 
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Analysis of FTE  
Distribution Headquarters/Field 

        
  2020 

HQ 
Estimate 

2020 
Field 

Estimate Total 
  

Grade 
SES 35 42 77 
GS-15 113 136 249 
GS-14 365 270 635 
GS-13 805 2,249 3,054 
GS-12 86 5,554 5,640 
GS-11 30 4,569 4,599 
GS-10 10 2,979 2,989 
GS-9 0 3,763 3,763 
GS-8 0 65 65 
GS-7 2 1,930 1,932 
GS-6 1 1,003 1,004 
GS-5 1 500 501 
GS-4 0 77 77 
GS-3 0 5 5 
GS-2 0 0 0 
GS-1 0 0 0 
Total           1,448  23,142  24,590  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Employment Summary-FTE by Grade 

Grade 2019 2020 2021 Increase/ 

Actual Estimate Request Decrease 
SES 67 77 77  0  
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GS-15 210 249 258  9  
GS-14 558 635 655  20  
GS-13 2,693 3,054 3,082  28  
GS-12 5,206 5,640 5,598  (42) 
GS-11 4,259 4,599 4,564  (35) 
GS-10 3,001 2,989 3,109  120  
GS-9 3,365 3,763 3,920  157  
GS-8 56 65 68  3  
GS-7 2,156 1,932 2,100  168  
GS-6 935 1,004 800  (204) 
GS-5 570 501 399  (102) 
GS-4 67 77 80  3  
GS-3 4 5 5  0  
GS-2 0 0 0  0  

GS-1 0 0 0  0  

Total  23,147  24,590  24,717  127  
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Net Changes 
 
The following table displays the net change from the 2020 President’s Budget Request to 
the 2021 GOE appropriation request for the VBA discretionary account. 
 

Exhibit 1 
Discretionary Appropriation 

TAFS: 0151 
General Operating Expenses, Veterans Benefits Administration 

2021 Summary of Resource Requirements 
(Dollars in Thousands) 

  
      
iFAMS 

# Budget Build Categories Appropriation FTE 
1100 2020 President's Budget $3,000,000 23,899 

  2020 Blue Water Navy (BWN) Increase $125,000 691 
  2020 Enacted $3,125,000 24,590 
  % Change 104.17% 102.89% 
      
  2021 Current Services Increases    
  Pay and Benefits Increase $20,000 - 
  Subtotal $20,000  - 
  % Change 0.67%  - 
      
  2021 Total Current Services $3,145,000 24,590 

  
2021 Total Current Services (minus One-time BWN 
Increase) $3,020,000   

      
  2021 Additional Investments    
  Blue Water Navy $137,200  - 
  Forever GI Bill $20,500  - 
  Transition and Economic Development $14,780  - 
  Subtotal $172,480  - 
      
  2021 Operational Increase    
  Freedom of Information Act/Privacy Act $10,845 127 
  FMBT Operations $3,675  - 
  Subtotal $14,520 127 
      
  2021 Total Request $3,207,000 24,717 
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                Disability Compensation 
 

 
 

 
Mission Statement 
Provide monthly, tax-free payments to Veterans, their families, and survivors in recognition 
of the effects of a disabling condition due to disease or injury incurred or aggravated as a 
result of military service. 
 
Summary of Budget Authority  
  

2021 Budget Authority Request: $2.2 billion 
Change over 2020 Estimate: + $4.2 million /  .19 percent 
 

 
 

Summary of Budget Request 
VA requests $2.2 billion in budget authority to fund discretionary portions of the Disability 
Compensation Program to include administrative expenses of 16,682 full time employees 
(FTE), which represents a net decrease of 238 FTE from the 2020 current estimate.  
Improvements in appeals processing and reduced legacy appeals inventory will enable VBA 
to repurpose up to 400 FTE to critical missions supporting other priority areas. 



 

VBA-168                                                      Disability Compensation 
 

 

 
Dollars may not add due to rounding in this and subsequent charts. 

 
Changes from Original 2020 Estimate 
Total obligations reflect an increase of $381.3 million, primarily attributed to an additional 
$125 million received to implement the Blue Water Navy (BWN) Vietnam Veterans Act of 
2019; a 3.1 percent pay raise; and an increase for contract medical exams.  The contract 
medical exam program has expanded in recent years, where contract exams represent a 
greater overall percentage of the total examinations completed by VA.  We expect to 
complete 1.29 million unique Veteran exam requests in FY 2020 and 1.34 million unique 
Veteran exam requests in FY 2021.   It is also expected that additional exam types, such as 
initial Gulf War, pre-discharge, and medical opinions, are going to be completed by contract 
exam vendors starting in 2020. 
 
Changes from 2020 Current Estimate to 2021 Request 
Total obligations reflect a net increase of $389.1 million from the 2020 current estimate for 
claims processing activities primarily attributed to an increase of $137 million for BWN 

2019 2021 2021 - 2020

FTE
Direct Compensation 14,558 14,662 15,309 15,021 -288
Management Direction and Support 1,502 1,581 1,611 1,661 50
Total FTE 16,060 16,243 16,920 16,682 -238
Obligations
 Personal Services (without overtime) $1,645,235 $1,619,235 $1,832,090 $1,793,295 -$38,795
 Overtime 87,062 26,333 26,333 37,333 11,000
 Travel 13,144 27,661 27,661 28,214 554
 Interagency Motor Pool 3,605 2,869 2,869 2,929 60
 Transportation of Things 1,898 889 889 904 14
 Rent, Communications & Utilities 114,731 129,479 129,479 132,427 2,947
 Printing 1,922 1,331 1,331 1,360 29
 Other Services 1,470,066 1,821,699 1,990,168 2,402,965 412,797
 Supplies and Materials 3,901 4,261 4,261 4,356 95
 Equipment 3,698 17,520 17,520 17,865 345
 Insurance Claims 640 979 979 995 16
 Total Administrative Obligations $3,345,901 $3,652,256 $4,033,580 $4,422,642 $389,062
Reimbursements -$1,228,966 -$1,556,951 -$1,820,004 -$2,240,894 -$420,890
Unobligated SOY -$94,055 $0 -$36,000 $0 $36,000

GOE Carry Over -$94,000 $0 -$36,000 $0 $36,000
Recycling -$55 $0 $0 $0 $0

Unobligated EOY $52 $0 $0 $0 $0
GOE Carry Over $0 $0 $0 $0 $0
Recycling $52 $0 $0 $0 $0

Unobligated Bal Expiring $67,559 $0 $0 $0 $0
Transfers $0 $0 $0 $0 $0
Net Appropriation $2,090,491 $2,095,305 $2,177,576 $2,181,749 $4,172

$0 $0 $0 $0 $0
Total Appropriation $2,090,491 $2,095,305 $2,177,576 $2,181,749 $4,172
 Outlays (net) $2,023,628 $1,939,770 $2,354,714 $2,129,157 -$225,557

2020

Disability Compensation
Summary of Discretionary Appropriation Highlights

(dollars in thousands)

Actuals
Budget

Estimate
Current 
Estimate

Increase(+)
Decrease(-)Discretionary
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implementation and for the continued expansion of the contract medical exam program.  
The remainder supports a projected 1.6 percent increase for non-pay inflation, Freedom of 
Information Act/Privacy Act efforts, and pro-rata share of increases to support efficient and 
effective operations to include VA’s financial system modernization efforts. 
 
Program Description 
Compensation Service (CS) oversees the delivery of disability compensation, a tax-free 
monetary benefit paid to Veterans with disabling conditions that are the result of a disease 
or injury incurred or aggravated during active military service.  From 2012 to 2021, rating 
receipts will have increased by 55 percent and non-rating receipts will have increased by 83 
percent.  From 2012 to 2021, VBA will have increased our rating completions by 59 percent 
and our non-rating completions by 106 percent. In 2021, VA will complete a projected 1.4 
million disability compensation rating claims, with the average number of days pending of 
98 days; average number of days to complete of 101 days; and an inventory of 
approximately 78,000 claims pending more than 125 days.  In 2020, VA will complete an 
estimated 1.3 million disability compensation rating claims, with the average number of 
days pending of 92 days; average number of days to complete of 98 days; and an inventory 
of approximately 73,000 pending more than 125 days.  In 2019, VA completed more than 
1.3 million disability compensation rating claims, with an average of 83 days pending, 
average number of days to complete of 106 days; and an approximate inventory of 64,000 
claims pending more than 125 days.  For comparison purposes, in 2013, Veterans were 
waiting 378 days for a decision versus 106 days in 2019.  VA reduced the average wait time 
by 272 within a six-year period.  In addition, VBA is committed to ensuring that Veterans 
claims are decided accurately as reflected in our goal of 96 percent by using allocated 
resources to focus on process improvements and innovation. 
 
As VBA’s workload continues to grow, VBA recognizes how essential it is to actively 
recruit, develop, and promote strong employees to create and execute efficiencies through 
new initiatives and improvements in existing processes.  An estimated $1.9 billion of the 
2021 request is for FTE salaries and benefits.   Specifically, this request includes an increase 
in salaries and benefits for an additional 691 FTE to support BWN efforts.   In 2021, the 
compensation program is projected to have 16,682 FTE supporting the execution and 
delivery of compensation disability benefits nationwide.   These employees account for 72 
percent of the program’s operating expenses.  VBA is committed to Veteran employment 
and approximately 59 percent of compensation employees are Veterans.  Of the total 
number of employees supporting the compensation program, 90 percent are directly 
responsible for processing compensation claims and appeals including gathering evidence, 
which includes requesting disability examinations, and making decisions, as detailed in the 
Workload section below.   The remaining employees are managers, administrative support 
for claims processors such as human resources and facilities, and central office employees.  
The staff supporting claims processors provide mentoring, leadership, and oversight.   The 
central office staff provides enterprise level planning, policy development and oversight, 
process improvement, training, quality assurance, and system integration support.  As the 
risk management program matures, VBA is focused on making and documenting risk-
informed decisions to evaluate its complex program operations.  The programmatic 
activities outlined in the Highlights and Performance Measures section of this chapter could 
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not be accomplished without the claims processing management and central office staff 
executing the activities required for effective program management.    
 
The budget is expected to increase from $2.1 billion in 2019 to approximately $2.2 billion 
in 2020 and $2.2 billion in 2021 as VBA takes on additional mandates and manages 
increasing receipts.   Much of this increase in cost is due to anticipated resources required 
to implement Blue Water Navy Vietnam Veterans Act of 2019 and increasing contract 
examination completions.  The Medical Disability Exam Program has completed 65 percent 
of all disability examinations performed for VA up from 57 percent in 2018.  VA began 
conducting contract examinations for Veterans living overseas in October 2016.   This 
change resulted in average days awaiting days to complete a disability claim for a Veteran 
living overseas to drop from 177 days in 2016 to 126 in 2019.  In addition, CS is driving 
new high-profile initiatives requiring resources including: modernizing the VA Schedule 
for Rating Disabilities (VASRD), creating a Records Research Center (RRC) function, and 
expanding the Private Medical Records (PMR) program to include obtaining records on 
claims for Veterans living overseas.   Further information on these efforts is provided later 
in the chapter. 
 
VBA’s continued improvements in our delivery of services and benefits to Veterans is 
supported by our sustained investment in systems and processes, such as the Veterans 
Benefits Management System (VBMS), Appeals Modernization, national workload system 
using the National Work Queue (NWQ), employee training programs such as Warrior 
Training Advancement Course (WARTAC) and Challenge, central mailing and scanning 
solutions under Veterans Claims Intake Program (VCIP),  and contract medical exams.  
Further information on these efforts is provided in the Highlights and Performance 
Measures section of this chapter.   The table below reflects VBA’s continued investment in 
these critical initiatives. 
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VBA Initiatives  

(dollars in thousands)  

Initiative  2017 2018 2019  2020  
Estimate 

2021 
Request 

 
 

Veterans Benefits Management 
System (VBMS) $37,224 $35,704 $36,212 $21,066 $28,910 

 

Veterans Claims Intake Program 
(VCIP) $140,352 $116,140 $102,306 $97,429 $104,832 

 

Centralized Mail $26,695 $26,695 $27,149 $25,759 $25,759  

National Work Queue (NWQ) $3,514 $3,220 $3,222 $3,286 $3,354  

Veterans Opportunity to Work 
Act/Veterans Employment 
Initiative (TAP) $126,011 $111,011 $62,281 $74,347 $80,647 

 

Contract Medical Exams $765,000 $896,264 $1,232,202 $1,789,638 $2,233,205  

Challenge Training $14,128 $11,326 $9,213 $9,555 $17,100  

 
 
As the workload for VBA continues to increase, VBA is committed to providing quality 
service to Veterans through continued focus on productivity, innovation, compliance, and 
process improvements. 
 
Workload Projections 
 
The following tables provide a summary of the VBA compensation workload and direct 
FTE projections: 
 

Projected Compensation Workload and 
FTE Requirements 2017 2018 2019 2020 

Estimate 
2021 

Estimate 
Compensation Direct Labor FTE 13,783 14,181 14,558 15,309 15,021 
Rating Receipts Compensation Claims 1,194,935 1,270,286 1,316,928 1,409,292 1,447,358 
Rating Production Compensation Claims 1,237,834 1,241,821 1,322,139 1,360,290 1,420,084 
Year-end Inventory Compensation Claims 309,630 338,095 332,884 381,886 409,160 
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As of September 2019, approximately 25 percent of the projected U.S.  Veterans population 
of 20 million people were receiving disability compensation.  In 2021, VA expects non-
original claims from Veterans to account for 76.5 percent of the total disability 
compensation rating claims received with the balance consisting of 22.8 percent original 
claims and 0.7 percent other.  There will be an increase in the number of compensation 
beneficiaries requiring award adjustments due to dependency changes; requests for 
ancillary benefits, such as automobiles for those with impaired movement, clothing 
allowances, and specially adapted housing; requests for eligibility certifications for 
determining entitlement to benefits and services from other agencies; and program reviews.  
Historically, VBA has found that rating claims received and completed is a valid indicator 
for overall demand. 
 
VA strives to complete all rating claims in less than 125 days.  However, the following are 
examples of when a claim may take longer than 125 days to complete: 
 

 Veterans claim new conditions before VA makes decisions on their earlier claimed 
issues. 

 Veterans submit new additional evidence for pending claims late in the process. 
 Veterans ask VA to reschedule their medical examinations for personal reasons, such 

as travel, work, schedule conflicts, etc. 
 VA identifies additional disabilities that the Veteran did not claim that are related to 

service-connected disabilities. 
 VA identifies additional benefits, such as adapted housing or a total evaluation based 

on the inability to maintain gainful employment as a result of service-connected 
disabilities, that are unclaimed, but intertwined with VA’s decisions. 
 

2,000,000
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3,000,000

3,500,000

4,000,000
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Claims that involve complex conditions, such as those due to exposure to radiation 
or environmental contaminates. 

 
Compensation Claim Types 
VBA divides its work into two broad categories—rating and other than rating— indicative 
of the various types of work performed by claims processors.  These categories are used to 
monitor the workload (i.e., tracking and reporting on claims), as well as monitor individual 
and regional office (RO) performance.  VBA has a balanced approach to workload 
management to ensure timely completion of all Veterans’ claims.   Work is aggregated into 
the following categories: 

 Compensation Rating Claims – Claims filed by Veterans for benefits based upon 
the effects of disabilities, due to diseases or injuries incurred or aggravated during 
active military service.  These claims filed by Veterans traditionally require a rating 
decision.  (Note: Claims from survivors are administered by the Pension and 
Fiduciary Service).   The following chart shows the received, completed, and 
pending inventory of claims in this category from 2012 to 2019 as well as the 
associated age of the pending inventory and average days to complete claims.   

         

 
 

 Compensation Other Than Rating Claims – These claims generally do not require a 
formal rating decision and fall into the following three categories: 

• Compensation Non-Rating Claims – Involves the modification of benefits based 
upon additional ancillary factors.  Such modifications, including adjustments 
for dependents, usually occur when Veterans are already receiving benefits. 

• Compensation Controlled End Products – Includes the administrative review of 
claims; review of radiation cases; and temporary 100 percent disability 
evaluation reviews.  This category also includes other controlled work 
received that does not affect entitlements or require any adjustment to 
monetary benefits, such as responding to correspondence. 
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• Compensation Non-Rating Other End Products – Includes program benefit 
claims for Veterans’ children due to spina bifida or other birth defects and 
other special issues; reviews of historical awards of amyotrophic lateral 
sclerosis, exposure to environmental hazards or mustard gas; requests for basic 
eligibility of Vocational Rehabilitation and Employment (VR&E) or 
dependents’ educational assistance; social security verification; and continued 
eligibility to Individual Unemployability.  This category also includes other 
controlled work from requests for release of information under the Freedom 
of Information Act and Privacy Act.   

 
These three types of claims are represented in the chart below.         
 

  
 
VBA expects that rating claims received will outpace production through 2021, resulting in 
a growth of rating claims inventory.   During 2012 to 2019, rating claims received increased 
by approximately 5 percent annually.  VBA predicts that non-original claims, supplemental 
claims, and the level of effort required for processing Blue Water Navy (BWN) claims will 
continue to drive an increase in inventory growth rates from 2019 to 2021.    
 
Rating production was impacted in 2019 by the implementation of Appeals Modernization 
Act (AMA) and a decrease in overtime.  VBA anticipates increased overtime funds and a 
wave of hiring in support of the BWN implementation; however, VBA still anticipates a 
rise in rating claim inventory.   
 
Highlights and Performance Measures 
 
VBA’s 2021 Disability Compensation Program request is aligned to program activities  that 
support modernizing VA and improving services to Veterans based on the Secretary’s 
priorities. 
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Public Law 116-23, Blue Water Navy Vietnam Veterans Act of 2019 

On June 25, 2019, the President signed into law, Public Law 116-23, Blue Water Navy 
Vietnam Veterans Act of 2019 (BWN), which codified the Procopio v.  Wilkie decision and 
provided additional statutory amendments to herbicide exposure-related regulations.   As a 
result, VA’s presumption for herbicide exposure will extend to Veterans who served on a 
vessel that navigated within a specified distance of the Republic of Vietnam.  Based on data 
received from the Department of the Navy, VA estimates receiving 237,941 BWN claims 
and 35,621 BWN appeals by 2024.  VBA has collaborated with the National Archives and 
Records Administration (NARA) to scan and extract computable data from approximately 
22,000 boxes of archival U.S. Navy and Coast Guard deck logs.   This includes a 
requirement that the deck logs’ pertinent information such as ship name, hull number, date, 
and the latitude/longitude (potentially more than one per day) are extracted and entered into 
a database.   This database has been leveraged in the development of a tool to assist claims 
processors in making eligibility determinations.   The scanned copies are stored in a 
repository for reference and used as evidence in support of rating decisions.   VBA 
centralized processing of BWN claims processing to cultivate and maintain a high level of 
proficiency, expertise, and accuracy with these complex claims as a part of its risk 
mitigation strategy.  Priority for RO selection was given to sites that have experience in 
similar type of work.  VBA also expanded Private Medical Record vendor capacity to 
handle incoming requests based on anticipated increase in receipts.    Due to the complexity 
of these claims, VBA utilized existing experienced claims processors at eight ROs to 
process these claims. VBA’s request for $137 million includes $86 million in pay and $51 
million in non-pay to continue to process BWN claims and hire behind these designated 
resources to maintain capacity for maintaining productivity on non-BWN claims 
processing.  
 
Future Plans/Goals for 2020 and 2021: 

 Implement the provisions of the new law to process BWN claims from the 
following groups (FY20 with additional follow on activities in FY21 if required): 

• New claims from Vietnam Veterans or surviving spouses, 
• Veterans or surviving spouses previously denied benefits who may now be 

eligible for benefits, and 
• Children with spina bifida whose parent(s) served in Thailand 

 Scan approximately 22,000 boxes of deck logs and extract key data elements into 
computable data that will be loaded into the ship locator tool for use by claims 
processors in making eligibility decisions (FY20 with additional activities where 
required) 

  Scan and store increase in recalled claims folders from Federal Records Centers 
(FRCs) due to pending BWN claims activity (FY20 and beyond). 

 Scan and store increase in Centralized Mail due to pending BWN claims activity 
(FY20 and beyond). 

 Scan an increase of approximately 60,000 Official Military Personnel Files 
(OMPFs) from National Personnel Records Center (NPRC) due to pending BWN 
claims activity (FY20 and beyond). 
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 Execute Inter-Agency Agreements (IAAs) with NARA to reimburse labor and 
material costs associated to deck log and OMPF requests (FY20). 

 Store the scanned images in a repository for reference and use as evidence in 
support of rating decisions (FY20) 

 Hire 691 full time employees to backfill the designated experienced staff who are 
processing BWN claims.  Cost incurred also include facilities, equipment, training 
and all other support required for increase in FTE levels (FY20 and beyond). 

 Centralize BWN claims processing to cultivate and maintain a high level of 
proficiency, expertise, and accuracy with these complex claims.    

 
Rating Schedule Modernization 
VBA is in the process of revising and updating the 15 body systems contained in the VA 
Schedule for Rating Disabilities (VASRD, also known as the Rating Schedule) 38 CFR Part 
4, under the authority of Title 38 USC § 1155.  VBA has allocated $22.2 million in 2021 to 
support the execution of this initiative. 
 
The revisions to applicable regulations will ensure VA is consistent with up-to-date medical 
science and terminology.  The purpose of these changes is to incorporate medical 
advancements that have occurred since the last review, update current medical terminology, 
and further clarify evaluation criteria.   This will provide VA with a more accurate rating 
system and ensure that Veterans with service-connected diseases or injuries are 
compensated for average earning impairment based on modern medical standards and  
practices.  In addition, VA is utilizing two research contracts to collect data to facilitate 
improvement of our rating criteria through data driven policy making.  The first is the ELS, 
which incorporates Census Bureau and Social Security Administration (SSA) data into 
developing a methodology to ensure VASRD continues to reflect current day loss in 
Veteran earning capacity.   The second is the MCP project, which maps medical data from 
both the Veterans Health Administration (VHA) and the Department of Defense (DoD) to 
VASRD to support decision making and enable future automation.   
 
2019 Accomplishments: 

 Published the Cardiovascular System Proposed Rule in the Federal Register (August 
2019) 

 Published the Infectious Disease, Immune Disorders, and Nutritional Deficiencies 
Proposed Rule in the Federal Register (February 2019) 

 Published the Infectious Disease, Immune Disorders, and Nutritional Deficiencies 
Final Rule in the Federal Register (June 2019) 

 Published the Hematologic and Lymphatic Final Rule in the Federal Register 
(October 2018) 

 Established a VASRD Program Office to provide programmatic support for regular, 
cyclic reviews and updated rules for each body system in the VASRD and 
implementation of such rules. 

 Completed an Earnings Loss Study, and analyzed the results in 2019, which enabled 
VBA to establish proof of concept and define the subsequent earnings loss research 
required to support the next cycle of VASRD revisions.   
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Future Plans/Goals for 2020 and 2021: 

 Continue to complete updates to all 15 body systems as final regulations in the rating 
schedule and incorporate changes in systems, procedures manual, training, and 
Disability Benefits Questionnaires used for medical disability examinations 

 Begin the next cycle of review for the VASRD as early as 2021 
 Support  ELS expansion efforts as VBA transitions  to a scheduled VASRD revision 

and maintenance cycle. 
 Leverage the findings, once available, from ELS and MCP to make necessary 

revisions 
 Review VASRD regulations every three to five years 

 
National Quality Assurance  
VBA has a rigorous national quality assurance (QA) portfolio that focuses on improving 
decision accuracy of claims and on measuring all elements of compensation claims 
processing accuracy.  VBA dedicates approximately 5 percent of its workforce to quality 
efforts.  The Quality Management System (QMS) database, which QA uses for Systematic 
Technical Accuracy Reviews (STAR) as well as local reviews, provides a more 
comprehensive analysis of our quality process and data enabling tailored feedback and 
training.  VBA requires $124.1 million in GOE funding in 2021 to staff quality assurance 
activities.   
 
2019 Accomplishments: 

 Conducted comprehensive accuracy reviews of the adjudication of disability 
compensation claims at all Ros.  Reviewed 55,445 RO rating issues with an accuracy 
of 95.66 percent, and 9,430 RO non-rating claims reviewed with an accuracy of 
91.91 percent, for the current 12-month cumulative rate ending August 2019.   

 Contracted for an objective third party audit (Phase 1) of the quality process 
resulting in a smaller sample size for national quality reviews.  The resource savings 
created by this change were refocused to provide a more in-depth analysis of 
targeted areas of the claims process.   

 Identified recommendations to redesign and improve local employee quality 
process, which will be analyzed and implemented in the following years. 

 Completed 576,503 Individual Quality Reviews (IQR) via Quality Review Teams 
(QRT) in 2019 to provide performance measures for Veteran Service Center (VSC) 
employees processing benefits claims.      

 Completed 19,170 In-Process Reviews (IPR) via QRT  to assist in identifying and 
correcting claim errors.  These efforts have enabled VBA to address areas that 
require clarification in policies and procedures. 

 Conducted 10 national Compensation Service Quality Calls to provide the field with 
quality training.    

 Conducted Oversight and Compliance Visits at 11 regional offices 
 Conducted 24 consistency studies to review compliance on a national level followed 

by immediate, remedial training for individuals upon completion of the study 
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 Coordinated with Office of Inspector General to review notice of error findings on 
12 audits  

 
Future Plans/Goals for 2020 and 2021: 

 Continue to work with the external contractor (Phase II) to better align the national 
and local rating quality review checklists 

 Work with the external contractor for a comprehensive review of the Site Visit 
program from purpose to process 

 Conduct at least 10 national Compensation Service Quality Calls annually 
 Conduct Oversight and Compliance Visits at 11 to 12 regional offices each year 

 
Contract Medical Examinations  
The Contract Medical Disability Examination (MDE) Program is implemented nationally 
and internationally at all VBA regional offices.  MDE provides disability examinations for 
Veterans residing in both the U.S.  and abroad to supplement VHA’s internal Compensation 
and Pension (C&P) examination capacity.   VHA completed 35 percent of all medical 
disability examinations performed for Veterans in 2019.   VBA will need $2.2 billion in 
mandatory funds to ensure the success of the MDE program in 2021. 
 
2019 Accomplishments: 

 Awarded new medical disability examination contracts for Veterans residing within 
the United States.   These contracts increased vendor capacity by awarding three 
vendors in each of the four regions.   The new contracts contain one base year and 
nine option years. 

 Completed 65 percent of VA medical disability examination requests through MDE 
vendors, up from 57 percent the prior year.  All examinations not able to be 
completed by VHA based on its internal capacity were completed under the VBA 
contract.   The increase in percentage completed by contractors was due to the 
expansion of types of examinations that could be completed under the contract as 
well as taking on new work that had not previously been completed by VHA or 
VBA.   For example, VBA increased the number of foreign countries served under 
the contract.   During 2019, 14 new countries were added to the overseas contract, 
bringing the total to 33 foreign countries and U.S.  territories covered by the 
contract.   By comparison, days to complete a compensation disability claim for a 
Veteran living overseas dropped from 177 days in 2016 to 124.7 days in 2019.   

 Completed 15,733  vendor quality reviews and provided monthly feedback on 
quality reviews and training to all vendors 

 
Future Plans/Goals for 2020 and 2021: 

 Complete contract medical examination requests for over 1.18 million unique 
Veterans/Servicemembers in 2020 and over 1.19 million unique 
Veterans/Servicemembers in 2021.   On average each examination request yields 
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three separate evaluations for a total of 3.24 million completed Disability Benefits 
Questionnaires. 

 Continue modernizing and enhancing our existing quality and training programs 
and tools to best serve Veterans and transitioning servicemembers and to ensure 
vendor accountability 

 
Training  
VBA is responsible for providing the national training curriculum to RO personnel on the 
claims process.  VBA maintains online training material for individual self-paced training 
needs as well as conducts onsite training on key topics such as changes in regulations, 
impacts of court decisions, and processing of military sexual trauma (MST) claims.  VBA 
will need $21.9 million in GOE funding for training program success.  
 
Challenge Training  
Challenge is an in-residence training program focused on providing new- or newly-
promoted Veterans Service Representatives (VSRs) and Rating Veterans Service 
Representative (RVSRs) with the technical skills required for claims development and 
decision-making.  Challenge Training provides the tools necessary to empower employees 
to serve Veterans effectively and efficiently.   
 
Warrior Training Advancement Course (WARTAC)  
WARTAC is a skill-bridge education and employment opportunity for Wounded Warriors 
and transitioning Servicemembers to complete a national-level VBA training program while 
still on active duty.  Servicemembers completing the program are afforded employment 
opportunities as VSRs or RVSRs. 
 
Because WARTAC students are trained at their military installations, VBA does not incur 
salary or travel costs for the students resulting in an annual cost savings of over $3.7 million.   
A total of 99.4 percent of WARTAC graduates who are on performance standards are 
meeting or exceeding their performance expectations (96.7 percent are exceeding; 2.7 
percent are meeting) , and VBA retains 75 percent of these WARTAC graduates. 
 
2019 Accomplishments: 

 Delivered Challenge Training to 1,065 new claims processors (592 VSRs, 401 
RVSRs, and 72 Military Service Coordinators)  

 Another 311 Servicemembers (290 VSRs and 21 RVSRs) graduated from 
WARTAC training.  Since program inception in 2014, 93.2 percent (1,348 
graduates) have been hired.  VBA met with US Army Installation Management 
Command (IMCOM) in Germany to identify opportunities to grow overseas 
WARTAC.   

 Created and delivered national training in support of new processes and procedures 
such as the implementation of the Appeals Modernization Act (AMA) VASRD 
updates 
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Future/Goals for 2020 and 2021: 

 Expand the number of military installations that host WARTAC and increase the 
number of trained servicemembers by 50 percent and provide two WARTAC 
classes in Germany per year. 

 Develop a Competency Based Training System (CBTS) that tailors an individual’s 
training requirements based on the results of periodic job task analysis (JTA), 
ensuring that only necessary training is administered.   VBA anticipates RVSR 
position training will deploy in 2021.   
 

Pre-discharge Programs 
VBA’s goal is to ensure that Servicemembers who are within 180 to 90 days from military 
separation and wish to file a claim with VA for service-connected disability compensation 
benefits receive the upfront and timely assistance in doing so.   The Benefits Delivery at 
Discharge (BDD) program has provided transitional assistance to separating or retiring 
Servicemembers and engaged Servicemembers in the claims process prior to discharge.   
Under the BDD program, VBA provides a disability benefit decision more than half the 
time within 30 days of discharge and in some cases the day after discharge. 
 
Additionally, through the Integrated Disability Evaluation System (IDES) program, VBA 
partners with DoD to provide medically-discharged Servicemembers with a single set of 
disability examinations and a single-source disability rating that may be used by both 
departments in executing their respective responsibilities.   
 
For the first 10 years of the IDES program, the IDES processing timeline between VA and 
DoD was 295 days.   In July 2018, the Secretary of Defense directed the services to shorten 
the timeframe to 230 days by March 1, 2019.  The Secretary of Defense then directed the 
services to further shorten the IDES process to 180 days beginning October 1, 2019.  The 
process change is intended to enhance military readiness and lethality while facilitating 
Servicemembers’ transition to the next chapter of their lives. 

2019 Accomplishments: 

 In 2019, over 37,000 BDD claims were completed with an ADC of 56 days with 
approximately 50 percent of applicants receiving benefit decisions within 30 days 
of discharge 

 Conducted targeted visits to Ft.  Hood, Ft.  Benning, Ft.  Stewart, and Ft.  Gordon 
to implement a tactical approach to increase the receipt of BDD claims through 
installation education and relationship building 

 Created a Benefits Delivery at Discharge YouTube video and advertised the BDD 
Program in Army’s Soldier for Hire magazine 

 Developed and participated in an Optimized IDES process that improves 
processes, gains efficiencies, and eliminates unnecessary steps through 
simultaneous processing and policy updates 

 Revised IDES policy and processes to enhance readiness and lethality of the 
military and facilitate the transition to civilian life 

 Welcomed the United States Coast Guard (USCG) into the VA IDES process in 
August 2019 
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 Future Plans/Goals for 2020 and 2021: 
 Continue to collaborate with DoD and other stakeholders to automatically receive 

all available Service Treatment Records electronically for all Pre-Discharge claims 
 Eliminate the requirement for Servicemembers filing BDD claims to hand-carry 

Service Treatment Records (STR) for submission with their VA application, 
through STR receipt via the DoD/VA bi-directional capability 

 Improve the claims processes for Pre-Discharge claims through technological 
solutions to reduce rework and better meet the goal of providing a decision within 
30 days of discharge 

 Continue to work with DoD to improve the timeliness and quality of electronic 
separation data provided to VA prior to and after the Servicemember’s discharge 
from active duty, which will better enable VA to meet its goal of a decision within 
30 days for BDD claims and more timely IDES decisions 

 Continue collaboration with USCG to fully integrate them into the IDES process 
by 2020 

 Continue collaboration with DoD in the optimized IDES redesign effort to reduce 
the overall timeline of the program by 2020, targeting 180 days 

 Conduct annual compliance visits to the two Disability Rating Activity Site 
(DRAS) offices and continue to hold an annual VA/DoD IDES Summit 

 Deliver biennial training to Military Service Coordinators (MSC) who work 
closely with DoD personnel and transitioning servicemembers through the claims 
process.   VA delivered this training in 2018 for the first time in a decade.   Since 
MSCs are disbursed at Military Installations, it is critical to bring them together for 
recurring training.   

 
Private Medical Records (PMR) Program 
This program reduces the time it takes VBA to obtain records from private healthcare 
providers.  Contractors contact the medical providers and upload the records into the 
claimant’s VBMS eFolder in an average of 11 days or less.  The program enables VA staff 
to focus on more complex claim activities, which improves claims processing time by 
cutting as much as 29 days from the traditional development process.  The PMR program 
has retrieved records from approximately 230,000 different private healthcare providers.   
VBA received responses to over 201,000 requests for medical records this year.   This is a 
17 percent increase over last year and is attributed to early claims filings associated with 
BWN legislation.  Based on the anticipated volume of records to obtain, the cost will be 
$13.1 million in 2020 and $13.7 million in 2021 for the PMR program.   
 
The program has processes in place to protect Veteran data, proactively identifying and 
monitoring both external/internal risks.   The program office conducts annual site audits and 
regular program procedural audits to ensure security protocols are followed. 

 



 

VBA-182                                                      Disability Compensation 
 

2019 Accomplishments: 

 Average days to process a PMR request is approximately 11 days, a decrease from 
the 60-day pre-PMR implementation. 

 Obtained private treatment records or a response to close out a request in almost 
90 percent of cases, a notable achievement given VA does not pay for medical 
records like other government agencies 

 Began automating medical records referrals for pension and survivor’s benefits 
claims using Centralized Mail workflow eliminating end user intervention and 
improving medical records retrieval timeliness 

 Piloted foreign claims medical records retrieval to improve business process 
workflows and to decrease retrieval time.  Using the legacy process is complex 
and takes over 40 days average processing time.   

 
Future Plans/Goals for 2020 and 2021: 

 Deploy foreign claims medical records retrieval nationally to decrease retrieval 
time  

 Integrate with VBA’s translation vendor(s) to transmit non-English PMRs and 
upload the finished English-translated product to VBMS without end-user 
intervention  

 Migrate data storage to cloud computing Web services to align program with VA 
Cloud First Policy, increase data security, and reduce the risk of data loss due to 
hardware failure  

 Leverage VHA’s Electronic Health Record System to obtain PMRs to further 
reduce PMR retrieval timelines  

 Maintain performance statistics through additional anticipated BWN volume surge 
 
Official Military Activities Report (OMAR) 
On October 15, 2018, VBA deployed the Official Military Activities Report (OMAR) to all 
56 regional benefits offices.  OMAR is a tool that provides quick access to documentation 
enabling claims processors to verify events and reports relating to mental health claims.  
OMAR is a database that stores over 280,000 Significant Activity events in Iraq from 2003 
through 2011 and over 475,000 events in Afghanistan from 2002 through 2015.  Also, the 
database includes in-service casualty reports from 1950 through 2006.   
 
Prior to the implementation of this tool, VBA relied on DoD to identify official military 
unit records necessary to corroborate stressor events associated with mental health disability 
claims.  This process historically took weeks to months to accomplish depending on the 
complexity of the events described by the Veteran.  OMAR now enables corroboration of 
stressor events within minutes for locations and time periods available within the dataset.   
This type of self-service capability aligns with VA’s strategic goal to transform business 
operations by modernizing systems and focusing resources more efficiently to be 
competitive and to provide world-class customer service to Veterans and its employees. 
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2019 Accomplishment: 

 Completed national implementation of OMAR 

Future Plans/Goals for 2020 and 2021: 

 Continue to explore expanding the dataset available within OMAR to include other 
wartime periods 

 
 Deliver quarterly updates to existing dataset as information is made available from 

DoD 
 
Centralized Mail Operations 
The Centralized Mail initiative is a part of VBA’s broader claims modernization efforts.  
This initiative consolidated mail receipt and processing functions, which eliminated costly 
duplication and variation at every regional office.  Additionally, this initiative provides full 
accountability for every piece of mail received in support of compensation and pension 
claims and enables automation-upon-receipt capabilities to further reduce and eliminate 
inefficient manual processes. 
 
Since September 2014, more than 32.8 million mail packets have been processed, yielding 
more than 403 million images of claims-related material.   The average mail-processing 
time has decreased from  55 business days to less than  
3 business days. 
 
2019 Accomplishments: 

 Integrated with VA.gov for the receipt and processing of claimant submissions 
through the public facing portal 

 Partnered with the VA Office of Information Technology, Veterans Service 
Organizations (VSOs), and third-party software providers to utilize the Benefits 
Intake Application Programming Interface (API) and reduce the number of paper 
claims   

 Expanded automated routing of requests for Private Medical Records from the 
Board and Pension & Fiduciary Service to vendor for processing 

 Supported implementation of Appeals Modernization, expediting the delivery of 
appeals documents to specially trained users at the Board and AMO DROCs 

 Expanded and improved automated claims establishment for claims received on 
Application for Disability Compensation and related Compensation Benefits, VA 
Form 21-526EZ, thus, improving the success rate from 3 percent to more than 40 
percent 

 
Future Plans/Goals for 2020 and 2021: 

 Incorporate Vocational Rehabilitation and Employment mail to support business 
process modernization and automation efforts 

 Incorporate disability compensation and pension mail related to fiduciaries and post-
award payment processing 
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Incorporate remaining lines of business (i.e.  Education, Insurance, Loan Guaranty) 
and internal and external organizations that support benefits delivery 

 Partner with additional VSOs and third parties to expand utilization of the Benefits 
Intake API to reduce the number of claims received in paper 

 Expand automation-upon-receipt capabilities to all mail types, enabling faster 
delivery of benefits and existing personnel to support other activities within the 
claims process  

 
Veterans Claims Intake Program (VCIP)
VCIP is an integral part of VBA’s claims processing framework and supporting accelerated 
benefits delivery goals by ensuring information is scanned and digitally available to 
personnel across the enterprise within two days from receipt.  Since inception in 2012, more 
than 4.4 billion images have been created, with an image quality rating greater than 99 
percent.   Digitization was one of the most impactful transformation initiatives within 
VBA’s history—saving more than $50 million per year in reduced shipping and storage 
costs and enabling VBA to repurpose additional savings to other mission critical priorities.  
VCIP’s initiatives also created the conditions to improve claims processing timeliness and 
reduce the pending claims inventory, most notably claims pending more than 125 days. 
 

 
 
Today, VCIP’s operations produce more than 60 million images each month in support of 
ongoing claims activities and these images exceed the minimum image quality target rating 
of 99 percent required by the National Archives and Records Administration (NARA) and 
DoD.  Specifically, VCIP administers record extraction and conversion services, military 
file conversion services, centralized mail intake conversion and processing services, post-
conversion storage services, centralized printing and communication services, and 
automation-upon-receipt capabilities.  These services manage the receipt, control, and 
digitization of original source materials into standardized, indexed, and searchable 
electronic formats and populate official VA systems, such as VBMS, with the resulting 
images and data.  These services also manage centralized mail intake, processing, and 
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printing services, as well as record retention services in NARA complaint storage facilities 
pending final disposition.   
 
2019 Accomplishments: 
 

 Scanned approximately 3 million claims files and Service Treatment 
Records (STRs) extracted from the VA Records Management Center.  
This process ensures evidentiary material is available on Day One of 
future claims, reducing the time to complete future claims by 
approximately 10 days, and enabling approximately $4.6 million in 
labor, lease, and shipping costs to be redirected to higher-priority, 
Veteran-facing goals.    

 Consolidated file shipments between multiple Federal Records Centers 
and VBA regional offices to a single VBA facility to ensure digitization 
is completed as rapidly as possible.  This process reduces the time to 
complete claims by approximately 5 days and enables approximately 
$2.2 million in labor and shipping costs to be redirected to higher-
priority, Veteran-facing goals. 

 Expanded automated establishment and claims processing capabilities, 
resulting in 37,000 Dependency claims processed and 29,000 claims 
applications established without VBA intervention.  This automation 
intends to establish and process claims on Day One of receipt and 
enables approximately $7.1 million in labor costs to be redirected to 
higher-priority, Veteran-facing goals. 

 Expanded usability of the Centralized Benefits Communications 
Management (CBCM) capability, which centralized disability 
compensation-related correspondence printing.  Centralized printing 
reduces postage costs by approximately 50 percent and reduces manual 
processing time, as well as the likelihood of privacy errors.  This 
capability enables approximately $4.4 million in labor and postage costs 
to be redirected to higher-priority, Veteran-facing goals.   

 
Future Plans/Goals for 2020 and 2021: 
 

 Support BWN legislative requirements by proactively digitizing more 
than 60,000 Official Military Personnel Files (OMPFs) and 
approximately 22,000 boxes of archival U.S.  Navy and Coast Guard 
Deck Logs from NARA within a 99 percent image quality rating to 
ensure information is readily available to claims processors on day-one 
of future claims.  Physical access to these materials is restricted to the 
NARA facility in College Park, MD, but information from these source 
materials is required to determine credible service within the established 
operating zone.  Digitizing these materials ensures immediate access to 
these documents when evaluating claim eligibility. 
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 Complete scanning operations for approximately 3 million records 
extracted from the Records Management Center.  The files are digitized 
and ready to support future claims activities on day-one.  The improved 
process ensures evidentiary material is available on Day One of future 
claims, reducing the time to complete future claims by approximately 10 
days, and enabling approximately $9.2 million in labor, lease, and 
shipping costs to be redirected to higher-priority, Veteran-facing goals.   

 Expand CBCM to leverage Veteran communications preferences and 
enable centralized electronic delivery of communications to claimants 
and their representatives, further reducing printing costs and 
modernizing how VBA interacts with claimants.  This initiative was 
designed in response to feedback from Veterans and service 
organizations to modernize communications options.   VBA intends to 
pilot electronic outbound communications by the end of 2020 and will 
leverage current IT architecture to identify the best mechanism to obtain 
and track Veteran communication preferences when evaluating future 
capabilities.   

 Modernize VBA’s Freedom of Information Act (FOIA) / Privacy Act 
(PA) management process by leveraging automation-at-receipt 
capabilities, with the intent to reduce the inventory by 20 percent and 
improve timeliness by 10 days by the end of 2020.  These improvements 
will enable VBA to repurpose an estimated 20 personnel to other critical 
missions and reduce outdated and duplicative correspondence costs.   

 
Records Research Center 
The U.S.  Army’s Joint Services Records Research Center (JSRRC) mission since 1989 has 
been to research Army, Navy, Air Force, and Coast Guard records containing historical 
information on individual units within these branches of service, as well as some personnel 
records, as they relate to claimed post-traumatic stress disorder (PTSD) stressors and some 
Agent Orange exposures.   JSRRC receives approximately 1,000 record research requests 
per month.   The Department of the Army will begin transitioning responsibility for certain 
record research to VBA at the beginning of 2021.  VBA has taken steps to create a Records 
Research Center (RRC) to take on this mission. 
 
2019 Accomplishments: 

 VBA established an RRC to address all policy and operational aspects associated 
with implementation and execution of the records research services currently 
performed by Department of the Army  

 Developed and awarded a contract to provide research services 
 
Future Plans/Goals for 2020 and 2021: 

 Continue hiring government personnel to full occupational capacity 
 RRC, using contract support and 13 full-time employees, will begin transitioning 

records research services from JSRRC.   The program office will research all 
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Military Services Departments to include the Department of Homeland Security for 
the Coast Guard.    

 Develop and maintain a system that will serve as a repository of researched 
information 

 
Reducing Improper Payments to Veterans 
VBA is eliminating improper payments, both overpayments and underpayments, caused by 
benefits adjustments required by law.   VBA regularly performs data matches with other 
federal agencies to identify potential overpayments and duplicate payments due to a 
Veteran’s return to active duty, performing reserve duty, being incarcerated, or death.    

In addition to data matching, VBA created the Benefits Delivery & Protection Division to 
align with the agency’s goal of reducing fraud, waste, and abuse.   The newly-created 
division’s goals are to proactively identify and remediate fraudulent and improper benefits 
payments.   VBA is utilizing advanced analytics to process map, script, and execute 
algorithms to create automated audits identifying improper benefits payments and veteran 
victims of identity theft.  VBA will use GOE funding for both pay and nonpay activities to 
support this initiative. 
 
2019 Accomplishments: 

Quarterly testing for improper payments 

 Conducted testing in 2019 that found $53.8 million in improper payments or 0.07 
percent of all compensation payments 

 Implemented tools as a result of this testing to include continued best practices 
outlining tasks to meet milestones for addressing improper payments.   The best 
practices included:  

 Conducted mandatory training on over evaluations, under evaluations, and 
authorization issues 

 Continued to monitor and track quarterly temporary total 100 percent 
evaluations claims to ensure no more than 5 percent are pending over 125 
days  

 Disseminated guidance nationally on errors commonly found during quality 
reviews, including evaluation and processing errors, to inform employees via 
monthly quality calls on how to avoid these recurring errors 

 Reviewed and updated procedural guidance throughout the fiscal year based 
on errors found in improper payment testing and quality reviews 

 
Addition and Removal of a Dependent 

 Call Center agents initiated dependency claims at point of call.  Agents are also able 
to submit some dependency claim types for immediate processing by using the 
Customer Relationship Management/Unified Desktop Optimization system 
(CRM/UD-O) to submit data to Rules Based Processing System (RBPS) for 
immediate claim action.  On average in 2019, agents initiated over 850 claims per 
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week.   CRM/UD-O is being enhanced to provide additional automated dependency 
claim processing options to remove dependents and add school age children.   

 

Temporary Total 100 percent Evaluation Adjustments 

 Launched a new automated certification process for continued entitlement to 
Individual Unemployability (IU).  The prior process required VA to send letters to 
329,872 Veterans in receipt of IU, requesting self-certification of employment 
status.  VA now completes a data match with Social Security Administration (SSA) 
resulting in a decrease in the number of letters required to only 3,163 and reducing 
the workload by 96 percent. 

 Added measures and tracking for temporary total evaluations on a weekly basis.   
These cases are identified and reviewed so that appropriate and timely action is 
taken to reduce or discontinue benefits.    

 
Fraud, Waste, and Abuse Remediation 

 Utilized advanced analytics to proactively identify, prevent, and/or recover over 48 
percent of all stolen benefits payments as a result of Veteran identity theft 

 Recovered approximately $4.8 million in stolen benefits 
 Protected approximately $4.4 million in Veteran benefits 
 Investigated more than 17 thousand reported incidents 
 Proactively identified over 30,000 potential deceased dependents still impacting 

awards valued at over $180 million in improper payments.   Remediation efforts 
are underway, with results expected in 2020. 

 
Future Plans/Goals for 2020 and 2021: 

 Implement an automated monthly process for drill pay adjustments.   By law, 
Veterans cannot receive VA benefits and National Guard or Reserve drill pay 
concurrently.   VBA is working with DoD to streamline and automate the drill pay 
offset process from annual to monthly processing through an upfront agreement with 
National Guard and Reserve members.   VBA’s process changes are projected to 
more timely recover approximately $151 million in debt created in 2018 and $161 
million in debt created in 2019 through benefit offsets for concurrent drill pay earned 
from more than 120,000 Veterans.  The monthly automation effort requires 
regulatory change, which will be effective in mid-2020.   Notably, Veterans will no 
longer have to respond to due process notifications and be subject to sizable debt 
collections.   

 
National Work Queue 
NWQ enhances efficiency of claims processing using a national paperless workload 
distribution mechanism.  With 99.9 percent of its pending disability compensation claims 
inventory converted to digital format in VBMS, the NWQ  functionality gives VBA the 
ability to assign any claim to one of its 56 ROs.    NWQ  currently has 22 employees 
supporting continued sustainment, development, and testing.  NWQ employees analyze the 
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workload at the offices daily, constantly reviewing rules to align to the goals established to 
the current workload.   
 
2019 Accomplishments: 

 Incorporated the ability to distribute multiple rating and non-rating claims for the 
same Veteran to the same RO for processing, resulting in improvement of rework 
rate, reduction of transfer of work between offices, and improvement in timeliness 
in all lifecycles 

 Incorporated Appeals Modernization Workload in NWQ distribution in February 
2019 

 Incorporated non-rating pension claim routing in NWQ in January 2019 
 
Future Plans/Goals for 2020 and 2021: 

 Improve deferral functionality to align to the new workload incorporated in NWQ 
(appeals, non-rating, pension) 

 Add ability to route claims to the prior regional office that worked the claim to 
improve rework rate and quality 

 Implement specific workload queues for ROs with special missions such as Pension 
Management Centers and Decision Review Operations Centers 
 

National Call Center (NCC) 
VBA continues to modernize its NCC model at all eight sites (Columbia, SC; Cleveland, 
OH; Nashville, TN; Philadelphia, PA; Phoenix, AZ; Salt Lake City, UT; San Juan, Puerto 
Rico; and St.  Louis, MO) to provide multiple access channels and increased point-of-
interaction resolution options.  The multi-channel model provides traditional and interactive 
support, including live phone agents, and e-mail.   
 
The national call center delivers benefits and services to Veterans across time zones from 
8:00 am to 9:00 pm Eastern Time.  If a Veteran calls after normal business hours, he or she 
can access some information and self-service features through a speech directed language 
interactive voice response (IVR) system.  Callers also receive information on accessing 
benefit information and assistance via our eBenefits or va.gov online channels.  
Additionally, the IVR system provides callers with the business hours for the call center 
and information on how to submit an online inquiry through the Inquiry Routing and 
Information System (IRIS), which is available 24 hours a day, seven days a week.  This 
model will enable VBA to provide enhanced world-class service and increase choices for 
those who seek assistance in applying for, or obtaining information about, VA benefits and 
services they have earned. 
 
Using the updated CRM/UD-O, agents are able to capture core demographic and contact 
history information.  This modernization of systems helps create efficiencies within the call 
flow process and ensures a positive Veteran experience.  Agents are also able to use 
enhanced technology to verify receipt of evidence and information that was submitted in 
support of a pending claim and/or appeal.  Agents can access the eFolder to check for 
submitted documents that have been processed and the Centralized Mail portal to review 



 

VBA-190                                                      Disability Compensation 
 

documents that are pending upload to the appropriate eFolder.  As a result of these 
enhancements, agents can verify document receipt with Veterans, which eliminates repeat 
calls and unnecessary organizational hand-offs. 
 
In 2019, NCC maintained a blocked call rate of 0.01 percent, as shown by the chart below, 
and an abandoned call rate of 23.82 percent. 
 

 
 
 
The NCC  and NPCC suffered a drop in the number of calls answered from 2018 to 2019 
which impacted the answered call rate.  CRM/ UD-O system experienced multiple 
performance issues, such as latency.   System latency and performance issues increased the 
time to access Veteran records, thus increasing the time spent on a call.   Also, staffing 
levels were reduced as a result of attrition to other business lines in VA.  VBA is working 
closely with the Office of Information Technology to resolve these system limitations.    
 
2019 Accomplishments: 

 Answered over 5.86 million calls in the NCC and NPCC.  The top call types are: 
status of claim (more than 40 percent), correspondence and forms (more than 10 
percent), update information (more than 8 percent), payments and debts (more than 
7 percent), and general benefits information (more than 7 percent). 

 VBA NCC began servicing calls to the Board in January 2019.  The NCC 
answered over 99,965 Board calls and eliminated the previous Board blocked call 
rate that averaged 65 percent.  This transition enhanced service on appeals calls by 
providing appeal status, change of address, change of direct deposit, and letter 
requests at point of call.    
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 Answered over 74,998 e-mail messages in the IRIS response center.  Processed 
more than 1,500 Privacy Act requests a week at point of call at the NCC and the 
NPCC. 

 Implemented dependency claim processing enhancements to enable initiation of all 
dependency-related activities at NCC and the NPCC.  In addition, agents are also 
able to submit some dependency claim types for immediate processing via the 
CRM/UD-O system and the RBPS.   

 Continued to utilize a robust Work Force Management (WFM) System to provide 
VBA with schedule forecasts based upon historical contacts, specific period 
review data, and staffing allocation.  The WFM system assists VBA in 
appropriately scheduling resources to meet the call volume the NCC and NPCC 
receive.   This system also adjusts for seasonality factors by re-simulating resource 
allocations to meet call demand. 

 The Contact Center Solid Start team is reaching out by phone three times in the 
first year post separation to answer questions and help address transition-related 
challenges.  Since implementation of the initiative on December 2, 2019 the Solid 
Start team has achieved a successful contact rate of 41.6 percent.   

 
Future Plans/Goals for 2020 and 2021: 

Enhance the CRM/UD-O platform to provide the following new functionalities: 
 

 Additional automated dependency claim processing option to remove 
dependents and add school age children 

 Redesign and strengthen dependency maintenance and FNOD process 
workflow processes to increase agent efficiency 

 Expand the establishment of work controls (end products) in the NCC and 
public contact teams (PCT) to allow additional point-of-interaction 
processing within these areas.  In 2019, the NCC took initial steps to 
implement work controls to report and monitor missing requests.  This 
change improved visibility within the process and reduced the processing 
time for reissuing missing payments.  VBA will expand this effort to other 
types of actions, such as terminating an award due to the death of a non-
Veteran beneficiary or resuming an erroneously terminated award.  Also, it 
will increase resolution options for frontline employees.  These 
enhancements will optimize VBA’s efficiency and effectiveness, eliminate 
unnecessary organizational handoffs, and improve the delivery of benefits 
and services to Veterans and other beneficiaries.    

 Implement a centralized process to quickly address reports of non-receipt of 
authorized payments.   The updated process will improve efficiencies within 
the contact centers and PCTs; shorten the processing time for reissuing 
payments; and improve tracking and data management of the process.  The 
initial pilot program was completed with the finance department at select 
stations.  Currently, sixteen stations are using a centralized tracer process.  
NCCs will continue to partner with VACO finance to fully implement the 
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remaining stations.  Target date to complete remaining stations is the end of 
Q2 2021.    

 Implement direct upload of all prepared letters into the eFolder to improve 
operational efficiencies in the contact center and PCTs+ 

 The NPCC was  successfully consolidated with the NCC in 2019, and plans 
are being finalized to consolidate the Fiduciary Hub call centers into to the 
NCC by Q2 2021.     

 Transition Tier 1 Loan Guaranty Service calls to the NCC in Q3 2020 
 Finalized the implementation of the Call Center Customer satisfaction survey 

to comply with OMB Circular A-11.  Also, a Veteran focused service 
recovery process to enhance the service experience will be established. 
 

Outreach (Traditional and Digital) 
Title 38 U.S.C.  Section 6301 defines outreach as the act or process of reaching out in a 
systematic manner to proactively provide information, services, and benefits counseling to 
Veterans, Servicemembers, and beneficiaries who may be eligible to receive benefits under 
the laws administered by the Secretary, and to ensure that individuals are fully informed 
about, and receive assistance in applying for benefits.   In carrying out this responsibility, 
the Office of Field Operations Outreach & Engagement team, as the lead outreach staff for 
VBA with oversight and coordination responsibility over all VBA outreach activities, 
ensures VBA offices facilitate national and local events, and maintain local, state, and 
national partnerships targeted at specific Veteran demographics such as minority, women, 
elderly, homeless, former prisoners of war, rural, faith-based, Native American, and 
incarcerated Veterans.   
 
2019 Accomplishments: 
 
During 2019, the following outreach actions and activities were accomplished:   

 VBA participated in more than  8,700 events, reaching  over 200,000 Veterans, 
service members, family members, and beneficiaries in 2019.  This included 
targeted outreach for special emphasis groups, specifically over 27,000 homeless 
and at-risk Veterans and their families; over 4,000 elderly; over 600 former 
Prisoners of War; over 6,500 minority; nearly 3,000 Native American; over 6,000 
rural; and over 70,000 women Veterans.  Targeted outreach efforts include 
conducting Stand Downs and claims clinics; participating in minority conferences, 
events, and advisory committees; and visiting nursing homes and homeless shelters. 

 Increased the number of Facebook and Twitter likes and followers.  Facebook’s net 
growth increased by  one  percent (approximately 5,080), resulting in 565,964 likes 
and 31.4 million impressions.   Twitter received a 5.3 percent net growth 
(approximately 5,900) resulting in 117,569 followers and 5.9 million impressions.   

 Continued to use electronic delivery of information sent through VA’s email 
subscription service for various types of communication as its tool to proactively 
reach out to Servicemembers and Veterans regarding benefits and services to which 
they may be entitled.   This includes:         
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 Delivering 670 bulletin messages and more than 190 million emails providing 
information about benefit eligibility to Veterans and information for industry 
audiences, such as school certifying officials, lenders, and appraisers 

 
Future Plans/Goals for 2020 and 2021: 

 Increase the number of Veterans and other stakeholders reached through 
traditional and digital forms of outreach and communication channels 

 
 Conduct quarterly webcasts 

 
 Highlight each business line’s service offerings in digital campaigns 
 

 Increase its focus on special emphasis groups to Veterans located in rural 
areas, women Veterans, homeless Veterans and those at-risk of becoming 
homeless, and other key groups to include those impacted by military sexual 
trauma 

  
 Increase the use of Web self-service that allows stakeholders to conveniently 

access benefits and services in the way they choose 
 

 Streamline and modernize web content by migrating and combining with 
other VA administrations on va.gov 

 
 Provide translated content in Spanish and Tagalog on web products 

 
 Collaborate with Veterans Services Organizations and new Veteran groups to 

reach more diverse demographics 
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 Pension, Dependency and Indemnity 
Compensation, Burial, & 

Fiduciary Programs 
 
 

Mission Statement 
Help Veterans and their families cope with financial challenges by providing 
supplemental income through the Veterans and Survivors pension benefits, Dependency 
and Indemnity Compensation (DIC), and burial allowances while also providing oversight 
for VA’s most vulnerable beneficiaries through the Fiduciary Program.  
 
Summary of Budget Authority  

2021 Budget Authority Request: $349.6 million  
Change over 2020 Estimate: $4.2 million / 1.2 percent 
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Summary of Budget Request  
VA requests $349.6 million in budget authority to fund discretionary portions of the 
Pension, DIC, Burial, and Fiduciary Programs to include the administrative expenses 
for 2,797 FTE. 

     

 
 

Dollars may not add due to rounding in this and subsequent charts. 

2019 2021 2021 - 2020

FTE
Direct Pensions 904 1,071 1,073 1,073 0
Direct Fiduciary 1,213 1,335 1,335 1,335 0
Direct Burial 118 118 118 118 0

2,235 2,524 2,526 2,526 0
Management Direction and Support 230 237 241 271 30

2,465 2,761 2,767 2,797 30
Obligations
 Personal Services (without overtime) $241,027 $275,263 $293,748 $296,959 $3,211
 Overtime 4,685 2,000 2,000 2,000 0
 Travel 2,237 2,102 2,102 2,134 32
 Interagency Motor Pool 553 1,243 1,243 1,262 20
 Transportation of Things 139 262 262 266 4
 Rent, Communications & Utilities 17,965 18,106 18,106 18,418 313
 Printing 311 395 395 402 6
 Other Services 38,781 39,895 36,376 37,104 727
 Supplies and Materials 672 1,056 1,056 1,073 18
 Equipment 537 1,754 1,754 1,787 33
 Insurance Claims 100 54 54 55 1

$307,007 $342,129 $357,095 $361,460 $4,365
Reimbursements -$3,634 -$10,812 -$11,777 -$11,895 -$118
Unobligated SOY $0 $0 $0 $0 $0

GOE Carry Over $0 $0 $0 $0 $0
Recycling $0 $0 $0 $0 $0

Unobligated EOY $0 $0 $0 $0 $0
GOE Carry Over $0 $0 $0 $0 $0
Recycling $0 $0 $0 $0 $0

Unobligated Bal Expiring $0 $0 $0 $0 $0
Transfers $0 $0 $0 $0 $0
Net Appropriation $303,373 $331,317 $345,318 $349,565 $4,247

$0 $0 $0 $0 $0
$303,373 $331,317 $345,318 $349,565 $4,247

 Outlays (net) $294,271 $323,034 $336,685 $340,826 $4,141

2020

Summary of Discretionary Appropriation Highlights
(dollars in thousands)

Actuals
Budget

Estimate
Current 
EstimateDiscretionary

Increase(+)
Decrease(-)
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Changes from Original 2020 Estimate  

Total obligations reflect an increase of $15.0 million for the 3.1 percent pay raise. 
 

Changes from 2020 Current Estimate to 2021 Request  
Total obligations reflect an increase of $4.4 million and a projected 1.6 percent increase for 
non-pay inflation, and pro-rata share of increases to support efficient and effective 
operations to include VA’s financial system modernization efforts.  The request includes an 
increase to support Public Law (P.L.) 116-23, Blue Water Navy Vietnam Veterans (BWN) 
Act of 2019 (BWN) and Freedom of Information Act (FOIA)/Privacy Act efforts.  The BWN 
Act, which Congress directed to go into effect on January 1, 2020 allows for survivors and 
dependents to seek Dependency and Indemnity Compensation and Accrued benefits based 
on the Veteran’s service in the territorial waters of the Republic of Vietnam. A 
comprehensive standard operating procedure (SOP) outlining procedures, effective dates, 
and workload management processes has been created to accommodate the additional 
processing complexity and increased workload.  Additional manpower is needed to support 
procedures maintenance and coordination with the field. 
 
Program Description  
VA’s Pension Program provides supplemental income for qualifying wartime Veterans 
and their survivors. In order to be eligible for pension benefits, a beneficiary must be at 
least 65 years of age or totally and permanently disabled, and have served at least one day 
during a wartime period with at least 90 days of active duty or 24 months if active duty 
service occurred after September 7, 1980. The Dependency and Indemnity Compensation 
(DIC) Program provides supplemental income for survivors of Veterans who died as a 
result of their service-connected disabilities. The Burial Program provides financial 
assistance for the dignified burial of Veterans. The Fiduciary Program protects 
beneficiaries who, as a result of injury, disease, the infirmities of advanced age, or by 
reason of being less than age 18, are unable to manage their VA benefits. 
 
An estimated $286.1 million, or 81 percent, of the 2021 request is for salaries and benefits.  
Veterans Benefits Administration (VBA) employs 929 pension employees in the Pension 
Management Centers (PMCs) located in Philadelphia, PA; Milwaukee, WI; and St. Paul, 
MN. 674 of these employees are Veterans Service Representatives (VSRs) and Rating 
Veterans Service Representatives (RVSRs) who are responsible for developing, 
adjudicating, and promulgating pension, DIC, and burial claims and delivering benefits to 
Veterans and their survivors.  In 2019, an estimated 122,073 DIC and Veterans pension 
claims were developed, adjudicated, and promulgated by these employees. 
 
Additionally, there are 255 employees functioning as supervisors, assistant supervisors, 
claims assistants (CAs), capture unit staff, rating quality review specialists (RQRSs), and 
authorization quality review specialists (AQRSs). The supervisors and assistant 
supervisors are responsible for ensuring all workload is processed timely and efficiently 
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consistent with employee performance standards. The CAs are responsible for reviewing 
claims material and establishing claims in the system as well as file and mailroom duties. 
The capture unit staff is responsible for scanning all claims that contain Federal Tax 
Information into the Legacy Content Manager. The RQRSs and AQRSs are responsible 
for reviewing pending and completed work to ensure overall accuracy. 
 
Dedicated Quality Review Teams (QRTs) at each PMC evaluate decision accuracy of the 
individual employees at the PMCs and perform in-process reviews to eliminate errors at 
the earliest possible stage in the claims process. The QRTs are comprised of 54 Quality 
Review Specialists across three PMCs and are trained by national quality assurance staff 
to ensure local reviews are consistently conducted according to national standards. The 
QRTs have directly contributed to the overall accuracy rate of more than 93 percent for 
all claims by ensuring the claims submitted by Veterans and their survivors are efficiently 
and accurately adjudicated.  
 
Currently VBA employs 1,276 fiduciary employees in six Fiduciary hubs: Columbia, SC; 
Louisville, KY; Indianapolis, IN; Lincoln, NE; Milwaukee, WI; and Salt Lake City, UT. 
Of the 1,276 employees, there are 566 field examiners (FEs) who conduct field 
examinations for beneficiaries VA has determined unable to manage their VA benefits; 
384 legal instrumental examiners (LIEs) who finalize field examinations, release 
retroactive benefits, audit accountings, and process misuse cases; and 89 fiduciary service 
representatives (FSRs) responsible for promulgating competency decisions. During 
fiduciary field examinations, FEs conduct face-to-face interviews and obtain appropriate 
signature(s) when appointing a fiduciary. LIEs, FSRs, and FEs work to ensure benefits to 
Veterans and their survivors are received timely and accurately. Additionally, there are 
237 employees functioning as supervisors, assistant supervisors, management analysts 
(MAs), quality service representatives (QSRs), and program support assistants (PSAs). 
The supervisors and assistant supervisors are responsible for ensuring all workload is 
processed timely and efficiently according to employee performance standards. The MAs 
are responsible for analyzing workload and identifying workload trends. The PSAs are 
responsible for establishing claims in the system as well as file and mailroom duties. The 
QSRs are responsible for reviewing pending and completed work to ensure overall 
accuracy.  
 
To better standardize operations and improve the Veterans experience when contacting 
VBA call centers, in 2019 the National Pension Call Center was merged with the National 
Call Center (NCC).  This merger allowed VBA to reduce duplicative leadership positions 
and streamline operations.  The employees of the National Call Center (NCC) answer 
inquiries on general benefits such as pension, survivor, and other benefits provided by 
VBA. On average, these employees process more than 220,000 first-notice-of-death 
(FNOD) and intent-to-file notifications each year. This provides Veterans and other 
beneficiaries with timely and personal means of submitting these notifications. The call 
center employees process FNODs and establish intent-to-file notifications as part of the 
phone call with the claimant. In these instances, the processing and payment is within one 
day.  
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The NCC provides multiple access channels and increased point-of-call resolution options 
for call center agents. VBA has also implemented technology enhancements with the 
NCCs, such as Computer Telephony Integration (CTI) and an updated Customer 
Relationship Management/Unified Desktop Optimized (CRM/UD-O) system that 
streamlined the call process and improved efficiency, effectiveness, and timeliness of call 
center interactions to improve benefits delivery and customer service for Veterans.  
 
VBA employs 67 employees in Pension and Fiduciary (P&F) Service located in VBA 
Central Office (VBACO). P&F Service works on numerous projects to include, but not 
limited to updating policies and procedures, reviewing the impact of legislation, drafting 
regulatory amendments to part 3 of title 38 Code of Federal Regulations (CFR), 
responding to congressional and field inquiries, developing and conducting training, and 
performing quality assurance and oversight. P&F Service delivers consistent guidance to 
the PMCs and Fiduciary hubs by maintaining open communication with PMC and 
Fiduciary hub employees ensuring benefits to Veterans are processed correctly and timely. 
 
In addition to targeted program reviews, P&F Service completely modernized the site visit 
process in 2019 to produce efficient feedback for the PMCs and clear a path for the field 
to succeed. 

 
Pension for Veterans and Survivors 
Pension for Veterans is a needs-based benefit program for wartime Veterans who are age 
65 years or older or have a permanent and total non-service-connected disability or are in 
receipt of Social Security benefits, and who have limited income and net worth. Based on 
financial need and eligibility requirements, this benefit may provide a single Veteran up 
to $13,752 annually in 2020. Veterans who are more seriously disabled may qualify for 
pension at increased housebound rates (up to $16,805 annually in 2020) or aid and 
attendance rates (up to $22,939 annually in 2020). In addition, surviving spouses and 
dependent children of deceased wartime Veterans are eligible for monthly pension 
benefits if they meet the net worth and income requirements. Based on financial need, this 
benefit may provide a surviving spouse up to $9,244 annually in 2020. Surviving spouses 
may also qualify for pension at the increased housebound rate (up to $11,273 annually in 
2020) or aid and attendance rate (up to $14,742 annually in 2020) for a more serious 
disability. 

 
DIC and Parents DIC 
DIC benefits are provided to two categories of survivors. VA provides monthly benefits 
to surviving spouses (basic monthly rate of $1,340.14 in 2020) and dependent children 
in recognition of the economic loss caused by a Veteran’s death during military service, 
or after discharge from military service, because of a service-connected disability or a 
condition related to service. VA also pays these benefits to the survivors of a Veteran 
whose death is not service-connected but who was rated by VA as being totally disabled 
due to a service-connected disability for a specified period immediately preceding death. 
In addition to the DIC Program for surviving spouses and dependent children, surviving 
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dependent parents of a Servicemember or Veteran whose death is service-connected may 
be eligible for parents’ DIC if they meet certain income requirements. 
 
Burial 
The Burial program provides a one-time payment for the burial of a Veteran. The amount 
of the benefit varies depending upon whether the death was service-connected or non-
service connected and whether the Veteran died in a VA facility. The benefit will 
generally cover a portion of the actual cost of the funeral and burial expenses up to the 
maximum amount prescribed by law, and may include a plot allowance and an allowance 
for the cost of transporting the deceased to the place of burial. For more information 
regarding burial allowances please see 38 U.S.C. 2307, 38 CFR 3.1704, 38 CFR 
3.1704(b), 38 U.S.C. 2302 and 38 CFR 3.1705. 
 
Fiduciary 

The Fiduciary Program provides oversight for VA's most vulnerable beneficiaries who are 
determined by VA to be unable to manage their VA benefits. VA conducts an initial field 
examination designed to appoint a fiduciary based off this determination. The 
appointment of a fiduciary via field examination is one of the tools VBA uses to protect 
beneficiaries and conduct proper oversight of fiduciaries. A field examiner conducts a 
face-to-face visit to meet with the beneficiary to determine their needs and wants, inform 
the fiduciary of their responsibilities, and monitor the performance of the fiduciary. If the 
field examiner feels the living conditions or environment is unsuitable, they will provide 
notification to the appropriate agency/authority. In addition, VA conducts follow-up field 
examinations, on one-to-three-year intervals, depending upon the beneficiary’s situation, 
to ensure that the fiduciary is properly managing the beneficiary’s VA funds and ensuring 
the beneficiary’s needs are being met. 
 
As of September 2019, the Fiduciary Program was actively serving more than 178,000 
beneficiaries represented in all VA benefit categories. Over 50 percent of beneficiaries in 
the Fiduciary Program are age 80 or older. Upon appointment by VA, a fiduciary is 
authorized to receive direct payment of a beneficiary's VA benefits and to disburse funds 
to creditors and the beneficiary according to the best interest of the beneficiary.  
 

VBA At Work  
 
VBA expanded the automated burial related benefits process on January 1, 2019, to include 
the payment of the state plot or interment allowance benefits for eligible Veterans buried in 
a State Veterans Cemetery. Since deployment, VBA has paid 10,382 automated state plot 
or interment allowance payments to State Veterans cemeteries. This means that State 
Veterans Cemeteries were awarded these benefits automatically within seven days of the 
establishment of the state plot or interment claim. 
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Over the last several years, VBA has taken steps to improve the efficiency of, and 
protections afforded by, VA’s Fiduciary Program by developing training tools for 
Fiduciary Program personnel and enhancing the processes and procedures for identifying 
and addressing fiduciary misuse of VA benefits. To continue improvements to the 
fiduciary program, VBA is working with the VA Office of Information and Technology 
(OI&T) to migrate fiduciary work processes from the outdated Beneficiary Fiduciary 
Field System (BFFS) to the Veterans Benefits Management System (VBMS).  This move 
from BFFS to VBMS will improve reporting capabilities while also allowing for 
automation of process such as the generation and mailing of accounting solicitation letters. 

 
Highlights 
VBA’s 2021 P&F request is aligned to the Secretary’s priorities, a framework to put the 
needs, expectations, and interests of Veterans and their families first and ensure the timely 
delivery of benefits and services. 
 

 In 2019, over $4.5 billion in VA pensions were paid to 409,151 Veterans and 
survivors as compared to $4.9 billion to over 452,000 Veterans and survivors 
in 2018.   
 

 In 2019, over $7.1 billion in DIC benefits were paid to over 433,900 survivors 
as compared to $6.7 billion to over 405,000 survivors in 2018.  
 

 In 2019, VBA completed 140,104 burial claims. The average days to process a 
burial claim decreased from a peak of 173 days in 2013 to 90 days by the end 
of 2019, a reduction of 83 days or 48 percent. This reduction can be attributed 
to a regulation change that allows for streamlining of benefit payments as well 
as increased automation of these payments. 

 
Workload 
In 2021, VBA will continue to place the needs, expectations, and interests of Veterans 
and their families first. VBA performs upfront income verification using Federal tax 
information from the Internal Revenue Service (IRS) and Social Security Administration 
(SSA), at each of its PMCs. VBA is working to expand this process to other pension 
claims, such as reopened pension claims and pension benefit adjustments, and anticipates 
implementation of this expanded process by the end of calendar year 2019. This exchange 
of data between relevant agencies reduces reliance on self-reported information, 
improves program integrity, reduces improper payments, reduces claimant burden, and 
positions the Pension Program for automated rules-based processing. 

 
VBA reduced its Veterans pension inventory by 51 percent from the peak of 36,000 in 
June 2013 to approximately 17,000 in September 2019.  VBA has undergone multiple 
transformation initiatives since 2013 that have resulted in increased efficiency and 
optimized productivity.  Transitioning into the Veterans Benefits Management System 
(VBMS), has allowed VBA to digitize the claims process and leveraged Centralized Mail 
to reduce the amount of time it takes for evidence to be associated with the claimant’s file.  
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Digitizing the workload has also allowed for transition into the National Work Queue 
(NWQ) and workload being managed on a national level.   
Automation has also impacted processing ability.  The automation of portions of the 
workload have freed up FTE to process more claims for Veterans pension.   
 From 2013 through 2016 pension receipts remained above 90,000 annually. A reduction 
in Pension receipts started in 2017 and continued to 2018. Pension claim receipts started 
to decrease in 2017 and are expected to increase slightly in 2020 but will decrease again 
in 2021. This increase-decrease change is related to the 15-year gap between the Vietnam 
War and the Gulf War.  
 
VBA understands the vulnerability of the beneficiaries requesting and receiving pension, 
DIC, and burial benefits and is continuously working to improve the delivery of these 
benefits.  To improve the timeliness and accuracy of delivery of these benefits, VBA is 
collaborating with OI&T to automate claims processes for these benefits.  This 
automation will increase efficiency, allowing benefits to be delivered much quicker to 
these beneficiaries. 
 
To be eligible for pension, a Veteran must have served at least one day during a wartime 
period and be 65 years old. This means that until Gulf War Veterans reach 65 years of 
age, they will not be eligible to apply for pension benefits. DIC claim receipts are 
expected to slightly increase because of the expansion of Veterans’ service-connected 
conditions associated with service in Vietnam. 
 
The reduction in pension receipts accounts for approximately 17 percent of the overall 
inventory reduction. Streamlined processes as well as VBA’s focus on meeting the needs 
and expectations of Veterans were the primary reasons for the additional 46 percent 
reduction in inventory. 

 
The following table provides a summary of the VBA pension and DIC rating workload 
and FTE projections. This summary includes data for only pension and DIC claims 
considered to be part of VBA’s overall disability claims inventory (i.e., “rating claims”). 
 

 

Projected Pension and DIC Claims 
Workload and FTE Requirements

2018 2019 2020
Estimate

2021
Estimate

Pension, DIC, & Burial Direct Labor FTE 1,168 1,022 1,191 1,191
Total Receipts 139,563 125,993 130,576 126,974
Pension Claims 76,963 67,307 73,860 71,280
DIC Claims 62,600 58,686 56,716 55,694
Total Production 134,977 122,073 126,027 131,610
Pension Claims 73,543 62,932 70,977 74,010
DIC Claims 61,434 59,141 55,050 57,600
Total Year-end Inventory 25,776 29,696 34,245 29,609
Pension Claims 13,410 17,785 20,668 17,938
DIC Claims 12,366 11,911 13,577 11,671
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Pension Management Center Workload 
The end-product system is the primary PMC workload monitoring and management tool to 
conduct special reviews and/or correct a previous erroneous action. Correct use of the end-
product system facilitates proper control of pending workloads and appropriate work 
measurement credit. PMC workload is aggregated into the following categories: 
 

 Veterans Pension Claims – pension claims filed by Veterans, including claims for 
pension at the aid and attendance or housebound rates 
 

 DIC – claims filed for Dependency and Indemnity Compensation 
 

 Survivors Pension Claims – pension claims filed by survivors, including claims 
for pension at the aid and attendance or housebound rates 

 
 Burial Claims – claims for burial, funeral, plot, and transportation allowances 
 

 Accrued Benefits – any money VA owes the Veteran or beneficiary but did not 
pay prior to his/her death 
 

 Other Pension Non-Rating Claims – this includes claims that require benefit 
adjustments based upon dependency and/or income changes, other changes in 
circumstances, and program reviews initiated by VBA 

 
 Pension Other – combination of workload from Veterans, survivors, and internal 

sources that is not included in the regular pension non-rating claims, e.g., 
correspondence and Privacy Act/Freedom of Information Act requests     

  

 
 
Fiduciary Program Workload 
As Fiduciary hubs complete more initial appointment field examinations the number of 
pending follow-up field examinations will continue to grow. 
 
Fiduciary hubs prioritize initial appointment field examinations to expedite the delivery 
of any retroactive benefits and ensure beneficiaries are protected. Fiduciary hubs cancel 
an average of 3,600 initial appointment field examinations and 12,000 follow-up field 
examinations each year due to death of the beneficiary. However, VBA is acting to address 
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this important priority. FTE will ensure adequate and timely processing of initial 
appointment and follow-up field examinations.  
 
The workload table below indicates the anticipated improvement in processing of field 
examinations. As the experience level of the 225 FTE hired in 2019 increases, it is 
expected that the Fiduciary hubs will have the capacity to process a larger volume of field 
examinations annually.  
 

Fiduciary Program Workload Completed and 
FTE Requirements 2018 2019 2020 

Estimate 
2021 

Estimate 
Direct Labor FTE 1,132 1,213 1,335 1,335 
Initial Appointment Field Examinations 45,747 41,196 55,300 56,959 
Follow-up Field Examinations 39,037 43,551 47,700 49,131 
Examinations 9,408 12,104 16,000 17,500 
Percentage IA 48.6% 42.5% 46.5% 49.0% 
Total Field Examinations 94,192 96,851 119,000 123,590 
Accountings 58,804 56,561 59,500 58,435 

 
Employees work to identify and complete all pending misuse matters, including final 
misuse determinations, debt establishment, and benefit reissuance. VBA recognizes that 
fiduciary misuse of benefits can cause financial hardship for beneficiaries and has taken 
additional steps to identify and address fiduciary misuse, to include requiring fiduciaries 
to submit detailed financial documents, emphasizing the identification and reporting of 
misuse allegations to Fiduciary field personnel, and aggressively pursuing recoupment of 
VA benefits in all cases of misuse. 
 
Performance Measures 

The 2021 requested resource level supports the following performance measures which 
drive continuous improvement and accountability for Veterans, Servicemembers, and 
their families: 
 

 Percentage of Original and Reopened Pension Claims Inventory Over 125 
Days - this represents the number of original or reopened pension claims that 
have been awaiting a decision for more than 125 days 
 

 Percentage of DIC Claims Inventory Over 125 Days - this represents the 
number of Dependency and Indemnity Compensation claims that have been 
awaiting a decision for more than 125 days 

 
 Average Days Pending to Complete Original Survivors Pension Claims - this 

represents the number of days to complete a decision on a pending original 
survivors pension claim 

 Average Days Pending to Complete Initial Fiduciary Appointment Process - 
average days from receipt date to completion date for the initial appointment 
of a fiduciary to include finalization of incompetency, face-to-face field 
examination, and release of any withholdings 
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 Average Days Pending to Complete Fiduciary Follow-up Field Examinations 
- average days from receipt date to completion date for follow-up field 
examinations 

The P&F Service budget request is aligned to VA’s priorities, providing Veterans with 
the benefits they have earned in a manner that honors their service, ensuring we are strong 
fiscal stewards of the money entrusted to us, and fostering a culture of collaboration. 
 
Providing Veterans with Earned Benefits 
VBA continuously works to improve the overall experience and service to Veterans and 
survivors. Below are just some of the ways VBA has worked to strengthen the workforce 
and improve service and delivery of benefits. 
 

 The VBA knowledge management (KM) portal is an integrated system that 
provides VBA staff with a single source for the laws, regulations, policy guidance, 
and procedures that govern benefit programs. It allows for quick updates by 
program staff to ensure that the PMCs have the most current guidance. The 
improved access to policy and procedures provided by KM have allowed the 
PMCs to reduce the average days to complete claims while maintaining an overall 
accuracy greater than 95 percent. 
 

 VBA is working to incorporate fiduciary calls within the National Call Center 
(NCC) which will ensure consistency in messaging to Veterans, survivors, 
fiduciaries, and other stakeholders who require assistance or clarification on 
fiduciary related issues. Incorporation into the NCC will also release Fiduciary 
hub resources currently utilized to answer calls allowing them to focus on their 
primary duties. 
 

 P&F Service is consolidating the Pension Call Center with the NCC to streamline 
and improve service to Veterans and their survivors.  This will expand availability 
for stakeholders calling from different time zones and will establish centralized 
quality and training processes. Full consolidation was completed in 4th quarter 
2019. 

 VBA improves physical security of claimants’ medical records and a 75-
percent reduction in end-user processing time through the use of SSA-
Government Services Online. VBA employees request and receive electronic 
copies of claimants’ SSA disability records to decide benefit claims using SSA-
Government Services Online, a secure electronic messaging system.   

 PMCs began processing claims assigned by the National Work Queue (NWQ) 
in January 2019.  NWQ is a system for national workload management that 
assigns claims based on an individual RO's productive capacity and national 
prioritization rules.  Since its implementation, the Pension Rating Bundle 
Average Days Pending (ADP) has decreased 4 percent from 90.6 days in 
January 2019 to 86.6 days in September 2019. 
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Ensuring Strong Fiscal Stewardship 
The following programs actively ensure we are fiscally responsible stewards of taxpayer 
dollars: 
 

 The Social Security Death Master file will be expanded to match against all 
corporate records, including dependents of Veterans and Survivors, instead of 
just award beneficiaries as currently performed. This expansion provides an 
opportunity to reduce overpayments to beneficiaries who fail to report a 
dependent’s death as well as allowing VA to meet its fiscal responsibilities. In 
2018, VBA matched and performed suspense actions on more than 105,000 
awards automatically using this process and avoided more than $139 million in 
improper payments as well as the need to recoup those benefits. 

 The establishment of a Surety Bond Reclamation Contract will allow for the 
collection on surety bonds. This contract will ensure payout of policies that will 
result in recoupment of VA monies to make Veterans whole again. The current 
amount of outstanding beneficiary funds related to surety bonds totals $23.5 
million. 

 A periodic post-award auditing (PAA) process, based on a statistically valid 
sample of applicable claims, replaced the income verification match annual 
process in March 2017. This PAA process reduces the number of claims 
selected for audit, schedules matches periodically, increases the screening of 
claims through filters, compresses due process, and uses electronic and 
automated processes.  

 VBA initiated automation of State plot benefit payments to State Veterans 
Cemeteries that intern the remains of Veterans.  This automation ensures the 
proper updating of Veterans records and expedited payments to the cemeteries. 

 VBA will be delivering automated processing of pension, DIC, and burial 
claims during 2020.  This automation will improve the timeliness and quality 
of benefits delivery to beneficiaries requesting or receiving these benefits.   
 

Fostering a Culture of Collaboration 
Collaboration and communication with Veterans and other stakeholders, as well as strategic 
partners are priorities for VBA. Stakeholders include any Veteran, dependent, and survivor. 
Partners include VA- recognized Veterans Service Organizations and other VA and Federal 
Government agencies, such as the Veterans Health Administration (VHA), the National 
Cemetery Administration (NCA), the Board of Veterans’ Appeals, the Department of 
Defense (DoD), Defense Finance and Accounting Services (DFAS), Department of Justice 
(DOJ), IRS, and SSA. 

 
 VBA formalized a partnership with DOJ to identify elder abuse markers and 

provide resources in rural areas to our most vulnerable Veterans and beneficiary 
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population which will improve service to Veterans by reducing fraud and 
protecting the elderly population from abuse. 

 

 P&F Service collaborated with DFAS to increase the speed of delivery to eligible 
DIC beneficiaries by greatly reducing the need for a DFAS information request 
regarding Survivor Benefits Plan payments for offset.  

 

 VBA shares data with SSA and IRS to verify income for its needs-based benefit 
programs. This collaboration resulted in a completion of over 77,600 original 
claims in 2018. The use of upfront verification has permitted VA to no longer 
require beneficiaries to submit annual eligibility verification reports which 
resulted in upwards of 70,000 claims.  
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Education 

 
       

Mission Statement 
Provide educational assistance programs to Veterans, Servicemembers, National Guard and 
Reserve members, and eligible dependents by providing financial assistance, generally in 
the form of monthly benefit payments, as mandated in Titles 38 and 10, United States Code.
 
Summary of Budget Authority 
 
2021 Budget Authority Request: $256.2 million  
Change over 2020 Estimate: $23.1 million / 9.9 percent 

 

 

Summary of Budget Request 
VA requests $256.2 million in budget authority to fund discretionary portions of Education 
Service to include administrative expenses for 1,995 FTE.  Total budget authority and 
offsetting collections will fund obligations of $256.8 million.  This request will provide 
sufficient funding and staffing levels for Education Service to continue providing access to
timely and accurate delivery of education benefits. 
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Dollars may not add due to rounding in this and subsequent charts. 
 

Changes from Original 2020 Estimate 
Total obligations reflect an increase of $9.5 million for the 3.1 percent pay raise. 
 
Changes from 2020 Current Estimate to 2021 Request 
Total obligations reflect an overall increase of $23.1 million primarily attributed to an 
increase in other services of $20.5 million as a result of The Harry W. Colmery Veterans 
Educational Assistance Act of 2017 (the Colmery Act) provisions.  The 2021 request 
includes an additional 12 FTE for management direction and support for personal services 
to support Freedom of Information Act/Privacy Act efforts.  The remainder supports a 
projected 1.6 percent increase for non-pay inflation and pro-rata share of increases to 
support efficient and effective operations. 
 

2019 2021 2021 - 2020

FTE
Direct 1,720 1,803 1,803 1,803 0
Management Direction and Support 177 182 185 192 7
Total FTE 1,897 1,985 1,988 1,995 7
Obligations
 Personal Services (without overtime) $172,229 $183,863 $196,080 $198,354 2,274
 Overtime 9,895 6,000 6,000 6,000 0
 Travel 2,290 1,453 1,453 1,476 23
 Interagency Motor Pool 426 347 347 352 6
 Transportation of Things 87 204 204 208 3
 Rent, Communications & Utilities 13,828 11,562 11,562 11,737 175
 Printing 231 643 643 653 10
 Other Services 30,065 18,409 15,708 36,312 20,604
 Supplies and Materials 459 784 784 799 15
 Equipment 439 850 850 868 17
 Insurance Claims 76 42 42 42 1
 Total Administrative Obligations $230,025 $224,157 $233,674 $256,802 $23,127
Reimbursements -$115 -$613 -$613 -$613 $0
Unobligated SOY $0 $0 $0 $0 $0

GOE Carry Over $0 $0 $0 $0 $0
Recycling $0 $0 $0 $0 $0

Unobligated EOY $0 $0 $0 $0 $0
GOE Carry Over $0 $0 $0 $0 $0
Recycling $0 $0 $0 $0 $0

Unobligated Bal Expiring $0 $0 $0 $0 $0
Transfers $0 $0 $0 $0 $0
Net Appropriation $229,910 $223,544 $233,061 $256,188 $23,127

$0 $0 $0 $0 $0
Total Appropriation $229,910 $223,544 $233,061 $256,188 $23,127
 Outlays (net) $223,013 $217,955 $227,234 $249,783

2020

Education 
Summary of Discretionary Appropriation Highlights

(dollars in thousands)

Actuals
Budget

Estimate
Current 
EstimateDiscretionary

Increase(+)
Decrease(-)
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The Colmery Act enhances GI Bill benefits for Servicemembers, Veterans, and dependents.  
This investment of $20.5 million will provide specific and detailed information to obtain 
sound data on the GI Bill population.  Conclusive data representation on how benefits are 
used will support policies and actions that promote beneficiary retention and graduation.  
Additional resources will provide for information on income, educational paths that yield 
the best return on investments as measured by civilian workforce success, disability and 
homelessness status, non-reliance on public assistance, educational attainment, and student 
debt and default rates.  This additional funding will also enable audits and investigations to 
ensure that educational institutions with programs approved for GI Bill benefits comply 
with the applicable approval, recordkeeping, and reporting requirements.  Detailed audit 
and investigative findings will form the basis for decisions regarding remediation, adverse 
action, and/or referral to the State Approving Agency (SAA) of jurisdiction for similar 
decisions.  
 
Program Description 
The Education Program provides educational assistance programs to Veterans, 
Servicemembers, National Guard and Reserve members, and eligible dependents for 
licensing and certification exams and on-the-job training programs, as well as at Institutions 
of Higher Learning (IHLs) or non-college degree programs.  VA assists Veterans and 
Servicemembers with academic and career goal decisions regarding individual entitlements 
through the following resources: the GI Bill Comparison Tool, GI Bill Feedback System, 
the joint VA/Department of Defense (DoD) eBenefits portal, and the Education Call Center 
(ECC): 1-888-GIBILL1 (1-888- 442-4551). 
 
Education benefits are administered by 1,225 claims processors, supervisors, and support 
staff at three Regional Processing Offices (RPOs): Buffalo, NY; Muskogee, OK; and St. 
Louis, MO. Upstream Clerks, Veterans Claims Examiners (VCEs), and Senior Veterans 
Claims Examiners (SVCEs) perform functions fundamental to delivering education 
benefits.  SVCEs and VCEs review, collect, and adjudicate claims to determine entitlement 
to benefits administered by VA and other agencies.  VCEs also analyze matters affecting 
Veterans and dependents, school officials, and others relative to rights and benefits, 
evidence submission, claims disposition, and all subsequent actions.  Of the claims 
processers, 98 will serve on specialized teams for the Science, Technology, Education, and 
Math (STEM) Scholarship; Veteran Employment Through Technology Education Courses 
(VET TEC); and Restoration of Entitlement provisions of the Colmery Act.  In 2019, 
Education Service processed 3.6 million claims.  These claims provide beneficiaries tuition 
and fees, monthly housing allowance, books and supplies.   This funding enables 
beneficiaries to pursue the education of their choice at an approved VA facility while 
assisting with the financial burden of a post-secondary education.  This request provides 
Education Service the ability to explore and analyze how users of GI Bill benefits fare 
before and after their use of the benefit and their matriculation through school using the 
following information: 
 

 Outcomes of those that have reached their delimiting or exhaustion date, compared 
to the outcomes of users and eligible, non-participating Veterans 

 Outcomes of veterans and non-veteran dependents using the GI Bill 
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 Analysis of college-specific and degree-specific outcomes 
 Analysis of beneficiaries that use the benefits but leverage an alternative financing 

source to complete school 
 Research on which educational paths yield the best return on investment as 

measured by civilian workforce success, income, disability and homelessness status, 
non-reliance on public assistance, educational attainment, and student debt and 
default rates 

 
Veterans Benefits Administration (VBA) Oversight & Accountability Division includes 
167 staff with the primary mission of safeguarding the integrity of the GI Bill.  The portfolio 
includes: Integrity & Protection, Approvals, Compliance and Liaison, Agreements & 
Federal Programs, and State Approving.  Personnel are based out of Washington, DC; 
Atlanta, GA; Buffalo, NY; Muskogee, OK; and St. Louis, MO. In 2019, the Oversight & 
Accountability Division improved beneficiary satisfaction through: 
 

 Program Approvals.  A myriad of program types at education and training 
institutions (ETI) are processed annually for initial approval and/or reapproval in 
order to participate in the GI Bill.  These approvals are completed by the designated 
state approving agency and then provided to the VA for review and 
acceptance.  Without appropriate approvals, beneficiaries will be unable to utilize 
their education benefit at the ETI of their choice.  Over 25,000 programs were added 
in 2019, bringing the total number of approved programs to over 370,000.  This 
provides beneficiaries with an abundance of options when choosing how to use their 
benefits. 

 Compliance Surveys.  Annually, over 3,500 audits are completed.  This ensures the 
VA and beneficiaries are not overcharged tuition and fees while in attendance at 
approved ETI which would have a negative effect on both the taxpayer and the 
beneficiary.  In 2019, 3,619 audits were completed, helping to safeguard the 
integrity of the GI Bill and nearly $11.7 billion in education benefit payments. 

 Liaison Activities.  Engagements and training are conducted with ETI with 
approved programs in multiple modalities to ensure proper certification of tuition 
and fees by the ETI to the VA and to reduce delays and inaccurate payments to both 
the beneficiary and the ETI. 

 
The ECC located in Muskogee, OK, employs 302 staff who respond to an average of 2.6 
million calls each year.  The ECC answers calls from Veterans, dependents, and school 
officials regarding the various education programs.  Staff consists of 273 agents who answer 
the majority of calls from Veterans and their dependents.  The agents are well versed on all 
education programs and can provide information from basic program eligibility to detailed 
information pertaining to the specific caller. 
 
These agents also assist with upstream processes for all offices.  The remaining employees 
are ECC Leadership, Education Case Managers (ECMs), and support personnel.  The ECC 
also maintains a dedicated hotline for School Certifying Offices (SCOs) to quickly reach an 
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ECM to discuss student certification and enrollment.  In 2019, the ECC answered over 2.3 
million calls that increased the overall customer experience on the following items: 
 

 Benefit payments.  This allows Education Service to work directly with 
beneficiaries regarding their payment issues and provides opportunity for 
corrections or better-informed customers regarding their claim.  Access to agents 
also allows Education Service to identify, process, and expedite hardship cases.  

 Eligibility and Remaining Benefits.  Agents work directly with beneficiaries to 
provide information and assist in making informed decisions based upon service 
information and existing benefits.  These calls help beneficiaries make better 
decisions on how to use their benefits.  

 General Education/ Overview.  These calls help beneficiaries understand the 
available benefits and how legislative changes may impact their benefits.  

 School Certifying Office Help Line.  This is a dedicated line where agents assist the 
SCO with questions regarding student enrollment status and proper claim entry.  
These calls help ensure that a greater percentage of claims are automated which 
reduces beneficiary wait time.    

 
VBA employs 109 staff in Education Service at VBA Central Office.  In addition to 
developing and implementing policy, procedures, and legislation, the staff responds to 
Office of Management and Budget, Congressional, and external inquiries and provides 
strategic oversight ensuring seamless integration of operations, policy, and training.  At a 
national level, Education Service brokers cases between RPOs to optimize resources; 
minimize variances in timeliness; and ensure Veterans, Servicemembers, and dependents’ 
claims are addressed timely regardless of jurisdiction.  Throughout a fiscal year, RPOs may 
require assistance to minimize variances in inventory and timeliness between RPOs and 
benefits types.  Also, brokering allows Education Service to focus on any outliers where 
additional assistance is needed to process all benefits timely.  
 
Workload  
In 2019, VBA processed over 3.6 million education claims at an accuracy rate of 97 percent.  
Of these, original claims were processed on average in 24.1 days and supplemental claims 
were processed on average in 13.4 days.  In 2021, over 4.2 million claims will be processed 
for over 1 million eligible Veterans, Servicemembers, and dependents within 28 days for 
original claims and 14 days for supplemental claims.  Our targets were developed based on 
a review and analysis of claims timelines of other federal agencies and the insurance 
industry.    
Education claims processing times always vary throughout the year primarily due to the 
Fall and Spring peak enrollment periods.  The chart below shows how claims processing 
time per month is based on the enrollment periods. 
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For the STEM Scholarship, there are at least six criteria beneficiaries must satisfy for 
eligibility and the scholarship includes a cap of $75 million on both individual assistance 
and on the total amount of benefits VA can pay in 2021.  The eligibility requirements 
include an individual’s entitlement to Chapter 33 benefits, entitlement use within 180 days 
of application, submission of a STEM specific application, enrollment in a STEM program 
that requires 120 semester credit hours or 180 quarter credit hours, completion of 60 
standard (or 90 quarter) credit hours, completion of a STEM undergraduate degree, and 
currently pursuing a teaching certification.  Applications are then prioritized for individuals 
who are entitled to 100 percent of Post-9/11 GI Bill benefits, to those that require the most 
credit hours to complete their program and to those who have not transferred their eligibility 
to a family member or dependent.  VET TEC features statutory performance targets for 
payments and oversight of providers because of the agreements entered with VA.  The 
processing of claims and monitoring of funds involves individual case management, to 
ensure proper program administration, requiring the need for focused resources in 2021. 
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Workload projections are listed below. 
 

 
Estimates may change based on program participation changes resulting from the Colmery Act 

 
Performance Measures 
The 2021 requested resource level supports the following select performance measures 
which drive continuous improvement and accountability for Veterans and other education 
beneficiaries.  Since 2015, Education Service has collected data on claim volume and 
processing times to improve standardization, timeliness, and service. 
 

 Average Days to Complete Original Education Claims - The average number of 
days to process an initial application for education benefits.  The target in 2021 is 
28.0 days. In 2019, Education Service completed original claims in 24.1 days. 

 Average Days to Complete Supplemental Education Claims - The average number 
of days to process subsequent claims for education benefits after eligibility is 
established.  The target in 2021 is 14.0 days.  In 2019, Education Service completed 
supplemental claims in 13.4 days. 

 Payment Accuracy – The amount reported as a percentage of the number of correct 
payments made as the result of a broad sample of claims selected and graded during 
quality reviews.  Payment accuracy is measured based on the number of correct 
payments made to the accurate school, program, and recipient versus the number 
of incorrect payments made and discovered during quality reviews.  This 
measurement includes items such as the correct amount of entitlement, tuition and 
fees, and if accurate eligibility determination was made. The target for 2021 is 95.0 
percent.  In 2019, Education Service achieved a payment accuracy rate of 97.6 
percent. 

 Education Call Center Quality Assurance – The score given as a cumulative grade 
after reviewing previously recorded calls including the interaction with the calls, 
knowledge of the call agent, and identification protocols that adhere to all the 
policies and procedures issued.  The target in 2021 is 96.0 percent; in 2019, 
Education Service achieved a quality assurance rate of 97.7 percent. 

 
Highlights 
VBA’s 2021 Education Service request is aligned to the Secretary’s priorities, a framework 
to put the needs, expectations, and interests of Veterans and their families first and ensure 
the timely delivery of benefits and services. 

2018 2019
2020

Estimate
2021

Estimate
Direct Labor FTE 1,750 1,720 1,803 1,803
Total Claims Completed 3,485,977 3,648,330 4,434,495 3,820,919
Increase in Claims Completed (over previous year) -7.85% 4.66% 21.55% -14%
Average Days to Complete Original Claims 25 24 28 28
Average Days to Complete Supplemental Claims 13 13 14 14
Compliance Reviews 4,217 3,619 3,500 3,500
Calls Processed at Call Center (Answered) 2,455,276 2,307,219 2,768,663 2,768,663
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Education Service provides outreach to Veterans and Servicemembers at key points during 
their military career regarding educational benefits.  This ensures Veterans have the 
requisite knowledge to maximize access to earned benefits and assistance in planning for 
transition to civilian life.  From 2018 to 2019, the number of beneficiaries grew from 
893,725 to 909,320, an increase of 1.7 percent. 
 
The Colmery Act amended Title 38, United States Code, and expanded and enhanced access 
to the Post-9/11 GI Bill among other education benefits.  It restores benefits to Veterans 
who were affected by school closures since 2015; extends special benefits for reservists, 
surviving dependents, and Purple Heart recipients; and eliminates the expiration date for 
Post-9/11 GI Bill benefits.  In addition, it establishes a High Technology Pilot Program to 
enhance benefits for Veterans. 
 
Twenty-one provisions of the Colmery Act require the performance of work or oversight 
that is not currently supported by existing Education Service Information Technology 
systems making manual intervention and processing necessary for implementation and 
benefit delivery.  To successfully implement these provisions on time and within our 
timeliness requirements, VA created job aids and implemented manual workarounds on 
multiple systems.  
 
VA implemented an IT solution to support Sections 107 and 501 on December 1, 2019.  
With this successful deployment, VA is focusing its efforts on previously implemented 
provisions and transitioning these provisions from job aids and workarounds.  The 
integration of these provisions into existing IT systems will streamline associated claims 
processing work and create efficiencies for staff as job aids and workarounds require more 
manual entry and time to process.   
 
Providing Veterans with Earned Benefits 
Education Service provides enhanced access for Veterans, Servicemembers, and 
dependents applying for education benefits through online applications such as VA.gov.  
Additionally, the GI Bill Comparison Tool, initiated in 2014, provides information to learn 
about education programs and compare benefits by school and the GI Bill Feedback System 
is available to support beneficiaries.  Each is designed with mobile users in mind and 
simplifies the experience for a diverse population of beneficiaries.  Since inception 12,238 
complaints have been submitted and over 12,106 have been closed.  
 
Education Service also leverages social media.  As of September 30, 2019, the GI Bill 
Facebook page reached over 4.9 million people and averages 105,345 likes.  Since 2016, 
follower count increased by 16.1 percent from 92,200 to over 107,000.  For the last two 
quarters of 2019, Social Studio, a tool that manages, schedules, and monitors social media 
accounts, indicated a 78.1 percent positive sentiment from GI Bill Facebook followers. 
 
Facebook Live and “Office Hours” features have been used for interactive Question and 
Answer sessions enabling Subject Matter Experts (SMEs) to connect real-time with students 
affected by school closures and natural disasters, providing a human-centric customer 
service experience.  Through social media, SMEs respond on average to 200-500 
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questions/comments weekly requiring extensive knowledge of Chapters 30, 31, 32, 33, 35, 
and 1607.  Survey results from the October Office Hours event showed that 79 percent of 
school officials felt the information provided was relevant and helped increase their 
understanding of the changes being implemented in Sections 107/501.  In 2021, Education 
Service plans to continue these strategies to promote the Colmery Act.  Education Service 
is currently using Mentimeter as a real-time survey tool to determine customer satisfaction 
and to evaluate increased knowledge for participants.  
 
Customer Experience High Impact Service Providers Survey (CX HISP) 
VBA strives to provide excellent customer service to ensure Veterans receive prompt and 
accurate answers to their questions and are always treated with kindness and respect.  VBA 
is planning to continue to improve the Muskogee ECC located in Muskogee, Oklahoma by 
providing an updated National training plan for agents and focusing on first call resolution. 
 
The ECC delivers benefits and services to Veterans across the entire Nation and foreign 
countries from 7:00 am to 6:00 pm, Central Time, Monday through Friday.  If a Veteran or 
beneficiary is unable to call during normal business hours, he or she can access information 
on our education and training page located at the VA.gov  website.  In addition, beneficiaries 
are also encouraged to submit their questions through the "Ask A Question" site on our 
webpage.  This contact method is available worldwide 24 hours a day, seven days a week.  
Callers can also receive information on accessing benefit information and assistance via our 
eBenefits or va.gov online channels.  This model allows VBA to provide enhanced service 
and increase choices for those who seek assistance in applying for, or obtaining information 
about, VA benefits and services they have earned. 
 
Education Service defines first call resolution as “answering all question(s) from the caller 
on the initial call”.  Using an updated Customer Relationship Management, agents will be 
able to capture responses from callers for Education Service and ECC management to 
analyze results.  Education Service will utilize this information to develop National training 
for all RPO customer service teams.  Additionally, Education Service will utilize this 
monthly analysis to provide front end communication to distribute social media platforms.  
Additionally, agents are also able to address all hardship related issues at point-of-call, 
which allows these claims to be processed within 24 hours and payment to be issued within 
three to five business days. 
 
Ensuring Strong Fiscal Stewardship 
VBA Oversight & Accountability Division includes 167 national field staff in the Approval, 
Compliance, and Liaison (AC&L) portfolio with the primary focus on safeguarding the 
integrity of the GI Bill and nearly $11.7 billion in education benefit payments.  This includes 
regular, annual audits of approved programs at ETIs across the nation as required by 38 
U.S.C. §3693.  Projection of 3,500 compliance audits and an increase in targeted risk areas 
will be completed in 2021 with a savings of an estimated $18 million based on the preceding 
three years.  In 2019, Education Service completed 3,619 surveys which resulted in the 
recovery of $8.8 million and an additional average of $10 million in IHL flight programs of 
benefit payments.  AC&L also serves as the liaison between the ETI and the VA; provider 
of training to SCOs; and is the final step in new program approval submitted by the SAAs.  
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The Division administers 52 cooperative agreements with SAAs whose core functions are 
approvals, compliance, liaison, and technical assistance to the ETI in their home state. 
 
To improve and standardize compliance procedures, while moving from a paper-based 
system to a Web-based system, a new Web-based application using the Salesforce platform 
was designed and implemented for managing compliance surveys.  This centralized 
application is used by both VA and SAA agreement partners for entry, tracking, storage, 
and analysis of compliance survey data.  As a cloud computing platform, this new 
application allows employees to complete a survey electronically and increase mobility 
rather than relying on hand carrying and tracking paper files.  
 
In 2020, VBA will launch the digital approval of education and training programs.  The 
application eliminates the volume of paper mailings that historically have been an annual 
practice.  This feature standardizes approvals for quality control.  
    
In addition to providing the automation of the program approval process and managing the 
compliance survey data, two new provisions from Public Law 114-315 concerning new 
centralized reporting and facility type survey allocations are included within the application. 
 
The Education Service quality review program conducts reviews at both the national and 
local level.  A focus of the national review is payment accuracy, to ensure that VBA is 
accurately paying benefits.  Failure to meet the established targets requires implementation 
of a corrective action plans (CAPS) to remediate any deficiencies.  Payment accuracy results 
between 2018 and 2019 have shown a slight decrease, from 97.9 percent to 97.6 percent 
respectively.  An error rate of 2.4 percent in 2019 may have resulted in $288 million of 
incorrectly paid benefits.  Individual payment errors are generally caused by data entry 
transactions on the part of a claims processor or due to conflicting information received by 
the claimant or DoD.  VA has worked with DoD to improve data reporting of creditable 
service periods in the Veterans Information Solution (VIS).  CAPS cannot resolve every 
issue associated with each payment error, such as a data entry issue, but do assist with 
providing refresher training on specific topics that affect payment accuracy rates, such as 
what is creditable service for the Post-9/11 GI Bill (Chapter 33).  Resources diverted to 
correct errors take away from processing claims.  Any establishment of debts against a 
claimant or facility are established and tracked by VBA. 
 
Education Service also has payment controls in place, to ensure larger payments are 
thoroughly reviewed and authorized for release.  Additional reviews are conducted by 
station and central office leadership on an ad hoc basis, to identify any required corrections.  
Based on all of the information gathered through quality reviews and other avenues, 
Education Service personnel participates in annual training targeted to ensure best practices 
are shared and implemented ensuring strong fiscal stewardship.   
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Fostering a Culture of Collaboration 
VBA works with stakeholders to ensure Education benefits are paid timely and accurately.  
In particular, VBA leverages partnerships with Federal agencies, as well as SAAs, veterans 
service organizations (VSOs), and other groups to improve outreach and transparency in 
educational opportunities for Veterans and Servicemembers; streamline processes; and 
increase operational efficiency.  In 2018, Education Service collaborated with SAAs to 
finalize a new agreement which will be implemented in 2019.  Although Public Law 114-315 
requires compliance surveys be completed biennially at schools and facilities with 20 or 
more students in receipt of GI Bill benefits VA also schedules compliance surveys for 
approved institutions that have less than 20 students based on an assessment of risk factors, 
or as time permits.  
 
Under the Education Modernization initiative, with all benefit programs in the Long Term 
Solution (LTS), there will be continued improvements to the LTS and other supporting 
applications that will enhance the delivery of the Post-9/11 GI Bill benefits to Veterans, 
Servicemembers, and qualifying family members as well as minimize the use of resources.  
LTS is the application that handles the automation part of VA’s Post-9/11 GI Bill education 
processing system.  The technology has more than 1,700 calculations and rules that support 
benefits delivery for eligible veterans, service members, and dependents, as well can 
process up to 6 distinct payments per beneficiary automatically per term, including: 
housing, stipends, tuition and fees.  Currently, our timeliness measure for issuing a 
Certificate of Eligibility (COE) is 24 days, and 14 days for supplemental claims.  A fully 
automated supplemental claim is processed in one day.  Similar to the automation results 
for supplemental claims, automating COEs will reduce the wait time for some Veterans to 
learn of their eligibility for the Post-9/11 GI Bill.  Electronic letters have the potential to 
greatly reduce the current costs of printing award letters, as claimants under Chapter 33 
typically receive multiple, multi-page letters over the course of a year.  Electronic letters 
will provide the opportunity for Veterans to decline to receive paper award letters and to 
view their award letters online instead.   
 
Education Service will continue to build out Salesforce capabilities that will allow our DoD 
partners to engage with us directly through the Enterprise Data Management System 
(EDMS) module which is used to track requests for information sent to DoD regarding 
Veterans’ education claims.  Our DoD partners are not able to access the current system, 
which requires manual work arounds.  VBA anticipates having full partner access available 
in 2020. 
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Housing 

 
 
Mission Statement 
Maximize Veterans’ and Servicemembers’ opportunity to obtain, retain, and adapt homes 
by providing a viable and fiscally responsible benefit program in recognition of their service 
to the Nation. 
 
Summary of Budget Authority 
 
2021 Budget Authority Request: $27.2 million  
Change over 2020 Estimate: $433 thousand / 1.6 percent 
 

 

Summary of Budget Request 
VA requests $157.7 million in reimbursement authority from credit administration 
accounts, $515 thousand in reimbursements from the United States Department of 
Agriculture (USDA), and $27.2 million in budget authority to fund the discretionary portion 
of the Specially Adapted Housing (SAH) program.  This request will provide sufficient 
funding and staffing levels for 913 FTE, an increase of 5 FTE, to continue administering 
programs that guarantee home loans and provide SAH grants for certain severely disabled 
Servicemembers and Veterans. 
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Dollars may not add due to rounding in this and subsequent charts.  Net Appropriation represents 
funding for SAH. 

 

Changes from Original 2020 Estimate 
Total obligations from the 2020 original estimate reflect an increase of $6.9 million to 
account for the 3.1 percent pay raise. 
 
Changes from 2020 Current Estimate to 2021 Request 
Total obligations reflect an increase of $3.4 million from the 2020 current estimate. The 
2021 request includes a $2.5 million increase for personal services to support an additional 
5 FTE to support Freedom of Information Act/Privacy Act efforts.  This request also 
includes an additional $1.2 million in other services for a projected 1.6 percent for non-pay 

2019 2021 2021 - 2020

FTE
Direct 769 820 820 820 0
Management Direction and Support 78 86 88 93 5
Total FTE 847 906 908 913 5
Obligations
 Personal Services (without overtime) $99,245 $102,881 $109,793 $112,270 $2,477
 Overtime 865 76 76 76 0
 Travel 1,467 1,821 1,821 1,851 29
 Interagency Motor Pool 312 418 418 424 7
 Transportation of Things 96 150 150 153 2
 Rent, Communications & Utilities 6,180 6,314 6,314 6,424 109
 Printing 103 77 77 78 1
 Other Services 71,517 62,408 62,408 63,191 782
 Supplies and Materials 266 453 453 461 8
 Equipment 215 545 545 557 11
 Insurance Claims 34 17 17 18 0
 Total Administrative Obligations $180,301 $175,161 $182,074 $185,502 $3,428
VA Housing Administration Reimbursement -$154,357 -$153,920 -$153,943 -$157,743 -$3,800
USDA Portfolio Work Reimbursement -$747 -$441 -$454 -$515 -$61

-$155,103 -$154,361 -$154,397 -$158,258 -$3,861
Unobligated SOY $0 $0 $0 $0 $0

GOE Carry Over $0 $0 $0 $0 $0
Recycling $0 $0 $0 $0 $0

Unobligated EOY $0 $0 $0 $0 $0
GOE Carry Over $0 $0 $0 $0 $0
Recycling $0 $0 $0 $0 $0

Unobligated Bal Expiring $0 $0 $0 $0 $0
Transfers $0 $0 $0 $0 $0
Net Appropriation $25,198 $20,800 $27,677 $27,244 -$433

$0 $0 $0 $0 $0
Total Appropriation $25,198 $20,800 $27,677 $27,244 -$433
 Outlays (net) $24,442 $20,800 $27,677 $27,244 -$433

2020

Housing
Summary of Discretionary Appropriation Highlights

(dollars in thousands)

Actuals
Budget

Estimate
Current 
EstimateDiscretionary

Increase(+)
Decrease(-)
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inflation and pro-rata share of increase to support VA’s financial system modernization 
efforts which will help support successful delivery of loan services to our nation’s Veterans.   
 
Program Description 
VA helps Servicemembers, Veterans, and eligible surviving spouses become homeowners.  
As part of the mission to serve, VA provides home loan guaranty benefits and other housing-
related programs such as SAH to help buy, build, repair, retain, or adapt a home for personal 
occupancy. 
 
VBA employs approximately 712 staff in the Honolulu Regional Office (RO) and eight 
Regional Loan Centers (RLCs) located in Atlanta, GA; Cleveland, OH; Denver, CO; 
Houston, TX; Phoenix, AZ; Roanoke, VA; St. Paul, MN; and St. Petersburg, FL who 
execute the policy guidance established by VA Central Office (VACO). 
 
Construction & Valuation and SAH 
The Construction and Valuation (C&V)/SAH Division is comprised of VA Staff 
Appraisers, Valuation Officers, Loan Specialists, and SAH Agents.  Members of C&V are 
dispersed geographically.  Per 38 CFR §36.4351, minimum property and construction 
requirements, no loan for the purchase or construction of residential property shall be 
eligible for guaranty or insurance unless such property complies or conforms with those 
standards of planning, construction, and general acceptability that may be applicable 
thereto, and prescribed by the Secretary.  C&V’s primary function is to assist and administer 
the VA Home Loan Program as it relates to real estate appraisals.  This consists of providing 
oversight to the Lender Appraisal Processing Program (LAPP), appraisal technical support 
for the Loan Management Section (foreclosure), and SAH.  LAPP lenders review appraisals 
and issue Notices of Value which contain the opinion of reasonable value used in part to 
determine the amount of guaranty for a VA-guaranteed loan and set out any conditions 
needed for the property to meet VA Minimum Property Requirements.  
 
SAH agents deliver the SAH grant benefit by meeting with Veterans at their existing or 
desired future residence to provide an overview of the grant process.  SAH staff members 
assess the residences and provide hands on guidance and suggestions for incorporating 
home modifications to improve mobility and promote independence.  The primary focus of 
the grant program is to deliver at least the minimum property requirements defined by 
industry to provide safe and reliable options for getting in and out of the home, provide 
accessible bathroom and shower facilities, and ensure the home has adequate space in 
passage ways (doors, open areas, hallways, etc.) for accessible entry and exit to and from 
the home.  Other adaptations determined to be reasonably necessary can be incorporated 
based on the Veteran’s disability. 
 
After identifying the needs of the Veteran, SAH staff provide guidance and oversight for 
new or existing home construction to ensure the completion of required adaptations.  SAH 
staff manages projects during active construction and serves as a liaison between the 
Veteran and the contractor completing the construction.  SAH staff completes the project 
by conducting final field reviews to assess the outcome and ensure the Veteran’s unique 
mobility needs were addressed.  SAH staff leverage expertise in the accessible design and 
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construction industry gained through training in areas such as blue print reading, 
construction management techniques, and communicating with Veterans, and certifications 
such as those provided by the National Association of Home Builders, National Home 
Remodelers Association, the Living in Place Institute, and other organizations. 
 
Loan Production 
The Loan Production (LP) Staff includes Loan Production Officers and Loan Specialists.  
The LP staff at each RLC provides critical support to Veterans obtaining VA loans to ensure 
access and use of the VA-guaranteed loan benefit.  LP staff assist in the application process 
by ensuring valid Certificates of Eligibility (COE) are issued for any Veteran interested in 
using a VA loan.  COEs are used by mortgage lenders to verify eligibility for the VA Home 
Loan Program.  In addition to verifying eligibility, LP staff assist mortgage lenders and 
Veterans with any loan qualification or underwriting questions, and in unique cases, fully 
underwrite loans.  Post-origination, LP staff engage in comprehensive audits and loan 
reviews to ensure that VA external stakeholders have the proper guidance and 
documentation to originate loans and assist Veterans, while also validating that Veterans 
are not overcharged or paying disallowable fees.  
        
Loan Administration 
The Loan Administration (LA) Staff includes Loan Administration Officers, Servicing 
Officers, and Loan Specialists or Loan Technicians.  The LA staff is responsible for all 
activities involving VA-guaranteed loans after origination until the loan is paid in full or 
terminated.  Once a VA-guaranteed home loan becomes 61 days delinquent, servicers are 
required to report the event to VA; continue to work with the borrower to consider loss 
mitigation options or alternatives to foreclosure; and report updates on the status of the loan 
to VA.  VA loans are reviewed during default to ensure that servicers have provided 
adequate servicing and explored all appropriate options to reinstate the loan or avoid 
foreclosure. 
 
Veteran borrower and servicer inquiries are addressed on current and delinquent loans.  
Cases are reviewed to provide additional assistance to Veteran borrowers on an exception 
basis by serving as an intermediary between the Veteran and servicer.  In many instances, 
Veterans are contacted to offer financial counseling and discuss loss mitigation options. 
 
VBA employs 108 staff in the Housing Program at VACO.  In addition to updating policies 
and procedures, proposing legislation, responding to congressional and field inquiries, 
conducting quality assurance, and other oversight responsibilities, VACO staff operations 
are comprised of the following: Loan and Property Management, Loan Policy and 
Valuation, and Oversight.  Staff includes Loan Specialists; Realty Specialists; Appraisers; 
an Actuary; a Math Statistician; and Supervisory, Programmatic, and Support personnel 
who work on numerous projects in addition to managing operational requirements. 
 
Loan and Property Management  
Loan Management serves as the primary resource for the RLCs and industry partners 
regarding VA policy and the servicing of delinquent VA-guaranteed home loans.  Loan 
Management is responsible for policy and procedures, regulations, legislative proposals, 
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and VA Loan Electronic Reporting Interface (VALERI) issues for the servicing of VA-
guaranteed home loans. 
 
For home loans that go to foreclosure, the properties can be conveyed to VA.  VA’s Property 
Management section provides oversight and policy direction to the contractor, who 
maximizes the return on investment to the Government and minimizes the time properties 
are held in inventory to include: preparing, listing, marketing, selling properties, and 
satisfying all title transfer requirements.  The program has authority to offer VA-backed 
financing of VA-acquired properties.  The VACO Property Management team is 
responsible for regulations, policies, and legislative proposals to ensure consistent 
operations.  In 2019, VBA managed an average of 5,200 properties every month. 
 
Loan Policy and Valuation 
Housing’s Loan Policy and Valuation Staff develops regulations, policies, and procedures 
relating to the eligibility of Veterans for VA-guaranteed loans, guaranty of loans, making 
of direct loans, approval of private mortgage lenders to make guaranteed loans on an 
automatic basis, and oversight of the appraisal of loans. This staff researches regulations 
and statutes, analyzes market trends, and reviews standing policy to ensure the program 
remains current with conventional mortgage and lending industry standards. 
The Loan Production Policy Division provides oversight of the loan origination process.  
This includes the entitlement and eligibility determination for potential program 
participants and the development of policy for VA-guaranteed loan options.  This division 
also manages the policy direction for the Native American Direct Loan program. 
 
The C&V Policy Division at Central Office provides oversight of the appraisal program to 
ensure program participants are purchasing homes that meet market value.  Division 
activities include management of the overall appraiser fee panel, valuation process, Staff 
Appraisal Reviewer Program, and LAPP. 
 
VA provides grants to Servicemembers and Veterans with certain permanent and total 
service-connected disabilities to help purchase or construct an adapted home or modify an 
existing home to accommodate a disability.  SAH policy staff is responsible for regulations, 
policies, procedures, and legislative proposals regarding this benefit.  Three grant programs 
exist: the SAH grant, the Special Housing Adaptation (SHA) grant, and a Temporary 
Residence Assistance (TRA) grant that may also be available to SAH/SHA eligible 
Veterans. 
 
Oversight  
Loan guaranty internal controls and risk management activities are administered through 
systematic oversight of program operations, field employees, and private sector partners.  
In addition, the VACO staff perform the following key internal control and oversight 
functions: 
 

 Contract Assurance Property Management and Portfolio Loan Staff – conduct 
oversight of VA’s contracted property management and portfolio loan service 
provider 
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 Lender/Servicer Monitoring Unit Staff – conduct Lender Audits and Servicer 
Audits, as well as conduct accuracy reviews for all key VA Home Loan Program 
functional areas (e.g., Loan Production, Loan Administration, C&V, and SAH) 

 Quality Assurance – perform onsite and virtual site visits of all Housing 
Program operations as well as risk management functions  

 
In general, VACO staff conduct oversight through the VALERI application to ensure 
servicers are compliant with VA regulations and policies.  Additionally, VA conducts post-
audits of the servicing of guaranteed loans to ensure compliance with VA regulatory 
requirements. 
 
Workload 
In 2021, VBA will continue to place the needs, expectations, and interests of Veterans and 
their families first.  The mortgage banking industry has focused on automation of the 
lending process in recent years.  In addition to program administration, this request will 
provide the necessary resources to maintain parity with the industry.  Resources will focus 
on software solutions such as VALERI to help VA stay competitive and remain a beneficial 
choice for Veterans in the home loan market. 
 
In 2019, guaranteed loans totaled over 624,000, servicing more than 3.267 million total 
loans since the Federal Credit Reform Act was passed in 1990 and including loans 
guaranteed prior to 1992.  VA’s Loan Guaranty Service (LGY) portfolio estimates 
sustainable growth in purchase loans even as VA expects to see a sharp decline in refinance 
loans. Workload projections are listed below. 

 
Projected Housing Workload 
and FTE Requirements 2018 2019  2020             

Estimate 
2021             

Estimate 

Direct Labor FTE                       790  
   

769  
   

820  
   

820  

Total Guaranteed Loan Volume                610,513  
   

624,545  
   

669,116  
   

544,304  

Total Purchase Loans                383,115  
   

384,496  
   

388,018  
   

399,299  

Total Refinance Loans                227,398  
   

240,049  
   

281,097  
   

145,005  
Total Loan Amount $161,295,511,404 $175,637,888,546 $170,736,516,761 $140,488,291,064 

 
Performance Measures 
The 2021 requested resource level supports performance measures which guides continuous 
improvement and accountability for Veterans, Servicemembers, and their families.  VA 
conducts outreach to Veterans, private-sector loan servicers, and other industry stakeholders 
to ensure LGY remains at the forefront of the industry in offering home retention options 
and alternatives to foreclosure. 

 
Default Resolution Rate (DRR) - The DRR targets are set based on national mortgage and 
economic trends in the housing industry.  VA continuously monitors these trends and 
adjusts performance targets accordingly.  VA will continue to leverage the Web-based 
servicing application, VALERI, to track data on VA-guaranteed home loans, and to provide 
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proactive default and foreclosure avoidance assistance to Veteran borrowers who are behind 
on their VA-guaranteed mortgage payment. 

 

http://www.benefits.va.gov/homeloans/servicers_valeri.asp 
 
Highlights 
VBA’s 2021 Housing request is aligned to the Secretary’s priorities, a framework to put the 
needs, expectations, and interests of Veterans and their families first and ensure the timely 
delivery of benefits and services.  
 
In 2019, VBA continued success in achieving its mission of helping Veterans obtain homes 
with their home loan benefit and retain homes in times of default.  The 2019 guaranteed 
loan workload of more than 624,000 loans is lower than the prior record-setting year of 
2017, but slightly higher than 2018.  In addition to the strong numbers of Veterans achieving 
home ownership, VBA and its partnering loan servicers have been able to assist more than 
890,000 Veterans and their families with an alternative to foreclosure throughout 2019, 
which in turn has saved over $27 billion in potential claim payments.  During 2019, VA 
assisted more than 101,000 Veterans. 
 
The VA home loan benefit has expanded through issuing a record volume of COEs.  The 
COE is used to verify that a Veteran and/or Servicemember is eligible to use the VA Home 
Loan Program.  VA has issued more than five and a half million COEs since 2010.  During 
2019, 974,981 COEs were processed which is an increase of 27 percent, or 206,328, more 
than the prior year. 
 
The Housing Program budget request is aligned to VA’s priorities, providing Veterans with 
the benefits they have earned in a manner that honors their service, ensuring LGY is a strong 
fiscal steward of the money entrusted to VA, and fostering a culture of collaboration. 

VBA At Work 

A Loan Technician from the Cleveland RO became a homeowner’s advocate upon 
learning that their loan servicing was sold to a new servicer during an active Loss 
Mitigation review.  The new servicer would not honor the approved Loss 
Mitigation agreement.  The borrower was told to reapply.  This time, the servicer 
showed that the Veteran’s family no longer met the income requirements.  After 
several months of working with the new servicer, a loan modification was 
approved with an extended term and reduced interest rate so the payment was once 
again affordable.  The loan was brought current and foreclosure was avoided. 
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Providing Veterans with Earned Benefits 
VBA personnel provide exception-based servicing to Veterans and their families in default 
on their VA home loans.  They identify and provide Veteran borrowers with home retention 
solutions to avoid foreclosure and potential homelessness.  During 2019, VBA helped more 
than 101,000 Veterans and their families avoid foreclosure, maintaining one of the lowest 
foreclosure rates in the industry.  VBA’s exception-based servicing resulted in just over 
$2.6 billion saved in potential claim payments during the same period.  VA loans offer an 
extraordinary opportunity for Veterans because of lower interest rates, lower monthly 
payments, no or low-down payments, and no private mortgage insurance. 
 
VA home loans are provided by private lenders, such as banks and mortgage companies.  
VA guarantees a portion of the loan, enabling the lender to provide Veterans with more 
favorable loan terms.  Lenders and real estate agents are essential partners in helping deliver 
the home loan benefit.  They educate Veterans on the VA Home Loan Program and 
articulate its advantages when they commence the home-buying process.  Loan servicers 
provide the first line of assistance in finding ways to resolve borrower defaults. 
 
On June 25, 2019, the President signed into law the Blue Water Navy Vietnam Veterans 
Act of 2019 (the BWN Act), Public Law 116-23, 133 Stat. 966.  The BWN Act, including 
the provisions that impact LGY, became effective January 1, 2020.  The following is a short 
summary of the major amendments: 

 

Section 6: Loans Guaranteed Under Home Loan Program of Department of 
Veterans Affairs 

 Adjustment of Loan Limit: This section amends 38 U.S.C. § 3703(a)(1) by 
removing the current guaranty loan limit for loans greater than $144 
thousand, thereby enabling Veterans to obtain a zero down-payment loan 
with a 25 percent VA guarantee when they live in a high-cost area 

 Adjustment of Loan Limit for Native American Veterans: Amends 38 U.S.C. 
§ 3762 by removing the $80,000 loan limit cap on direct housing loans 
made to Native American Veterans who purchase homes located on Federal 
trust land  

 Adjustment of Loan Fees: Amends 38 U.S.C. § 3729(b)(2) by replacing the 
existing loan fee table and replacing it with a new table 

• Temporarily increases certain categories of loans ranging from 0.15 
to 0.30 percent, effective January 1, 2020, through December 31, 
2021 

• Eliminates any difference in funding fee rates between Reservist 
borrowers and all other Veteran borrowers, effective January 1, 
2020 

• Lowers funding rates for Reservist borrowers after December 31, 
2021 
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• The increase in funding fee rates (0.15–0.30) impacts all home loan 
categories except for Interest Rate Reduction Refinance Loans, 
Assumptions, and Direct Loans 

 Waiver of Fees for Purple Heart Recipients: Amends 38 U.S.C. § 3729(c) 
by adding a waiver of fees for Servicemembers on active duty who have 
received the Purple Heart and provide evidence of such award on or before 
the date of loan closing 

 
Section 7: Information Gathering for Department of Veterans Affairs Home 
Loan Appraisals 

 Amends 38 U.S.C. § 3731(b) by authorizing VA-designated appraisers to 
rely on third-parties for appraisal-related information 

 Authorizes VA to issue guidance to implement this section before 
prescribing new regulations 

 
Public Law 115-174, the Economic Growth, Regulatory Relief, and Consumer Protection 
Act was enacted on May 24, 2018.  Section 309 of the Act provides new statutory criteria 
for determining when, in general, VA may guarantee a refinance loan.  While the Act 
addresses all VA refinance loans, it specifically identified cash-out refinance loans, and 
specifically those where the principal of the new loan to be VA-guaranteed or insured is 
larger than the payoff amount of the loan being refinanced, as needing swift action by VA 
to curtail predatory lending.  In that regard, the Economic Growth, Regulatory Relief, and 
Consumer Protection Act requires VA to promulgate regulations within 180 days after the 
date of the enactment of the Act, for these types of cash-out refinance loans.  The 
regulations became effective February 15, 2019.    

 
In 2019, VBA continued its efforts to improve timeliness with a national toll-free number 
for loan origination and eligibility inquiries.  Every call received by a Veteran, stakeholder, 
or partner is routed to the next available loan specialist for assistance.  Before implementing 
this change, the home loan program had a blocked call rate in the double digits and after 
implementation the blocked call rate is at or near zero percent.  The call workload is 
distributed more efficiently across RLCs, and also quickly provides vital information to 
Veterans and program stakeholders. 
 
During 2019, the COE national work queue effectively distributed more than 974,981 
automated COE requests, an increase of 27 percent over the same period in 2018.  While 
experiencing a record volume of COE applications, the average COE processing time 
remained below three business days, ensuring prompt service to all Veterans, stakeholders, 
and partners.  Timely processing of COEs is critical to ensure that real estate transactions 
are closed on time, otherwise Veterans may miss closing dates and experience increased 
fees and charges as a result. 
 
A business process redesign is underway for SAH to improve customer service to Veterans 
by decreasing grant processing times to enhance Veteran relationship management and 
strengthen the exchange of information with corporate systems.  The quality of the SAH 
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grant program will be improved by increasing reporting, monitoring, and oversight 
capabilities.  The recommendations and assistance from the roadmap and the business 
process redesign will ensure that the new/redesigned application complies with the 
Secretary’s priorities. 
 
Ensuring Strong Fiscal Stewardship 
Essential to VBA’s achievements in assisting Veteran borrowers in retaining their home 
after experiencing a loan default is VALERI, a modernized, robust, and paperless oversight 
and servicing system.  The VALERI servicer Web portal is the primary means of 
communicating with VBA to report events, submit documents, and perform revisions and 
loan cancellations.  VBA provides status and feedback on Veteran loans through reports in 
the portal.  VALERI improves VBA’s program oversight capability and reduces the cost to 
the Government for the servicing and liquidation of VA loans in default. 
 
VBA has leveraged VALERI to assist over 890,000 borrowers in default to avoid 
foreclosure, which in turn has saved over $27 billion in potential claim payments.  This 
comprehensive and robust system enables VBA to track those most at risk for loan default, 
which is a key measure to prevent Veteran homelessness.  VALERI has stopped over 
101,000 Veterans and their families from losing their homes, saving over $2.6 billion 
in claim payments during 2019. 

 
During 2019, LGY began implementation of the new VALERI-R system.  The shift for 
VALERI from General Operating Expenses (GOE) to Office of Information Technology 
(OIT) is a result of the termination of a contracted VALERI managed service to a VALERI-
R in-house application deployed at the same time the managed service contract terminated.  
The funding switch is due to the need for further development, maintenance, and 
enhancements of this new application owned by LGY and supported by IT. 
 
Another system LGY uses to serve Veteran borrowers is the Appraisal Management 
System/Automated Valuation Model (AMS/AVM).  To assure Veterans and taxpayers that 
VA loans have received the proper loan valuation, AMS/AVM provides an in-depth risk 
assessment of every completed appraisal.  VBA has exceeded 666,000 assessments in 2019, 
allowing employees to focus on and research high-risk appraisals, increase the quality of 
appraisals, and recruit appraisers.  This request mitigates risk and impacts the ability of 
AMS/AVM to process and analyze over $175 billion in annual total loan value. 
 
Fostering a Culture of Collaboration 
Collaboration and communication with Veterans and other stakeholders, as well as strategic 
partners, are priorities for VBA.  Stakeholders include Veterans, Servicemembers, eligible 
surviving spouses, and members of the Reserves and National Guard.  Partners include 
Congress, Veterans Service Organizations, state and county Veterans representatives, the 
housing finance industry, homebuilders, real estate agents, and fee personnel. 
 
Employees and fee personnel such as appraisers, inspectors, and management brokers are 
also critical to providing Veterans with quality and timely service.  For instance, VA 
maintains a fee panel of appraisers nationwide.  This creates efficiencies because VA can 
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hire appraisal services for Veterans on an as-needed basis, in any part of the country, without 
having to maintain full-time personnel. 
 
VBA outreach efforts to inform Veterans and industry partners include Webinars and social 
media platforms resulting in clear and consistent messaging of how the VA Home Loan 
Program can be used by Veterans and/or Servicemembers. Overall, VA market share of the 
mortgage industry continues to grow, indicating that VA outreach and communication 
efforts are reaching the desired audience as reported in industry source data obtained on a 
quarterly basis.  Purchase loan market share increased to over 10 percent in 2019 and is 
holding steady for the foreseeable future.  
 
On October 1, 2018 Public Law 115-177 approved the transition of home adaptations from 
VR&E to the SAH program.  All housing adaptation functions previously performed by 
VR&E, including construction assessments and project management are now performed by 
SAH staff. 
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Vocational Rehabilitation and Employment 
 
 

 

Mission Statement 
Provide and administer comprehensive services and assistance to enable Veterans and 
Servicemembers with service-connected disabilities and employment barriers to prepare 
for, find, and maintain suitable employment.  For Veterans with service-connected 
disabilities so severe that they cannot immediately consider work, the Vocational 
Rehabilitation and Employment (VR&E) Program offers services to improve their ability 
to live as independently as possible in their homes and communities. 
 
Summary of Budget Authority 
 
2021 Budget Authority Request: $280 million 
Change over 2020 Estimate: $23.1 million / 8.3 percent
 

 
Summary of Budget Request 
VA requests $280 million in budget authority to fund discretionary portions of the VR&E 
Program to include administrative expenses for 1,856 FTE.  
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Dollars may not add due to rounding in this and subsequent charts 

 
Changes from Original 2020 Estimate 
Total obligations reflect an increase of $11 million for the 3.1 percent pay raise. 
 
Changes from 2020 Current Estimate to 2021 Request 
Total obligations reflect an increase of $23.1 million which includes $22.2 million to 
support an additional 166 FTE for Vocational Rehabilitation Counselors (VRCs) and 
support personnel and 24 FTE to support Freedom of Information Act/Privacy Act efforts.  
The remainder supports a projected 1.6 percent increase for non-pay inflation and pro-rata 
share of increases to support efficient and effective operations to include VA’s financial 
system modernization efforts. 
 
 
 

2019 2021 2021 - 2020

FTE
Direct 1,421 1,512 1,512 1,678 166
Management Direction and Support 146 151 154 178 24
Total FTE 1,567 1,663 1,666 1,856 190
Obligations
 Personal Services (without overtime) $182,018 $194,726 $207,726 $229,924 $22,198
 Overtime 799 500 500 500 $0
 Travel 2,038 2,454 2,454 2,493 $39
 Interagency Motor Pool 358 257 257 261 $4
 Transportation of Things 137 185 185 188 $3
 Rent, Communications & Utilities 11,481 12,423 12,423 12,637 $214
 Printing 216 473 473 481 $8
 Other Services 42,449 32,827 30,579 31,190 $611
 Supplies and Materials 685 1,483 1,483 1,508 $26
 Equipment 814 405 405 413 $8
 Insurance Claims 63 38 38 38 $1
 Total Administrative Obligations $241,057 $245,770 $256,522 $279,633 $23,111
Reimbursements -$396 -$402 -$402 -$424 -$22
Unobligated SOY $0 $0 $0 $0 $0

GOE Carry Over $0 $0 $0 $0 $0
Recycling $0 $0 $0 $0 $0

Unobligated EOY $0 $0 $0 $0 $0
GOE Carry Over $0 $0 $0 $0 $0
Recycling $0 $0 $0 $0 $0

Unobligated Bal Expiring $0 $0 $0 $0 $0
Transfers $0 $0 $0 $0 $0
Net Appropriation $240,661 $245,368 $256,120 $279,209 $23,089

$0 $0 $0 $0 $0
Total Appropriation $240,661 $245,368 $256,120 $279,209 $23,089
 Outlays (net) $233,441 $239,234 $249,717 $272,229

2020

Summary of Discretionary Appropriation Highlights
(dollars in thousands)

Actuals
Budget

Estimate
Current 
EstimateDiscretionary

Increase(+)
Decrease(-)
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VR&E Field Stations and Central Office Staffing  
Improvements in appeals processing and reduced legacy appeals inventory will enable VBA 
to repurpose an estimated 166 personnel to critical missions supporting VR&E Field and 
Central Office operations.   
 
In response to program improvements implemented in FY 2019, VBA anticipates program 
participation growth in VR&E by 10 percent over FY 2020 and FY 2021, an increase in 
VR&E participants of 8 percent.  Of the 166 repurposed personnel, 135 will be VRCs.  
These FTE are necessary to support VR&E's anticipated program growth and maintain the 
1:125 Counselor to Veteran ratio required by Public Law 114-223, Section 254.  The 
remaining 31 personnel will be assigned to Central Office to ensure adequate support for 
over 1,600 field staff.  Each of the VR&E Service divisions will require additional support 
to manage increased demands for compliance, data, marketing, outreach, operations, 
oversight, policy, programs, quality assurance and training of increased field staff.   
 
Program Description 
VR&E assists Veterans and Servicemembers with service-connected disabilities and 
barriers to employment to prepare for, obtain, and maintain suitable employment by 
enabling their education and providing career counseling.  For Veterans with an 
employment barrier so severe that they cannot immediately consider work, VR&E helps 
them obtain independent living services.  The VR&E Program is the only federally 
mandated program established to provide Veterans with service-connected disabilities with 
comprehensive vocational rehabilitation benefits potentially leading to employment. 
 
An estimated $230 million, or 82 percent, of the 2021 request is for salaries and benefits.  
VR&E employs over 1,000 VRCs, which includes over 800 Chapter 31 VRCs dedicated to 
providing VR&E benefits and services and over 200 Integrated Disability Evaluation 
System (IDES) and VetSuccess on Campus (VSOC) counselors, through a network of over 
350 office locations.  VR&E’s service delivery model supports Veterans where they are 
located and includes operations at the 56 Regional Offices (ROs) and the National Capital 
Region Benefits Office, approximately 142 out-based offices, 71 IDES installations, and 
104 VSOC schools/sites. 
 
Eighty percent of the Direct Service Delivery Staff (DSDS) are VRCs or Counseling 
Psychologists, whose primary role is to provide comprehensive individualized services to 
Veterans, Servicemembers, and dependents.  Both positions have education requirements 
of a Master’s degree or higher in Rehabilitation Counseling or a related field with at least 
30 hours of specific coursework.  In addition to specific educational requirements, over 650 
VRCs maintain the professional credential of Certified Rehabilitation Counselor.  DSDS 
also maintain several other professional certifications, including Certified Veterans 
Rehabilitation Counselor, Licensed Professional Counselor, and National Certified 
Counselor.  DSDS provides counseling, individualized case management, employment 
services, comprehensive rehabilitation services, and independent living services. 
 
VR&E counselors work with Veterans to develop an individualized development plan 
following one of five tracks: 
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 Reemployment – for Veterans who served in active military service or in the 
national guard or reserves and are now returning to employers for whom they 
worked prior to going on active duty 

 Rapid Access to Employment – for individuals ready to seek employment after 
separation and have the necessary skills to be competitive 

 Self-Employment – for individuals who have job skills to start a business 
 Employment through Long-term services – provides an extended period of training 

and rehabilitation services to ensure that Veterans acquire the skills necessary to 
obtain and maintain suitable employment 

 Independent Living (IL) – IL plans are designed to enable an individual to achieve 
maximum independence in daily living and, whenever possible, increase the 
individual’s ability to participate in an extended evaluation to explore the potential 
to return to work 

 
Based on the track each participant pursues, VR&E works to help them achieve a “positive 
outcome,” defined as Veterans who either achieved a rehabilitation plan goal, pursued 
higher education, obtained suitable employment, or became employable through services 
provided by the VR&E Program.  In 2019, there were 16,789 positive outcomes.  This was 
comprised of: 

 10,939 Employment Rehabilitations 

 819 Educational Rehabilitations 

 475 Independent Living Rehabilitations 

 3,820 Maximum Rehabilitation Gains/Employable 

 736 Maximum Rehabilitation Gains/Employed 
 

In developing individualized plans, counselors assess Veterans’ interests, skills, and 
abilities as well as labor market information.  Counselors provide services in activities of 
daily living, personal adjustment counseling, and support services. Veterans can receive 
education or vocational training for up to 48 months under the educational assistance 
benefit. 
 
VR&E Employment Coordinators (ECs) are located in ROs and are charged with helping 
Chapter 31 Veterans find, apply for, and secure suitable employment.  ECs currently assist 
approximately 9,000 Veterans who are actively seeking employment in job ready status.  
ECs provide support for professional job placement assistance and accommodations, 
training to prepare resumes for both the private sector and federal job placement, 
interviewing skills, career counseling, and other job readiness activities. 
 
The VR&E Program employs 67 FTE in the VA Central Office (VACO), consisting of the 
Executive Leadership Team, vocational rehabilitation professionals, management and 
program analysts, and program support staff.  Approximately 80 percent of VACO staff 



 

2021 Congressional Submission                                       VBA-237 

were former VRCs from the field.  The majority of the staff is located at VACO, but two 
teams are based in Nashville, TN and Orlando, FL. 
 
VR&E Service has two teams that provide oversight of performance management, 
compliance, quality, and customer service.  They are the VR&E Field Liaisons Team and 
the VR&E Service Oversight Team. 
 
The VR&E Field Liaisons Team collaborates with the ROs to identify actionable 
recommendations and implement solutions in response to identified challenge areas at a 
national and local level to achieve VBA operational goals and outcomes.  The goal is to 
drive performance from a proactive standpoint by identifying performance gaps early and 
ensure compliance with policies, procedures, and modernization initiatives.  The liaison’s 
role includes supporting VR&E’s program mission by charting applicable data for trend 
analysis, discussing recommendations with the ROs, and communicating information to the 
field staff. 
 
The VR&E Service Oversight Team collaborates with District Offices to increase the 
oversight provided to each RO.  Previously VR&E Site Visits were conducted at 12 ROs 
per year, but through this effort a Collaborative Support Visit or Oversight Review will be 
conducted at each RO annually.  District Offices will conduct the on-site visit, while VR&E 
Service provides an analysis of data and information to identify risks or areas of concern.  
This will increase the oversight provided, allow for earlier intervention when issues arise, 
increase consistency of service delivery, and identify trends and best practices which can 
be shared to improve service delivery nationally.  When the need arises for a more in-depth 
review or intervention, VR&E Service will travel to the RO to provide assistance.  

 
Workload 
In 2021, VBA will continue to place the needs, expectations, and interests of Veterans and 
their families first.  VR&E continues to achieve increased positive outcomes and is moving 
forward with future plans and goals in order to continue providing consistent service 
delivery. 
 
Per Public Law 114-223, Section 254, the Secretary of Veterans Affairs may use resources 
to ensure that the ratio of Veterans to VRCs within any program of rehabilitation conducted 
under Chapter 31 does not exceed 125 Veterans to each VRC.  To comply with Section 254, 
VR&E developed a ratio-based field realignment plan to ensure consistency of staffing to 
accomplish the 1:125 mandate and provide adequate VR&E leadership and administrative 
support nationwide.   During 2019, 169 VRCs were hired to reduce the caseload to 
counselor ratio to 1:125 or below, providing improved services to Veterans seeking VR&E 
benefits.  Due to the increase in staff, training was also increased and four new counselor 
training, instructor-led, and Web-based sessions were conducted, which focused on policy 
and procedures and designed to enhance the knowledge and skill sets of the newly-hired 
counselors.  VR&E Service continued our hiring efforts in 2019 to meet the 1:125 mandate 
and as of September 2019, VR&E’s average national counselor caseload ratio was 1:119.  
The ratio is based on the number of Veterans in an active case status at the conclusion of 
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FY 2019.  Some caseload, such as VSOC and IDES workload, is excluded from the 
calculation and does not include positive outcomes or discontinuations. 
 
Online Application Capability 
The eBenefits Enterprise Veterans Self Service provides an automated interface for eligible 
participants to apply for Chapter 31 counseling services.  According to VA Digital Services, 
VR&E’s .gov integration is 70 percent complete and has been identified on the roadmap for 
migration.  There has been a pause as VR&E works on updating the backend system and 
modernization.    
 
Workload projections are listed below. 
 

Projected VR&E Workload and 
FTE Requirements 2018 2019 2020  

Estimate 
2021  

Estimate 

Direct Labor FTE    
1,480  

   
1,421              1,512               1,678  

Actual Participants* 125,513 122,249 128,082 131,334 

Increase in Actual Participants (over 
previous year) -5% -2% 5% 3% 
Positive Outcomes 15,998 16,789 TBD TBD 

*Participants include all Veterans who were in a rehabilitation plan of service or an extended evaluation 
plan during FY 2019, including those who were successfully rehabilitated or who discontinued their 
program of services in FY 2019.  
 
Performance Measures 
 
The 2021 requested resource level supports performance measures which drive continuous 
improvement and accountability for Veterans, Servicemembers, and their families. 

 Over 1,000 VRCs assisted over 29,000 Veterans enter a plan of services and nearly 
17,000 Veterans in achieving a positive outcome in 2019.  VR&E hired 169 
counselors to comply with the Public Law 114-223 requirement for a 1-to-125 
counselor to Veteran ratio. 

 
Highlights 

 
VBA’s 2021 VR&E request is aligned to the Secretary’s priorities, a framework to put the 
needs, expectations, and interests of Veterans and their families first and ensure the timely 
delivery of benefits and services. 
 
In 2019, VR&E program participants achieved nearly 17,000 positive outcomes and 
sustained an average days to entitlement of 42.3, while participants decreased by two 
percent.  VR&E Service attributes the decrease due to a combination of the following 
factors: 
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 Historically, many applicants found eligible for the VR&E program are not 
reporting to their initial orientation and, therefore, not entering a plan of services.  
To mitigate this and increase VA’s responsiveness, VR&E updated its platform and 
expanded its use of Tele-counseling to include the initial evaluation phase of the 
program in the first quarter of FY 2019.  Tele-counseling is an option that gives 
VR&E the capability to provide Veterans with more choice, better access, and 
flexibility based on their individual needs.  The new platform connects Veterans 
with their counselors from virtually anywhere with the ease of using any mobile or 
web-based device (desktop, smartphone or tablet).  The new platform makes VR&E 
appointments more convenient and reduces the travel time for Veterans in rural 
areas, difficult commuting areas, as well as, working adults/with families.  Overall, 
VR&E scheduled 17,928 tele-counseling appointments during FY 2019. 
Additionally, VR&E is implementing the electronic Virtual Assistant (e-VA) in FY 
2020 which will enable VR&E to further reduce initial orientation no-shows by 
notifying Veterans of upcoming appointments, as well as enabling them with the 
capability to schedule and reschedule appointments as needed, 24/7. 
 

 Some applicants who apply and are found entitled to services do not pursue a 
rehabilitation plan.  VR&E is being pro-active to ensure applicants found entitled to 
services feel engaged to the point of taking an active role in their rehabilitation 
planning.  VR&E developed a program participation rate standard to help stimulate 
engagement in the program.  This measure will empower all levels of leadership to 
take actions that encourage participants to be more active in their rehabilitation plan 
and help reduce the number of participants that discontinue without participation. 

 The number of Veterans successfully exiting the program has increased by nearly 5 
percent over last fiscal year (positive outcomes). 
 

Based on the factors listed above, more Veterans have recently exited the program than 
entered.  However, program application rates have remained consistent and VR&E is 
leveraging technology and the newly implemented program participation rate to engage the 
Veteran population.  Each of the modernization initiatives is aimed at improving the Veteran 
experience and reducing service delivery timelines.  The goal is to ensure active engagement 
with the program participants across the enterprise and deliver world-class customer 
service. 
 
The VR&E Service budget request is aligned to VBA’s priorities, providing Veterans with 
the benefits they have earned in a manner that honors their service, ensuring we are strong 
fiscal stewards of the money entrusted to us, and fostering a culture of collaboration. 

Providing Veterans with Earned Benefits 

Modernization and Transformation 
VR&E strives to provide the highest standard of service to Veterans and focus on access, 
service delivery, quality, and modernization efforts, which include pursuit of a digital and 
paperless environment, as well as new technology. 
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VR&E has embarked on a comprehensive multi-year modernization effort, where the focus 
is to modernize antiquated legacy systems, streamline processes, and improve the Veteran 
experience. 
 
Career Assessment Tool 
An online career assessment tool allows Veterans to take a computerized test that promotes 
transition planning.  Both the Veteran and a VR&E counselor review the results as an 
integral part of the counseling and evaluation process.  Results provide the counselor and 
the Veteran a basis for selecting educational objectives and career goals based on interests 
and aptitude, which informs an individualized rehabilitation plan. In 2019, over 49,000 
assessments were completed. 
 
VR&E Electronic Virtual Assistant (VRE-e-VA, powered by SARA) 
VR&E Service conducted a time study to determine the overall administrative 
requirements.  The study determined that 60 percent of counselor’s daily functions were 
administrative tasks.  VR&E Service is leveraging existing technology to perform an array 
of administrative duties, allowing counselors to focus their efforts on customers. e-VA will 
perform scheduled interactions with assigned participants and allow for bi-lateral 
communication.  Participants can schedule or reschedule appointments, upload documents 
and leave messages for their counselor anytime, 24/7. 
 
Case Management Solution (CMS) 
VR&E Service is collaborating with VBA’s Office of Business Process Integration (OBPI) 
and VA’s Office of Information Technology (OIT) in the next step for the VR&E Case 
Management Solution Service.  This solution will enable VR&E to grow with technology 
by transferring system upgrades and maintenance onto contracted services and eliminate 
the need for internal shared development and sustainment resources within the VA. 
 
As VR&E implements e-VA and the CMS, counselors will be able to manage workload 
more efficiently and effectively.  These improvements will allow more time to provide high-
quality counseling and employment services to VR&E participants.  Together, these 
initiatives will provide customer-centric service delivery which will efficiently provide 
benefits to program participants in a manner that honors their service.  
 
Increased Use of VR&E Tele-counseling 
Secure video teleconferencing technology is enabling VRCs to remotely counsel Veterans 
who have busy schedules, live in rural locations, or face transportation challenges.  Tele-
counseling reduces the need for VRCs and Veterans to travel and improves access to VR&E 
services. 
 
Tele-counseling for appointments was successfully launched within ROs and participation 
has increased 68 percent over the course of 2019.  Tele-counseling for appointments was 
launched first quarter 2019 and VR&E scheduled 17,928 appointments throughout the fiscal 
year.  On average, there are more than 1,400 appointments being scheduled per month, 
across the Nation.  
 



 

2021 Congressional Submission                                       VBA-241 

Additional Modernization Efforts 
Signature Pads 
In an effort to reduce paper and transition VR&E into a paperless environment, the 
organization procured approximately 1,400 electronic signature pads.  Capturing digital 
signatures from program participants streamlines VR&E processes and significantly 
reduces the need to print, sign, scan, store, and ultimately destroy paper documents. 
 
Nuance Dragon Naturally Speaking 
VR&E obtained Dragon as an assistive technology to assist counselors, manage case notes, 
respond to inquiries and produce customized correspondence.  It has the ability to increase 
productivity without requiring strong typing skills and extensive amounts of time.   
 
Counselors can dictate correspondence such as emails, letters, case notes, and other 
documents.  Counselors can define voice commands to short cut repetitive processes and 
speed up document creation.  Dragon provides improved accuracy, formatting, templates 
and library creation to streamline processes.  Dragon also assists counselors in documenting 
and maintaining their reports, assigned cases, letters and responding to emails in an efficient 
and timely manner.   
 
Competency-Based Training System 
VR&E deployed the VRC Competency-Based Training System in second quarter 2019.  
This system delivers empirically researched and industry benchmarked competency 
assessments to experienced counselors to identify training needs and assign training specific 
to an individual counselor’s needs.  This will provide a direct positive impact to Veterans, 
as Veterans will receive standardized services from well-trained and competent employees. 
 
New Counselor Training 
VR&E provided foundational training to over 169 new counselors to support the hiring 
initiative and 1:125 counselor to Veteran ratio in accordance with Public Law 114-223, 
Section 254.  The New Counselor Training curriculum includes online independent study 
modules, virtual instructor-led training, and residential training.  VR&E ensures that new 
counselors receive training as expeditiously as possible to gain the requisite skills and 
knowledge to deliver timely and quality services to Veterans. 
 
Ensuring Strong Fiscal Stewardship 
 
Longitudinal Study 
VBA continues to execute the Congressionally-mandated 20-year VR&E Longitudinal 
Study of Veterans who began VR&E programs in 2010, 2012, and 2014.  Reports are 
submitted to Congress annually on the long-term benefits of participating in the Chapter 31 
program.  VR&E will continuously analyze trends among Veterans receiving services and 
improve and adapt services to their changing needs.  As VR&E follows the three cohorts 
over time, more data will be available on the long-term outcomes of Veterans and key 
programmatic and demographic factors influencing these outcomes. 
 



 

VBA-242                                                      Vocational Rehabilitation and Employment 
 

 
Over time, the longitudinal study will allow for more robust comparison across all three 
cohorts.  The primary focus of the VR&E Longitudinal Study is on the long-term 
employment and standard of living outcomes for VR&E participants after they exit the 
program.  A "rehabilitated" Veteran is one who successfully completes the rehabilitation 
program plan and is equipped with the required skills and tools needed to obtain and 
maintain suitable employment or gain independence in daily living.  Veterans are 
considered rehabilitated once suitable employment has been maintained for at least 60 days.  
As shown in the figure below, Veterans who have achieved rehabilitation report high levels 
of employment and homeownership.  
 
Rehabilitated Veterans have High Levels of Employment and Homeownership 

 

 
 

 The rate of homeownership for rehabilitated Veterans in Cohort I (71 percent) and 
Cohort II (67 percent) is higher than homeownership for the general United States 
population (64.6 percent).  Cohort III has the lowest homeownership rate (61 
percent) among the three Cohorts. 

 Veterans who have achieved rehabilitation reported higher annual income amounts 
than discontinued participants – at least $20,000 higher for individual income and 
at least $23,000 higher for household income.  

 Cohort I rehabilitated members have the highest median annual household income 
($72,000) followed by rehabilitated members of Cohort II ($71,000) and Cohort III 
($70,000).  For median annual individual income, Cohort II and Cohort III, both at 
$60,000, out earn Cohort I ($59,000). 

 The most substantive finding of the study to date is that regardless of the length of 
time since they began their VR&E program of services, Veterans who have achieved 
rehabilitation have substantially better employment and standard of living outcomes 
than those who discontinued services. 
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Fostering a Culture of Collaboration 
Collaboration and communication with Veterans and other stakeholders, as well as strategic 
partners are priorities for VBA.  Stakeholders include Veterans, Servicemembers, Guard 
and Reserve members, and dependents of certain Veterans.  Partners include VHA; 
Department of Labor; Small Business Administration; Office of Personnel Management; 
Department of Defense (DoD); General Services Administration; Social Security 
Administration; Internal Revenue Service; Congress; Veterans Service Organizations; and 
other education, training, and rehabilitation facilities. 
 
Through VR&E, VBA continues to partner with federal and state agencies, the private 
sector, and other organizations to increase efficiencies and avoid duplication of efforts.  
VR&E works closely with the US Army Warrior Care and Transition program to ensure 
that appropriate Servicemembers are referred, reduce confusion, and simplify processes for 
wounded, ill, and injured Servicemembers transitioning between DoD and VA benefits and 
eligible services.  VR&E is collaborating with VBA Compensation Service, Pre-discharge 
and Interagency Collaboration, to assist with ensuring the new 180-day target for the 
Physical Evaluation Board is met.  VR&E partners with service-based government, non-
profit, private sector, and community organizations to facilitate Veterans’ adjustment to the 
workplace, enhance self-awareness, and connect Veterans to employers. 
 
VR&E Service has added a new function of monitoring performance data at the VR&E 
station level.  The intent of the new performance monitoring function is to focus on field 
operations by being more proactive and enhancing the collaboration between VACO and 
the field to achieve the following: 

 Leverage data to optimize performance in the ROs and share best practices 

 Identify areas of concern at the RO level where performance indicators indicate 
assistance might be required 

 Understand resource and operational issues to provide assistance to ROs when 
necessary  

 Ensure modernization initiatives are being implemented consistently and leveraged 
to their full potential 

 Support and enhance program-wide customer service outcomes 
 

Tele-counseling Software (VA Video Connect) 
VR&E is providing better resources to VRCs to ensure they can provide more streamlined 
services to Veterans.  VR&E continues to work with VHA to upgrade current capability to 
enable virtual counseling meetings on smartphones, tablets, and computers.  The VA Video 
Connect application for tele-counseling, connects Veterans with their counselors from 
virtually anywhere, using encryption to ensure a secure and private session.  The app makes 
VR&E appointments more convenient and reduces travel times for Veterans, especially 
those in rural areas.  It allows for quick and easy access from any mobile or Web-based 
device (desktop, smartphone, or tablet).  Tele-counseling provides the capability to meet 
Veterans on their terms, creating flexibility and convenience. 
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VetSuccess On Campus Program  

 
The VSOC program supports a population of nearly 86,000 Veterans at 104 campuses 
nationwide.  VSOC provides outreach and transition services to student Veterans during 
their transition from military service to college.  VSOC eases the transition and ensures the 
coordinated delivery of benefits and services to Servicemembers, Veterans, and their 
eligible dependents.  The mission of the VSOC VRC is to liaise with VA certifying officials 
and other school officials, perform outreach, and communicate with Veterans ensuring their 
health, education, and benefit needs are met.  VSOC enables student Veterans to stay in 
college to complete their degrees and enter career employment. 
 
This effort transforms the way VA supports student Veterans with a service delivery method 
that is convenient for them.  It improves the way VA provides services to student Veterans, 
allowing VA employees to explore and coordinate VA benefits for individual student 
Veterans while they are on campus.  It assists student Veterans in using all benefits available 
to them to stay in college through the completion of their degree program, and to proactively 
deal with medical or other barriers to retention.  Helping student Veterans complete degree 
programs and enter career employment improves the quality of student Veterans’ lives and 
further combats homelessness and poverty caused by unemployment or underemployment. 
 
The data below reflects the number and nature of contacts made by VSOC Counselors in 
2019.  We served over 37,704 student Servicemembers, Veterans, and dependents in 2019.  
As we continue to hire and on-board additional VSOC Counselors, it will enhance our 
ability to serve more students, Servicemembers, Veterans, and dependents.  
 
 
 
 
 

 

VBA at Work 
After an improvised explosive device (IED) detonated near a U.S. Army paratrooper in 2006, he 
sustained substantial injuries, including a traumatic brain injury.  The Veteran overcame several barriers 
to his educational goals and is currently working on achieving his employment goal after completing the 
remainder of his enlistment in 2009.  These barriers were daily living skills, memory problems, being in a 
classroom setting, focusing on something or someone speaking, studying, and staying organized.  With 
the assistance of a VA neuropsychologist, a VA speech pathologist, and VR&E Service, this Veteran 
earned his bachelor’s degree in May 2019, and is currently in the process of applying for jobs as a park 
ranger or park guide with the National Park Service.  
 
Additionally, while at The University of Texas at San Antonio (UTSA), the Veteran received support 
from VA’s VetSuccess on Campus (VSOC) program.  The VSOC Counselor worked with the school on 
the provision of disability accommodations, as well as provided services and encouragement to the 
Veteran.  The Veteran stated about UTSA’s VSOC Counselor, “Whenever I got too stressed, I knew I 
could go in and talk to her about it.”  
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Type of Contact 
Number of 
Contacts Percentage 

New 14,077 37.34% 
Returning 23,627 62.66% 
Total 37,704  

 

 
VR&E will continue to identify and assess the most effective outcomes from the VSOC 
program.  The new performance standards for VSOC Counselors were implemented on July 
1, 2019, which will help provide a better evaluation of the VSOC Counselors and the 
services they provide.  This will also help us better report data to stakeholders, such as 
Congress and Institutions of Higher Learning.  
 
Integrated Disability Evaluation System program (IDES) 
VR&E services are located at 71 military installations with 145 counselors directly 
dedicated to the IDES program.  Services range from comprehensive rehabilitation 
evaluations to determine abilities, skills, and interests for employment purposes to support 
services to identify, obtain, and maintain employment.  By physically placing VRCs at 
military installations, benefits delivery and timely responses to the needs of transitioning 
wounded, ill, and injured Servicemembers are enhanced.  This counseling also assists 
Servicemembers using Forever GI Bill benefits to make informed career choices. 

 
Section 1361 (b) of the National Defense Authorization Act (P.L. 110-181) established 
VR&E eligibility and automatic entitlement for severely injured active duty individuals 
before a VA rating is issued.  This became a permanent law on September 30, 2018.  The 
IDES/VR&E initiative transforms the way VA supports wounded, ill, and injured 
Servicemembers and Veterans with service-connected disabilities and their families to ease 
the stress of transitioning to civilian life.  Early intervention helps combat homelessness and 
financial challenges caused by the loss of income between the transition from military 
service and the time it takes to obtain civilian employment.  Integrating the VR&E program 
early into the IDES process allows Servicemembers and their families to smoothly transition 
into civilian life, better adapt, and work with their service and non-service-connected 
disabilities.  It improves the quality and timeliness of VA benefits delivery by developing a 
new career that is uniquely appropriate for each Servicemember during the transition 
process.  VR&E estimates about 20,000 transitioning Servicemembers will be supported 
through this initiative in 2020 and 2021.  Additionally, new performance standards for IDES 
Counselors were completed by the end of 2019 and will be implemented by the beginning 
of second quarter of 2020.  The new standards will help evaluate the IDES Counselors and 
the early intervention they provide to the transitioning Servicemembers and their families.  
Implementation of performance standards and current population statistics for each military 
site will ensure a more accurate IDES Counselor to Servicemember ratio for effective 
service delivery. 
 
Commission on Rehabilitation Counselor Certification (CRCC) 
In 2021, VBA will continue to strengthen its partnership with CRCC by encouraging the 
continued attainment of the Certification for Rehabilitation Counseling (CRC) credentials 
for VR&E counselors eligible for certification or renewal.  This initiative, which began in 
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2017, allows eligible VR&E counselors the ability to request reimbursement/sponsorship 
for application and renewal fees.  VBA will also continue collaborative efforts with VHA 
Employee Education System to offer CRCC accreditation and continuing education (CE) 
to VHA users and to offer just-in-time CRCC verification forms and CEs to all VHA and 
VBA employees. 
 
Suicide Prevention 
Suicide is a national health concern and VA believes that everyone has a role to play in 
preventing suicide.  VR&E Service will collaborate with VHA to bring suicide prevention 
services, to include training and resources, to VR&E Service, in order to provide VRCs 
with the tools needed when they work with Veterans in the VR&E program. 
 
These efforts demonstrate VA’s commitment to the rehabilitation counseling community 
and the VBA’s workforce.  This ensures that VRCs have met nationally accepted levels of 
competency, achieved higher levels of counselor preparation and education for the 
provision of personal, vocational or mental health counseling to persons with disabilities.  
The return on investment has been increased productivity, reduced appeals, and increased 
risk management of other legal liability exposure.  These partnerships will allow VA staff 
to provide world-class rehabilitation benefits and services to Veterans and ensure they are 
provided care from well-equipped counselors. 
 
Non-Paid Work Experience (NPWE) Program 
Establishing effective working relationships with federal, state, and local governments 
under NPWE results in positive placement of Chapter 31 Veterans into suitable careers.  
The NPWE Program provides Veterans who may lack suitable work experience an 
opportunity to gain valuable skills often directly related to positions they are seeking long-
term.  This program also provides eligible Veterans the opportunity to obtain training and 
practical job experience concurrently.  In addition to the valuable work experience, the 
participant also receives a monthly monetary subsistence allowance to assist with living 
expenses while in the program.  The NPWE Program serves as a major “tool in the toolbox” 
for ECs and VRCs.  
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Insurance 
 

 
Mission Statement 
Provide high-value life insurance to our Nation’s Veterans, Servicemembers, and their 
families in an accurate, timely, and courteous manner. 
 
Summary of Budget Authority 
 
2021 Budget Authority Request: $1.9 million 
Change over 2020 Estimate: $659 thousand / 26.1 percent 

 

 
Summary of Budget Request              
VA requests $1.9 million in budget authority to fund the Veterans’ Mortgage Life Insurance 
(VMLI) Program as well as projects and activities not directly associated with Insurance’s 
reimbursable programs. Expenses related to the projects and activities funded include 
payroll expenses for Insurance direct employees temporarily assigned to other organizations 
within VA (i.e. Office of Enterprise Integration) to support non-Insurance specific 
initiatives. Total budget authority and offsetting collections will fund obligations of $34.8 
million in 2021. This request will enable the Insurance Program to continue administering 
valuable life insurance benefits programs to Servicemembers, Veterans, and their families. 
Additionally, it funds administrative expenses for 296 FTE who maintain insurance 



 

VBA-248                                                      Insurance 
 

accounts, answer toll-free insurance inquiries, process new insurance applications, perform 
outreach activities to disabled Veterans, pay insurance policy loans and cash surrender 
requests from policyholders, and pay life insurance death benefits to beneficiaries.  
 

 
 Dollars may not add due to rounding in this and subsequent charts. 

 
Changes from Original 2020 Estimate 
Total obligations reflect an increase of $2.1 million for the 3.1 percent pay raise. 
 
Changes from 2020 Current Estimate to 2021 Request 
The total FTE request for 2021 decreases by 8 FTE and total obligations decrease by $493 
thousand primarily due to the overall projected decline in policies in force and the 
corresponding workload. Decreases are estimated for rental space costs (included in Rent, 
Communications, & Utilities) and equipment, which declines to align more closely with 
actual expenditure. 
 

2019 2021 2021 - 2020

FTE
Direct 270 281 281 275 -6
Management Direction and Support 24 23 23 21 -2
Total FTE 294 304 304 296 -8
Obligations
 Personal Services (without overtime) $27,593 $29,393 $31,537 $31,228 -$309
 Overtime 111 41 41 41 0
 Travel 35 91 91 91 0
 Interagency Motor Pool 0 5 5 5 0
 Transportation of Things 0 1 1 1 0
 Rent, Communications & Utilities 2,423 2,673 2,673 2,498 -174
 Printing 43 14 14 14 0
 Other Services 475 577 577 595 18
 Supplies and Materials 58 116 116 116 0
 Equipment 15 280 280 252 -29
 Insurance Claims 0 0 0 0 0
 Total Administrative Obligations $30,753 $33,191 $35,335 $34,842 -$493
Reimbursements -$29,510 -$31,931 -$32,806 -$32,972 -$166
Unobligated SOY $0 $0 $0 $0 $0

GOE Carry Over $0 $0 $0 $0 $0
Recycling $0 $0 $0 $0 $0

Unobligated EOY $0 $0 $0 $0 $0
GOE Carry Over $0 $0 $0 $0 $0
Recycling $0 $0 $0 $0 $0

Unobligated Bal Expiring $0 $0 $0 $0 $0
Transfers $0 $0 $0 $0 $0
Net Appropriation $1,243 $1,259 $2,529 $1,870 -$659

$0 $0 $0 $0 $0
Total Appropriation $1,243 $1,259 $2,529 $1,870 -$659
 Outlays (net) $1,206 $1,198 $2,406 $1,779 -$627

2020

Insurance
Summary of Discretionary Appropriation Highlights

(dollars in thousands)

Actuals
Budget

Estimate
Current 
EstimateDiscretionary

Increase(+)
Decrease(-)
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Program Description1 
The Insurance Program employs 275 direct employees in one central location in 
Philadelphia, PA. Direct employees include Insurance Operation personnel such as:  claims 
examiners who process over 31,000 insurance applications/waiver claims and 81,000 death 
claims a year; insurance specialists who handle over 464,000 incoming calls annually to the 
Insurance Customer Service Center; clerks who triage approximately 800,000 incoming 
applications/correspondence each year for processing; financial accounts technicians who 
assist in processing 224,000 maintenance actions (i.e. correspondence reviews, policy 
updates, etc.) a year; and specialists who provide outreach efforts to 25,000 disabled 
Veterans annually to inform them of their potential insurance options. VA’s internal control 
staff review 100 percent of employee-generated disbursements prior to release and monitor 
system-generated disbursements. This staff is a major factor in Insurance’s ability to 
achieve a nearly 100 percent accuracy rate for Insurance disbursements. The program 
management staff functions in the following areas: strategic planning and budget, 
accounting, performance management, actuarial, training, policy and procedures, business 
system support, and program oversight. The co-location of the Insurance program 
management staff and operating divisions contributes to the Insurance Program’s ability to 
provide quick responses to emerging issues and ensures that all Insurance personnel are 
continuously working toward the same organizational goals and missions. 
 
VA offers life insurance coverage at competitive premium rates for Veterans. The Insurance 
Program provides Veterans with life insurance benefits that may not be available from the 
private insurance industry due to lost or impaired insurability resulting from military 
service. In addition, the Insurance Program provides universally available life insurance 
benefits to Servicemembers and their families, as well as traumatic injury protection 
insurance for Servicemembers. The Insurance Program also provides Servicemembers the 
option to convert to either permanent plans or renewable term insurance policies after 
separation from service.  
 
The following Veteran-centric programs assist with financial security for Servicemembers’ 
and Veterans’ beneficiaries upon the insured’s death: 

 Servicemembers’ Group Life Insurance (SGLI) provides up to $400 thousand of life 
insurance coverage to Servicemembers that can be converted to Veterans’ Group 
Life Insurance (VGLI) or to a permanent life insurance policy with any of VA’s 
participating commercial insurance companies after the Servicemember’s 
separation from duty. Full-time coverage is available for: 

 Commissioned, warrant, and enlisted members of the Army, Navy, Air 
Force, Marine Corps, and Coast Guard 

 Commissioned members of the National Oceanic and Atmospheric 
Administration (NOAA) and the Public Health Service (USPHS) 

 Cadets or midshipmen of the four United States Service Academies 
 Ready Reservists scheduled to perform at least twelve periods of inactive 

training per year 

                                                           
1 See Vol.3-Part2-Benefits-Inurance Benefits for more information on Insurance Programs 
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 Members of the Individual Ready Reserves (IRR) who volunteer for 
assignment to a mobilization category 

 Servicemembers’ Group Life Insurance Traumatic Injury Protection (TSGLI) 
provides short-term financial assistance to severely injured Servicemembers to 
lessen the economic burden on them and their families during an often extensive 
recovery and rehabilitation process. All Servicemembers who have SGLI coverage 
are automatically covered by TSGLI.  

 Family Servicemembers’ Group Life Insurance (FSGLI) coverage is available only 
for spouses and children of members insured under the SGLI program.  The 
Servicemember pays the premiums for spousal coverage.  Dependent children are 
insured at no cost.  

 VGLI provides for the conversion of SGLI coverage to a renewable term insurance 
policy after a Servicemember’s separation from service. Coverage is available for 
the following members: 

 Full-time SGLI insureds who are released from active duty or the Reserves 
 Ready Reservists who have part-time SGLI coverage, and who, while 

performing active duty or inactive duty for training for a period of less 
than 31 days, incur a disability or aggravate a pre-existing disability that 
makes them uninsurable at standard premium rates 

 Members of the Individual Ready Reserves (IRR), the United States 
Public Health Service Inactive Reserve Corps (IRC) and Inactive National 
Guard (ING) 

 SGLI Disability Extension (SGLI-DE) provides up to two years of free SGLI 
coverage for insured Servicemembers who are totally disabled at the time of 
separation. To be considered totally disabled, the Servicemember must have a 
disability that prevents gainful employment, or have one of the following 
conditions, regardless of employment status: 

 Permanent loss of use of both hands 
 Permanent loss of use of both feet 
 Permanent loss of use of both eyes 
 Permanent loss of use of one hand and one foot 
 Permanent loss of use of one foot and one eye 
 Permanent loss of use of one hand and one eye 
 Total loss of hearing in both ears 
 Organic loss of speech (lost ability to express oneself, both by voice and 

whisper, through normal organs for speech - being able to speak with an 
artificial appliance is disregarded in determination of total disability). 

 Service-Disabled Veterans Insurance (S-DVI) provides life insurance coverage to 
Veterans who may not be able to obtain coverage from the commercial life insurance 
industry due to their service-connected disabilities. In order to be eligible for S-DVI, 
a Veteran must: 

 Have been released from active duty under other than dishonorable 
conditions on or after April 25, 1951  

 Receive a new grant of service connection, regardless of the rating 
assigned   
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 Be in good health except for any service-connected conditions 
 Apply within two years from the date VA grants a new service-connected 

disability. 
 VMLI provides up to $200 thousand in mortgage protection insurance that can help 

families of severely disabled Servicemembers or Veterans pay off their home 
mortgage in the event of death. Veterans must apply for VMLI before their 70th 
birthday. VMLI is only available to Servicemembers and Veterans with severe 
service-connected disabilities who: 

 
 Received a Specially Adapted Housing (SAH) grant to help build, 

remodel, or purchase a home, and 
 Have the title to the home, and 
 Have a mortgage on the home 

 United States Government Life Insurance, National Service Life Insurance, 
Veterans’ Special Life Insurance, and Veterans’ Reopened Insurance provide life 
insurance coverage to World War I, World War II, and the Korean War Era 
Veterans. These programs are no longer issuing policies. 

 
Workload 
In 2021, VBA will continue to place the needs, expectations, and interests of Veterans and 
their families first. Workload projections are listed below. 

 

 
 

As mentioned above, the USGLI, NSLI, VSLI, and VRI programs no longer issue new 
policies. Workload associated with those programs (e.g., Death Claims, Telephone Calls 
Answered, and Insurance Maintenance Actions) will continue to decline in 2021 with the 
advancing age of the policyholders and decline in the total policies in force. 
 
VA still issues new policies for S-DVI and VMLI. Workload for the S-DVI and VMLI 
applications includes the processing of applications for insurance and S-DVI waiver of 
premiums. S-DVI and VMLI applications are projected to remain level from 2020 to 2021. 
Other Insurance workload includes loans and cash surrenders, which are also projected to 
remain relatively stable from 2020 to 2021.  
 
Performance Measures 
In 2021, Insurance will be able to maintain high client satisfaction ratings of 95 percent or 
higher on insurance services delivered, and process over 120,000 disbursements in four 
workdays or less with 99 percent accuracy.  In addition, Insurance will continue to answer 

Insurance Workload and Direct FTE 
Requirements 2018 2019 2020 Estimate 2021 Estimate

Insurance Direct Labor FTE 273 270 281 275
Death Claims 93,192 86,782 89,260 81,200
Loans and Cash Surrenders 38,099 38,390 39,710 38,990
Telephone Calls Answered 524,037 463,718 499,800 464,630
S-DVI & VMLI Applications 28,724 29,477 31,780 31,780
All Other Insurance Maintenance Actions 272,949 208,480 269,850 224,310
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approximately 465,000 calls within the targeted average speed of answer goal of 20 seconds 
or less. 
 

  
2019 

2020 
Estimate 

2021 
Estimate 

Calls Answered 
 

463,718
 

499,800 
 

464,630 
Average Speed of Answer 18 seconds 20 seconds 20 seconds 

 
The 2021 requested resource level supports performance measures which drive continuous 
improvement and increased client satisfaction. The Insurance Program employs a variety of 
techniques to enhance the customer experience and improve client satisfaction, such as its 
toll-free Insurance Customer Service Center, e-mail, the Interactive Voice Response (IVR) 
system, social media, and the Insurance self-service Website.  

 
Rate of High Client Satisfaction Ratings on Insurance Services Delivered 
VA surveys a total of 370 randomly selected Veterans and beneficiaries per month based 
on the type of Insurance service received. The monthly surveys include a series of 
statements and questions relating to the service provided. Clients are asked to rate each 
statement or question based on a five-point scale. Survey results serve as a good indication 
of the satisfaction level of Veterans and beneficiaries in the Insurance Program. Client 
survey feedback from the telephone service surveys indicated that improvements could be 
made in the area of accuracy and timeliness of promised follow-up action.  In February 
2019, the Insurance call center agents received training in the area of call structure, which 
addressed best practices to ensure caller needs and expectations are met in order to enhance 
customer experience. The training was well received by our agents.  The Insurance Program 
will continue to monitor survey results in the area related to follow-up action, to gauge the 
effectiveness of the training. 
 
VA will implement the following actions to maintain high client satisfaction ratings of 95 
percent or higher on insurance services delivered to Veterans and beneficiaries in 2021: 

 Take action on customer survey responses to the question, “How can we improve 
our service?” 

 Conduct refresher training that will implement best practices learned from 
collaboration with partnering business line when needed   

 Continue to proactively manage satisfaction ratings to address poor customer 
survey results at the earliest touchpoint 

 Review and reallocate staffing levels if we are not meeting performance targets 
due to staffing levels in a particular problem area 
 

We periodically validate our high client satisfaction rate with participation in the American 
Customer Satisfaction Index (ACSI) study. In 2019, the Insurance Program received a 
strong customer satisfaction score of 83 on a scale of 100.  ACSI is an independent survey 
that scores customer satisfaction for more than 300 companies and Federal and local 
government agencies. The customer service index score of 83 is well above the Government 
average of 70, and higher than the Life Insurance industry average score of 80. The final 
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score is based on favorable responses to questions of customer satisfaction compared to 
customer expectations.  
 
Accuracy and Timeliness of Disbursements 
The Insurance Program has implemented several initiatives to achieve the goal of 
processing disbursements in four workdays or less, with an accuracy rate of 99 percent or 
higher. Veterans can now utilize the new online Insurance Document Upload Tool to 
quickly, easily, and securely submit insurance documents.  A video providing instructions 
for uploading documents and filing a death claim is available on the Insurance website. 
 
Treasury Fiscal Service provides a no-cost analytics tool called Do Not Pay (DNP) to help 
federal agencies detect and prevent improper payments made to vendors, grantees, loan 
recipients, and beneficiaries. Agencies can check multiple data sources to make eligibility 
decisions, including checking for death notification for the payee.  The Insurance Program 
utilizes the DNP application to identify Veterans and beneficiaries who may have passed 
away.  Early identification results in the need for less development of the claim and paying 
an alternative beneficiary more quickly. 
 
The Insurance Program is developing processes on how to identify policyholders who 
recently experienced a major life event and proactively inviting them to update their 
beneficiary designation.  The proactive outreach will assist Insurance and its stakeholders 
by ensuring beneficiary designation information reflects the Veteran’s most up-to-date 
wishes and will enable more timely payment of benefits. 
 
Several other projects are in various stages of development and implementation to reduce 
the time between a Veteran’s death and payment of all insurance proceeds, including: 

 Proactive outreach to beneficiaries to assist them in the claim process 
 Engaging a beneficiary locator service to provide current contact information for 

beneficiaries of claims pending one year or longer 
 Improving the capability to update beneficiary designations online 

 
Highlights 
VBA’s 2021 Insurance budget request aligns with the Under Secretary for Benefits’ 
priorities: (1) Providing Veterans with the benefits they have earned; (2) Ensuring we are 
fiscal stewards of the money entrusted to us; and, (3) All while fostering a culture of 
collaboration.  
Providing Veterans with Earned Benefits 
The Insurance Program provides high-value life insurance benefits for Veterans, 
Servicemembers, and their beneficiaries in a timely and efficient manner. The program 
strives to process disbursements in four work days or less at 99 percent accuracy.  
 
Employees in the Insurance Customer Service Center complete requested actions at the time 
of a Veteran’s call, when possible. This improves overall timeliness of service delivery 
because telephone call issues are often addressed immediately, not referred for processing 
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by another employee. The teleservice customer satisfaction survey in 2019 reported a 93 
percent high customer satisfaction rate, due in part to this signature service. 
 
The Insurance Program continuously studies methods to improve timeliness of services and 
benefits. One example is the development of an online document upload capability 
(mentioned above) that allows Veterans and beneficiaries to securely upload claims and 
supporting documents from their computer or mobile device.  The documents are then 
processed directly into the Insurance imaging system and electronic workflow tasks are 
automatically created for the documents.  This document upload solution provides 
customers a faster and more secure alternative to mailing or faxing, and ensures requests 
are immediately controlled so that they can be completed in a timely manner.  The Insurance 
Program provides benefits for Veterans by proactively engaging disabled Veterans to 
inform them of their insurance options, with a special emphasis on contacting severely 
disabled Veterans whose disabilities would prevent them from purchasing life insurance in 
the private sector. This outreach effort resulted in direct contact with 23,744 Veterans in 
2019. Of those contacted, a total of 9,550 Veterans, or 40 percent, obtained VGLI or SGLI 
disability extensions. 
    
Ensuring Strong Fiscal Stewardship 
The Insurance Program’s discretionary expenses are primarily self-funded through 
premium collections and redemption of securities. Over 90 percent of the requested resource 
levels are reimbursable by the Insurance funds. The portion that is funded by tax payer 
dollars support the administration of the VMLI program and other non-Insurance 
projects/initiatives (described in Summary of Budget Request above).   
 
The Insurance Program continues to be a good fiscal steward of taxpayer and policyholder 
dollars by using various methods to minimize the risk of improper payments. For 2019, 
Insurance’s improper payment rate was less than .05 percent of disbursements. The methods 
used to ensure payments are accurately made to the correct individuals include: employing 
a dedicated Internal Controls Staff that monitor, review, and approve all employee-
generated insurance disbursements and ensure the propriety of system-generated 
disbursements; using data matches with information from the Social Security 
Administration to ensure monthly Insurance benefit recipients are still entitled to benefits; 
employing a Statistical Quality Control program to help validate the proper payment rate 
and assess the ongoing quality and timeliness of our work products; and conducting a 
monthly post audit review of randomly selected disbursements as part of VBA’s Payment 
Recapture and Recovery Audit in compliance with the Improper Payments Elimination and 
Reduction Improvement Act (IPERIA).   
The Insurance Program uses a Web-based, Voice-Over Internet Protocol Cloud technology 
that allows for a more stable telephone service and self-service environment. In addition, it 
allows for more fluid continuation of operations planning by allowing agents to receive 
incoming calls through their computer and connected headset. This platform has robust 
reporting and monitoring systems that allow for projecting customer traffic, real-time 
monitoring, and customer recordings to train and assess quality. 
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The Insurance Program functions in a paperless environment, meaning all Veteran records 
are digitized and housed in a secure, electronic repository. Prior to these innovations, 
Insurance managed paper documents using folders, which had to be physically transported 
between filing cabinets and employee workstations every time information from a file was 
requested. Under this system, only one employee could access a Veteran’s record at a time 
and locating folders required more time and resources. Today, documents from Veterans 
and other clients are scanned into the Insurance imaging system within approximately two 
hours of receipt. These imaged documents, along with over 25 million existing images, are 
immediately available at every workstation in the Insurance Center. 
 
The Insurance Program is continuing to expand its online applications by providing 
improved functionality and easier access to information and benefits. Insurance now allows 
Veterans to check the status of their loan requests using the Insurance online self-service 
website and soon, Veterans will also be able to log in and view their policy information 
using the same user ID and password they use for eBenefits. Additionally, Veterans can 
also use their eBenefits login when applying for S-DVI to have their personal information 
pre-filled in the application. The updated application has a modern, user friendly interface 
which makes it easy for Veterans to complete and submit applications quickly. 
 
Fostering a Culture of Collaboration 
The Insurance Program focuses its resources by collaborating with its partners to effectively 
and efficiently provide benefits and services to insureds, their families, and beneficiaries. 
Partners include the Department of Defense (DoD); the individual uniformed service 
branches; the SGLI Advisory Council; the Prudential Insurance Company of America (the 
parent company of the Office of Servicemembers' Group Life Insurance (OSGLI)); and 11 
insurance companies that serve as converters, eight of whom are also re-insurers for the 
SGLI Program. 
 
The cooperative and productive relationships between the Insurance Program, DoD, and 
Prudential ensure Veterans, Servicemembers, and their families with SGLI, FSGLI, and 
TSGLI policies receive compassionate and timely service during their greatest times of 
need.  
 
Examples of joint efforts include: 

 Proposing and Implementing Premium Reductions in the SGLI Family of 
Programs.   Premium reductions for SGLI and FSGLI went into effect on July 1, 
2019.  VA worked with Prudential actuarial staff, the Department of Defense, and 
the Uniformed Services to obtain and analyze claims experience, service strength 
and other data to calculate the appropriate premium changes.  Then, in order to 
implement the new rates, VA partnered with the Defense Finance and Accounting 
Service and other Uniformed Service pay systems, the Office of the Secretary of 
Defense and Uniformed Services public affairs, personnel, and Casualty staff.  
This ensured that accurately reduced premiums will be reflected in 
Servicemembers’ pay and that Servicemembers are aware of the savings.    
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Partnering with the uniformed services and Defense Manpower Data Center 
(DMDC) to develop, test, and implement the SGLI Online Enrollment System 
(SOES), an online application for active Servicemembers to manage their SGLI 
coverage and beneficiary elections. SOES is accessed through the DMDC 
MilConnect portal, which uses the DoD Self-Service (DS Log-on) or Common 
Access Card. The system increases efficiency by reducing errors inherent to the 
previous paper-based process and the time needed by the branches to complete 
and file paper forms. SOES assists active duty Servicemembers by providing 
them a means to manage their SGLI elections from any location, 24 hours a day. 
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Office of Transition and Economic 
Development 

 
 
Mission Statement 
Engage transitioning Servicemembers, Veterans, and their families at each step of their 
transition from military service to civilian life to provide access to VA benefits and 
resources and connect them to a cultivated network of partners working together to 
accelerate their economic empowerment and well-being. 
 
Summary of Budget Authority 
 
2021 Budget Authority Request: $111.2 million  
Change over 2020 Estimate: $28.5 million / 34.4 percent 
 

 
 
Summary of Budget Request 
VA requests $111.2 million in budget authority to fund the discretionary portions of the 
Office of Transition and Economic Development (TED) to include administrative expenses 
for 178 FTE to provide a central point of integration for Servicemembers and Veterans so 
they can achieve their personal goals and sustain economic success and total well-being.   
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Dollars may not add due to rounding in this and subsequent charts. 
 
Changes from 2020 Budget Estimate to 2020 Current Estimate 
Total obligations reflect an increase of $313 thousand for the 3.1 percent pay raise. 
 
Changes from 2020 Current Estimate to 2021 Request 
Total obligations reflect an increase of $28.5 million from the 2020 current estimate. VA’s 
request includes an increase of $6.3 million to enhance the Transition Assistance Program 
(TAP) by developing curriculum focused on targeted healthcare for gender- and ethnicity-
specific health concerns, and includes an additional $600 thousand to expand TED’s ability 
to analyze and report on performance and outcome data obtained from multiple datasets, 
including the Longitudinal Study and TAP participant assessments, in order to better assess 
TAP performance and long-term outcomes.  The 2021 request also includes an increase of 
$2.8 million for expansion of VA’s support to TAP and other civilian readiness training 
integrated into the Military Life Cycle; $3 million for implementation of the Women 
Veterans Extended Health Care Initiative to provide separating female Servicemembers 
with in-depth information on gender specific healthcare services; $2.1 million for efforts to 
expand economic development; and $1.2 million for inflation.  Additionally, as a result of 

2019 2021 2021 - 2020

FTE
Direct 15 34 34 162 128
Management Direction and Support 2 3 3 16 13
Total FTE 17 37 37 178 141
Obligations
 Personal Services (without overtime) $2,586 $4,827 $5,140 $17,568 $12,428
 Overtime 2 50 50 50 0
 Travel 134 38 38 39 1
 Interagency Motor Pool 5 6 6 6 0
 Transportation of Things 1 1 1 1 0
 Rent, Communications & Utilities 154 219 219 223 4
 Printing 3 4 4 4 0
 Other Services 62,536 74,347 74,347 90,321 15,975
 Supplies and Materials 11 12 12 13 0
 Equipment 9 2,903 2,903 2,951 48
 Insurance Claims 1 0 0 0 0
 Total Administrative Obligations $65,441 $82,407 $82,720 $111,176 $28,456
Reimbursements $0 $0 $0 $0 $0
Unobligated SOY $0 $0 $0 $0 $0

GOE Carry Over $0 $0 $0 $0 $0
Recycling $0 $0 $0 $0 $0

Unobligated EOY $0 $0 $0 $0 $0
GOE Carry Over $0 $0 $0 $0 $0
Recycling $0 $0 $0 $0 $0

Unobligated Bal Expiring $0 $0 $0 $0 $0
Transfers $0 $0 $0 $0 $0
Net Appropriation $65,441 $82,407 $82,720 $111,176 $28,456

$0 $0 $0 $0 $0
Total Appropriation $65,441 $82,407 $82,720 $111,176 $28,456
 Outlays (net) $63,478 $80,347 $80,652 $108,397 $27,744

2020

Office of Transition and Economic Development
Summary of Discretionary Appropriation Highlights

(dollars in thousands)

Actuals
Budget

Estimate
Current 
EstimateDiscretionary

Increase(+)
Decrease(-)
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improvements in appeals processing and reduced legacy appeals inventory, VA is able to 
repurpose 122 FTE to support VA Solid Start. 

Program Description 
TED promotes, advances, and instills a culture of civilian readiness for Servicemembers 
and Veterans by providing early access to VA benefits and resources as well as a network 
of partner organizations working together to accelerate their economic empowerment and 
well-being. TED accomplishes this by serving as VA’s policy and program lead for 
preparing Servicemembers to become civilian ready through its services provided during 
TAP; serving as VA’s authority on Veteran economic development policy and initiatives, 
including Chapter 36 Educational and Career Counseling; and orchestrating public and 
private partnerships which support the total well-being of Servicemembers, Veterans, and 
their families before, during, and after their transition from military to civilian life. 
 
Civilian Readiness 
The number of Active Duty, Reserve, and National Guard Servicemembers is estimated to 
be approximately 2.2 million each year.  VA expects over 200,000 of these Servicemembers 
to transition from military to civilian life each year over the next four years.  TED is leading 
the charge to change the paradigm that VA is predominately a resource to provide “end-of-
service” support; the goal is to connect with Servicemembers while they are still on active 
duty and partner earlier in the military life cycle to help them and their families proactively 
prepare for civilian life.  Moreover, as the only VA entity that reaches 100 percent of 
transitioning Servicemembers before they leave the military service, TED is positioned to 
ensure the seamless and continuous support provided during the 365 days pre-separation 
through the critical first year post-separation where transition stress may exacerbate risk for 
mental health issues or suicide.  As such, TED incorporates post-separation outreach and 
connectivity with Veterans and their families. 
 
VA’s budget request of $2.8 million for the support of civilian readiness will provide for 
and expand training modules within the Military Life Cycle, to include on-line learning 
capabilities which will provide Veterans with 24/7 access to resources that can assist with 
their transition from military to civilian life. Resources will include: 
 

 Announcements: Real-time communications and links to changes to benefits and 
associated training and support 

 Participant Guides: Benefits and Services, Military Life Cycles (MLCs), 
Transitional Life Cycles (TLCs) online and printable participant guides 

 Frequently Asked Questions: Repository of the top frequently asked questions and 
vetted responses to support inquiries from target audiences 

 eLearning Modules and Micro Learning: Self-Paced eLearning (web-based training) 
modules of Benefits and Services, MLCs, TLCs, and videos 

 Online Resources: Repository of resources and references to provide access to 
guides and listings of web sites to support the VA TED learning audience 
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Transition Assistance Program 
VA collaborates with several interagency partners including Departments of Defense, 
Labor, Homeland Security, and Education; Small Business Administration; and Office of 
Personnel Management to carry out TAP requirements mandated in the 2011 VOW 
(Veterans Opportunity to Work) to Hire Heroes Act (P.L. 112-56), as well as implement the 
Veterans Employment Initiative (VEI) Task Force recommendations to prepare separating, 
retiring, or demobilizing Servicemembers for their transition to Veteran status.  The 
interagency TAP was further redesigned in 2019 following the passage of the Fiscal Year 
2019 National Defense Authorization Act (NDAA) (Public Law 115-232) which required 
Servicemembers who separate, retire, or are released from active duty attend a one-day 
mandatory briefing on the benefits and services available to them from VA. 
 
To carry out these requirements, TED has up to 321 contracted Benefits Advisors focused 
on providing VA benefits briefings and other transition activities to support TAP at more 
than 330 installations around the world.  VA Benefits Advisors are permanently located at 
110 installations, provide briefings at an additional 220 itinerant installations, and are 
responsible for delivering the mandatory VA Benefits and Services Briefings to 100 percent 
of Servicemembers eligible under the VOW to Hire Heroes Act.  In addition, VA Benefits 
Advisors support DoD and the military services, including the U.S. Coast Guard and 
Reserve/National Guard components throughout the Military Life Cycle, during TAP 
mandatory curriculum (Transition GPS), Capstone events, and by providing individualized 
VA benefits counseling. 
 
Military to Civilian Readiness Pathway  
VA recognizes that suicide is a national public health crisis and that Veterans are not 
excluded from the affected population.  VA’s approach to Veteran suicide prevention 
includes reaching as many Veterans as possible who are eligible for VA benefits and 
services, including those who are transitioning from the military.  DoD and VA share an 
important role in improving the lives and well-being of Servicemembers who are separating 
from the military into civilian life.  Recognizing this joint responsibility, on September 13, 
2019, the DoD-VA Joint Executive Committee (JEC) unanimously approved a new 
framework which codifies the transition period as beginning 365 days prior to separation 
and extending to 365 days post-separation.  This framework, referred to as the Military to 
Civilian Readiness Pathway (M2C Ready), is a comprehensive, integrated Servicemember 
to Veteran pathway that leverages federal agencies partnerships, VA benefits and services, 
Veterans Service Organizations, and other existing community resources in a holistic 
approach to ease the transition.  Transition stress is one of the issues that has been linked to 
suicide and the M2C Ready pathway will be providing Servicemembers with information 
and support to ease that transition and to minimize the stress related to it.  In addition, the 
Servicemembers will be completing a baseline wellness assessment during their transition 
period which will provide VA with information needed to help target potential stressors that 
can be mitigated during M2C Ready period (365 days prior and post to transition). TED is 
leading the development of a plan to operationalize M2C Ready, in collaboration with 
interagency partners. 
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Women Veterans Extended Health Care Initiative 
VA’s budget request also includes an investment of $3 million that will provide for 
development and deployment of the Women Veterans Extended Health Care Initiative.  
This will supplement mandatory TAP briefings and provide approximately 43,000 annual 
separating female Servicemembers with in-depth information on gender specific health care 
services provided by VA.  This investment provides for three modalities of training:  in 
person, E-Learning, and virtual sessions.  This initiative supports the targeted goal of 
increasing enrollment in VA health care and increases the awareness of specialized care 
available to women.  
 
VA Solid Start 
On December 2, 2019, VA, in collaboration with DoD and Homeland Security, introduced 
VA Solid Start to proactively contact all newly separated Servicemembers at least three times 
during their first year of transition from the military.  The program will engage contact with 
approximately 200,000 Veterans each year and is part of Executive Order 13822 which was 
issued to improve mental health care and access to suicide prevention resources available to 
transitioning uniformed service members in the year following discharge, separation or 
retirement.  The goal is to establish a strong relationship between VA and transitioning service 
members, promoting awareness of VA benefits, services and partner resources available to 
them.  To support this critical initiative, VA has allocated 122 FTE (102 call center agents 
and 20 support FTE) to reach out to Veterans to enhance their relationship with VA while also 
making them aware of the benefits and services available to help them get a solid start into 
civilian life. 
 
Veterans within their first year of separation from uniformed service experience suicide rates 
nearly two times higher than the overall Veteran suicide rate.  Contacts through VA Solid 
Start — via phone calls or emails — will ensure transitioning service members are aware of 
the free VA mental health resources the department offers Veterans for up to a year, regardless 
of discharge status or service history.   
 
Veteran Economic Development 
VA recognizes that Veterans achieving economic independence is a complex and long-term 
process.  This critical process can be addressed by leveraging VA enterprise-wide programs 
and services and, where there is appropriate synergy, maximizing stakeholder collaboration 
via TAP and public-private partnerships with Veterans Service Organizations (VSOs), state 
government, and/or non-governmental entities. 
 
Whereas past VBA economic initiative offices focused mainly on employment or provided 
additional oversight of specific programs (Loan Guaranty Service, Education Service, and 
Vocational Rehabilitation and Employment Service), TED focuses on leveraging all VA 
benefits and services to holistically support the economic well-being of Veterans and their 
families.  Through TED, VA ensures this is accomplished through targeted economic 
investment initiatives which connect Veterans who live in economically-distressed 
communities, identified in-part through designated Internal Revenue Service (IRS) 
Qualified Opportunity Zones, with a community approach to improving their economic 
wellbeing.  Moreover, TED is focused on ensuring that the unique needs of Veterans are 
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considered and addressed when collaborating with our interagency partners and other 
entities on issues that impact their transition and economic development.  For Example, 
TED coordinates with the Financial Literacy and Education Commission (FLEC) to ensure 
that Veterans have access to the most up-to-date and relevant financial literacy and 
education information so they can make informed decisions and avoid pitfalls. 
 
TED plans to expand economic development initiatives through a series of events such as 
benefit fairs, town halls, claims clinics, job fairs, and workshops in economically-distressed 
communities.  This expansion of initiatives seeks to foster successful transition outcomes 
and promote economic and total well-being for our Servicemembers, Veterans, and their 
families.  TED’s investment of $2.1 million will help ensure that Veterans who live in 
economically-distressed communities are afforded opportunities to realize economic 
independence and empowerment.  VA will collaborate with Federal, State, and local 
government partners, VSOs, and private partners to host bi-annual events in selected 
economic opportunity zones that have high Veteran populations.  Each event includes the 
ability to sign up for benefits (such as disability compensation and education), and the 
opportunity to learn about business and employment prospects.  
 
Chapter 36 Educational and Career Counseling 
In 2020, VBA continues to focus on increasing use of the chapter 36 program by 
incorporating outreach of the program with TED’s civilian readiness activities.  TED 
provides personalized career planning and guidance to transitioning Servicemembers within 
six months of leaving the military, to Veterans who have left the military within the past 12 
months, or at any time to individuals eligible to use a VA education benefit.  These services 
are provided through contract counseling not to exceed $6 million authorized under Title 
38 U.S.C. Section 3697. 
 
Workload 
The following tables provide a summary of the TED attendance at TAP events and direct 
FTE projections: 
 

Projected TED Workload and FTE 
Requirements 

2018  2019  
2020 

Estimate 
2021 

Estimate 

Direct Labor FTE 
   

-  15 34 162 

Attendance at TAP Events* 476,724 423, 250 450,000 475,000 
 

*The 2018 attendance reflects participant counts at TAP Briefings I and II, one on one benefits counseling, and Capstone events. Effective 
January 2019 TAP Briefings I and II became consolidated into one briefing titled “VA Benefits and Services.” Therefore, estimates for 
2020 and 2021 project a unique Veteran attendance instead of two. Nevertheless, VA will continue to support transitioning 
Servicemembers in the other transition events as currently counted. Direct Labor FTE includes support services. 
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In order to provide VA’s mandatory TAP briefing to 100 percent of Servicemembers 
eligible under the VOW to Hire Heroes Act, VA anticipates conducting more than 5,000 
full-day mandatory briefings at more than 330 installations around the world. Furthermore, 
as part of our collaboration with the military services to implement the redesigned TAP, 
VA expects that its existing resources must now provide 100 percent coverage to mandatory 
VA Benefits and Services briefings in which more than 70 percent of all global briefings 
will occur on the same day of the week rather than being distributed more evenly across all 
days of the week as in years past. 
 
VR&E counselors will continue to provide Chapter 36 counseling to eligible individuals 
directly, but oversight responsibility of the $6 million contract counseling program will 
transfer from VR&E to TED during 2020.  In 2019, more than 11,000 Servicemembers, 
Veterans, and other eligible beneficiaries applied for Chapter 36 counseling. Moreover, 
TED conducted a comprehensive analysis of the existing Chapter 36 counseling efforts 
which included Human Centered Design and feedback sessions with transitioning 
Servicemembers and Veterans to learn how to best provide this benefit in a manner that is 
responsive to their needs.  During this work, TED identified Veteran confusion between 
this and other counseling services as being a barrier to access.  As a result of this effort, the 
program has been renamed to Personalized Career Planning and Guidance.  While the 
formal rebranding will occur over a period of time during 2020 and 2021, the program was 
rebranded with the new name in the revised VA TAP briefing in first quarter of 2020.  Also, 
in response to Servicemember and Veteran feedback, TED is developing a new acquisition 
strategy to improve VA’s ability to reach more eligible Servicemembers and Veterans both 
in transition and after transition, and throughout the duration of their eligibility for any VA 
education benefits.  This newly designed contract vehicle will support greater coordination 
with civilian readiness activities during transition, after separation, and beyond.  
Additionally, TED will conduct outreach to student Veterans using their VA education 
benefits in educational institutions around the country, to ensure their awareness of these 
valuable services.  As a result of all these efforts, TED anticipates an increase in the use of 
Chapter 36 services.  
 
TED also plans further expansion of economic development initiatives, including additional 
engagement with federal agencies, state government, and non-governmental organizations 
to ensure that Veterans who live in economically-distressed communities across the U.S. 
are afforded an opportunity to realize their own economic independence and empowerment. 
 
Performance Measures 
The 2021 requested resource level supports performance measures which drive continuous 
improvement and accountability for Servicemembers, Veterans, and their families.  TED 
measures customer satisfaction through course assessments, as well as stakeholder and VSO 
feedback. With regard to TAP, this includes feedback received by VA from DoD via the 
TAP participant assessment, which is a course satisfaction survey offered to every 
participant at the end of each TAP event.  For the data available during 2018 and 2019, 
Servicemember participant assessments have consistently rated VA’s mandatory TAP 
briefing with high remarks, measuring around or above 95 percent overall satisfaction. 
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Quarter FY18 
Q1 

FY18 
Q2 

FY18 
Q3 

FY18 
Q4 

FY19 
Q1 

FY19 
Q2 

FY19  
Q3 

FY19 
 Q4 

Overall 
Satisfaction 96.2% 94.8% 94.9% 95.6% 96.3% 95.5% 95.7% 95.7% 

 
 
VBA at Work 
During an analysis of open responses from Veterans who volunteered to participate in the 
Post-Separation TAP Longitudinal Study, TED staff identified five recently-separated 
Veterans with indications that they were at-risk for suicide.  Springing into action, the 
TED data analysts immediately identified the Veterans, and in coordination with VHA 
mental health professionals, connected all five of these at-risk Veterans with the Veteran 
Crisis Line, ensuring they received the specialized and individualized support and care 
they needed. 
 

Highlights 
TED’s 2021 request is aligned with the Under Secretary for Benefits’ priorities: (1) 
providing Veterans with the benefits they have earned in a manner that honors their service; 
(2) ensuring we are strong fiscal stewards of the money entrusted to us; and (3) fostering a 
culture of collaboration. 
 
Providing Veterans with Earned Benefits 
TED strives to provide the highest-standard of customer service to Servicemembers, 
Veterans, and their families as they prepare for, transition into, and experience civilian life. 
 
One Day VA Benefits and Services Briefings in TAP 
In adherence to the 2019 NDAA, VA combined its TAP Briefings I and II into a single VA 
Benefits and Services TAP Briefing, and revised its curriculum in 2020 to ensure that its 
one day of mandatory TAP briefings maximize the amount of time to orient 
Servicemembers and their families to benefits that may be available to them while on active 
duty and once they leave the military.  TED partners with DoD and the military services to 
provide this information as part of the FY 2019 NDAA Section 522 Statement of Benefits 
requirement.  Furthermore, TED continues to conduct annual curriculum refreshes to ensure 
that the information presented to Servicemembers and their families during TAP is adaptive, 
agile, and forward-looking to meet the needs of our Servicemembers and their families. 
 
Integrating VA Benefits Briefings into the Military Life Cycle 
In addition to the mandatory VA Benefits and Services TAP Briefing, VA is committed to 
ensuring that Servicemembers are preparing for civilian life earlier and throughout their 
Military Life Cycle, so they can better understand how to access the benefits they have 
earned.   
 
 
 
In 2019, VA designed and began deploying nine interactive educational modules on the 
following topics:  
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1. VA Education Benefits - Provides information about DoD and VA education 

benefits to include Post-9/11 benefits that may help service members pay for or 
offset the cost of tuition, housing, books, and supplies 

2. VA Benefits 101 - Highlights VA benefits and services to include education, home 
loan guaranty, health care, and insurance and memorial benefits 

3. Social and Emotional Health Resources - Describes services and provides 
information on resources for coping with life experiences and stressors that may 
impact social and emotional health 

4. Community Integration Resources - Explains how to identify local services and 
community organizations that can provide assistance and aid to service members 
and their loved ones 

5. VA Home Loan Guaranty Program - Offers a general overview of the VA Home 
Loan Guaranty Program including eligibility, processes, costs, and other available 
resources 

6. Vet Centers - Describes how to connect with local Vet Centers and how service 
members, Veterans, and their loved ones can use Vet Centers as a free resource 

7. VA Life Insurance Benefits - Communicates the different types of VA life 
insurance benefits to help determine the best choice for service members and their 
loved ones based upon interests and needs  

8. Reserve Component Dual Payments - Provides an overview on drill pay, 
compensation eligibility, and prohibition of dual payments  

9. Survivor and Causality Assistance Resources - Provides an overview on VA and 
DoD survivor benefits and eligibility, and what to do in the event of a loss 

 
TED will continue to expand upon these offerings by developing and deploying health care 
specific modules relevant to the specific health care needs for Women, Men, Native 
Americans, and members of the LGBT community.  
 
TED will ensure that Veterans and other beneficiaries understand what benefits and services 
are available to them, and how to connect with them in a timely and efficient manner by 
ensuring VA engages with Servicemembers and their families earlier in their Military Life 
Cycle and consistently throughout their transition (pre- and post-separation).  
 
Ensuring Strong Fiscal Stewardship 
The TED budget request aligns with VBA’s priorities, providing Veterans with the benefits 
they have earned in a manner that honors their service, ensuring we are strong fiscal 
stewards of the money entrusted to us, and fostering a culture of collaboration.  TED will 
continue to collaborate with partners and VA stakeholders to maximize and promote use of 
existing programs which will reduce duplication in programs and service delivery thereby 
saving tax payer dollars. 
 
 



 

VBA-266                                                      Transition & Economic Development 
 

Post-Separation TAP (PSTAP) Longitudinal Study 
One of the ways TED ensures strong fiscal stewardship is through its longitudinal study to 
ensure the quality of TAP.  In 2019, VA launched its first long-term study focused on post-
separation outcomes for Servicemembers who participated in TAP.  The primary focus of 
TED’s Post-Separation TAP Longitudinal Study is to understand the long-term outcomes 
after leaving the military for those Servicemembers who attended TAP.  A statistically-valid 
sample of three cohorts of Veterans who participated in TAP before they left the military is 
surveyed, analyzed, and reported publicly on an annual basis.  This analysis will include 
survey data related to various domains of a Veteran’s well-being, including health, mental 
health, economic, education, and social connectedness.  Over time, this data will allow for 
more robust comparison across all three cohorts, and as the cohorts mature, to better assess 
the effectiveness of and improve the interagency TAP.  Furthermore, the information 
collected will equip TED to proactively share outcome data and analysis through annual 
public reporting. 
 
Contract Oversight 
TED will continue to employ and expand its quality assurance and oversight over the TAP 
and Chapter 36 contracts. In 2020, TED increased the number of quality assurance site visits 
over the TAP contract by 300 percent.  In FY 2021, TED will ensure that its quality 
assurance site visits have the capacity to visit TED contract and field resources at 
approximately 120 locations worldwide per year. 
 
Fostering a Culture of Collaboration 
Collaboration and partnership with Veterans and other stakeholders are priorities for VBA.  
Stakeholders include Veterans, Servicemembers, and their families; other Federal, state, 
local, and Tribal governments; and nongovernmental organizations representing industry, 
nonprofits, and VSOs.  Through TED, VBA continues to partner with Federal, state, and 
local governments as well as the private sector, and other organizations, to ensure that 
Servicemembers, Veterans, and their families are connected to the community resources 
available to them before, during, and after their transition.  
 
Future Plans/Goals for 2020 and 2021 

 

 The Women Veterans Extended Health Care Initiative will provide separating 
female Servicemembers with in-depth information on gender specific health care 
services provided by VA.  This training will supplement the facilitation of the 
mandatory VA TAP one day briefings presented to all transitioning 
Servicemembers.  Master trainers will be identified and trained on the facilitation of 
the new materials.  TED will ensure provision of three modalities of training 
delivery, including in-person facility visits, e-Learning, and virtual sessions.  As part 
of our implementation strategy, TED will review curriculum, train facilitators, and 
deploy.  TED will provide the necessary oversight by tracking participant outcomes, 
monitoring rates of enrollment, tracking the utilization of VA health care services, 
and analyzing the longer-term impact of the program on knowledge, perception, and 
preparedness of post-military health care management.  The program will continue 
full implementation throughout 2021. 
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 TED conducted the first cohort survey and data analysis of its PSTAP Outcome 
Study in 2019 and will publish its first analytical report in early 2020.  In 2020 and 
2021, TED will conduct its second cohort survey and analysis as well as invitations 
from the 2019 cohort to participate in the study’s longitudinal survey.  The PSTAP 
is a study to help determine the effectiveness of TAP on Transitioning 
Servicemember Long Term Outcomes.  In June 2019, TED distributed 160,000 
questionnaires inquiring about Veterans’ military to civilian transition experience.  
The information collected during the planned assessment will enable VA to 
understand and quantify outcomes of Veterans who have gone through the TAP 
briefings.  The study will gain insights from recently separated Veterans on their 
understanding of and access to VA benefits, and on how effectively TAP prepared 
them to transition to civilian life.   

 

 TED plans an annual TAP curriculum update to include revised or new 
information on new or updated benefits and services, as well as to continue 
moving its curriculum design to one that is interactive, activity-based, and 
encompasses a full-day briefing.  
 
 

 TED, in collaboration with interagency partners, will develop operational plans for 
M2C Ready during 2020.  VA and DoD will coordinate efforts to help connect 
Servicemembers and Veterans to the services and benefits they have earned at the 
earliest possible transition touchpoint.  M2C Ready has a goal of 100 percent 
participation for all eligible Servicemembers and Veterans.  M2C Ready efforts 
will help to identify gaps, or failure points in the transition process and devise the 
best approach to conduct a warm handoff from transitioning Servicemember to 
VA’s services and programs prior to leaving the military and before a point of 
crisis. 
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Board of Veterans’ Appeals 

 

2021 Appropriation Language 
For necessary operating expenses of the Board of Veterans’ Appeals, $198,000,000 of 
which not to exceed 10 percent shall remain available until September 30, 2022. 
 
Mission, Vision, and Values 
The Board of Veterans’ Appeals (Board) is part of the Department of Veterans Affairs (VA 
or the Department) and is the Secretary’s designee to decide appeals from all three 
Administrations – Veterans Benefits Administration (VBA), Veterans Health 
Administration (VHA), and National Cemetery Administration (NCA).  The Board’s 
mission is to conduct hearings and decide appeals properly before the Board in a timely 
manner.  The Board’s jurisdiction extends to all questions in a matter involving a decision 
by the Secretary under a law that affects a provision of benefits and services by the Secretary 
to Veterans, their Dependents, or their Survivors.  The Board remains committed to VA’s 
Core Values:  Integrity, Commitment, Advocacy, Respect, and Excellence. 
 

 
1/ The Further Consolidated Appropriations Act, 2020 (Public Law 116-94) rescinded $8 million in prior year balances.  2020 Current 
Estimate is net of the rescissions to align with Congressional scoring. 

 
Summary of Budget Request 
The Board requests $198,000,000 in budget authority and 1,161 FTE to support 
operations in 2021.  The majority (89 percent) of the Board’s budget is associated with 
personnel costs totaling $177,104,000.  While the FTE decreases slightly (-29 from FY 
2020 estimate), a large contingent of Board attorneys are on career ladders with annual 

$174,748
$182,000 $174,000

$198,000

$0

$50,000

$100,000

$150,000

$200,000

$250,000

2019
Actual

2020
President's Budget

2020
Current Estimate¹

2021
Request

Summary of Budget Authority--Board of Veterans' Appeals
($ in thousands)



 

BVA-270                                                       Board of Veterans’ Appeals 
 

grade increases; consequently, even when the Board’s workforce remains relatively 
constant, labor costs increase substantially.  Of the remaining 11 percent ($20,896,000), 
approximately 50 percent is associated with the Board’s lease at 425 I St NW, 
Washington, D.C.   
 
This budgetary authority is necessary to ensure that the Board and the Department can 
meet Veterans’ expectations regarding appeals processing.  It further supports the business 
transformation as the Department prioritizes the drawdown of the pending legacy appeals 
while simultaneously adjudicating appeals under the Veterans Appeals Improvement and 
Modernization Act (AMA).  The Board’s funding includes support for: 
 

 Personnel costs required to support the Board’s four main components: Office of 
the Chairman, Office of Appellate Operations, Office of the Chief Counsel, and 
Resource Management and Planning. 

 Implementing AMA and efforts to reduce the pending hearings inventory. 

 Maintaining several contracts and intra-agency (IAA) agreements critical to 
ensuring delivery of service to Veterans, to include contracts in support of Veterans 
law research, hearing transcriptions, and human resources. 
 

Stakeholders and Partners 
The Board’s outreach to Veteran Service Organizations (VSOs), including providing 
regular appeals modernization progress updates and closely collaborating with the VSO 
staff co-located with the Board, is ongoing.  The Chairman traveled extensively throughout 
2019 to speak to numerous national and local VSOs and Veteran representatives.  The Board 
also continues its significant outreach to VSO’s by providing: 1) regular appeals 
modernization progress update discussions and close collaboration with VSO staff co-
located with the Board; 2) weekly inventory tracking and inventory age information for 
each VSO; and 3) ongoing in-house training activities.  In addition to direct support 
activities, the Board signed new Memorandum’s of Understanding in 2019 to help 
standardize activities and support co-located VSOs who work at the Board’s location. 
 
The Board is committed to building a diverse workforce through strong relationships with 
external partners.  The Board is an active member of the Department of Defense (DOD) 
Military Spouse Employment Partnership (MSEP).  Additionally, on July 29, 2019, the 
Board, as the VA representative, entered into a memorandum of agreement with the U.S. 
Chamber of Commerce Foundation’s Hiring our Heroes to promote best practices for hiring 
and retaining military spouses across the Federal government.  
 
The Board continues to work closely with internal VA stakeholders such as VBA and VHA, 
to improve training for adjudicators and clinicians to reduce errors in the claims/appeals 
process.  Regular communication with different offices within VBA—to include 
Compensation Service, Pension and Fiduciary Service, the Appeals Management Office 
(AMO), and Regional Offices facilitate the shared challenges and opportunities in areas 
such as hearings, quality assurance, process improvements, and remands to enhance service 
to Veterans.  The Board participates in joint working groups with VBA’s Compensation 
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Service aiming to improve medical examinations and opinions obtained for Compensation 
claims. By participating in these working groups, the Board provides a legal perspective in 
training clinicians on how to perform examinations, provide opinions and on the substantive 
content of the Disability Benefits Questionnaires (the forms the clinicians complete during 
examinations). The Board partners with VHA which in some situations, is the originating 
agency for claims on appeal.  The Board maintains close working relationships as it 
adjudicates appeals originating from NCA as well.  Close collaboration with the Office of 
Information Technology (OIT) is essential to support wider access and flexibility for 
Veteran hearings, as well as modernize and streamline appeals technologies. The Office of 
General Counsel (OGC) provides legal opinions to the Board on questions of law and 
represents the Department before the United States Court of Appeals for Veterans Claims 
(CAVC).  Thus, the Board is working hard to strengthen its collaborative relationships with 
other VA offices to further its’ mission. 
 
Business Transformation 

The Board is actively pursuing several ongoing business process improvements aimed at 
streamlining the complex appeals process while improving the appeals experience for 
Veterans and their families.  Such initiatives for 2020 and 2021 include: (1) leveraging 
technology to better modernize appeals processing; (2) maximizing available hearing 
resources for Veterans; (3) engaging internal and external stakeholders in streamlining the 
appeals adjudication process. 
 
Modernization:  AMA was fully implemented on February 19, 2019 and provides choice 
and control to Veterans in the claims and appeal process.  The Board now receives legacy 
and AMA appeals simultaneously.  This change means that the Board manages five dockets: 
legacy appeals, legacy appeals with a hearing request, AMA appeals on direct review, AMA 
appeals with an evidence submission, and AMA appeals with a hearing request.  Appeals 
under AMA come directly to, and are processed by, the Board as opposed to going to the 
agencies of original jurisdiction first (VBA, VHA, NCA).  The Board is modernizing 
Caseflow technology, implementing operational efficiencies such as improvements to the 
Interactive Decision Template (IDT), and establishing a virtual hearing environment 
allowing Veterans to participate in Board hearings by picture and voice transmission using 
cell phones and laptops.    These initiatives amount to a substantial business transformation, 
which the Board is undertaking to ensure that Veterans receive the full benefit of the 
modernized appeals system. 
 
Supporting the Secretary’s Goals to modernize information technology systems and 
business processes as outlined in the Department’s Strategic Plan, the Board’s primary 
focus is appeals modernization.  The Board and VBA continues to work with OIT to ensure 
that Caseflow provides the functionality required to fully achieve VA’s appeals 
modernization initiative and will provide world class customer service to Veterans and 
employees.  Caseflow is a suite of web-based applications designed to improve VA’s 
management, tracking, and adjudication of all appeals.  It is integrated with the Veterans 
Benefits Management System (VBMS) to enable data consistency, enhance the speed and 
accuracy of appeals processing, and avoid duplication of IT components.  Caseflow 
functionality includes: Caseflow Queue, an appeals work queue for tracking appeals at the 
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Board; Caseflow Certification, a tool to streamline the transfer of legacy appeals from VBA 
to the Board and permit auto-activation of appeals; Board staff-specific tools, including a 
document review tool (Caseflow Reader) and an improved decision template; eFolder 
Express, a tool that enables a one-click download of the eFolder; Caseflow Dispatch, which 
places Board decisions in a work queue for VBA staff to facilitate work transfer and which 
provides functionality to address all Board workflow needs associated with AMA appeals; 
and Caseflow Hearing Scheduling, which allows the Board to assign hearing slots to 
Regional Offices and to assign a Veterans Law Judge (VLJ) to those hearing slots.   
 
As of December 2019, Caseflow provides minimum functionality to support the needs of 
appeals processing.  The Board continues to collaborate with OIT to optimize the Caseflow 
system and is committed to additional system development that captures and tracks all 
appeals to include VHA and NCA appeals.  The Department anticipates future efficiencies 
such as the retirement or “sunset” of the outdated and unsynchronized legacy system 
(Veterans Appeals Control and Locator System-VACOLS), which is exclusively used for 
appeals processing and was created over 40 years ago.   
 
Hearings:  The Board plans to fully implement a virtual hearing solution in the third quarter 
of FY 2020.  This solution will allow Veterans to participate in hearings before the Board 
via voice and video transmission over the Internet using non-VA cell phones and laptops. 
This technology, designed to increase hearing show rates, also provides greater access and 
flexibility, especially for rural Veterans and representatives.  The Board will also utilize 
existing technology to notify Veterans by text of upcoming hearings.  Text messages aide 
Veterans by providing a reminder but also encourages rescheduling if the Veteran has a 
conflict.  
 
The Board also continues to maximize the use of video teleconferencing (VTC) to conduct 
Board hearings.  In 2019, 74 percent of Board hearings were conducted by VTC.  VTC 
hearings yield several important efficiencies for Veterans and the Board.  VTC hearings can 
be scheduled more quickly and with more flexibility than Travel Board hearings, thereby 
reducing the time Veterans must wait for a Board hearing.  VTC hearings are also cost 
effective as savings are realized through reduced travel for Veteran Law Judges.  The Board 
will continue to encourage Veterans to elect VTC hearings, while recognizing that Veterans 
ultimately have the choice over the type of hearing they receive (in-person vs. VTC). 
 
Stakeholder Engagement:  The Board’s outreach to Veteran Service Organizations 
(VSOs), including providing regular appeals modernization updates and closely 
collaborating with the VSO staff co-located with the Board, is essential.  The Board reached 
a comprehensive MOU in 2019 with VSOs effecting changes for 2020.  This new and 
improved MOU refined support activities for co-located VSOs and provided a mechanism 
for accountability.  In addition to the MOU, the Board committed to providing regular 
notifications to VSO that highlighted pending appeals at the VSO’s and shared case 
inventory and timeliness goals.  VSOs were able to reduce the number of outstanding 
pending legacy appeals within VSOs jurisdiction by 34 percent. This outreach and VSO 
collaboration played a key role in the Board’s ability to reduce the number of pending legacy 
appeals in 2019. 
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Actions for Veterans in 2019 and Improved Efficiency  

 
 Appeals Modernization Act (AMA) 

 
In February 2019, the Board, through strong collaboration, achieved the successful 
and on-time implementation of the AMA.  This success required close coordination 
among stakeholders to establish and update several changes to VA processes, 
regulations, technology, and other supporting lines of business.  The Board has since 
expanded quality review and training programs to include AMA procedures.  
Improvements in performance monitoring and assessment of the new AMA system 
versus the legacy appeals process were achieved in 2019 providing greater 
transparency.  The Board intends to utilize its 2021 increased budget authority to 
improve the processing of new appeals while reducing the pending inventory of 
legacy appeals.  The Board will continue to refine performance metrics to drive 
evidence-based decision making.  Additional information on the new appeals system 
can be found at https://www.va.gov/decision-reviews/. 

 
 Decisions  

 
The Board set a record with 95,089 decisions dispatched in 2019, with 93,571 (over 
98 percent) of those decisions occurring in the legacy system.  The record dispatch 
rate reduced the Board’s inventory of legacy appeals from 137,383 at the start of 
2019, to 98,549 at the end of 2019.   
 
The Board realized increased production efficiencies associated with voluntary paid 
overtime.  While the amount of overtime hours worked increased by approximately 
40 percent, from 40,049 hours in 2018 to over 56,000 hours in 2019, there was a 
significant increase in output, as the number of decisions worked in overtime 
increased by 74 percent, from 4,642 decisions in 2018 to 8,083 decisions in 2019.  
As a result, the average cost per overtime case dispatched decreased 14.7 percent in 
2019, from approximately $413 in 2018 to $352 in 2019.  
  
During 2019, the number of decisions per full-time equivalent (FTE) remained high 
at 88.3 decisions per FTE, marking two consecutive years the Board surpassed 88 
decisions per FTE.  As the Board moves into 2020 and 2021, more resources, 
including time of 103 Veterans Law Judges, additional Hearing Management 
Branch employees, increased hearing transcription contracts as well modernization 
efforts associated with VEText, virtual hearings, and Caseflow development, will 
be directed toward reducing the number of pending hearing requests.  This shift in 
resources may result in a temporary reduction in decision output. 

 
 

 Hearings 
 

With a growing number of Veterans awaiting a hearing with a Veterans Law Judge, 
the Board responded in 2019 by conducting a record 22,743 hearings, a 38 percent 
increase compared to the prior year.  The total number of scheduled hearings 
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increased from 24,046 in 2018 to 36,461 hearings in 2019.  Additionally, in 2019 
the Board decreased the number of pending legacy appeals hearings from 75,946 to 
61,791, a nearly 19 percent decrease. 
 
In April 2019 the Board transitioned nationwide hearing scheduling from the 
Veterans Benefits Administration to the Board to better reduce the number of legacy 
hearings; implement AMA hearing requests; and meet the Board’s commitment to 
schedule hearings in docket order.  The Board is on track to offer approximately 
36,000 hearings in 2020 and hold more than 24,000 hearings in the same year.   
 
With the implementation of Appeals Modernization, the Board began to receive 
AMA hearing requests.  At the end of 2019, the Board had 61,791 legacy appeals 
hearing requests pending and 11,333 AMA hearing requests pending.  The Board 
projects the number of pending AMA hearing requests to continue to increase until 
most Legacy hearing requests are completed in 2022.  

 
  Virtual Hearings 

 
The Board expanded its use of video hearings to reach more Veterans and other 
appellants.  In collaboration with VA OIT, the Board completed the first phase of 
testing for virtual hearings at the end of 2019. Virtual hearings will enable Veterans 
to participate in appeals hearings without the need to travel to a specific VA 
location.  During the first phase of testing, 68 virtual hearings were held, with a 97 
percent satisfaction rate from Veterans.  The virtual hearing program is modelled 
and built on VHA’s telehealth program.  Full implementation of virtual hearings 
will allow a Veteran to use a personal computer or mobile device to meet with a 
Judge and his/her representative in a “virtual hearing room.” This functional 
technology improves access, especially to Veterans in rural areas and improves the 
overall appeals process.  The virtual hearing program is also intended to make 
scheduling more efficient and reduce the number of cancellations.  

 
 Quality 

 
In 2019, the Board continued to issue decisions that met high levels of quality 
during a period of unprecedented organizational growth and change. The Board 
achieved an accuracy rating of 91.4 percent for legacy appeal decisions issued.   
 
The Board adopted a new sampling methodology and new case review standards 
in 2018 to determine accuracy.  The accuracy rate is determined by reviewing a 
random sample of signed, but not dispatched, decisions per month.  As the Board’s 
output grew over the course of the year, the sample was adjusted to maintain 
statistical validity.  The new case review standards continue the Board’s focus on 
improved customer service to Veterans by identifying quality deficiencies and 
addressing them through trainings for VLJs and attorneys.    
 
 
 

 Hiring 
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The Board continues to attract and hire talented employees to meet its mission and 
objectives.  In 2019, the Board to worked with the VHA Consolidated Human 
Resource Management Office, Human Resources Operations Office, and 
Workforce Management & Consulting Division to fill vacant positions.  In 2019, 
the Board onboarded over 250 new staff, the majority of which were decision-
drafting attorneys and law clerks.  This hiring initiative resulted in the Board’s 
cumulative average FTE increasing from 920 to 1,077 in 2019.  The Board plans 
to achieve 1,190 cumulative FTE in 2020 and maintain 1,161 FTE in 2021. This 
slight reduction in 2021 will be achieved through regular attrition.  Approximately 
80 percent of the Board’s personnel are dedicated to its primary mission of writing 
decisions and conducting hearings.  The Board continues to provide hiring 
opportunities for Veterans, military spouses, legal interns, and students utilizing 
USAJOBS, and our partnership with the DoD Military Spouse Employment 
Program.  
 

 Telework 
 
The Board utilizes robust telework and remote work programs to support its 
mission.  Of a total 1,156 personnel at the end of 2019, 791 Board employees had 
telework agreements, with 452 employees working at an alternative location at 
least one day per week, and 339 employees working remotely full time.  Remote 
employees are permitted to work from home and to move outside of the DC metro 
area once certain requirements are met.  Remote employees are required to report 
to the Board’s offices a maximum of four times per year.  Both telework and 
remote options allow the Board to flex its workforce within the same physical 
footprint, thus avoiding the need for additional space and additional costs. These 
programs enable the Board to recruit and retain attorneys, including military 
spouses, enhance morale, and identify the Board as an employer of choice.   
 

 Military Spouse Employment Partnership 
 
The Board is committed to hiring military spouses.  According to DoD, military 
spouses experience a 24 percent unemployment rate, which is due in part to 
frequent moves.  The Board’s military spouse employment initiative and robust 
telework and remote plans offer military spouses engaging legal employment.  
The Board is an active member of the Department of Defense (DOD) Military 
Spouse Employment Partnership (MSEP).  MSEP is a career program that 
connects military spouses with affiliated employers who have committed to 
recruit, hire, promote, and retain military spouses in fulfilling careers.  The Board 
actively promotes hiring military spouses within VA and across the Federal 
government.   
 
On July 29, 2019, the Board of Veterans’ Appeals, as the VA representative, 
entered into a memorandum of agreement with the U.S. Chamber of Commerce 
Foundation’s Hiring our Heroes to promote best practices for hiring and retaining 
military spouses across the Federal government.  The Chairman routinely meets 
with Federal agencies to discuss the value military spouses bring to the workforce 
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and how Federal agencies can utilize the unique talents and perspectives that this 
demographic brings to the workforce.  As part of this discussion, the Chairman 
shares best practices for recruiting, hiring, and retaining military spouses.  Some 
examples include encouraging the use of social media to inform and recruit 
military spouses, using the direct hire authority, and, most importantly, becoming 
an MSEP partner.   
 

Proposed Legislation 
 
Virtual hearings Clarification: The proposed text would amend 38 U.S.C. § 7107(c)(1) 
to clarify VA’s authority to provide Board of Veterans’ Appeals (Board) hearings in virtual 
hearing rooms.  The proposed text would state VA authority to hold hearings by picture and 
voice transmission at any location for which VA has provided suitable services, to include 
a secure, VA-controlled and VA-operated connection.   
 
This clarifying language reflects current practice. There are no costs or savings associated 
with this legislative proposal. 
 
Definition of “Reasons or Bases” for Decisions:  The proposed text would amend 38 
U.S.C. § 7104(d)(1) to define “reasons or bases” as “a plausible statement of the reasons 
for the Board’s ultimate findings of fact and application of law to the facts found.”  The 
requirement for a “plausible” statement of the reasons for the Board’s findings stems from 
the need to be consistent with the standard governing review of factual findings in the Court 
of Appeals for Veterans Claims (CAVC).  This revision would clarify that a Board decision 
supported by a plausible account of the evidence cannot be vacated or overturned simply 
because the reviewing court believes the Board’s findings could have been better explained.   
 
This clarifying language reflects current practice. There are no costs or savings associated 
with this legislative proposal. 

 
Program Highlights 
 
The Board conducts hearings and issues decisions for Veterans and their dependents who 
have appealed their claims for benefits to the Board.  The majority of the Board’s appellate 
workload originates from claims initiated and subsequently denied by VBA; a smaller 
percentage of the Board’s workload originates from claims denied by VHA and NCA.   
 
At the end of 2019, there were 347,975 legacy appeals pending in the Department at various 
stages in the appeals process, of which 28 percent were within the Board’s jurisdiction.  
AMA provided an 18-month implementation period before becoming effective February 
19, 2019.  As previously discussed, AMA provides choice and control to the Veteran, 
quicker resolution opportunities, and clear and understandable Veteran-focused 
communications.        
 
The Board and the Department will continue to process Veterans’ legacy cases (i.e., the 
appeal process that existed prior to February 19, 2019).  The legacy process is complex and 
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non-linear and is unique from standard appeals processes found in other judicial systems.  
It has multiple processing steps, most of which occur at the Agency of Original Jurisdiction 
(VBA, VHA, or NCA), no defined endpoint or timeframe, and involves continuous 
evidence gathering and re-adjudication that delays the Department in reaching a final 
decision. 
 
Workload and Legacy Appeals Drawdown 
 
VA and the Board remain committed to resolving the inventory of legacy appeals as quickly 
as possible while maintaining timely processing for AMA appeals.  Reduction of appeals 
inventory will be accomplished by timely processing of pending legacy appeals and appeals 
under the new system.  The Board prioritized its resources to address the pending legacy 
appeals inventory in 2019.  The Board set a record with 95,089 decisions dispatched in 
2019, with 93,571 (98 percent) of those decisions occurring in the legacy system.  This 
supported the reduction of the Board’s inventory of legacy appeals from 137,383 at the start 
of 2019, down to 98,549 appeals at the end of 2019. 
 
With the exception of returned remands, initial projections indicate that the Board will 
resolve its inventory of legacy appeals by the end of calendar year 2022. The Board will 
continue to receive new legacy appeals from VBA, VHA, and NCA as VA continues to 
work down the legacy inventory. Additional legacy appeals receipts are estimated at 75,062 
for 2020, however, the Board could receive as many as 100,000 legacy cases. The workload 
projections include a variety of factors and assumptions to include Veteran appeal rates, 
preference with respect to what type of appeal a Veteran selects, Veteran refile rates, Board 
remand rates, production and FTE levels.  Any trends identified in these assumptions that 
lead to changes in the model can affect what is currently forecasted. 
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Table 1 

Board of Veterans’ Appeals 
Legacy and AMA Appeals Workload Estimates 

  2019 2020 2021 
Actual Projections 

Board Full Time Equivalent  
(Cumulative FTE) 1,077 1,190 1,161 

Legacy Appeals Workload 
Start of Year Cases Pending 
(from date of certification (Form 8) in field)  137,383 98,549 101,657 

Appeals Received (Net Case Receipts) 54,737 75,062 25,667 
Appeals Decided (-) 93,571 71,954 70,440 
End of Year Cases Pending   98,549 101,657 56,884 

Appeals Modernization Act Workload 
Start of Year Cases Pending - 22,089 84,325 
Appeals Received1 23,607 81,782 81,782 
Appeals Decided (-) 1,518 19,546 21,060 
End of Year Cases Pending 22,089 84,325 145,047 

Total Appeals Workload 
Start of Year Cases Pending 137,383 120,638 185,982 
Appeals Received 78,344 156,844 107,449 
Appeals Decided (-) 95,089 91,500 91,500 
End of Year Cases Pending 120,638 185,982 201,931 

 
Highlighted in the chart below are additional key reporting metrics: 
 

Issues Decided: In 2019, the Board decided 305,078 issues, which was 51,628 
more issues then in 2018.  This measure tracks the number of 
issues adjudicated on behalf of the Secretary that are presented 
to the Board for appellate review, which corresponds to the 
Board’s mission of issuing decisions on behalf of the Secretary.  
An appeal can have multiple issues, which can result in longer 
and more complex Board appeal decisions.  
 

Hearings Held:  The Board is undertaking several initiatives (i.e. Virtual 
Hearings, VetText) to reduce the number of Veterans awaiting a 
hearing.  The number of hearings held will continue to be 
monitored. 
 

Remanded Appeals: Statutory reform of the VA appeals process was necessary to 
reduce the continuous re-adjudication of cases delaying a final 
decision for veterans.  Streamlining the process should result in a 
lower the percentage of remanded appeals decisions; this 
percentage will continue to be tracked.  
 

                                                           
1 AMA appeal receipt is measured beginning from point of docketing of VA Form 10182 at the Board. 
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Processing Time: The processing time intervals below represent the length of time 
Veterans await appeals decisions after the appeal is within the 
Board’s jurisdiction.  The Board strives to meet Veteran 
expectations with respect to processing time and will continue to 
monitor its timeliness. 
 

Table 2 
Board of Veterans’ Appeals 
Other Performance Metrics 

 2018 2019 
Issues Decided 253,450 305,078 
Hearings Held 16,423 22,743 
Remanded Appeals 46,861 (55%) 53,123 (56%) 
Processing Time:  Legacy Appeals 
From Board Receipt of Certified Appeal to 
Docketing of Appeal1 

376 days 340 days 

Processing Time:  Legacy Appeals 
From Board Docketing of Certified Appeal 
to Issuance of Board Decision 

300 days 264 days 

Processing Time: AMA Appeals 
From Noticed of Disagreement to Issuance 
of Board Decision 

NA 
Direct Docket:  142 days 
Evidence Docket:  196 days 
Hearing Docket:  291 days 

 

                                                           
1 This figure includes original appeals only. 
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The 2021 request reflects a net increase of $7.5 million in obligations, of which, personnel 
services accounts for $2.8 million.  While FTE is slightly decreasing by 29 through attrition, 
a large contingent of Board attorneys are on career ladders with annual grade increases, 
consequently, even when the Board’s workforce remains relatively constant, labor costs 
increase substantially. Remaining at a relatively constant FTE level allows the Board to 
evaluate the impact of the new AMA legislation on receipts, pending inventory, timeliness 
of appeals decisions and the pending hearings requests.  The budget request also supports 
                                                           
1 The 4 Field FTE originally in the 2020 Budget request have transitioned from the VA Medical Center location to working remotely as 
headquarters staff and are currently accounted for in the Central Office line item. 
2 Totals may not add due to rounding. 
3 Transfer to the Office of Information Technology in accordance with authority provided in section 218 of Div. C of Public Law 115-
244, the Energy and Water, Legislative Branch, and Military Construction, veterans Affairs Appropriation Act 2019. 
4 The Further Consolidated Appropriations Act, 2020 (Public Law 116-94) rescinded $8 million in prior year unobligated balances.  
2020 Current Estimate is net of those rescissions to align with Congressional scoring. 

Board of Veterans’ Appeals 
Summary of Employment and Obligations 

(dollars in thousands) 
  

2020 
 

  
 

2019 Budget Current 2021 Increase (+)  

  Actual Request Estimate Request Decrease (-)   

Average Employment: 1,077 1,125 1,190 1,161 -29 

 Central Office 1,077 1,121 1,190 1,161 -29 

 Field1 0 4 0 0 0 

Obligations: 
   

  
Personnel Services $152,503  $165,939  $174,315  $177,104 

 
+$2,789 

 
Travel 418 533 525 433 -92 

Transportation of Things  20 41 10 10 +0 

Rents, Communications & 
Utilities 

3,997  5,462  5,422  11,016 
 

+5,594 

Printing & Reproduction 80 81 40 41 +1 

Other Services 8,561  18,702  9,628 
  

8,788 
 

-840 

Supplies & Materials 331 366 399 406 +7 

Equipment 229 319 85 152 +67 

Insurance & Indemnities 0 100 50 50 0 

Total Obligation2 $166,140 $191,544 $190,475 $198,000 $7,525 

Reimbursements 0 0 0 0 0 

SOY Unobligated Balance (-) (16,105) (9,544) (16,475)  0 +16,475 

EOY Unobligated Balance (+) 17,213  0 0  0 0 

Transfer (-)3 7,500 0 0 0 0 

Subtotal $174,748 $182,000 $182,000 $198,000 +16,000 

PL 116-94 Rescission4 0 0 -8,000 0 +8,000 

Budget Authority $174,748 $182,000 $174,000 $198,000 +24,000 
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increased rent charges of nearly $5.6 million in 2021.  The original lease agreement provided 
28 months of rent abatement and the remaining 6 months of that abatement is realized in 
2020.  Partially offsetting this increase is a reduction in contracts associated with interagency 
agreements. While obligations increase by $7.5 million, net budget authority increases 
nearly $24 million resulting from decreased unobligated balances carried forward 
compounded by the rescission to the 2020 enacted budget authority. 
 

 
Net Change 

Board of Veterans’ Appeals 

2021 Summary of Resource Requirements 

(dollars in thousands) 

            
2020 Budget Request $182,000 

SOY Unobligated Balance $16,475 
Rescission -$8,000 

2020 Total Obligations Estimate: $190,475 
  
2021 Current Services Adjustments:  
  
     Pay Raise Increase (1%) $1,009 
 Benefits Increases (2%) $898 
 Promotions/WIGI Increases $5,026 
     Other Personnel Cost Adjustments  -$4,145 

Full Rent Cost of Leased Facility  $5,591 
 Non-Personnel Cost Adjustments -$854 

  
Subtotal $7,525 

  
2021 Total Budget Authority Request $198,000 
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Analysis of FTE Distribution 

Headquarters/Field  Employment Summary – FTE by Grade 

# of FTE 
2019 HQ 

Actual 
2019 Field  

Actual 

 

2019  
Actual 

2020 
Estimate 

2021  
 

Increase (+) 
 

Decrease (-) 
EX 1 0  1 1 1 0 
SES 6 0  6 6 6 0 
SL 0 0  0 0 0 0 
AL 97 0  97 103 103 0 
GS -15 26 0  26 29 29 0 
GS -14 266 0  266 295 414 +119 
GS -13 209 0  209 258 289 +31 
GS -12 181 0  181 239 124 -115 
GS -11 200 0  200 133 104 -29 
GS -10 0 0  0 0 0 0 
GS -9 69 0  69 94 59 -35 
GS -8 3 0  3 3 3 0 
GS -7 6 0  6 15 15 0 
GS -6 4 0  4 5 5 0 
GS -5 2 0  2 0 0 0 
GS -4 7 0  7 9 9 0 
GS -3 0 0  0 0 0 0 
GS -2 0 0  0 0 0 0 
GS -1 0 0  0 0 0 0 

Total 
Number 

of FTE 
1,077 0  1,077 1,190 1,161 -29 
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Departmental General Administration 

 

 
 
Numbers may not add due to rounding. 
1/ The 2019 actual includes $285,000 in transfers from VHA to General Administration for the approved realignment of emergency 
preparedness functions to the Office of Operations, Security, and Preparedness. 

Appropriation Language 

General Administration 
For necessary operating expenses of the Department of Veterans Affairs, not otherwise 
provided for, including administrative expenses in support of Department-Wide capital 
planning, management and policy activities, uniforms, or allowances therefor; not to exceed 
$25,000 for official reception and representation expenses; hire of passenger motor 
vehicles; and reimbursement of the General Services Administration for security guard 
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services, [$355,911,000] $413,000,000 of which not to exceed 10 percent shall remain 
available until September 30, [2021] 2022: Provided, That funds provided under this 
heading may be transferred to “General Operating Expenses, Veterans Benefits 
Administration.”  
 
Program Description 
The General Administration account provides funding for the Office of the Secretary, the 
General Counsel, six Assistant Secretaries, and two Department-level staff offices, all of 
which report directly to the Deputy Secretary. 
 
The Office of the Secretary of VA provides executive leadership and strategic direction 
for all VA programs.  This office includes the Immediate Office of the Secretary, the Centers 
for Minority Veterans and Women Veterans, the Office of Survivors Assistance, and the 
Office of Employment Discrimination Complaint Adjudication. 
 
The Office of General Counsel serves as the Department’s legal advisor and ensures that 
the Department faithfully executes all laws, regulations, and policies that the Secretary is 
responsible to administer. 
 
The Assistant Secretary for Management provides executive leadership for the 
Department’s budget, long range investment planning, financial management, and capital 
asset management.  Offices that report directly to the Assistant Secretary are:  Finance, 
Business Oversight, Financial Management Business Transformation, Budget, and Asset 
Enterprise Management.  
 
The Assistant Secretary for Human Resources & Administration/Operations, 
Security, and Preparedness (HRA/OSP). Pursuant to Public Law 115-141, the 
Consolidated Appropriations Act of 2018, Division J, Title II, section 227, on August 27, 
2018, the Department notified Congress that the Office of Operations, Security, and 
Preparedness (OSP) was realigned under the Assistant Secretary for Human Resources & 
Administration (HR&A).  HR&A leads the development and implementation of human 
capital management strategies, policies, and capabilities that result in accountable, skilled 
and engaged workforce that provides excellent customer service to Veterans and their 
families.  OSP is a Federal partner promoting VA continuity of operations in the event of 
an emergency ensuring minimal disruption of services to Veterans and their families.  OSP 
leads the Department’s law enforcement efforts and oversees the protection of its 
infrastructure.  OSP also evaluates preparedness and develops training programs and 
exercises to enhance VA readiness.   
 
The Assistant Secretary for Enterprise Integration leads enterprise transformation and 
continuous improvement of Veteran and employee experience through effective integration 
of people, processes, technology, innovations, and maturing organizational management 
capabilities.  The Assistant Secretary supports the Secretary, Deputy Secretary, and Under 
Secretaries in the areas of strategic planning; policy management and analysis; business 
integration; transformation and innovation; program management; performance 
management; data analytics; and data governance.  
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The Assistant Secretary for Public and Intergovernmental Affairs builds and maintains 
public confidence in the VA by positively enforcing its commitment and readiness to serve 
America’s Veterans of all generations. 
 
The Assistant Secretary for Congressional and Legislative Affairs executes the 
Department’s congressional affairs program, and has overall responsibility for the plans, 
policies, goals, and direction of legislative and governmental affairs. 
 
The Office of Acquisition, Logistics and Construction oversees the resources, services 
and projects that constitute VA’s capital facilities program, directs the Department’s 
acquisition and logistics activities, and manages the Supply Fund. 
 
The Veterans Experience Office (VEO) brings industry best practices to government to 
transform VA into a premiere customer service organization for Veterans, their families, 
caregivers, and survivors.  VEO takes an enterprise-wide approach to improving customer 
experience through design and deployment of service delivery improvements in partnership 
with the Administrations and Staff Offices based on the voice of Veterans. 
 
The Assistant Secretary for Accountability and Whistleblower Protection (OAWP) 
was established through Executive Order 13793.  Congress codified this with the enactment 
of the VA Accountability and Whistleblower Protection Act of 2017 (Public Law 115-41). 
The Act established an Assistant Secretary position to lead OAWP.  This office is 
responsible for advising the Secretary on all matters in the Department relating to the 
accountability of employees, retaliation against whistleblowers, and such matters as the 
Secretary considers affecting public trust in the Department.  
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Departmental General Administration 
Total Budgetary Resources 

(dollars in thousands) 
          
  2019 2020 2021 
  Actual Budget Current Request 
Appropriation $355,897 $369,200 $355,911 $413,000 
    Transfer 1/ $285       
    Net BA $356,182 $369,200 $355,911 $413,000 
    Start of Year Unobligated Balances $3,000   $5,000   
    Transfer on Unobligated Balances $5,500   $30,590   
Total Direct Budgetary Resources $364,682 $369,200 $391,501 $413,000 
Reimbursements $306,919 $424,376 $387,699 $487,994 
Average Employment (FTE) 2,523 3,136 3,060 3,403 

         
1/ Transfer of $285,000 from VHA to Gen Ad for realignment of emergency functions.   
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General Administration - Budget Authority
($ in thousands)

 BA FTE BA FTE BA FTE BA FTE
Office of the Secretary $13,121 95 $14,715 88 $14,715 88 $17,059 89
Office of General Counsel $95,775 570 $112,209 677 $112,209 670 $121,187 752
Office of Management $64,717 238 $63,992 300 $63,992 302 $71,054 312
Office of Human Resources & Administration / 
Office of Operations, Security & Preparedness 1/ $87,304 287 $95,850 419 $95,850 374 $110,744 411
Office of Enterprise Integration $27,967 94 $28,416 126 $28,416 94 $30,081 110
Office of Public and Intergovernmental Affairs $14,171 83 $14,477 95 $12,663 95 $15,931 95
Office of Congressional & Legislative Affairs $5,900 52 $8,737 55 $5,900 55 $8,966 55
Office of Acquisition, Logistics and Construction $46,492 203 $0 0 $0 0 $0 0
Veterans Experience Office $450 2 $8,638 53 $0 0 $11,556 69
Office of Accountability and Whistleblower Protection $0 0 $22,166 114 $22,166 114 $26,422 125
Total Budget Authority 2/3/ $355,897 1,624 $369,200 1,927 $355,911 1,792 $413,000 2,018

1/ Include transfer of $285,000 from VHA to GenAd (HRA/OSP) in 2019 for the realignment of emergency functions
2/ Exclude carryover funding and FTE
3/ Numbers may not add due to rounding

2019 Actual 2020  Budget  2020 Current Est 2021 Request

General Administration - Reimbursements
($ in thousands)

 BA FTE BA FTE BA FTE BA FTE
Office of the Secretary $4,333 24 $6,000 36 $6,000 36 $6,105 36
Office of General Counsel $18,187 119 $21,962 142 $22,172 143 $23,541 146
Office of Management $5,898 6 $350 2 $728 4 $728 4
Office of Human Resources & Administration /   
Office of Operations, Security & Preparedness $144,670 379 0 $183,047 431 $180,995 432 $207,342 465
Office of Enterprise Integration $2,822 0 $55,350 5 $10,945 7 $54,850 12
Office of Public and Intergovernmental Affairs $12,694 0 $6,760 0 $7,314 0 $7,389 0
Office of Congressional & Legislative Affairs $0 0 $0 0 $0 0 $0 0
Office of Acquisition, Logistics and Construction $39,303 171 $90,252 459 $90,252 459 $115,851 568
Veterans Experience Office $62,598 114 $60,655 134 $69,293 187 $72,188 154
Office of Accountability and Whistleblower Protection $16,414 86 $0 0 $0 0 $0 0
Total Reimbursements 1/ $306,919 899 $424,376 1,209 $387,699 1,268 $487,994 1,385

1/ Numbers may not add due to rounding

2019 Actual 2020  Budget  2020 Current Est 2021 Request
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Summary of Budget Request 
In 2021, VA is requesting $413 million and 3,403 FTE for the General Administration 
account. This FTE request includes 2,018 direct funded FTE and 1,385 reimbursable FTE.  
These funds will provide effective management oversight, accountability and process 
improvements throughout the Department.  
 
Highlights of the General Administration staff office requests for 2021 include: 
 

 $17.1 million in budget authority and 125 total FTE to support operations within the 
Office of the Secretary.  The office provides executive leadership for all programs 
to transform VA into a premiere customer experience organization that delivers care 
and benefits for Veterans.  The request includes $1.2 million for management 
support of homeless prevention initiatives, VA MISSION Act of 2018 
implementation, Veterans outreach, and travel. 
 

 $121.2 million in budget authority and 898 total FTE for the Office of General 
Counsel.  The request includes $8.6 million to support OGC’s continuing efforts to 
address an expanding legal workload, including an increasing number of cases 
before the United States Court of Appeals for Veterans Claims.  It also provides 
funding to address Department workload related to the VA Accountability and 
Whistleblower Protection Act of 2017, increased employment law, legal support 
related to the MISSION Act, and day-to-day preventative law practice. 
 

 $71.1 million in budget authority and 316 total FTE for the Office of Management.  
The budget request includes $1.9 million for staff support to implement the 
Department’s new enterprise-wide financial management system (iFAMS), $2.1 
million for financial and audit readiness expertise contracts, $1.5 million for actuary 
studies, and support to the Department for analytics related to Community Care. 
 

 $110.7 million in budget authority and 876 total FTE for the Office of Human 
Resources and Administration/Operations, Security and Preparedness.  To improve 
operational efficiency and reduce administrative burden, the 2021 request 
consolidates General Administration funding ($812 thousand) in the Office of 
Human Resources and Administration for certain reimbursable agreements, such as 
those that fund USAStaffing and USAJobs.   In addition, the request includes $1.2 
million for the establishment of the Chief Learning Office, $1.8 million for labor 
negotiations, and $1.1 million for new leases.  The request also includes $5 million 
for police modernization, $2.3 million for enterprise Continuity of Operations 
platform upgrades, and $1.0 million for personnel suitability oversight. 
 

 $30.1 million in budget authority and 122 total FTE for the Office of Enterprise 
Integration. The request includes $1.5 million to implement the requirements of the 
Program Management Improvement Accountability Act of 2016 and the 
Foundations for Evidence-Based Policymaking Act of 2018. 
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 $15.9 million in budget authority and 95 total FTE is requested for the Office of 
Public and Intergovernmental Affairs.  The request includes funds to sustain 95 FTE 
and $1.4 million to support an enterprise-wide email system and the Public Affairs 
training academy.  
 

 $9.0 million in budget authority and 55 FTE for the Office of Congressional and 
Legislative Affairs (OCLA).  The funding will provide proactive support to 
Congress, promote VA’s legislative program, and support efforts to form and 
improve relationships and communications with Washington, D.C. based 
associations representing state and local governments and elected officials.   
 

 $115.9 million in reimbursement authority and 568 reimbursable FTE for the Office 
of Acquisition, Logistics, and Construction (OALC).  The request will continue to 
fund OALC from the Major Construction appropriation, and will support planning, 
designing, constructing and acquiring major facilities and real property, and setting 
design and construction standards. 
 

 $11.6 million in budget authority and 223 in total FTE for the Veterans Experience 
Office (VEO).  This funding will support all headquarters FTE and support that are 
currently funded through reimbursements.  Reimbursements will continue to be 
collected for direct services VEO provides the Administrations and offices of VA.  
VEO has been designated as Lead Agency Partner for the President’s Management 
Agenda Cross Agency Priority Goal on Improving Customer Experience with 
Federal Services.   Budget authority request supports program execution of VA 
Customer Service efforts, such as implementation of OMB A-11 Customer 
Experience circular, Contact Center modernization, and activities related to the 
MISSION Act. 
 

 $26.4 million in budget authority to support 125 FTE for the Office of 
Accountability and the Whistleblower Protection (OAWP).  The request includes 
$4.2 million for 11 FTE to implement the oversight and compliance requirements 
of the VA Accountability and Whistleblower Protection Act of 2017. 
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2020 Enacted Budget $355,911

2021 Current Service Adjustments
   Payraise (1%) $2,000

   Non Pay Inflation (1.3%) $2,389
$4,389

Initiatives/Programmatic Changes
      FTE to implement oversight and compliance requirements of the Accountability 
      and Whistleblower Protection Act by conducting timely investigations (OAWP) $4,182

      Legal support for Accountability and Whistleblower Protection Act, MISSION Act,
      and VA contracts (OGC) $2,800

      Legal representation before U.S. Court of Appeals for Veterans Claims (OGC) $1,365

      Resources for day-to-day practice of preventative law (OGC) $1,464

      Guidance, advice, and training on Government Ethics  (OGC) $1,058

      Other legal support for workloads (medical malpractice claims, appointment 
      of guardians for incapacitated Veterans, VA eDiscovery, etc.) $1,985

      Establish the Chief Learning Office; new leases and labor negotiations (HRA) $4,137

      Platform upgrades for COOP, Personnel Suitability Oversight and secure facilities (OSP) $3,663

      Implement the police modernization (OSP) $5,000

      FTE to implement the new Financial Management System (OM) $1,915

      Resources for financial and management expertise including actuary studies, and enterprise wide analytics 
      on Community Care (OM) $4,888

      Realignment of Portfolio Management and Customer Service support/development (VEO) $2,862

      Support the implementation of the Program Management Improvement Accountability Act
      and the Evidence-Based Policymaking Act of 2018 (OEI) $1,500

      Resources for enterprise level email service and Public Affairs training academy (OPIA) $1,423

      Management support of the MISSION Act, outreach and travel (OSVA) $1,169

      Restore Department Congressional Affairs staff to 2019 levels  (OCLA) $2,837

      Restore Department Public Affairs staff to 2019 levels (OPIA) $1,814

      Request Budget Authority for the Veterans Experience Office (VEO)
      headquarters FTE (realign funding from reimbursement to BA) $8,638

Subtotal $52,700

2021 Request $413,000

Net Change
General Administration

2021 Summary of Resources Requirements
($ in thousands)
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Note:  In 2019, excludes 1 FTE funded by carryover. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Employment Summary - FTE by Grade

General Administration 2019 2020 2021 Increase (+)
Grade Actual Current Request Decrease (-)
SES 107 129 144 15
GS-15 285 346 384 38
GS-14 943 1,145 1,272 127
GS-13 591 717 797 80
GS-12 216 261 291 30
GS-11 173 210 234 24
GS-10 2 3 3 0
GS-9 74 89 99 10
GS-8 21 26 29 3
GS-7 79 95 106 11
GS-6 10 12 14 2
GS-5 7 9 10 1
GS-4 11 14 15 1
GS-3 2 2 3 1
GS-2 1 1 1 0
GS-1 1 1 1 0
Total Number of FTE 2,523 3,060 3,403 343
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Analysis of FTE Distribution - Headquarters/Field 

      

General Administration 2019 2019 

Grade HQ - Actual Field - Actual  

SES 61 46 

GS-15 162 123 

GS-14 535 408 

GS-13 335 256 

GS-12 123 93 

GS-11 98 75 

GS-10 1 1 

GS-9 42 32 

GS-8 12 9 

GS-7 45 34 

GS-6 6 4 

GS-5 4 3 

GS-4 6 5 

GS-3 1 1 

GS-2 1 0 

GS-1 1 0 

Total Number of FTE 1,432 1,091 
Note: excludes 1 FTE funded by carryover.
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Office of the Secretary 
 

Mission Statement 
The Office of the Secretary provides executive leadership and strategic direction for all 
VA programs, including VA’s efforts to transform the Department into a continuously 
improving world-class organization, ensuring that the Department cares for Veterans over 
a lifetime, from the day the oath is taken until the day they are laid to rest.   

Summary of Budget Request 
($ in 000) 2020 FTE 2021 FTE 
Immediate Office of the Secretary        
  Budget Authority: $11,415  69 13,034 70 
 
Special Staff Offices        
     Center for Minority Veterans     $1,380    8  $2,000    9  
     Center for Women Veterans      $1,400    8  $1,500    8  
     Office of Survivors Assistance   $520 3  $525 2  
     
Special Staff Offices Budget Authority: $3,300 19 $4,025 19 

Total Budget Authority 
 

$14,715 88 $17,059 89 
 
Reimbursement 

Office of Employment Discrimination Complaint   
Adjudication  

  
$6,000  36  $6,105   36  

Total Resources $20,715 
  

124 $23,164 
 

125 
     

. 
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Program Description  
 
Office of the Secretary  
Provides executive leadership and strategic direction for all VA programs.  Its organization 
includes the Immediate Office of the Secretary, the Special Staff Offices, and the Support 
Offices to fulfill its duties and responsibilities. 
 
The VA’s Office of the Secretary (OSVA) consists of the Office of Support-Mission 
Operations, the Office of Protocol, the Office of Strategic Engagement, the Executive 
Secretariat, and the Advisory Committee Management Office.  Additionally, within this 
component are strategists, advisors, and operations managers who carry out and execute 
Secretarial priorities including developing strategies for transformation, policies, budgets, 
organizations, communications, and external relations—in short, providing critical 
oversight of strategic programs and initiatives, and supporting Department operations.   
 
The Office of Support-Missions Operations provides administrative, logistical, budget, 
and operational support for the Office of the Secretary and its subsidiary offices including 
executive mission support (i.e. arranging official travel and associated support for the 
Secretary, Deputy Secretary, Chief of Staff, and others as required; coordinates 
transportation, security, protocol activities, and equipment).  In the areas of administration 
and logistics support: develops and manages the OSVA budget, manages and maintains 
OSVA property and expendable supplies. Provides human resources guidance and 
coordinates with Veterans Affairs Central Office (VACO) Human Resources to provide 
personnel services. 
 
The Office of Protocol provides protocol and executive services to the Office of the 
Secretary, Office of the Deputy Secretary, and Office of the Chief of Staff.  Those services 
include: 

 Directing and organizing special ceremonies and events for VACO that involve the 
executive leadership.  

 Escorting dignitaries visiting the executive leadership.  
 Providing and organizing related protocol services including photography and 

media services for VIP visitors.  
 Providing advice and guidance to VACO and field facilities on protocol matters as 

they relate to visitors, both foreign and domestic, ceremonies, and other special 
events. 

 
The Center for Strategic Partnerships improves Veterans’ lives through big, bold, and 
impactful collaborations.  This is accomplished by partnering with organizations in the 
private and non-profit sectors to advance VA’s highest priority initiatives.  The Center 
leverages the best of each participating organization to create unique and impactful new 
programs.  These partnerships support the Veterans community in ways that the VA cannot 
accomplish alone and are essential to the health and well-being of America’s Veterans, their 
families, caregivers, survivors, and other VA beneficiaries. 
 



 

2021 Congressional Submission                                                     GenAd-295 
 

 

The Executive Secretariat staff controls and coordinates the preparation, staffing, and 
dissemination of correspondence directed to the Secretary and Deputy Secretary.  The 
Executive Secretariat manages the assignment of and obtains Secretarial approval on all 
investigations referred to VA by the Office of Special Counsel.  The Executive Secretariat 
is responsible for Congressional correspondence and all official Freedom of Information 
Act requests to the Office of the Secretary of VA, as well as, assigning, responding to, or 
tracking to completion all White House case mail assigned by the Presidential Executive 
Correspondence office.  Finally, the Executive Secretariat creates and implements 
department-wide correspondence processes, business rules, and VA style guide.   
 
The Advisory Committee Management Office (ACMO) coordinates and oversees policy 
implementation for VA’s 27 Federal Advisory Committees. ACMO is responsible for 
establishing clear goals, standards, and uniform procedures for advisory committee 
activities, ensuring advisory committee actions comply with the provisions of the Federal 
Advisory Committee Act.  ACMO ensures that advisory committee meetings are open to 
the public and, as appropriate, announced in the Federal Register. 
 
The VA History Office manages the Department’s nascent history program. The mission 
of the VA History Office is to establish an overarching program to collect, preserve, and 
provide access to our relevant historical records and artifacts to tell the comprehensive story 
of the Department of Veterans Affairs and its predecessor organizations.  The Office also 
oversees a public-private partnership to develop a VA History Center (a centralized location 
for the storage, preservation, and exhibition of VA artifacts and archives).  Once fully 
established, the VA History Office will support the overall VA mission, and its internal and 
external constituencies, by facilitating ready access to historical materials; for researchers, 
writers, and historians to interpret the significance of the unique relationship between 
America and its Veterans, and to provide historical information to VA employees as an 
applied history tool for contemporary decision-making. 
 
Special Staff Offices 
 
The Center for Minority Veterans (CMV) was established in 1994 by Public Law 103-
446.  Title 38, United States Code (USC), Section 317 reflects the current responsibilities 
of the CMV.  The Director serves as principal advisor to the Secretary on the adoption and 
implementation of policies and programs affecting minority Veterans.  CMV serves as an 
advocate for minority Veterans by conducting outreach activities to promote the awareness 
and use of VA benefits and services. 
 
The Center’s activities include: 
 

 Making recommendations to the Secretary, the Under Secretary for Health, the 
Under Secretary for Benefits, and other Department officials for the establishment 
or improvement of programs in the Department for which minority Veterans are 
eligible. 
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 Promoting the use of benefits authorized by this title by minority Veterans and 
conducting outreach activities to minority Veterans, in conjunction with outreach 
activities carried out under chapter 77 of this title [38 USC § 7701 et seq.]. 

 Consulting with, and providing assistance and information to, officials responsible 
for administering federal, state, local, and private programs that assist Veterans, to 
encourage those officials to adopt policies that promote the use of those programs 
by minority Veterans. 

 Advising the Secretary when laws or policies have the effect of discouraging the use 
of benefits by minority Veterans.  

 Conducting and sponsoring appropriate social and demographic research on the 
needs of minority Veterans and the extent to which programs authorized under Title 
38 USC meet the needs of those Veterans, without regard to any law concerning the 
collection of information from the public. 

 Publicizing the results of medical research that are of significance to minority 
Veterans.  
 The term “minority Veterans” includes individuals who are: 

• Asian American; 
• Black/African American; 
• Hispanic/Latino; 
• Native American (including American Indian, Alaska Native, and Native 

Hawaiian); or 
• Pacific-Islander American. 

 Providing support and administrative services to the Advisory Committee on 
Minority Veterans provided for under section 544 of this title. 
 

The Center for Women Veterans (CWV) was established by Public Law 103-446.  The 
Director serves as principal advisor to the Secretary on matters related to policies, 
legislation, programs, issues, and initiatives affecting women Veterans.  CWV serves as an 
advocate for a cultural transformation (both within VA and in the general public) in 
recognizing the service and contributions of women Veterans and women in the military, 
and in raising awareness of the responsibility to treat women Veterans with dignity and 
respect.    
 
The Center’s activities include:  

 Identifying and recommending effective VA policies, practices, programs, and 
related activities for women Veterans and disseminating information internally and 
to the public. 

 Managing the Women Veterans Program—advise and make recommendations to 
the Secretary, the Under Secretary for Health, the Under Secretary for Benefits, and 
other Department officials for the establishment or improvement of programs in the 
Department for which women Veterans are eligible. 

 Communicating with women Veterans and their families on VA benefits and 
services in a proactive and timely manner. 

 Educating external organizations on VA’s benefits and services, to improve its 
advocacy for women Veterans.  
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 Collaborating with other federal, state and local agencies, Veterans Service 
Organizations (VSOs), and faith-based and community partners to provide 
information on women Veterans.  

 Conducting and sponsoring appropriate research and studies on women Veterans.   
 Publicizing the results of medical research that are significant for women Veterans.  
 Providing support to the Secretary’s Advisory Committee on Women Veterans 

(ACWV), including coordinating annual briefings and publishing a biennial report 
outlining recommendations, concerns, and observations on VA's delivery of benefits 
and services to women Veterans.  

The Office of Survivors Assistance (OSA) was established by Public Law 110-389, Title 
II, Section 222.  The OSA Director serves as the principal advisor to the Secretary on all 
policies, programs, legislative issues, and other initiatives affecting surviving family 
members of deceased Service members and Veterans.  OSA serves as a resource regarding 
all benefits and services furnished by the Department to survivors of deceased Veterans. 
 
OSA’s activities include:  

 Building and maintaining collaborative partnerships with local, state, tribal and 
federal agencies as well as VSOs, faith-based and community organizations and 
other stakeholder groups to increase awareness of benefits and services available to 
surviving family members. 

 Advocating for the needs of survivors in VA’s policy and programmatic decisions. 
 Making appropriate referrals to VA administrations and staff offices to ensure 

survivors receive eligible benefits and services. 
 Communicating with surviving family members on VA benefits and services in a 

proactive and timely manner. 
 Developing innovative outreach opportunities to reach survivors who are eligible 

but are not receiving benefits. 
 
Support Offices 
The Office of Employment Discrimination Complaint Adjudication (OEDCA) was 
established by Public Law 105-114, Title I, Section 102.  OEDCA is an independent 
office responsible for issuing final agency decisions and orders on the substantive merits 
of employment discrimination complaints filed by employees and applicants for 
employment. Final agency decisions and orders are rendered in a fair and impartial 
manner and are based on evidence contained in the investigation report and, if applicable, 
the hearing transcript and exhibits provided by an Equal Employment Opportunity 
Commission (EEOC) appointed administrative judge.  OEDCA is also responsible for 
determining equitable relief and issuing final agency decisions on a complainant’s 
entitlement to compensatory damages, attorney’s fees, and costs where the complainant is 
a prevailing party.  
 
Funding for OEDCA is provided through reimbursements from the customers it serves. 
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The Office of Small and Disadvantaged Business Utilization (OSDBU) was established 
by Public Law 95-507, Section 221(k).  OSDBU serves as the Department's advocate for 
the participation of Service-Disabled Veteran-owned small businesses, Veteran-owned 
small businesses, small business concerns, small disadvantaged businesses, women-owned 
small businesses, and historically underutilized businesses in VA contracts and 
subcontracts.  OSDBU works closely with VA program offices and contracting activities 
to ensure maximum practical opportunity for small businesses in the Department’s 
procurements.  The Executive Director serves as the Department's principal liaison to the 
Small Business Administration (SBA), and in matters relating to the Department's 
socioeconomic acquisition program, and is a liaison with the Department of Commerce, 
General Service Administration, and the Office of Federal Procurement Policy.   
 
OSDBU activities include: 
 

 Conducting procurement reviews, training acquisition officials, counseling 
entrepreneurs, participating at small business expert stakeholder outreach events, 
serving the stakeholder community, participating in outreach events conducted by 
VA component organizations, SBA and other Executive Branch agencies, small 
business trade associations, and other stakeholders, distributing informational 
materials that describe how to do business with the Department and sharing 
acquisition information with small businesses and VSOs. 

 Negotiating, establishing, and helping to manage the Department-wide procurement 
goals as well as reporting on the progress toward accomplishing these goals.  

 Reviewing the effectiveness of current policy, procedures, and plans for enhancing 
use of small businesses in future departmental requirements and recommending 
improvements.  

 Verifying the eligibility of Veteran-owned small businesses for participation in the 
Veterans First contracting program. 

 Advertising with Small and Disadvantaged Businesses. 
 
OSDBU reports to the Secretary and Deputy Secretary but its operations are funded 
through VA’s Supply Revolving Fund. 
 
Budget Highlights 
The 2021 request provides for the following: 
 
 An average employment level of 125 FTE and total obligational authority of $23.1 

million to support operations of the Office of the Secretary, which includes CMV, 
CWV, OSA, and OEDCA.  This request comprises $17 million in budget authority and 
$6.1 million in reimbursable authority.  

  
 Within the total obligation authority, an average employment of 89 FTE, and budget 

authority of $17 million to support the operations of the Office of the Secretary.  
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 $6.1 million in total recoveries to support 36 FTE and its operations.  Recoveries 
comprise reimbursements from VHA, NCA, OIG, VBA and OIT. The budget authority 
of $52,000 represents the Staff Office’s share of the operational costs related to 
OEDCA. 

 
 

Office of the Secretary 
Summary of Employment and Obligations 

(dollars in thousands) 
  

 
2020 

 
  

  2019 Budget Current 2021 Increase 
  Estimate Estimate Estimate Estimate Decrease  

FTE 119 124 124 125 1  
Obligations: 

    
  

 Personal services  $17,712   $19,262   $18,557   $20,868   $  2,311  
 Travel 662  547  379  1,035  656  
 Transportation of things 0  0  0  0  0  
 Rents, communications, and  
utilities 

9  0  0  0  0 

 Printing and reproduction 26  17  28  28  0  
 Other services 762  702  1,595  1,085  (510) 
 Supplies and materials 129  178  147  139  (8) 
 Equipment 31  9  9  9  0  
            
  Total obligations  $19,331   $20,715   $20,715   $23,164   $ 2,449  
  

    
  

  Reimbursements (OEDCA) $ (4,333) $ (6,000) $ (6,000) $ (6,105)  $ (105) 
  

  
  

 
  

  Carry over (-) $ (1,974)  0  0  0  0  
  Carry over (+) $         97 

   
0  

  Total budget authority  $13,121   $14,715   $14,715   $17,059   $ 2,344  

 
 
 Total obligational authority of $23.1 million will support 125 FTE in FY 2021. The 

Budget Authority (BA) request in 2021 is $2.4 million above the FY 2020 enacted 
budget.  
 

 The BA increase primarily consists of travel requirements related to outreach and site 
visits, and inter agency agreements ($1.1 million), and FTE for management support for 
the MISSION Act, and initiatives related to agency priorities ($1.3 million).  
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General Counsel 
 

Mission Statement 
The Office of General Counsel (OGC) supports the mission and priorities of the Department 
of Veterans Affairs (VA) by providing sound legal expertise, representation, and as needed, 
critical problem-solving skills and risk-management advice to the Secretary and other senior 
VA leaders. As the Department’s in-house law office, OGC serves as a full business partner 
to senior VA leaders, plays a pivotal role in supporting the Secretary’s priorities, and ensures 
the just and faithful execution of the laws, regulations, and policies that the Secretary has 
responsibility for administering, thereby enabling the Department to accomplish its mission 
of service to our Nation’s Veterans.  
 
OGC’s clients include the Secretary of Veterans Affairs, Deputy Secretary, Chief of Staff, 
the Veterans Health Administration (VHA), the Veterans Benefits Administration (VBA), 
the National Cemetery Administration (NCA), and all other components of the Department. 
Secondary stakeholders include Congress, Federal courts, Federal agencies, Veterans 
Service Organizations, and the Veterans the Department serves. 
 
Summary of Budget Request 
To fulfill its requirements to provide legal support to the Secretary and the Department, 
especially regarding the critical Veteran-focused practice areas of access to health care; 
employee accountability; procurement; acquisition and construction of facilities, including 
leasing; and timely resolution of Veterans’ claims and appeals, including working with the 
Veterans Benefits Administration and Board of Veterans Appeals to improve the claim 
adjudication process, OGC’s 2021 request includes the following resources. 

 
In 2021, OGC requests direct budget authority of $121.2 million and 752 FTE, and $23.5 
million in reimbursable authority and 146 reimbursable FTE, to provide legal support and 
representation to the Secretary and the Department.  
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Distribution of Resource Requirements over OGC Areas of Practice 
 

 

 
 
 
 
 

($ in 000)
2020 Current 

Estimate FTE 2021 FTE
Office of General Counsel $112,209 670       $121,187 752      
Total Budget Authority (BA) $112,209 670       $121,187 752      
Reimbursement
  MSCA 6,164             54         6,704          55        
  Credit Reform 3,659             22         3,867          24        
  Supply 11,905           65         12,444        65        
  Debt Management Center 254                2           274             2          
  Other Reimbursements1/ 190                -       251             -      
Total Reimbursement Authority (RA) 22,172           143       23,541        146      

Total Obligation $134,381 813       $144,728 898      
1/ Includes funding OGC anticipates for reimbursement of Financial Disclosure Mangement (FDM) services and use of 
OGC's Lexis Nexis contract.

Practice Areas: 2019 FTE 2020 FTE 2021 FTE
Budget Authority

Employment Law 34,306$      208 40,388$     241 43,360$        271
CAVC (Appeal of BVA Decisions) 18,776$      114 22,105$     132 23,952$        148
Tort Claim Adjudication 8,592$        52 10,116$     60 10,961$        68
Information & Administrative Law 4,774$        29 5,620$       34 6,089$          38
Contract Law 6,046$        37 7,118$       43 7,713$          48
Health Law 11,202$      68 13,188$     79 14,294$        88
Management & Operational Support 4,774$        29 5,620$       34 6,089$          38
Benefits Law 3,978$        24 4,683$       28 5,074$          31
Ethics 2,864$        17 3,372$       20 3,654$          23
Loan Guaranty 77$             0 -$              0 -$                  0

Reimbursement Authority
Contract Law 8,163$        49 $11,905 65 $12,444 65
Loan Guaranty 2,864$        17 $3,659 22 $3,867 24
Revenue 7,160$        43 $6,418 56 $6,978 57
Other Reimbursements1/ -$           0 $190 0 $251 0

Total Resource Requirements 113,575$    689 134,381$   813 144,728$      898

1/ Includes funding OGC anticipates for reimbursement of Financial Disclosure Mangement (FDM) services and use of OGC's Lexis Nexis contract.
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Program Description and Accomplishments 
OGC fulfills its mission by delivering nationwide coverage of legal services to the 
Department through legal offices strategically located throughout the country and at VA 
Central Office (VACO). This includes eight subject matter specific Law Groups, focusing 
on key legal areas of practice including health care law, personnel law, information and 
administrative law, benefits law, revenue law, and procurement and real property; five 
District Chief Counsel Offices; a District Contracting Law National Practice Group; Loan 
Guaranty National Practice Group; a Court of Appeals for Veterans Claims Litigation 
Group; and a Government Ethics Specialty Team. These offices provide legal guidance, 
program support, and litigation assistance and representation to VISN, VA Medical Center, 
NCA, and VBA Regional Office Directors, and Network Contracting Offices nationwide. 
The DC-based Litigation Group represents the Secretary concerning Veterans’ denial of 
benefits appealed to the U.S. Court of Appeals for Veterans Claims.  
 
As the second largest federal agency, the breadth of the Department’s mission engenders a 
complex, vast, and varied legal landscape, requiring a robust cadre of experienced attorneys 
able to focus on the Department’s legal needs, including: 
  

 Provide reviews, guidance, and legal interpretation of laws and regulations to help 
shape Department policy and regulations, implement Congressional directives, and 
implement the Secretary’s priorities and initiatives, for all facets of the Department 
including medical care, monetary benefits, government research, technology, 
purchases, leases, and acquisition, including the VA MISSION Act of 2018, the 
Appeals Modernization Act, and VA Electronic Health Record Modernization.    

 Provide day-to-day guidance, support, and advice to the largest integrated health care 
system in the United States, providing care at 1,240 health care facilities, including 
170 VA Medical Centers and 1,074 outpatient sites of care of varying complexity to 
more than 9 million Veterans. Legal issues arise from the interpretation and 
application of laws and regulations to the work of VA’s more than 140,000 health 
care providers and almost 400 health care administrators. OGC helps Department 
leaders and employees navigate those legal issues, shape policy, and ensure 
compliance with applicable laws and regulations.    

 Review more than 4,500 personnel actions per year and provide advice and guidance 
on all other legal matters in support of the Department’s 380,000 employees and 
almost 20,000 supervisors and managers. As the second largest federal employer, the 
Department is much like a large corporation, with a need for in-house legal counsel 
to provide guidance on personnel actions undertaken by its managers. This need for 
legal support and review continues to grow as the Department implements policy 
changes in support of its mission of focused accountability. The Department of 
Veterans Affairs Accountability and Whistleblower Protection Act of 2017 increased 
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the number of actions taken by VA, the dedicated attorney time needed per action, 
and the legal complexity of the federal process to discipline or remove 
underperforming or wrongdoing employees and better protect employees who bring 
wrongdoing to light. 

 Serve as VA’s personnel litigation counsel, representing VA interests before 
adjudicative bodies such as the Equal Employment Opportunity Commission 
(EEOC) and the Merit Systems Protection Board (MSPB) on claims of 
discrimination and prohibited personnel practices filed by employees every year.  

 Serve as VA’s contract litigation counsel, representing VA before the Government 
Accountability Office (GAO), Civilian Board of Contract Appeals (CBCA), and 
other Federal Courts, and providing litigation assistance to the Department of Justice 
in matters before the Court of Federal Claims (CoFC) on the more than 500 protests 
and claims filed per year.  

 Represent the Department before The United States Court of Appeals for Veterans 
Claims (CAVC). The CAVC provides Veterans an impartial judicial forum for 
review of administrative decisions by the Board of Veterans' Appeals (BVA) that are 
adverse to the Veteran or other claimants’ entitlement to service-connected disability 
compensation, survivor benefits, or other benefits such as education payments and 
health care benefits. OGC represents VA in every appeal before the CAVC, including 
requests for class action, writ petitions, and applications for attorney fees under the 
Equal Access to Justice Act. The number of appeals continues to increase due, in 
part, to increased staffing at the Board of Veterans’ Appeals resulting in more appeals 
being decided by the agency, resulting in a corresponding increase in appeals to the 
CAVC. It is too soon to assess the impact of the Appeals Modernization Act on the 
CAVC but the surge of appeals to the CAVC will continue as the Board focuses on 
working through and eliminating the backlog of legacy appeals. The CAVC’s 
relatively new authority to hear aggregate, class-action type cases will also continue 
to drive more complex, resource-heavy litigation.  

 Investigate and adjudicate actions filed against the Department alleging medical 
malpractice in the care of a Veteran or for personal injury thought to be caused by 
the Department or its employees, providing for monetary compensation to the 
Veteran as appropriate. To ensure the Veteran has every opportunity, OGC also 
independently reviews claims filed for reconsideration of denied claims, and 
provides support to the Department of Justice when actions are filed in federal court.  

 Provide guidance on government ethics questions from VA’s 380,000 employees, 
such as attendance at meetings, political activities, outside employment, and 
acceptance of gifts, at a rate of almost 9,000 inquiries per year. This is in addition to 
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review of every confidential and public financial disclosure form filed by employees 
of the Department. 

 Review 3,500 to 4,000 applications per year for accreditation of outside attorneys, 
claims agents, and Veterans Service Organization representatives who want to assist 
Veterans with filing a claim for benefits, to ensure Veterans have qualified 
representation. 

To meet the Department’s legal needs, OGC has undertaken efforts to realign its legal 
services to capture efficiencies, resulting in the following ten “areas of practice.”   
 
Areas of Practice 
 
Employment Law—legal support includes legal representation, legal review, legal 
operational advice, and legal policy advice in the following product categories: 
  

1. Hearings and settlement of employment litigation matters nation-wide.  
2. Expedited review of proposed disciplinary charges and advice to Department 

management in VACO and across the nation on actions taken under the Department 
of Veterans Affairs Accountability and Whistleblower Protection Act of 2017. 

3. Employee disciplinary actions appealed to the Merit Systems Protection Board, 
including expedited removal authority cases. 

4. Employee complaints of discrimination or harassment taken to the Equal 
Employment Opportunity Commission (EEOC). 

5. Title 38 employee actions, including reporting personnel to the National Practitioner 
Data Bank and State licensing boards, and disciplinary matters before Disciplinary 
Appeals Boards. 

6. Litigation with the Office of Special Counsel, including stays, sought under the 
whistleblower protection provision of the Act, of accountability actions taken against 
employees who claim to be whistleblowers. 

7. Labor management issues taken before the Federal Labor Relations Authority. 
8. Technical assistance and policy drafting assistance related to employment law 

legislation. 
9. Employee requests for representation by the Department of Justice. 
10. Inspector General and criminal investigations. 
11. General employment issues (includes Office of Special Counsel investigations, pay 

and leave policy issues, etc.). 
12. Labor-management relations, including arbitrations. 

 
 
Representation before the Court of Appeals for Veterans Claims - includes: 
 

1. The U.S. Court of Appeals for Veterans Claims (CAVC) is a federal court with 
exclusive jurisdiction to provide judicial review of final decisions by the Board of 
Veterans’ Appeals (BVA). The CAVC also has jurisdiction over writ petitions, 
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applications for attorney fees under the Equal Access to Justice Act, and class action 
suits. 

2. OGC represents the Department in all litigation brought before the CAVC. 
Approximately 8-10 percent of all BVA decisions are appealed to the CAVC.      

 
Contract Law—legal support includes legal representation, legal review, legal 
operational advice, and legal policy advice in the following product categories: 
  

1. Litigation against the Department pursuant to contract.  
2. Procurement (includes construction, supply, and service contracts). 
3. Expanded sharing of medical facilities, equipment, and information. 
4. Construction, acquisition and disposition of real property (includes leases and land 

acquisitions by/for VA, and easements on land owned by VA, but does not include 
real property acquired in the administration of the loan guaranty program, which is 
covered under Benefits Law above), and energy matters. 

5. Enhanced-use leases of real property. 
6. Compliance with environmental, historic preservation, and occupational safety laws. 

  
Tort Claim Adjudication—includes the following product categories: 
 

1. OGC investigates and adjudicates administrative tort claims filed against the 
Department for injuries alleged to have resulted from VA-provided health care 
(medical malpractice). 

2. OGC investigates and adjudicates non-health care related claims involving VA 
property and employees.  

 
Information and Administrative Law—legal support includes legal representation, 
legal review, legal operational advice, and legal policy advice in the following product 
categories: 
 

1. Disclosure of information (e.g. Congress, Touhy, FOIA, Privacy Act). 
2. Electronic discovery of Department records in litigation matters across areas of 

practice. 
3. Federal Advisory Committee Act (FACA). 
4. Administrative Procedure Act (APA). 
5. Organization/reorganization of VA and its component parts. 
6. Authorized use of appropriated funds and other fiscal matters. 
7. Federal Records Act. 
8. Paperwork Reduction Act. 
9. Laws prohibiting discrimination in programs receiving Federal financial assistance 

(e.g., title 6 of the Civil Rights Act of 1974, title 9 of the Education Act, as amended, 
and Section 504 of the Rehabilitation Act, as amended). 

10. Operational activities supporting legal services. 
 
Health Law—legal support includes legal representation, legal review, legal 
operational advice, and legal policy advice in the following product categories: 
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1. Access to care and MISSION Act implementation, including eligibility issues, 
community care, urgent care, and other non-VA services. 

2. Caregiver benefits. 
3. Grants and supportive services for homeless veterans and their families. 
4. Office of Medical Inspector reports. 
5. State Veterans' Homes program. 
6. Issues relating to the administration and management of a health care system. 
7. Patient safety. 
8. Bioethics. 
9. Medical Research. 
10. Canteen Service operations. 
11. Final agency decisions on patent matters. 
12. Non-profit research corporations (issues related to incorporation and management of 

these corporations). 
 
Benefits Law—legal support includes legal representation, legal review, legal 
operational advice, and legal policy advice in the following product categories: 
  

1. Compensation, Pensions, and Survivors’ Benefits. 
2. Vocational Rehabilitation and Education. 
3. Burial benefits. 
4. National Service Life Insurance and Servicemembers’ Group Life Insurance. 
5. Appointment and removal of fiduciaries. 
6. Attorney fees for claimant representation. 
7. Accreditation of claimants’ representatives, to include attorneys and claims agents. 

 
Ethics—legal support includes legal review, legal operational advice, and legal policy 
advice in the following product categories: 
 

1. Advice to Department leadership and employees related to Government Ethics 
questions and issues. 

2. Ethics training. 
3. Review of Department Public Financial Disclosure. 
4. Review of Department Confidential Financial Disclosures. 
5. Manage Agency Ethics Program. 

 
Collections—includes legal review, legal operational advice, and legal policy advice in 
the following product categories: 
 

1. Assistance to the Department in the collection of debts owed to the United States by 
liable third parties, insurers, and Veterans. 

2. Assistance to the Department in the collection of revenue pursuant to probate or 
bankruptcy. 
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Loan Guaranty—includes legal review, legal operational advice, and legal policy advice 
in the following product categories: 
 

1. VBA’s Loan Guaranty Program, including protection of the Government’s and 
Veterans’ interests in the guaranty of home loans for Veterans. 

2. Review of title to the Secretary under foreclosure, Specially Adapted Housing 
Grants, approvals for use of the Department’s Guaranteed Loan program for 
purchase of a unit in a multi-unit property, and eviction. 

 
 
Recent Accomplishments: 
 
MISSION Act Implementation Support: Throughout 2019, OGC attorneys provided 
significant legal support that was vital to the successful and timely implementation of the 
MISSION Act. Highlights of OGC’s work include: 

 Veterans Care Agreements - worked closely with VHA’s Office of Community Care 
to expeditiously develop the interim final rule allowing VA to furnish care to eligible 
beneficiaries when traditional contracts or agreements cannot be used.  

 Provisions related to community care - worked closely with VHA on regulations and  
contract modifications necessary to implement the myriad provisions of the 
MISSION Act that affect VA’s provision of community care including the new 
Veterans Community Care Program (VCCP) and the new urgent care benefit as 
required by 38 U.S.C. 1725A.  

 Center for Innovation for Care and Payment - drafted the proposed rule and advised 
VA senior leaders on the new authority for the Center for Innovation for Care and 
Payment required by 38 USC 1703E, as added by section 152 of the  MISSION Act. 
OGC also reviewed the Innovation Steering Committee charter and participates as a 
non-voting member of the Committee. 

 Worked closely with VHA and other elements of the Administration on increasing 
the limit under the Education Debt Reduction Program; establishing the Specialty 
Education Loan Repayment Program;  establishing peer specialists in patient aligned 
care team settings (PACTS); creating a medical scribes pilot program to assist 
physicians and medical practitioners with electronic medical records; and reviewing 
and editing nearly 20 new Congressionally-mandated reports related to the MISSION 
Act. 

Promoted VA Public-Private Partnerships: VA is committed to working closely with 
community leaders, advocates, stakeholders, service providers, and Federal, state, private 
and non-profit organizations to improve the experience of transitioning Service members, 
Veterans, families, caregivers, and survivors. OGC provided legal review of partnerships 
currently operating that involve increasing outreach for health/mental health/suicide 
prevention, providing tickets to events that reduce stress, strengthen family bonds, build life-
long memories, and encourage service members and Veterans to stay engaged with local 
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communities, partnering to provide personalized, proactive, patient-driven health care to 
empower, equip, encourage, and support Veterans in achieving the greatest level of health 
and well-being. 

Additional partnerships with cellular companies have focused on eliminating data charges 
for Veterans who access video telehealth through mobile devices, enhancing the accessibility 
of Veteran’s health care by bringing services closer to Veterans and their caregivers, some 
of whom live hours away from a VA facility or have disabilities that make travel difficult.  

Appeals Modernization Implementation: OGC worked closely with the Board of 
Veterans’ Appeals, VBA’s Appeals Management Office, and VHA to craft comprehensive 
rules and procedures to implement the Appeals Modernization Act under Public Law 115-
55, which were published in a final rule in January 2019. OGC worked closely with multiple 
VA program offices to adapt their processes to the new appeals structure, including 
sunsetting rules that no longer apply. The new processes are expected to reduce appeal 
processing times, provide greater choice to appellants, and greater transparency in the 
appeals process. 

Supreme Court Decision Upholding Deference to Executive Branch Agencies: OGC 
assisted the Office of the Solicitor General in this significant U.S. Supreme Court case 
arising from a VA adjudication of a benefits claim, but  presenting an issue broadly affecting 
the Executive Branch regarding the principle of judicial deference to Federal agencies’ 
interpretations of their own regulations. The decision, in Kisor v. Wilkie, while somewhat 
modifying the principle of judicial deference, preserves an important tool for ensuring that 
Federal regulations are implemented in a uniform manner consistent with their intended 
purpose. 

Cooperative Research & Development Agreements (CRADAs): OGC negotiated and 
finalized several Master CRADA templates for clinical trials and data collection with 
industry leaders to facilitate research collaboration between VA and the private industry 
collaborator. 

Access to Clinical Trials: OGC helped establish appropriate delegations and approved the 
first VHA-level confidentiality agreement  in VHA’s Access to Clinical Trials (ACT) for 
Veterans initiative to streamline the process of getting clinical trials setup and running at 
VA.  

GPD Case Management Grants: OGC worked closely with the VA Homeless Providers 
Grant and Per Diem Program to implement a new grant program that provides case 
management services to improve the retention of housing by Veterans who were previously 
homeless and are transitioning to permanent housing and to Veterans who are at risk of 
becoming homeless. 

Common Rule for Research: OGC advised VA and participated in a Federal Government-
wide effort to amend the Common Rule concerning research protocols and human subject 
protections.  
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Loan Guaranty Funding Fee Refunds for Veterans: OGC played a critical role in 
ensuring that disabled Veterans would receive refunds of funding fees for VA-guaranteed 
loans by issuing a Precedent General Counsel Opinion about funding fees and collaborating 
with VBA to inform Congress and the public of the new refund process and progress toward 
successfully delivering the refunds to Veterans by September 30, 2019. 

Expansion of Veteran Opportunities for VA-Guaranteed Loans:  

 OGC worked closely with Congress in drafting a landmark change to the home loan 
guaranty program, enacted under Public Law 116-23, expanding the borrowing 
power for Veterans by authorizing a new guaranty structure that affords Veterans 
access to higher loan amounts without lenders requiring a down payment..  

 OGC worked closely with Congress in drafting legislation (Public Law 116-23) that 
exempts recipients of the Purple Heart Award from paying a VA-guaranteed loan 
fee. Beginning January 1, 2020, the Government waives for these Veterans the 
statutory loan fee usually necessary when obtaining a guaranteed loan.  

 The Native American Direct Loan (NADL) program makes home loans available to 
eligible Native American Veterans and spouses who wish to purchase, construct, or 
improve a home on Federal Trust land or to reduce the interest rate. In 2019, OGC 
provided the legal assistance to VBA to enter into original agreements with three 
Native American Tribes for participation in the NADL program.  

Protecting Veterans from Predatory Lending: By mid-2018, international investors were 
warning that equity-skimming and serial refinancing of VA-backed loans had the potential 
to destabilize not just VA’s program, but also the multi-trillion-dollar government-backed 
securities market as a whole. OGC worked with the White House, Congress, and sister 
federal agencies to implement a multi-step strategy that began with significant reforms to 
the Dodd-Frank Wall Street Reform and Consumer Protection Act. Efforts continued in 2019 
and included new policies to thwart novel predatory practices, as well as publication of an 
interim final rule in just over six months after enactment of the Economic Growth, 
Regulatory Relief, and Consumer Protection Act. OGC’s legal advice helped protect 
Veterans from incurring billions of dollars in predatory debt and helped quiet the concerns 
among international investors. It also helped to ensure a steady stream of liquidity for 
Veterans’ home loan benefits, as well as for other government-backed loans (e.g., FHA and 
USDA).   

Support of New Technology Grants to Aid Disabled Veterans: OGC provided essential 
legal assistance for the issuance of almost $800,000 in grants in the Specially Adapted 
Housing Assistive Technology (SAHAT) program which supports the development of  
innovative technology to improve the livability of disabled Veterans’ and Servicemembers’ 
homes. 

Oversight of Contracted Litigation Fee Attorneys: OGC developed a Fee Attorney 
Oversight program to ensure that contracted eviction litigation assistance attorneys follow 
appropriate legal procedures and billing practices.  Where discrepancies were identified, 
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OGC worked with Loan Guaranty Service to adjust billing criteria for contracted fee 
attorneys and, in one case, assisted the VA OIG and the New York United States Attorney’s 
Office in the successful prosecution of a third-party contractor for fraudulent claims. Lastly, 
OGC developed an annual litigation report for distribution and collaboration with the 
Department of Justice and the U.S. Attorneys Offices throughout the nation detailing the 
eviction litigation in their jurisdictions.  

Oversight of Qualifications of Veterans’ Accredited Representatives: To address 
concerns that an estimated 60 percent of attorneys accredited by VA to represent benefits 
claimants were not in compliance with continuing legal education (CLE) requirements,  
OGC issued 12,460 Intent-to-Cancel letters notifying delinquent attorneys that they had 30 
days to report on the completion of their CLE training or risk the suspension of their VA 
accreditation while also conducting targeted outreach to noncompliant representatives who 
are currently representing Veterans to minimize the disruption to  active representation of 
veterans. OGC also coordinated with the American Bar Association, which makes relevant 
CLE courses available to representatives at no cost.  

Electronic Health Record Modernization (EHRM) Support: OGC attorneys continued 
to provide critical legal advice and litigation support during 2019 to the EHRM initiative, 
and on VA’s critical contract with Cerner Government Services, Inc., for the procurement 
and deployment of the Electronic Health Record (EHR) solution.  

Legal support to the Contracting team administering the contract covered issues affecting 
scope, fiscal and intellectual property issues, small business concerns, and Congressional 
inquiries.  

OGC attorneys also advised the Federal Electronic Health Record Modernization (FEHRM) 
Program Office, which serves as an agile, single decision-making authority that efficiently 
adjudicates potential joint functional, technical, and programmatic issues in support of the 
VA/DoD’s single, seamless integrated EHR objectives.  

OGC’s successful defense of a protest in the Veterans Data Integration and Federation 
(VDIF) Enterprise Platform Sustainment and Integration contract—a key effort in the 
EHRM initiative—was also critical in 2019. The protestor withdrew after the agency 
responded with a detailed defense demonstrating there was no Organizational Conflict of 
Interest.  

Forever GI Bill: In 2019, OGC legal support was critical to resolving instances in which 
Veterans did not receive full payment of some housing allowances provided by the 2017 
updates to the Post-9/11 GI Bill enacted by the Harry W. Colmery Veterans Educational 
Assistance Act of 2017, also known as the “Forever GI Bill.”  

Legal support enabled expedited award of a contract to a Federally Funded Research and 
Development Center (FFRDC) to facilitate the necessary implementation of the 2017 
amendments to the Post 9/11 GI Bill. 
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OGC provided timely legal and business advice to the Contracting Officer and customer 
leading to the successful  competitive award, in approximately 6 weeks, of a contract for 
‘Integrated Colmery Implementation’ support. This action innovatively used a Statement of 
Objectives,  requiring offerors to propose the best solution to integrate legacy systems and 
fix the payment problems.  

Post-award, OGC continued supporting VA in timely responding to multiple Congressional 
requests for documents, including reviewing over 6,500 pages of contract file documents for 
potential release to oversight committees. 

VHA Contract Litigation Excellence: In 2019, OGC partnered with contracting staff in the 
VA Districts to successfully defend more than 250 legal actions challenging VA's 
procurements in various legal forums.  GAO sustained less than 1 percent of bid protests 
challenging contract awards arising out of the nineteen VHA Network Contract Offices as 
compared to the Federal agency-wide sustain rate of 15 percent in 2018 and 17 percent in 
2017. 

VHA Acquisition, Logistics & Supply Chain Support: OGC provided timely and effective 
legal advice to VA’s acquisition staff nationwide, including assistance to three Regional 
Procurement Offices, nineteen Network Contract Offices, and seven Consolidated Mail 
Outpatient Pharmacies. OGC supported more than 2,800 contracting officers who annually 
award approximately 185,000 contract actions with a total value greater than $15 billion. 

For-Profit Educational Institution (FPEI) Amendments: OGC worked closely with 
VHA, VBA and NCA, the Office of Government Ethics, Senate and House Veterans Affairs 
Committee staff and Veterans Service Organizations to amend 38 U.S.C. 3683 to establish 
a process for reviewing employee connections to FPEIs and identifying potential conflicts 
of interest. The amendments maintain VA’s close scrutiny of employee relationships with 
FPEI while allowing employees to take advantage of legitimate educational opportunities.  

Support of VHA Revenue Operations: In collaboration with our VHA Office of 
Community Care (OCC) Revenue Operation partners, OGC is responsible for recovering 
funds owed to the Department for care provided to Veterans involving third parties, 
particularly when those funds are tied to litigation, or when state or local entities are involved 
(i.e. workers’ compensation, probate, etc.). 

During 2016 - 2018, OGC increased its recoveries by 31.6 percent (2016:  $56.3 million; 
2017:  $66.4 million; 2018:  $74.0 million) while increasing case closures by 49 percent. 

OGC more than doubled the number of payer-relations legal services provided in 2019 from 
2018 while providing all revenue-related policy and legislative legal reviews and supporting 
VHA with audits and health insurance payment disputes. 

Podiatrist Pay Legislation: OGC worked with VHA, OCLA, and HRA to put forth a 
legislative fix to amend 38 U.S.C. § 7431 to allow podiatrists to be subject to the same pay 
system as physicians and dentists. By addressing market and performance pay, this 
legislation, passed by Congress on April 8, 2019 as Public Law 116-12, fulfilled its intent in 
the MISSION Act (38 U.S.C. § 7404(b))  which only addressed base and longevity pay.   
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Memos on 38 U.S.C. § 7306 appointments:  During it review  of the draft Executive Order 
to change the basic rate of pay for appointments within VHA, specifically senior executives 
appointed under 38 U.S.C. § 7306, OGC determined that such appointees were being paid 
in excess of the amount provided by 38 U.S.C. § 7404(d). OGC worked closely with VHA, 
DOJ’s Office of Legal Counsel and White House Counsel and provided various 
recommendations to remedy the pay issue including a legislative fix. OGC also addressed 
the related question of whether VHA can use title 5 Senior Executive Service (SES) authority 
in lieu of the appointment authority set forth in title 38 U.S.C. § 7306; and determined that 
§ 7306 is the exclusive appointment authority for mandatory positions identified in § 7306.  

Smoke-free policy at VA Medical Centers:  OGC worked extensively with VHA to ensure 
its smoke-free policies for patients, visitors, employees and contractors are well tailored to 
meet VHA’s goal of having smoke-free campuses and comply with all legal requirements 
and labor obligations.  OGC successfully defended the agency in a national grievance filed 
by the American Federation of Government Employees (AFGE) on the policy and is 
currently defending a second national grievance filed by AFGE regarding the employee 
smoke-free policy. 

Update of VA Handbook 5005, Qualification Standards:  OGC worked with the Office 
of Human Resources and Administration (OHRA) on the review and update of multiple 
occupational qualification standards within VA Handbook 5005. This included correcting a 
error in legal citation in the handbook relating to the  Secretary’s ability require hybrids to 
be proficient in English.     

Assistance with the establishment of the Office of Electronic Health Records 
Modernization:  OGC worked closely with OHRA and VHA to develop a legislative 
proposal to allow the Office to appoint and pay Title 38 individuals. OGC continues to advise 
the Office on interim solutions to bring Title 38 individuals on-board, pending a legislative 
fix. 

VA Accountability and Whistleblower Protection:  OGC continues to play a critical role 
in defending actions taken under the new authority and establishing positive precedent that 
will shape use of the authority in the future. OGC works closely with OHRA and the Office 
of Accountability and Whistleblower Protection (OAWP) to ensure that policies and 
guidance implementing the Department of Veterans Affairs Accountability and 
Whistleblower Protection Act of 2017 are streamlined and legally sufficient. OGC continues 
to work closely with DOJ to ensure that portions of the Act, currently being challenged in 
court, are defensible. OGC also worked with OAWP to brief Hill staffers on the 
implementation of the Act and assisted leadership in preparation for congressional hearings 
related to implementation of the Act.  

Assistance with the Federal Vacancies Reform Act:  OGC worked closely with OHRA to 
advise on issues related to delegations as Executive in Charge of VHA and the appointment 
of the General Counsel, to the position of Acting Deputy Secretary. In coordination with the 
Department of Justice (DOJ), OGC subsequently advised on the General Counsel’s 
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appointment, following the expiration of the time limit on the Acting position, as the General 
Counsel performing the delegable duties of the Deputy Secretary. OGC advised on a number 
of delegations of authority, including the functions of the Assistant Secretary for OPIA. 

Requests for Policy Decisions under 5 C.F.R. §2427: At the request of VA leadership, 
OGC has finalized six briefs, with an additional three briefs pending, on subjects upon which 
the Federal Labor Relations Authority can provide potential clarification of policy pursuant 
to 5 C.F.R. § 2427.2 that would potentially eliminate barriers during negotiations of VA’s 
(and other agency’s) collective bargaining agreements.  

Collective Bargaining Agreements (CBA) Negotiations:  OGC continues to provide legal 
assistance to OHRA as it renegotiates multiple CBAs with VA’s National unions. OGC is 
currently providing legal advice for the AFGE negotiations over its Term CBA. It provided 
legal advice for the NFFE Term CBA negotiations and Federal Service Impasses Panel 
(FSIP) submission filed following the parties reaching impasse during negotiations. OGC 
conducted the Agency Head Review of the NNU Term CBA and continues to provide 
litigation assistance regarding the legal objections NNU has filed with the Federal Labor 
Relations Authority (FLRA) and in U.S. District Court concerning the legal issues with the 
negotiated Term CBA. OGC also provided legal advice on the notice prepared by OHRA to 
reopen negotiations with NAGE. 

Employment litigation matters: OGC is actively defending an increased number of cases 
under VA’s new adverse action authority under 38 U.S.C. § 714. OGC has provided 
extensive litigation assistance to DOJ in eleven pay cases, including successfully identifying 
multiple deficiencies in Khanoum v. VA, which served as grounds for an agreed-upon 
Dismissal Without Prejudice that narrowed potential future pay claims against VA. Given 
the myriad changes in labor policy being directed via Executive Order and recent FLRA case 
law, OGC has defended an influx of new grievances at both the local and the national level 
in addition to an increase in matters before the FLRA. OGC successfully defended a national 
grievance alleging VA was required to bargain prior to implementing the procedures of the 
Department of Veterans Affairs Accountability and Whistleblower Protection Act of 2017 
in arbitration and will continue to defend the matter based on exceptions AFGE filed with 
the FLRA. OGC is also in the final stages of executing a settlement agreement with AFGE 
concerning a long-standing claim of non-compliance with Public Law 111-163 and 
continues to provide ongoing advice to VHA and Payroll concerning compliance with the 
law and related settlements.  

Repudiation of official time under 38 U.S.C. §7422, National Grievances and DOJ 
litigation AFGE, NNU, NFFE and NAGE:  OGC worked closely with OHRA to prepare 
notices for the repudiation of all Master CBA provisions that authorized official time for 
those appointed under 38 U.S.C. §7421(b). Following VA’s rescission of CBA’s official 
time for Title 38 employees pursuant to 38 U.S.C. §7422, OGC worked closely with LMR 
to respond to multiple national grievances that were filed and with DOJ when all four 
national unions filed suit in D.C. District Court to challenge VA’s actions. OGC continues 
to work with DOJ on this litigation.  
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Implementation of Executive Orders (EOs):  Following the August 25, 2018 decision by 
a judge in the US District Court for DC finding that certain provisions in the three EOs issued 
by the President on May 25, 2018 (EO 13836 (83 Fed. Reg. 25329) (on collective bargaining 
procedures), EO 13837 (83 Fed. Reg. 25335) (on official time), and EO 13839 (83 Fed. Reg. 
25343) (on accountability)), were invalid, OGC worked with OHRA to ensure that guidance 
was sent out to field about the court’s decision and the rescission of portions of intervening 
guidance issued by OHRA on the implementation of the EOs. OGC is currently working 
with OHRA on guidance to the field regarding the July 16, 2019, District Court of Appeals 
decision vacating the District Court’s decision striking portions of the EO. OGC also 
continues to work closely with DOJ to monitor the status of multiple other complaints filed 
by labor unions against the President regarding the EOs in various forums and advise the 
CBA negotiation teams as the EOs litigation impacts negotiations. 

Intellectual Property:  OGC issued over 400 Determination of Rights to inventions made 
by agency employees.  
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Budget Highlights 
In 2021, OGC requests budget authority of $121.2 million and 752 FTE, and $23.5 million 
in reimbursable authority and 146 reimbursable FTE, to provide critical legal support and 
representation necessary for the Department to meet the Secretary’s priorities. 
 
Summary of Employment and Obligations—Analysis 
 

 
 
  

2019 Budget Current 2021 Increase (+)
Actuals Estimate Estimate Request Decrease (-)

Average Employment:
VA Central Office (VACO) 241          212          213          225         12                 
VA's Operations outside of VACO 448          607          600          674         74                 
    Total 689 819 813 898 85

Obligations:
Personal Services 1/ $105,495 $121,818 $123,701 $131,669 $7,969
Travel 1,326       2,114       1,925       2,165      $240
Transportation of Things 38            178          181          181         $0
Rents, Communications & Utilities 1,310       2,937       1,749       2,935      $1,186
Printing and Reproduction 22            15            15            15           $0
Other Services 5,161       5,806       5,883       6,402      $519
Supplies and Materials 180          278          279          305         $27
Furniture and Equipment 39            1,005       629          1,035      $406
Insurance Claims 2              20            20            20           $0
  Total Obligations $113,574 $134,171 $134,381 $144,728 $10,346

Reimbursements (-) -18,186 -21,962 -22,172 -23,541 -$1,369
SOY Year Unobligated Balance (-) -41 $0
EOY Year Unobligated Balance (+) 428 $0
Total Budget Authority $95,775 $112,209 $112,209 $121,187 $8,977

Summary of Employment and Obligations
(dollars in thousands)

1/ 2019 CE includes $41K transferred from Office of Mangement (OM)

2020
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Explanation of increases and decreases:   
OGC needs additional FTE to address significant increases in legal workload. Funding 
increases are required to ensure OGC is properly resourced in key legal support areas.  
 
VA has seen the need for legal resources increase during the past five years due to 
increases in funding and scope of various VA programs. Without the funding supported in 
this budget, VA would not have the legal resources to handle the day-to-day preventive 
law to ensure legal actions are taken with sound legal guidance and within the bounds of 
law and regulation.  
 
The Department of Veterans Affairs Accountability and Whistleblower Protection Act of 
2017 created a workload surge in OGC. The VA Accountability and Whistleblower 
Protection Act of 2017, and VA policy changes that are necessary to implement it, have 
increased the number of hours required in individual employment law cases. Additionally, 
the number of employment law matters requiring legal services has increased steadily since 
passage of the Act. This increased number of cases and the increased time necessary for 
each case requires an increase in the number of OGC attorneys with employment law 
expertise.  
 
VA has increased staff and is producing a steadily increasing number of decisions through 
the BVA. This results in an increased number of appeals to the Court of Appeals for 
Veterans Claims (CAVC). As the exclusive representative of VA at the CAVC, OGC 
needs additional attorneys to represent the Department and avoid sanctions. 
 
OGC also needs additional attorneys to: 

 Support the implementation of the MISSION Act. 
 Support the Office of Management 
 Support the EHRM. 
 Support development of VA Public-Private Partnerships 
 Practice preventive law to ensure that VA can perform optimally.  
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Changes from Original 2020 Budget 
 

 
  

Budget Current Increase (+)
Estimate Estimate Decrease (-)

Average Employment 819 813 -6
Obligations:
Personal Services $121,818 $123,701 $1,883
Travel $2,114 $1,925 -$189
Transportation of things $178 $181 $3
Rents, communications & utilities $2,937 $1,749 -$1,188
Printing and reproduction $15 $15 $0
Other services $5,806 $5,883 $77
Supplies and materials $278 $279 $0
Furniture and equipment $1,005 $629 -$376
Insurance claims $20 $20 $0
Total Obligations $134,171 $134,381 $210

Changes from 2020 President's Budget Request

(dollars in thousands)
2020
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Summary of Workload Indicators 
 

 
Note:  OGC assesses the number of matters pending, the number of matters received, and the average number of hours 
required to complete the matter in determining workload. 
workload. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Product Lines: Pending 
FY19 

Open 
FY19

Pending 
FY20

Open 
FY20

Pending 
FY21

Open 
FY21

Employment Law 7,658            28,556       8,424         31,412       9,266             34,553       
Court of Appeals (Appeal of 
BVA Decisions)

10,521           13,572       11,573       14,929       12,730           16,422       

Contract Law 7,384            6,827         8,122         7,510         8,935             8,261         
Tort Claim Adjudication 3,931            3,177         4,324         3,495         4,757             3,844         
Information Law 1,954            3,272         2,149         3,599         2,364             3,959         
Health Law 1,332                     5,478 1,465         6,026         1,612             6,628         
Benefits Law 2,819            3,763         3,101         4,139         3,411             4,553         
Ethics 667               11,066       734           12,173       807               13,390       
Collections 20,210           16,301       22,231       17,931       24,454           19,724       
Loan Guaranty 1,002            22,348       1,102         24,583       1,212             27,041       
Column Totals 57,478         114,360    63,226      125,796    69,548          138,376    
Overall Totals FY19 Total: 171,838    FY20 Total: 189,022    FY21 Total: 207,924    

FY 19 (Actuals) FY 20 (Projected) FY 21 (Projected)
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Office of Management 
 

Mission Statement  
The Office of Management (OM) provides Departmental leadership, stewardship, and 
oversight, with a vision for being a trusted advisor and partner in the goal of achieving 
budgetary, financial, long range investment planning and analysis, and capital asset 
management excellence.  To support our primary customers including Congress, the Office 
of Management and Budget, the Department’s three Administrations, the Board of 
Veterans’ Appeals, the Office of Information Technology, and Staff Offices, we will initiate 
actions that continue to improve VA’s ability to provide timely, reliable, accurate, quality 
and cost effective services. We will strive to increase business efficiencies through 
standardized processes, maintain effective stewardship over VA resources, increase 
accountability and transparency, and provide oversight of the Department’s financial and 
business functions.  

Summary of Budget Request 

 
 

 In 2021, Office of Management is requesting budget authority of $71.1 million and 
312 FTE to support its mission which includes the highest priorities and initiatives 
to improve business practices, enhance financial oversight, and strengthen internal 
controls. 

 Office of Management funding also includes $628 thousand from estimated 
Enhanced-Use Lease (EUL) receipts and other reimbursements. Details on 
reimbursements can be found in the Budget Highlights section of this chapter. 

2020            
Current Estimate FTE 2021 FTE

Office of Finance $15,112 64 $18,273 64
Office of Business Oversight 11,357 67 11,820 67
Office of Financial Management Business Transformation 11,879 40 13,924 46
Office of Budget 11,293 66 11,355 66
Office of Asset Enterprise Management 8,971 50 9,020 52
Office of the Assistant Secretary 5,380 15 6,661 17
Total Budget Authority $63,992 302 $71,054 312

Office of Asset Enterprise Management 1/ $628 4 $628 4
Office of Budget 100 0 100 0

$728 4 $728 4
$64,720 306 $71,782 316

1/ Estimates for Enhanced Use Lease receipts.

($ in 000) 
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Program Description and Accomplishments 
OM, under the leadership of the Assistant Secretary for Management, is a multifunctional 
organization responsible for directing the VA’s business activity compliance, budgeting, 
financial management, long range data-driven program analysis, and capital asset 
management functions.  The office comprises six organizational elements: the offices of the 
Assistant Secretary, Finance, Business Oversight, Financial Management Business 
Transformation, Budget, and Asset Enterprise Management. 
 
The Assistant Secretary for Management is the Chief Financial Officer (CFO).  The 
functions of the Senior Real Property Officer (SRPO) and Chief Sustainability Officer 
(CSO) reside within OM. 
 
Office of Finance 
The Office of Finance (OF), under the direction of the Deputy Assistant Secretary for 
Finance, currently comprises approximately 64 staff in three sub-offices located in the 
Washington, D.C. area, the Office of Financial Policy (OFP), Office of Financial Audit 
(OFA) and Office of Financial Reporting (OFR).  In addition, there are more than 885 staff 
at two of VA’s Enterprise Centers: the Financial Services Center (FSC) in Austin, Texas, 
and Debt Management Center (DMC) in St. Paul, Minnesota. These Enterprise Centers are 
non-appropriated entities within VA’s Franchise Fund.  
 
OF establishes financial policy for all VA financial entities; provides guidance on all aspects 
of financial management; manages the Department’s financial operations, administers the 
management of VA’s charge card programs, and produces VA’s annual financial 
statements.  OF also manages VA’s conference tracking and reporting, which includes the 
responsibility for developing and delivering Congressionally mandated reports. OF 
provides financial systems support for maintenance and modification of VA’s core 
accounting system, the Financial Management System.  OF provides oversight of the VA 
Time and Attendance System and the Conference Oversight and Reporting Knowledgebase.  
OF is responsible for employee travel and relocation, processing payments to vendors, 
medical claims adjudication and payment processing, payroll processing, and expanding 
electronic commerce and electronic data interchange capabilities.  OF oversees VA’s debt 
management. 
 
OF provides Departmental leadership and assistance to VA Administrations and staff 
offices regarding financial process improvement and audit readiness, as well as remediating 
audit-related material weaknesses and significant deficiencies.  
 
(Refer to the Franchise Fund Enterprise Centers chapter for budget information on the 
FSC, DMC, and other Franchise Fund operations.)  
 
Recent Accomplishments: 
 

 Sustained VA’s 21st clean audit opinion and successfully published VA’s Agency 
Financial Report by government-wide deadline.   
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 Delivered multiple Financial Management Leadership Training conferences 
attended by over 1300 employees to build a cadre of well-trained financial 
management professionals.   
 

 Achieved Initial Operating Capability of the Electronic Claims Administration and 
Management System (eCAMS).  eCAMS optimizes business processes, addressing 
VA’s lack of an end-to-end automated claims processing system that had created a 
backlog of claims paid to community care providers.   
 

 Established HR/Payroll System Change Control Board to address HR/Payroll 
legislative and administrative changes requiring system changes. 
 

 Successfully executed the system change required to update full time physicians’ 
leave and pay recording from daily to hourly. 
 

 Improved the Debt Management Center’s call center support by reducing call wait 
times to less than 2.5 minutes, and reducing blocked calls by 58 percent and 
abandoned calls by 28 percent while increasing the number of calls handled by 10 
percent. 
 

 Developed an automated tool that corrected a major system deficiency of 
overstatements in prior year obligations recoveries totaling over $3 billion. 
 

 Created and published the Chief Financial Officer financial dashboard on VA’s 
Pulse Site to track and address potential stale obligations. 
 

 Published 64 policy chapters including highly anticipated and long developing 
policy chapters such as Purchase Card and Payroll that had a significant effect on 
operational activities for VA.  
 

 Developed a new policy to support the implementation of VA’s most significant 
accounting policy change to record community care obligations at the time of 
payment.   
 

 Collected $1.7 billion in debts. 
 

 Processed 1.7 million commercial invoices and issued payments of $21 billion.  
 

 Paid over 99 percent of invoices timely and achieved 96 percent of all available 
discounts offered by vendors for prompt payment.   
 

 Processed 8.9 million credit card and prime vendor pharmaceutical transactions 
valued at over $11 billion, garnering $101 million in rebates for VA.  
 

 Adjudicated and paid over 6.5 million VA healthcare claims in 2019.  
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 Supported payroll processing for 409 thousand employees, ensuring VA staff were 
paid timely and accurately.   
 

 Processed over 189 thousand trips valued at $210 million in 2019 through the 
enterprise-wide Concur travel system.   
 

 Processed 649 VA employee Permanent Change of Station relocations, reimbursing 
4,384 claims for over $11.8 million. 

 
 Sustained the 30-year-old legacy core accounting system, the Financial 

Management System (FMS).  A mainframe based application with 90 interfaces, 
FMS is a critical system that is relied upon by all of VA for financial transactions.  

 
Office of Business Oversight 
The Office of Business Oversight (OBO) provides oversight of VA’s internal control 
program and compliance with improper payments legislation as well as prevention of fraud, 
waste, and abuse.  OBO provides guidance and support to VA Administrations and staff 
offices regarding VA’s compliance with the Federal Managers’ Financial Integrity Act 
(FMFIA) of 1982, and the internal controls portion of Office of Management and Budget 
Circular A-123, Management’s Responsibility for Enterprise Risk Management and 
Internal Control (OMB Circular A-123). OBO provides Departmental leadership and 
assistance to VA Administrations and Staff Offices to improve VA’s prevention and 
detection of fraud, waste, and abuse. The Fraud Reduction and Data Analytics Act 
(FRDAA) of 2015 also requires VA to actively engage in efforts to reduce fraud risk which 
OBO supports through an annual risk assessment to identify the Department’s programs at 
highest risk for fraud.  OBO also supports compliance with all improper payments 
legislation and amendments.  OBO works as a team to continuously improve VA’s 
detection, identification, response, and prevention activities to improve internal controls, 
combat fraud, waste, and abuse, and reduce improper payments.   
 
Recent Accomplishments: 
 
Assisted in the $2.7 billion reduction in VA’s improper payments. 

 Actively worked to reduce VA’s improper payments. Overall, VA reduced improper 
payments by $2.7 billion with $1.4 billion or 52 percent of the reduction directly 
attributable to OBO work. OBO also partnered with programs to improve existing 
corrective actions and develop a way to measure effectiveness of those actions 
across programs. 

 Supported the Chief Financial Officer’s (CFO) Council in the Improper Payments 
Working Group leading efforts to ensure that all Improper Payments Elimination 
and Recovery activities provide value to the taxpayer. 
 

Used a combined improper payment and fraud program risk assessment process maximizing 
efficiency through use of automated tools and reduction of the number of required risk 
assessments within programs.   
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 Coordinated the activities of VA’s Prevention of Fraud, Waste, and Abuse Advisory 
Committee (PFWAAC). The PFWAAC was established under the Federal Advisory 
Committee Act (FACA) and consists of industry experts and leaders appointed by 
the VA Secretary to make recommendations for how VA can be more effective in 
fighting fraud, waste, and abuse.    

 OBO partnered with Department of Treasury’s Bureau of Fiscal Service’s Office of 
Financial Innovation and Transformation (FIT) in an initiative to conduct projects 
jointly for combating fraud, waste, and abuse.  OBO continued its partnership with 
the Centers for Medicare & Medicaid Services (CMS), which will allow VA to 
leverage the gains made by CMS in combating fraud, waste, and abuse.   

 OBO improved comprehensive tools and templates to guide VA through the annual 
internal controls assessment and Statement of Assurance Process to include 
development of: (1) a user friendly Internal Control Assessment tool and guidebook; 
(2) Corrective Action Plan templates; (3) comprehensive explanatory guidance and 
instructions for successfully completing internal control assessments and Statement 
of Assurance and (4) interim and final Statement of Assurance templates.     

 In 2019, OBO focused on a major Department-wide initiative to modernize the 30-
year-old legacy financial management system.  OBO focused on establishing and 
identifying internal controls in VA’s target state business processes by integrating 
with Financial Management Business Transformation (FMBT), during system 
configuration for the National Cemetery Administration (NCA) wave. 

 In 2019, OBO established the Internal Controls Support Center (ICSC) as a new cost 
center in the Department’s Franchise Fund.  ICSC provides VA external reviews of 
Grantee operations, independent assessment of VA program’s internal controls as 
well as evaluation and testing of VA program internal controls. 

 
 
Office of Financial Management Business Transformation 
The Financial Management Business Transformation Service (FMBTS) provides strategic 
and operational leadership over the efforts to replace VA’s aging legacy financial and 
acquisition system infrastructure. The FMBT program will provide a modern integrated 
financial and acquisition management solution with transformative business processes and 
capabilities that enable VA to meet its goals and objectives, ultimately enhancing service to 
the Veteran.  VA will migrate to CGI’s Software as a Service (SaaS) model, configured for 
VA as Integrated Financial and Acquisition Management System (iFAMS), leveraging 
VA’s Enterprise Cloud offering.  This modern, cloud-based system will provide automated 
internal controls and edit checks to improve data quality, reduce error-prone manual data 
entry, and eliminate manual reconciliations between legacy systems. The program will 
increase the transparency, accuracy, timeliness, and reliability of financial information 
across VA, resulting in improved fiscal accountability to American tax payers and increased 
opportunity to improve care and services to our Veterans. 
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Recent Accomplishments: 
 

 Completed Business Process Re-engineering (BPR) workshop sessions for all nine 
business process areas and finalized the iFAMS enterprise configuration, which 
prescribes the foundational system configuration that will be used VA-wide in 
concert with Administration specific configuration. 
 

 Completed the initiation and planning phases and moved into the implementation 
phase for NCA’s iFAMS delivery scheduled for July 2020. 
 

 Completed the initiation and planning phases for the VBA General Operating 
Expenses (GOE) fund. 
 

 Completed design of new Accounting Classification Structure (ACS) which 
standardizes VA accounting elements. 
• The improved ACS comprises the data elements used for categorizing financial 

transactions along several dimensions that enable retrieval, summarization, and 
reporting of information in a meaningful way, thereby providing transparency 
into VA’s financial and acquisition data. 

 
 Continued to perform Internal Control (IC) assessments to identify process 

weaknesses and risks. 
• The assessments examine current-state financial management risks and 

challenges to proactively address areas of concern during wave configuration. 
• They also provide early identification of significant process weaknesses and 

help guide the configuration to mitigate these risks through implementation of 
automated and manual internal controls. 

 
 Completed migration of iFAMS to the VA Enterprise Cloud. 

 
 Enhanced customer experience through organizational change management 

activities, including robust stakeholder training, engagement, and communications 
at varying levels across Administrations and Staff Offices: 
• Launched HyperCare enterprise service desk (help desk) to address user issues 

from implementations. 
• Launched wave-specific communications teams to address community needs 

and concerns. 
• Hosted seven iFAMS Familiarization Sessions for Administrations and Staff 

Offices reaching up to 500 people per session. 
• Conducted Financial Management 101 and 201 pilots with Administrations. 
• Identified over 50 core competencies, 22 of which are high-impact level, to 

address fundamental skill gaps prior to system training. 
• Initiated system-focused training to enable users to confidently navigate and 

complete tasks in iFAMS. 
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 Updated the FMBT Life Cycle Cost Estimate to extend through 2029. 
 

 Aligned the iFAMS implementation schedule with availability of the LogiCole 
supply chain cloud solution. 
 

 Migrated to the iFAMS Enterprise Services Bus (ESB) to simplify and streamline 
system architecture. 
 

 Began the pre-planning for the Project Initiation Phase for the NCA Acquisitions 
wave. 
 

 Executed eight mini-mock migrations with NCA to test the data conversion process. 
 

 Managed VA’s compliance activities related to the Digital Accountability and 
Transparency (DATA) Act of 2014. 

o The DATA Act presents a difficult challenge for VA due to the non-
integrated, and outdated financial systems environment currently in use. 

o VA analyzed key DATA Act requirements and is working hand-in-hand 
with the modernization team to ensure the new financial and acquisition 
management systems will allow VA to meet all requirements when the 
systems are fully operational. 

 
Planned 2020 Accomplishments: 

 Complete Integrated System Testing (IST) for the NCA Financials Wave 
 Complete User Acceptance Testing (UAT) for the NCA Financials Wave 
 Conduct training for NCA Finance users 
 Complete development of all critical interfaces needed for NCA go-live 
 Migrate NCA finance data to production system 
 Complete documentation for Authority to Operate (ATO) 
 NCA go-live in July 2020 
 Complete deep dives and configuration of VBA GOE wave 

o Begin planning and product phases for NCA Acquisitions 
o Begin planning for integration with Logicole 
 

Planned 2021 Accomplishments: 
 VBA GOE go live in two phases  
 NCA Acquisitions go-live 
 Complete initiation and planning phases and begin production phase for VBA Loan 

Guaranty wave  
 Complete initiation and planning phases and begin production phase for the Staff 

Offices wave 
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Schedule 
Figure 1 below shows the current notional roadmap for implementing FMBT across VA. 
This roadmap is aligned with LogiCole availability to mitigate the need for interim 
interfaces and reduce change fatigue. 
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Summary of Budget Request 
 

 
 

Explanation of Budget Request 
 

 General Administration funding provides federal FTE to oversee the program, as 
well as funding for service level agreements with other VA offices. GenAd also 
funds a contract to provide DATA Act support. 

 OIT funding is used for IT development and maintenance costs (system integration, 
interfaces, hosting, configuration, licenses, etc.). 

 Franchise Fund dollars are used for non-IT program costs which are billed to VA 
administrations and staff offices. 

 Supply Fund dollars are used for implementation of acquisition functionality. 
 
Office of Budget 
The Office of Budget (OB) provides strategic and operational leadership in the development 
and execution of the Department’s budget.  OB provides policy guidance, technical 
assistance, and Department-level oversight of all program budgets to ensure accuracy and 
consistency with policy, law, and regulation.  OB also provides the Department with an 
impartial forum to discuss and resolve budgetary issues to ensure Veterans’ programs are 
carried out in an efficient and effective manner. 
 
Recent Accomplishments: 
 

 Ensured the accurate and informed submission of VA’s budget request to OMB and 
the President’s Budget request to Congress, while serving multiple roles as 
coordinator, examiner, mediator, advisor, and advocate. 

 Coordinated monthly budget execution reviews with the Administrations and staff 
offices; providing a comprehensive way to monitor the planning and execution of 
VA’s budget.  Results presented to leadership included assessments of the status of 
budgetary resources, resource allocation, programmatic initiatives, performance 
measures and metrics, workforce management, and enterprise risk management.  

Funding Source (dollars in millions)
2019

Actual
2020

Enacted
2021

 Request

2021 - 2020 
Increase (+) 
Decrease (-)

General Administration (Office of Management) 12 12 14 2
Information and Technology Development 67 58 93 35
Information and Technology Operations and Maintenance 7 8 18 10

Information and Technology Total 74 66 111 45
Franchise Fund 59 59 70 11
Supply Fund 8 17 26 10
Grand Total, FMBT 153 154 221 67
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 Developed a Department-wide workflow tool to manage the publication of VA’s 
Congressional Justification volumes in coordination with the Office of Management 
and Budget.  

 Initiated a Department-wide OMB Apportionment Management System to improve 
productivity and increase responsiveness to audit inquiries.   

 Established the proof of concept for a Pilot Budget Database and completed the 
development at a low cost using a VA-owned server space and technology.  The 
development work also assisted VA’s FMBT initiative, Office of Program Analysis 
and Evaluation, and the DATA Act reporting efforts by providing data structures 
and a Common Budget Data Upload Sheet to serve all data mapping requirements. 

 Allocated resources towards configuration and re-engineering business processes to 
modernize how the Department conducts, documents, and manages resource 
allocation decisions for out-year planning and programming. 

 Provided cost estimating support on the Homeland Security Presidential Directive 
(HSPD)-12 program. 

 Organized and facilitated a Reimbursement Town Hall to brief buyers and 
stakeholders on their critical requirements for reimbursement funds in 2020 and  
2021. 

 Reviewed and provided cost assessment guidance for more than one hundred 
Legislative Review Proposals.  

 Assisted with the development of the FMBT and Electronic Health Record 
Modernization Life Cycle Cost Estimates (LCCE). 

 
Office of Asset Enterprise Management 
The Office of Asset Enterprise Management (OAEM) serves as VA’s Departmental lead 
responsible for the corporate-level capital asset management function.  This function 
includes serving as the principal policy office and business advisor regarding capital 
investment selection, via the Strategic Capital Investment Planning (SCIP) process, 
portfolio management and capital asset disposition. Additionally, OAEM provides 
guidance, standards, and technical expertise and adheres to sound business practices in 
supporting VA’s strategic goals.  Moreover, OAEM ensures compliance with all Federal 
real property and capital asset reporting and statutory requirements and produces a SCIP 
Long Range Capital Plan. 
 
As part of its asset management activities, OAEM serves as the policy and program office 
for VA’s Energy Management Program (EMP), helping ensure VA meets performance and 
reporting mandates in the areas of energy and water management, vehicle fleet 
management, and environmental management.  Additionally, OAEM serves as the policy, 
program, and application office for VA’s Enhanced-Use Lease (EUL) program that helps 
in combating homelessness for Veterans.  The EUL program repurposes underutilized VA 
real property assets for supportive housing for homeless Veterans or Veterans at-risk of 
homelessness. 
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Recent Accomplishments: 
 

 VA is working towards the goal of creating high performing networks that consider 
current and future services by integrating community care and VA-provided 
healthcare. OAEM, in collaboration with VHA, partnered with private sector 
healthcare experts to design an objective, integrated healthcare delivery approach 
looking at Veteran population, demand, and internal and external health care 
resources and capacity.  A national infrastructure realignment strategy will follow 
and be used to inform VA’s capital planning efforts and develop a nationwide 
investment/divestiture plan. 
 

 OAEM initially developed the SCIP process for the 2012 budget process, and that 
process continues to be refined each year.  The 2021 SCIP process provides an 
annual Department-wide long-range capital plan which identifies specific capital 
investments over a 10-year planning horizon.  Funding and implementation of these 
investments would meet projected performance gaps and provide improved quality 
service and benefits delivery to Veterans.  The annual SCIP process results in a 
defensible, data driven capital plan which demonstrates requirements consisting of 
approximately 4,000 projects and $50 billion in capital requirements to address gaps 
in VA’s infrastructure.  Each year approximately between 500 and 1,200 budget 
year capital projects contained in the long-range plan are submitted, reviewed, 
scored, prioritized, and considered for funding. 
 

 OAEM continues to update and refine the SCIP process to ensure that the long-range 
Action Plan reflects the Secretary’s current priorities such as easy access and greater 
choice; highly reliable and integrated care and support and excellent customer 
service; improved trust, accountability, and transparency; and transformed business 
operations.  Efforts continue to update SCIP to improve the agility of the capital 
programs to support investment needs and maintenance of existing infrastructure, 
increase execution flexibility, and to lessen administrative burden on the field.  In 
addition to elimination of the requirement for Business Case (BC) submissions for 
Non-Recurring Maintenance (NRM) projects, this year the BC submission 
requirement is also waved for replacement lease projects with less than 10 percent 
or 2,500 square feet growth in space.  Another way OAEM reduced unnecessary 
work was to streamline the business case requirements for minor leases that increase 
beyond 10 percent or 2,500 square feet and minor construction projects.  Use of the 
Admin / Staff Office priority rank for each project as an input into SCIP scoring for 
all capital programs (major, minor, NRM, leasing) continues to allow the 
Administrations and Staff Offices a more direct input into their project’s overall 
priority rank.  Additional efforts were made to move critical emergent infrastructure 
and space need projects to the present via a simplified SCIP Out-of-Cycle process 
to deliver corrections as quickly as possible. 

 
 OAEM staff assists the SCIP Panel and Board with SCIP related activities, including 

scoring all business cases using decision criteria and weights established by Senior 
VA leadership.  The scores assigned to individual projects allow VA to develop 
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integrated and prioritized lists of capital projects for inclusion in the 2021 request. 
Additionally, OAEM continues to lead the Capital Program Requirements 
Management Process (CPRMP), a change control process that was implemented in 
2014, to ensure any changes to VA construction projects are consistent with VA 
leadership direction and with existing and potential SCIP gaps. The CPRMP 
guidance requires that sequential reviews take place for major construction projects 
scored and funded through the SCIP process to ensure project development and 
execution is in line with the SCIP approved scope. 

 
 Congress appropriated an increase (Plus-Up) of $2 billion over our request in fiscal 

year 2018 to support infrastructure improvements across VHA.  To support this 
effort, OAEM had the lead in developing a centralized process to monitor the 
execution of these Minor Construction, NRM, and State Home Grant projects in 
2018.  To support this effort, OAEM established an Infrastructure Tiger Team 
(ITT).  The ITT, and its supporting Capital Portfolio Performance Management 
(CPPM) working group, is tasked with tracking all Plus-Up Minor, NRM and Grant 
projects, ensuring that project milestones are met to ensure timely execution.  In 
2019 Congress again provided $2 billion in Plus-Up funding ($750 million for 
Major seismic corrections, $300 million for an existing Major project, $150 million 
for Minor, and $800 million for NRM).  
 

 OAEM is responsible for corporate management of VA’s real property inventory. 
This includes collection and reporting of inventory and performance information on 
all buildings, structures, and land to the Federal Real Property Council (FRPC), and 
other key internal and external stakeholders.  OAEM is the key point of contact to 
respond to Office of Management and Budget, General Services Administration 
(GSA), Government Accounting Office (GAO), Congressional, and external media 
inquiries related to the state and usage of our real property assets.  OAEM oversees 
maintenance and enhancements to data systems used to manage VA’s real property 
portfolio.  These systems, which include the Capital Asset Inventory (CAI) and the 
SCIP Automated Tool (SAT) provide reporting and analytical capabilities to support 
Departmental and external initiatives.  OAEM continues to focus on creating system 
enhancements to better report and track lease progress.  New CAI data 
fields/enhancements related to better (1) account for all contracts involving space 
where VA is a tenant, (2) link assets within SCIP to CAI via new SCIP ID field, (3) 
identify the specific maintenance and utility items that VA is responsible for in 
leases, and (4) associate building records with land parcels were incorporated in CAI 
during 2018.  Another major enhancement to CAI was to permit specific support 
documentation for In-lease and Out-lease contracts to be uploaded to specific asset 
records, which improves data quality assurance.  As part of its annual data call to 
the field, OAEM also issued a comprehensive discrepancy report highlighting 
missing and questionable agreement data and calling for updated agreement 
information from the field and conducted user training to improve data quality.  VA 
uses reports from CAI and its Business Intelligence tool to continuously evaluate 
the quality of its data and monitor its real property portfolio performance.  As a 
result, there was a reduction of 629,583 square feet from its portfolio and an 
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approximate .03 percent errant rate in its FRPC submission, which is a small fraction 
of VA’s portfolio.     
 

 The VA’s Data Governance Council (DGC), sanctioned CAI as the Authoritative 
Data Source (ADS) for real property assets.  The ADS require all VA systems to 
utilize CAI data as the primary source for data concerning VA’s real property assets 
and emphasizes the importance of accurate real property asset records.  In support 
of its draft Data Quality (DQ) Concept of Operation for Real Property Subject Area 
document, which is intended to provide an overarching plan for the review, 
assessment, and resolution of anomalies in data quality for the common information 
of the Real Property Subject Area, OAEM worked with the DGC to refine the DQ 
metrics and to test the DQ results pertinent to Leased assets. That effort helps 
OAEM to devise corrective actions for improving the data. 
 
OAEM, as the Data Steward for CAI, actively participates in DGC efforts and 
launched its own efforts related to CAI data quality.  OAEM has begun both a data 
quality strategic plan to assess, validate and improve the quality of VA’s real 
property data; launched an online training initiative to help support that strategic 
plan effort, and to target those areas which require data quality improvement.  The 
Capital Asset Management Service (CAMS) began delivering on demand short-
subject training videos to VA’s field offices in 2019. 
 

 VA launched an initiative to address the vacant buildings it currently has in its real 
property portfolio in June 2017.  The effort focuses on 430 identified vacant 
buildings, with a goal of initiating disposal or reuse actions on these buildings within 
24 months (started in June 2019).  This effort brings together several on-going 
initiatives, such as Reduce the Footprint (a government-wide policy to use property 
as efficiently as possible and to reduce agency portfolios through annual reduction 
targets), engagement with GSA for property disposal, historic outleasing, and EUL, 
into a single, centrally managed process.  OAEM is leading the effort, with support 
from a number of VA offices, to push forward on reusing or disposing of these 
buildings.  VA has already made great progress, initiating actions on more than 95 
percent of the buildings and completing the disposal or reuse of 188 or 44 percent 
of the original 430 vacant buildings as of July 2019.  In support of the initiative, VA 
has provided quarterly updates to Congress and interested stakeholders to keep them 
informed of the progress. 
 
OAEM also led the effort to identify candidate properties excess to VA’s needs for 
disposal or as part of the Federal Asset Sales and Transfer Act (FASTA) of 2016.  
As of December 2018, OAEM, on behalf of VA, submitted 28 candidates, totaling 
108 buildings, 580 acres, and 2.3 million square feet to GSA and the Office of 
Management and Budget for consideration by the Public Buildings Reform Board 
(PBRB). OAEM has completed three submissions since FASTA was enacted.  
OAEM continues to monitor and identify assets in VA’s portfolio that would be 
appropriate for submission under FASTA. 
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 The Energy Management Program (EMP) within OAEM coordinates agency-level 
policy and planning for energy and water management, environmental compliance, 
and vehicle fleet management.  Through EMP programs, projects, and studies, VA 
is saving millions of taxpayer dollars on electricity, gas, and water costs, has reduced 
energy intensity by 33 percent from a 2003 baseline, and has decreased water 
intensity by 34.3 percent, since 2007.  Through competitive utilities purchasing, VA 
has saved $247.1 million to date. Also, through EMP, VA has awarded $664 million 
in needed infrastructure upgrades at 61 facilities using private-public partnerships 
that require no up-front appropriations and contribute towards increasing the 
reliability and resiliency of VA facilities. These projects, accomplished via energy 
savings performance contracts (ESPCs) and utility energy service contracts 
(UESCs), are expected to translate into $1.1 billion of avoided Government costs 
over the life of the contracts ($41 million annually). ESPCs and UESCs allow energy 
services companies and utilities to install energy and water conservation measures 
at no upfront cost to VA.  VA makes annual payments from the savings generated 
by the improvements over the life of contract.  The pipeline of ESPC and UESC 
projects currently in development represents an additional $550 million in needed 
energy and water equipment and system upgrades. Through EMP, VA has 
implemented renewable and clean energy projects at over 100 VA facilities.  These 
projects provide VA with more resilient, efficient, and cleaner power and saves VA 
money in utility costs.  VA has installed alternative fueling stations (including 
compressed natural gas, ethanol, biodiesel, and electric vehicle charging stations) at 
91 sites.  As part of VA’s commitment to promoting Veteran opportunities, many 
EMP-funded projects have been performed by service-disabled Veteran-owned 
small businesses, and Veteran-owned small businesses. 

 
 VA leads the procurement of necessary leased space to meet the needs of Veterans 

using delegated authority from the GSA.  OAEM is the agency lead within VA on 
obtaining lease delegations for all leasing actions from GSA.  OAEM continually 
evaluates and enhances the lease delegation process to ensure complete and correct 
delegation requests are sent to GSA.  OAEM’s enhanced review process has sped 
up the delegations provided by GSA.  To date, OAEM has facilitated the award of 
nearly 1,600 individual lease delegation requests from GSA since July 2014. The 
Enterprise Lease Management Tool (ELMT) was established by OAEM in 2016 to 
improve the quality and consistency of the delegation submissions to GSA. The 
ELMT has been continuously enhanced to provide efficient and productive end-user 
experiences for system-users.  The ELMT is powered by Microsoft SharePoint – the 
web-based collaboration tool that stores and organizes documents and information.  
All of VA will be moving to SharePoint Online over the next several months to 
comply with mandates that all federal agencies use cloud computing.  Cloud 
technologies will provide VA with the ability to quickly and efficiently deliver 
much-needed services to our Veterans; expand access to mobile devices; and 
improve user experience with VA applications.  Plans are currently underway to 
transition ELMT from its current VA servers to the cloud.  This transition will 
continue to enhance VA’s management and oversight of the GSA delegations 
program. 
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 VA’s Enhanced-Use Lease (EUL) program has been instrumental in providing 

housing to homeless and at-risk of homeless Veterans.  Moreover, EULs continue 
to be an integral tool to help VA improve the utilization of its real property portfolio 
by making use of otherwise underutilized real property assets. Each EUL housing 
project is structured to provide either permanent and/or transitional housing for 
homeless, at-risk, senior and/or disabled Veterans. In many cases, the housing is 
designed to also accommodate families of Veteran residents. VA continues to 
leverage the EUL program to support the Department’s mission, operations and 
strategic goals, such as ending chronic Veteran homelessness.  Since 1991 through 
2019, VA executed a total of 101 EULs to develop supportive housing facilities, 
hospice centers, mental health facilities, office buildings, parking facilities, energy 
plants, and childcare facilities, among other uses.  During 2019, two EUL housing 
projects became operational and two EUL housing projects began construction, 
providing a total of 114 units and 92 units, respectively.  VA continues to pursue 
draft legislation to expand the capabilities of the EUL program to allow VA to 
further repurpose vacant and underutilized properties, beyond supportive housing, 
to reduce the financial burden of maintaining these properties. The proposed bill 
would expand VA’s current EUL authority to allow a full range of uses consistent 
with VA’s mission. This legislation is still a priority for the Department and would 
give VA more opportunities to engage with the private sector and local governments 
to reduce the Department’s underutilized properties. 

 
Budget Highlights 
The 2021 request of $71.1 million in budget authority will provide: 

 
 The Office of the Assistant Secretary with $6.7 million to support 17 FTE to 

continue the current level of operations and to sustain efforts in critical Department 
wide initiatives underway in OM.  Funding includes the following: 
 

• $400 thousand and 2 FTE to support Department level analysis of Community 
Care obligations with the goal of improving cost estimates. 

 
 The Office of Finance with $18.3 million to support 64 FTE to continue providing 

financial management services to the Department. The request also supports 
services for financial policy, analysis, statement preparation, reporting, systems 
support and maintenance, operations, charge card programs, financial process 
improvement, conference planning and execution, audit readiness, and leadership 
for remediation of audit-related material weaknesses and significant deficiencies. 
This budget authority will also provide resources to enhance financial skills of VA 
employees through certification and training. Funding includes the following 
increase: 

 
• $1.6 million for audit contract to obtain expert financial management support 

services for financial policies, financial reporting, and financial improvement 
efforts, including development and/or review of financial estimates, analyses, 
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remediation, and data cleanup. The goal is to ensure VA maintains its clean audit 
opinion, eliminates major audit deficiencies, and improves financial 
management practices. 

 
 The Office of Business Oversight with $11.8 million to support 67 FTE to continue 

providing oversight of VA’s internal control program and compliance with improper 
payments legislation as well as prevention of fraud, waste, and abuse.  Funding 
includes the following: 

 
• Increase of $388 thousand to support 3 FTE. Resources are needed for FMBT 

to ensure that FMBT implements effective and appropriate internal controls 
within the new target state financial system. As a result, for each business 
process, the resources will develop cycle memos, flowcharts, control evaluation 
matrix, gap assessments, and test plans for the target state financial system. 

 
 The Office of Financial Management and Business Transformation with $13.9 

million to support 46 FTE will continue to provide leadership and dedicated subject 
matter experts (SMEs) to manage planning activities, develop systems requirements 
and configurations, perform data cleansing and data migration, perform testing 
activities, and deliver training in preparation to deploy the new solution to 
modernize VA’s legacy FMS.  The current software is 30 years old and the difficulty 
in maintaining this legacy system presents significant risk to VA.  Should FMS fail 
or otherwise become inoperable, it would impact the Department’s ability to execute 
its budget, pay vendors and Veterans, and produce financial statements. 

 
Increase of $2 million over 2020 will support move from 2 simultaneous wave 
implementations to 4 simultaneous wave implementations. $1.5 million of this increase 
funds 6 additional FTE. $491 thousand of this increase funds an increase in project 
management services provided through a service level agreement with the Financial 
Services Center in support of the two additional simultaneous waves. 

 
 The Office of Budget with $11.3 million to support 66 FTE in the programming, 

formulation, and execution of VA’s budget.  This funding level allows for budgetary 
analysis and oversight for an increasingly complex budget.  This request will allow 
the Department to make informed and cost-effective decisions in carrying out VA’s 
mission in a transparent manner. 

 
 The Office of Asset Enterprise Management with $9 million to support 52 FTE (plus 

reimbursable authority for two additional FTE through expected EUL proceeds for 
a total of 54 FTE) to continue providing services as the principal policy office and 
business advisor for investment selection and execution, portfolio management, and 
disposal of VA capital assets.  The enhanced funding level request supports required 
additional staffing to provide management policy and oversight responsibility for 
Department facilities leases.  OAEM will continue coordinating public-private 
ventures through the EUL program and coordinating energy, environmental and 
fleet management efforts through oversight of the Department’s implementation of 
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energy and water conservation, renewable energy development, environmental 
compliance and management systems, and fleet utilization and efficiency at its 
facilities. 

 
The 2021 request includes the following reimbursable authority:   
 

 $628 thousand in receipts from enhanced use leases to support two corporate-level 
capital asset management FTE in OAEM.  

 
 $100 thousand for the Office of Budget for the Budget Line of Business (BLoB) 

support.  This support includes the Congressional Justification Management System 
Tool used to collaborate on annual budget publications and the Funds Control 
Management System which allows VA to process apportionments with OMB, 
Financial Management Allowances and Transfer of Disbursing Authority 
documents.    
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Summary of Employment and Obligations

 
 
The net budget authority for 2021 is $7.1 million and 10 FTE above the 2020 enacted 
appropriation.  At the 2021 funding level OM will continue to manage and implement 
programs efficiently and deliver critical services effectively. This request includes the 
following funding increases: 

 $1.9 million for 9 FTE and contractual support for the implementation of FMBT, a 
new financial management system. 

 $3.0 million in contracting for financial and project management expertise.  
 $400 thousand and 2 FTE to support Department level analysis of Community Care 

obligations. 
 $70 thousand for non-pay inflation. 
 $345 thousand for pay raise. 
 $1.5 million for actuary contractual services.  

2019 Budget Current  2021 Increase
Decrease 
  2021 v 

2020
Average Employment 244 302 306 316 10
   Central Office 180 236 239 249 10
   Field 64 66 67 67 0

Obligations:
Personal Services $42,542 $52,138 $51,466 $53,892 $2,426 
Travel 674 931 1,048 916 -132
Transportation of Things        20 0 0 0 0
Rents, Communications & 
Utilities 16 5 5 5 0
Printing & Reproduction 13 6 11 8 -3
Other Services 20,836 11,112 12,231 16,821 4,590
Supplies & Materials 188 134 143 123 -20
Equipment 436 16 16 16 0
Insurance & Indemnities 10 0 0 0 0
Total Obligations 1/ $64,735 $64,342 $64,920 $71,782 $6,862
Reimbursements -5,898 -350 -728 -728 0
SOY Unobligated Balance (-) -355 0 -200 0 200
EOY Unobligated Balance (+) 6,236 0 0 0 0
Budget Authority $64,717 $63,992 $63,992 $71,054 $7,062

1/2019 Estimate’s total obligations include prior year carryover.

Summary of Employment and Obligations
(dollars in thousands)

2020

Actual Estimate Estimate Request
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Human Resources & Administration / Operations,  
     Security, & Preparedness 

 
 
Summary of Budget Request 

($ in 000) 

2020 
Current 
Estimate     FTE        2021       FTE 

Human Resources and Administration (HRA)      
Budget Authority:      

Office of the Assistant Secretary $5,496 19 $7,743 23 
Office of Management, Planning & Analysis $10,262 30 $10,347 30 
Office of Chief Human Capital Officer $13,410 81 $13,558 81 
Office of Administration $29,746 50 $31,159 50 
Office of Labor-Management Relations $4,059 20 $5,914 26 
Corporate Senior Executive Management Office $6,841 32 $6,871 32 

Total Budget Authority HRA $69,813 232 $75,592 242 
Reimbursement:      

Office of Management, Planning & Analysis $4,699 7 $4,700 7 
Office of Administration $10,295 18 $10,578 18 
Office of Resolution Management $56,835 316 $59,647 329 
Office of Diversity and Inclusion $4,591 24 $5,252 24 
Office of Chief Human Capital Officer $61,246 51 $81,836 68 

Total Reimbursement HRA $137,666 416 $162,013 446 
Operations, Security, and Preparedness (OSP)       
Budget Authority:      

Office of the Assistant Secretary $638 5 $1,082 5 
Office of Resource Management $2,519 9 $2,883 9 
Office of Identity, Credential, and Access Management $2,856 22 $3,269 25 
Office of Emergency Management $9,500 58 $10,873 58 
Office of Security and Law Enforcement $10,524 48 $12,045 48 
Office of Police Modernization $0 0 $5,000 24 

Total Budget Authority OSP $26,037 142 $35,152 169 
Reimbursement:      

Credential Management (formerly HSPD-12) $34,029 10 $36,029 13 
Identity Management (formerly ICAM) $9,300 6 $9,300 6 

Total Reimbursement OSP $43,329 16 $45,329 19 
       
Total Assistant Secretary HRA/OSP Budget Authority $95,850 374 $110,744 411 
Total Assistant Secretary HRA/OSP Reimbursement $180,995 432 $207,342 465 
Total Assistant Secretary HRA/OSP Resources $276,845 806 $318,086 876 
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Summary of Budget Changes 
On August 27, 2018 Pursuant to Public Law 115-141, the Consolidated Appropriations Act of 2018, 
Division J, Title II, § 227, the Department notified Congress that the Office of Operations, Security, 
and Preparedness (OSP) was realigned under the Office of Human Resources and Administration 
(HRA).  This action only aligned OSP under the responsibility of the Assistant Secretary for 
HRA.  Integration between HRA and OSP is still on-going with the establishment of the HRA/OSP 
Chief of Staff position and select organizational management functions.  It did not involve the 
reduction of any full-time equivalent employees (FTE) or make any other changes to OSP or HRA.  
 
Additionally, the Department is fully vested in continuing the modernization of its police force in 
2021. The modernization involves implementing a police national governance body that will 
incorporate all department stakeholders to effectively manage and oversee policy issues. These 
changes reaffirm that safety and security are paramount to the Department. VA will continually 
implement solutions that assure a safe environment for Veterans, staff, and visitors. This budget 
submission dedicates $5 million in budget authority and 24 FTE for OSP to realign VA’s police force 
to enhance standardization and oversight across the enterprise.  
 
Office of Human Resources and Administration 
 
Mission Statement 
HRA leads the development and implementation of human capital management strategies, policies, 
and capabilities that result in an accountable, skilled and engaged diverse workforce that provides 
excellent customer services to Veterans and their families.   
 
In 2021, HRA requests $75 million in direct Budget Authority (BA) to support 242 FTE and $162 
million in reimbursements to support 446 FTE.  The increase in BA is to support increased VA Central 
Office (VACO) rent, enhanced labor relations negotiations, new leases, and establishes an Office of 
the Chief Learning Officer.  The increases in 2021 for reimbursable authority are primarily due to the 
Office of the Chief Human Capital Officer (CHCO) initiative of modernizing Human Resources 
Information Technology (HRIT) enterprise capabilities.  The HRIT portfolio is expected to grow from 
one enterprise system (HRSmart) to three new capabilities in HRSmart (Manpower Management, 
Without Compensation, and Manager Self-Service), and four new enterprise systems in 2021 
(ALERT-HR, REACH, Performance Management, and MyHR). The funds will cover support for the 
new capabilities and systems. Also, the current 10-year contract for HRSmart  will end in December 
2022.  VA is anticipating up to a two-year transition period because of the size and technical 
complexity of the contract as well as a technical transition before the legacy system is turned off.  The 
funds will also cover this initiative and HRSmart sustainment and recompete of a contract and hiring 
staff to operate and maintain the system for more than 400,000 VA users.  
 
Office of the Assistant Secretary (OAS) 
The Assistant Secretary for Human Resources and Administration/Operations, Security, and 
Preparedness (AS HRA/OSP) provides oversight and strategic direction for VA’s human resources 
policies, programs, and practices as well as enabling VA’s mission by providing a safe environment 
that protects people and assets at all times.  In addition to managing VA’s Chief Human Capital Officer 
duties, the AS HRA/OSP serves as the Equal Employment Opportunity (EEO) Director for the 
Department, the Designated Agency Safety and Health Official (DASHO), and VA’s Dispute 
Resolution Specialist including Alternative Dispute Resolution policy and oversight.   
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Recent Accomplishments (OAS): 

 Continued integration of executive-level representation from VA Central Office HRA, the 
Veterans Health Administration (VHA), the Veterans Benefits Administration (VBA) and the 
National Cemetery Administration (NCA), through weekly meetings with a focus on 
enterprise priority Shared Services; Customer Service/Employee Engagement; and Enterprise 
Employee Development. 

 In 2019, a new permanent Chief Learning Officer (CLO) and Executive Director for the 
Human Capital Services Center (HCSC) joined HRA/OSP.  In addition to the 100 million 
training completions, HCSC partnered with VHA to deploy more than 2 million instances of 
critical MISSION Act training on TMS 2.0 in May and June. After retiring two disconnected 
employee accountability legacy systems, HCSC began deploying the new VA Employee 
“Emergency Alerting and Accountability System (EAAS) which will generate a $25 million 
dollar cost savings over five years.  HREC rebranded in September 2019 to the Human Capital 
Services Center (HCSC) to better describe the Department-wide support it provides. 

 Identified areas to leverage HR Shared Services for common enterprise functions and 
realigned the HRA organization to promote efficiencies and improve alignment of functions 
and accountability.   

(Refer to the Revolving Franchise Fund chapter for budget information on the Human Capital 
Services Center (HCSC) operations)  

 
Management, Planning, and Analysis (MPA) 
MPA provides budget formulation, integrated business services and mission support. MPA’s 
priorities focus on development of policy, practices, standard reporting procedures, job aids, training, 
program management, strategic planning, organizational performance, internal controls and HR 
management and logistical support required to ensure compliance with statutory requirements and 
HRA mission needs.  
 
MPA additionally provides visibility and governance of HRA functions, to include: 

 Oversight of all funding sources – budget authority and reimbursable authority. 

 Government Accountability Office and Inspector General Recommendations, and 
Congressional inquiries. 

 Risk Management. 

 VA Strategic Human Capital and Organizational Performance.    

 HRA Business Support Operations which include employee HR transactions, logistics, office 
space, equipment, travel, and VA’s Child Care Subsidy Program (CCSP).   

 Acquisition and Contracts; Program/Project Management. 
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Recent Accomplishments (MPA): 
 Completed implementation of VA’s Human Capital Operating Plan (HCOP) for 2018-2019 

which is aligned with the 2018-2024 VA Strategic Plan Refresh.  Monitored progress and 
provided technical assistance towards the implementation of the FY 2018-2019 HCOP – the 
first VA-wide integrated human capital management plan. 

 Implemented a new HRStat process to conduct quarterly data-driven reviews of progress on 
the FYs 2018-2019 HCOP. (The HRStat process engages cross-departmental coordination 
with senior VA leaders to gain consensus and support of actionable human capital agendas.) 
In 2019, held three HRStat sessions designed to review metrics and quarterly 
progress/challenges in HR programs throughout VA.   

 Established acquisition/procurement governance processes for all HRA offices. 

 Along with VA’s Acquisition office, ensured the timely award of 112 contract actions worth 
$88 million for fiscal year 2019.  Achieved and maintained acquisition variances within 
industry best practice standards of equal to or less than 10 percent of approved project 
baselines. 

 Established Enterprise Risk Management (ERM) guidance and practices designed to provide 
technical assistance to program staff in anticipating risks, resolving issues, and design and 
monitoring of mitigation strategies to improve internal controls and business efficiencies.   

 Child Care Subsidy Program (CCSP) processed more than $3.2 million benefits totaling 
12,993 subsidy benefit payments in FY 2019 to child care providers on behalf of VA 
employees. This program reduced the cost of child care for many lower income employees 
who care for our Nation’s Veterans.  Currently, CCSP supports over 2,154 participants with 
daily growing numbers.  Upcoming, CCSP policy changes will increase nationwide program 
participation by 10–12 percent.  This action will substantially increase VA’s CCSP 
participation nationwide. 

 Supported HRA in hiring 163 new employees during a period of transition.  
 
Corporate Senior Executive Management Office (CSEMO) 
The Corporate Senior Executive Management Office (CSEMO) is the human resources servicing 
office for most senior leaders in the Department of Veterans Affairs. This includes career, noncareer, 
and limited term senior executive service (SES), senior level (SL), Title 38 SES Equivalents, political 
appointees, consultants/experts, and Veterans Law Judges (VLJ). CSEMO services over 700 
employees Department-wide. VA executives are responsible for leading 170 VA medical centers, 
overseeing the distribution of billions of dollars of benefits to Veterans through 56 Regional Offices, 
ensuring Veterans have a final resting place in national, state or tribal cemeteries, and providing 
mission support in areas such as finance, human resources, information technology, acquisition, and 
legal services. 
 
CSEMO services cover the entire HR life-cycle: establishing policy and guidance; responding to 
congressional inquiries and FOIA requests, management of the Department’s SES and SL allocations 
as approved by the Office of Personnel Management (OPM); classification of senior leader positions; 
recruitment; oversight of OPM-required Executive Resources Board (ERB) panels to ensure a 
compliant merit staffing process; appointment; re-appointments; extension(s) of appointment; detail 
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assignments; reassignments; transfers; pay adjustments; recruitment/relocation/retention incentives; 
facilitating submission and approval of Executive Core Qualifications to OPM; coordination of drug 
testing; onboarding; career development; executive coaching; talent management and succession 
planning through support of the Department’s SES Candidate Development Program; performance 
management; coordination of Performance Review Boards responsible for recommending annual 
performance awards and pay adjustments; processing special contribution and honor awards for 
executives (management of the Presidential Rank Award ;Program, distinguished career, meritorious 
services, and exceptional service awards), employee relations guidance and advice; benefits 
processing; retirement counseling; and offboarding.    
 
Recent Accomplishments (CSEMO): 

 Conducted minimum qualifications review of 4,345 applications; issued 71 vacancy 
announcements via USAJOBS, which included 10 national announcements for Medical Center 
Director Positions (CDP) in 38 locations; facilitated over 140 ERBs; and executed 181 hiring 
actions, a 42.5 percent increase over 2018 (127).  The breakdown of the 2018 actions included 
127 SES appointments, 6 VLJs, 6 SLs, and 42 Title 38 Appointments.  In addition, CSEMO 
provided 80 counseling sessions (retirement, benefits and benefit estimate reviews) prior to 
contracting with Workforce Management and Consulting (WMC) in VHA to provide these 
services.  

 Provided Performance Review Board (PRB) recommendations allowing the Secretary to make 
informed, timely decisions to reward high performing leaders and ensure meaningful 
distinctions in performance.   

 Provided full management and resources support to senior executives including: 

 Virtual and in-person orientation briefings to nearly 100 new appointees/hires. 

 On-boarding and development (Senior Leadership Courses I and II) that provided 
insights into VA’s mission, culture, organizations, and core values (ICARE); ethical 
leadership, standards and expectations; potential disruptors; techniques to develop 
strategic decision-making, critical-thinking, and leading change skills. In 2019, 
CSEMO conducted three SLC I programs for 75 executives and three SLC II 
programs for 75 executives. 

 Offering executive coaching to over 100 executives who collectively completed 
almost 1,800 hours of coaching.  98 percent of executives rated the coaching 
experience as valuable and 93 percent of supervisors observed improvements in 
leadership from coaching. 

 Began monthly ERB meetings chaired by the Under Secretary for Memorial Affairs 
and the Assistant Secretary for HRA/OSP. 

 
Office of the Chief Human Capital Officer (OCHCO) 
OCHCO develops Department-wide policies, programs, and practices relevant to Veterans Affairs 
(VA) employees including the fundamental human resources functions of staffing, classification, 
compensation, workforce planning, employee relations, and performance management, benefits, 
oversight, human resources information systems, and human capital planning.  In FY 2019, the former 
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Deputy Assistant Secretary for the Office of Human Resources Management was re-designated as the 
Chief Human Capital Officer.  
 
Recent Accomplishments (OCHCO): 

 Implemented Compensation policy to comply with §615 of Public Law 114-315, “Veterans 
Health Care and Benefits Improvement Act of 2016,” eliminating the compensation panel 
requirement for determining market pay for VHA physicians and dentists.  This positively 
impacted VHA’s ability to recruit physicians and dentists.   

 Obtained approval from OPM to expand the delegated authority to reemploy annuitants 
without a salary offset in support of VACAA for certain positions VA-wide. 

 Approved 86 Nurse Locality Pay System (LPS), 85 special salary rate schedules, and eight 
dual compensation waivers, six for employees under VACCA, and two under the National 
Defense Authorization Act. 

 Provided a VA-wide report of responses to the OPM draft Job Family Standard for 
Professional and Administrative Work in the Accounting, Auditing, and Budget Group, 0500 
request for information requiring all Administrations to conduct a general review of their 
positions performing professional and administrative accounting, auditing, and budgeting 
work. 

 Conducted 21 human capital management assessments and one delegated examining review 
of HR field offices to assist local staff in improving effectiveness and ensuring compliance 
with Federal statutes and regulations. Additionally, OCHCO updated the human capital 
assessment report.  The revised report implements the Human Capital Framework for 
evaluation of human capital programs.  This tool streamlines human capital assessment 
reporting and captures information such as the number and type of compliance deficiencies 
found. 

 Conducted the first Human Capital Review with executives from VA, OPM, and the Office of 
Management and Budget.  This evidence-based review focused on agency human capital 
programs and outcomes in support of organizational performance.    

 Promoted the hiring of Veterans through a comprehensive outreach strategy that included 
hosting over 20,000 Veterans and transitioning servicemembers at over 90 events, and by 
leveraging referrals from White House and Congressional Veteran inquiries, VA Executive 
leadership, VA for Vets website, VA for Vets Facebook contacts, OPM’s Feds Hire Veterans 
website, and over 2,000 telephone contacts.  

 Developed and pilot tested an Employee Relations (ER)/Labor Relations (LR) Case 
Management Solution (ALERT-HR) to improve agency standardization, tracking, and 
reporting metrics to support the Department of Veterans Affairs Accountability and 
Whistleblower Protection Act of 2017.  Deployment of ALERT-HR will:  enhance visibility 
across the Department, enhance efficiencies by reducing paperwork, eliminate antiquated 
processes, automate workflow to increase accountability, and report data in real-time. 

 Completed revision of VA Handbook 5017, Part V to modify the appropriate use of, and 
provide clearer guidance regarding, step increases and cash awards for certain Title 38 and 
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Hybrid employees.  Also abolished the use of Professional Standards Boards for special 
advancements for achievement for Hybrid employees10. 

 Published nine Title 38 and Hybrid Title 38 Qualification Standards to assist the Veteran’s 
Health Administration (VHA) in filling critical medical positions to meet the mission of 
providing care to the Nation’s Veterans.   

 Updated policies and provided briefings to VA’s HR community on:  

 Restricted Positions: covering the restriction of competitive examination and the 
filling of positions of guards, elevator operators, messengers, and custodians, and  

 VA Choice Act:  covering the Career-Conditional or Career Appointment of Persons 
Eligible Under VA Choice and Quality Employment Act of 2017 (Section 204) and 
Appointment of Students and Recent Graduates through VA Choice and Quality 
Employment Act of 2017 (Section 206).   

 Conducted nine educational briefings and webinars for VA HR Professionals covering a 
myriad of Title 5 and Title 38 topics to include the following: Obtained approval from OPM 
allowing the VHA to restrict the recruitment of Peer Support Apprentice and Peer Specialist 
positions to female veterans in accordance with the MISSION Act and Public Law 115-271.  
The recruitment of Peer Support Apprentice/Specialist positions is limited to the VHA, Office 
of Mental Health Suicide Prevention. 

 Reviewed and adjudicated 88 Selective Service System waiver requests and appeals, which 
enabled VA organizations to proceed with hiring actions, if approved.  To ensure compliance 
with regulations, reviewed 30 Veteran Pass Over requests and 37 staffing variation cases prior 
to being processed and adjudicated at OPM. 

 The manpower management capability within the HR Smart Platform was acquired in 4th 
Quarter, FY 2019 and will provide VA with the ability to plan for staffing requirements.  The 
manpower management solution will provide an automated workflow tool to process position 
change requests and will give VA end-to-end visibility to human resources needs and 
vacancies.  This initiative is being executed to support Section 505(b) of VA’s MISSION Act 
of 2018 (Pub. L. 115-182), which establishes a requirement for VA to submit to Congress an 
annual report on the steps the Department is taking to achieve full staffing capacity, including 
the amount of additional funds necessary to enable the Department to reach full staffing 
capacity.  

 Implemented the use of a Direct Hire Authority (DHA) approved by OPM for 14 critical 
occupations. This DHA was granted to support VA’s urgent critical hiring need to meet 
mission requirements and is available for use through December 2020.   

 Released the first annual MISSION Act, Section 505 report to Congress on June 6, 2019.  The 
report provided Congress with the Departments programs and initiatives to meet full staffing 
capacity.   

                                                           
10 The Veterans Health Care, Capital Asset and Business Improvement Act of 2003, Public Law 
108-170 (commonly known as the “Hybrid Legislation”) was signed by President Bush on 
December 6, 2003.  This legislation modified Section 7401 of 38 USC, allowing for appointment 
and pay of certain healthcare occupations under Title 38 instead of Title 5. 
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 Worked through recommendations from the Office of the Inspector General in an audit of the 
quarterly MISSION Act, Section 505 reporting. The Department met all requirements by the 
end of 3rd Quarter, FY 2019, ahead of the 4th Quarter, FY 2019 deadline. 
 

Office of Administration (OA)   
OA provides quality services to VA employees both nationally and for VACO. National program 
responsibilities include: VA Occupational Safety and Health and Workers' Compensation (WC) 
Programs, VA Transit Benefits Program, and Executive Correspondence. VACO responsibilities 
include leasing of office space, minor construction and office space management, transportation 
services including executive driving, shuttle bus and subsidized parking, mailroom operations, 
personal property accountability, warehouse operations, facilities management services, building 
safety and emergency services, records management, health and wellness center, fitness center 
operations, and audio/visual and media services. OA serves as the facility site manager for 1.8 million 
rentable square feet in 11 Washington-area leased locations and manages special projects in support 
of the VACO community. 
 
OA focuses on providing a corporate approach to promoting the safety and well-being of VA 
employees, patients, and visitors through awareness, injury and illness prevention, and programs in 
the workplace. Activities include: promotion of VA’s safety culture, dissemination of occupational 
health and safety information, and efforts to increase productivity and flexibility through mobile 
workforce strategies.   
 
Recent Accomplishments (OA): 

 Led effort to improve safety across VA by reducing the injury and illness Lost Time Claim 
Rate (LTCR).  As of July 31, 2019, the LTCR was 0.75 percent as compared to the rate last 
year of 0.78 percent which exceeds the Department of Labor’s Federal Agency goal of 1 
percent.     

 Reduced workers’ compensation case backlog by aggressively returning employees with 
work-capacity back to work saving VA $4.8 million in compensation chargeback costs.  This 
is an improvement of more than $2 million relative to last year.   

 Completed an aggressive energy conservation program that reduced energy consumption by 
nearly 25 percent from the baseline last year, exceeding federal annual 2.5 percent reduction 
goal. Implemented an initiative decreasing the need for utilities on evenings and weekends at 
810 Vermont Avenue to reduce energy consumption further and annual expenses by more than 
$100,000.   

 Strengthened controls over accountable property and completed 100 percent of all physical 
inventories for over 78,000 line-items, valued at $131 million for 46 VACO campus buildings 
accounting for more than 98 percent of assets.   

 To offset the limited inventory of executive transportation resources and the historical low 
ridership of VACO’s shuttle bus, OA initiated a pilot of the rideshare service Uber.  The pilot 
commenced in December 2018 and has received positive reviews; benefits include time 
savings, efficiencies, ease of use, and enhancing job performance.  Based on pilot results, the 
service promises to reduce shuttle bus expenses as Uber serves as an alternative and more 
rapid travel method.   
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 Transitioned transit benefit program from GSA SmartPay 2 debit cards to SmartPay 3 for all 
26,000 VA transit benefit participants in field offices in 180 VA facilities and facilitated the 
annual recertification of over 5,100 transit benefit participants in the National Capital Region.   

 

Office of Resolution Management (ORM) 
VA is mandated to have an Equal Employment Opportunity program.  ORM ensures that VA is 
compliant with legal and statutory authorities to administer the Equal Employment Opportunity 
(EEO) and Alternative Dispute Resolution (ADR) programs.  Through a network of district offices, 
ORM delivers the following products and services to each VA organization:  Alternative Dispute 
Resolution, Harassment Prevention, Knowledge Management/Training, External Civil Rights 
Complaints Program, Reasonable Accommodation Services, Settlement Management Program and 
EEO Complaint Processing.  
 
EEO complaint processing services include counseling, ADR, procedural determinations and 
investigations. ORM manages the ADR program by providing policy, oversight and services that 
include conflict management, mediation, group facilitation, conflict coaching, assessments and 
training.  ORM oversees the Harassment Prevention Program (HPP) by: developing policy, 
monitoring reports, training to prevent and appropriately respond to allegations of harassment. The 
External Civil Rights Complaint program focuses on resolving Veteran discrimination complaints 
under Titles VI and IX.  The Reasonable Accommodation program provides agency oversight of the 
reasonable accommodation process and procedures to include policy compliance, proactive and 
preventative training and guidance under Title VII, the Americans with Disabilities Act, and section 
501 of the Rehabilitation Act. 
 
ORM provides timely and fair resolution of EEO complaints for VA employees, applicants for 
employment, and former employees. ORM resolves complaints at the lowest level possible; prepares 
reports on allegations of discrimination; and monitors compliance with decisions when discrimination 
is found.   
 
Recent Accomplishments (ORM): 

 ORM received 5,438 pre-complaints in which 50 percent opted for ADR participation.  
Because of the 50 percent resolution rate, VA-wide cost avoidance for EEO and workplace 
disputes for FY19 was $56 million.   

 Continued to integrate eight EEO Program Managers and Liaisons from two of the three 
Administrations (National Cemetery and Veterans Benefits Administrations) and the Office 
of Information Technology to improve communication and provide the full spectrum of EEO 
and diversity services.  

 As part of the consolidation effort, ORM has operational oversight and control of the Office 
of Diversity and Inclusion which aligns with Office of Management and Budget Directive 17-
22.  

 Reasonable Accommodation program has provided training to VHA, VBA, VACO and other 
administrations nationwide for a total of 5,404 employees including 3,833 managers and 
supervisors. 

 ORM is VA’s representative for FIRC (Federal Interagency Reentry Council) to support and 
align VA support services with FIRC goals; thereby, improving communities by reducing 
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recidivism and transitioning former incarcerated veterans.   Collaborated with the Bureau of 
Prisons and Federal Correctional Institution Cumberland.   

 ORM was appointed to manage the agency-wide settlement program by establishing 
governance.  ORM collaborated with General Counsel, the administrations and staff offices 
to develop procedures for obtaining pre-approval and submitting fully executed settlement 
agreements.  ORM is the point of contact for collecting documents, data, and reporting on 
policy and procedures. Settlements for VA are reported quarterly. 

 The Harassment Prevention Program combining its efforts to address harassment across the 
spectrum. The goal is that by using a multipronged approach to create awareness of and 
response to this issue, the VA culture will begin to change impacting all harassment at VA.   

 The External Civil Rights Complaint Program (ECP), addresses issues and concerns external 
to VA relating to all Veterans, applicants, federal and non-federal employees by responding 
to and referring questions raised by Veterans who have concerns about their VA healthcare 
and benefits to the White House VA Hotline and to the appropriate points of contacts within 
each respective administration.  FY 2019, ECP resolved 80 percent of initial contacts; the 
agency had 127 written complaints with an outcome of no findings of discrimination. The 
process is easy, effective and resolved at the lowest level.   

 
Office of Diversity and Inclusion (ODI) 
The Office of Diversity and Inclusion strives to ensure VA fairly represents the communities we 
serve.  The millennium ushered in yet a new focus to the emerging concept of organizational 
inclusion.  The Center for Creative Leadership found that diverse teams are more creative, perform 
better in problem-solving, and result in better decision-making than homogeneous teams. Similarly, 
the Diversity Research Network found that gender diversity results in more effective group processes 
in people-oriented performance environments. ODI works to foster a diverse workforce and inclusive 
environment that promotes equal opportunity through policy development, workforce analysis, 
outreach, retention, and education to best serve our Nation’s Veterans. This includes strategic 
planning and annual reporting on workforce diversity and inclusion; recruitment and retention 
strategies; EEO and diversity training and education; diversity-related communications; 
implementation of and annual reporting on relevant White House Initiatives; affirmative employment 
programs for the hiring, placement, and advancement of disabled Veterans, people with targeted 
disabilities, groups with less than expected participation rates; and special emphasis programming.  
ODI is establishing VA Section 504 Command Center, upon formal assignment of Section 504 
responsibilities to ODI, which will serve as the focal point for Section 504 activities. VA Section 504 
Command Center will provide customizable solutions that increase communication access for people 
to interact with the Department.  The solutions will include alternate formats such as Braille, Large 
Print, Data Compact Disc, and Audio Compact Disc.  
 
Recent Accomplishments (ODI): 

 Conducted Technical Assistance Reviews (TARs) at Veterans Health Administration and 
Veterans Benefits Administration facilities. The TARs served as an intervention to assess VA 
facilities’ efforts towards ensuring compliance in accordance with VA Directive 5975, and 
the TARs were also implemented to assist towards attainment of a model EEO Program as 
prescribed by the Equal Employment Opportunity Commission’s Management Directive 715. 

 Developed Applicant Flow data for Management Directive 715 (MD 715) and prepared and 
submitted VA’s 2018 MD 715 Report to the Equal Employment Opportunity Commission in 
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a timely manner.  The purpose of the report is to provide an assessment of the Department’s 
EEO program and prepare plans for corrective action.  

 Revised MOU with Federally Employed Women to enhance stakeholder relations for 
encouraging and promoting more participation from diverse groups in the pipelines for 
executive and senior level positions. 

 Promulgated the new Secretary’s Equal Employment Opportunity, Diversity and Inclusion, 
No FEAR, and Whistleblower Rights and Protection Policy Statement summarizing VA’s 
workplace rules of behavior and employee protections. The policy was signed by VA 
Secretary on December 18, 2019.   

 Continued to meet the sustained demand for diversity and inclusion training, having trained 
3,194 VA employees during 121 sessions on numerous topics including Implicit Bias, 
Generational Differences, Gender Diversity, Diversity Tension, Cultural Competency, 
Workforce Diversity and Workplace Inclusion, and Bullying and Incivility 
Prevention.  Developed learning content on seven diversity and inclusion topics that were 
delivered via live virtual broadcasts for VA’s information technology 
workforce.  Administered both mandatory compliance training on Workplace Harassment and 
NoFEAR for 360,000 employees and training on EEO, Diversity, Inclusion and Conflict 
Management for 40,000 executives, managers, and supervisors. 

 Administered the Diversity and Inclusion in VA Council, the body supporting effective 
governance and implementing strategic initiatives as well as Administered the Secretary of 
Veterans Affairs Awards Program honoring excellence in diversity and inclusion. 

 VA was recognized by Jonathan Holifield, White House Executive Director, HBCUs.  During 
the HBCU Summit in September 2019. Also, VA was also recognized for work in areas to 
include: Geo-mapping of HBCUs Institutions and VA Sites of Care, VA exhibit and resource 
booth at the Annual HBCU conference which included a visit and remarks by President Trump 
and several Cabinet Secretaries.   

 ODI – ORM successfully led Public Service Recognition Week (PSRW) May 6 – 10 for the 
VAAdditionally, utilized an ODI-ORM VA Pulse page that provides a digital presence and 
engagement resources to enhance employee and customer engagement experiences. The site 
received accolades from several users who visit blogs and polls published by Team CX.  
Specifically, VISN 20 (Portland, OR) group named VA Pulse Gold – Exceptional and 
Practical Information.   

 
Office of Labor-Management Relations (LMR) 
LMR enables services to Veterans and their families through negotiations on all Department labor-
management initiatives and policies; oversees negotiations for the five national unions within VA and 
works with members of VA’s executive leadership to ensure that each organization’s work is focused 
upon the strategic direction of the Department. LMR trains and intervenes, promotes effective labor-
management relationships at all levels of the Department; and advances the Department’s efforts to 
improve services to our Veterans.  
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Recent Accomplishments (LMR): 
 Advanced Executive Branch initiatives to develop more effective and cost-efficient Collective 

Bargaining Agreements (CBAs) with VA’s five national labor unions (AFGE, NAGE, 
NNU/NNOC, NFFE, and SEIU) and provided guidance and consultation to 22 additional labor 
contracts with unions that are not nationally recognized and are bargained at local VA 
facilities.   

 Provided targeted mentoring and training sessions for approximately 75 new senior executives. 
Customer satisfaction surveys indicated 95 percent of participants rated the sessions as 
extremely relevant and helpful in promoting a more productive labor environment. 

 Implemented a new series of Labor negotiation seminars to train agency contract negotiators 
to more effectively bargain and to recognize and eliminate ineffective or costly provisions in 
contracts.  

 LMR personnel are serving as the Chief Negotiators for four of the Department’s Master 
Agreement negotiations and provide technical and logistical support for the team appointed to 
bargain the fifth Master Agreement negotiation.  LMR’s goal is to advance VA’s mission and 
champion the cause of our Veterans. 

 Responded to and litigated over 300 National Grievances (NG), Unfair Labor Practice charges 
(ULPs), and Arbitrations.  LMR is the first responder to all national NG’s, ULPs, and 
Arbitrations and ensures that Veterans’ needs remain paramount. 

 Received and completed over 500 “demands to bargain.” 
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Below is the Summary of Employment and Obligations for the Office of Human Resources and 
Administration: 
 

Office of Human Resources and Administration 
Summary of Employment and Obligations 

(dollars in thousands) 
   2020    

  2019 
Actual 

Budget 
Estimate 

Current 
Estimate 

2021 
Request 

Inc. (+) 
Dec. (-) 

Average Employment       
Field 296 316 316 329 13 
Central Office 251 376 332 359 27 
Total 547 692 648 688 40 
Obligations:       
Personal Services $85,827 $106,505 $104,320 $110,708 $6,388 
Travel 1,740 1,603 1,810 1,945 135 
Transportation of Things 29 45 26 26 0 
Rents, Communications & Utilities 22,422 22,733 20,731 22,392 1,661 
Printing and reproduction 79 157 60 63 3 
Other Services 83,137 78,837 82,743 104,921 -5,781 
Supplies and Materials 392 327 383 378 -5 
Equipment 117 200 44 46 2 
Interest & Insurance, Other 63 90 56 57 1 
Adjustment to Expenditure -3,474 -966 -2,693 -2,932 -239 
Total Obligations $190,332 $209,530 $207,479 $237,605 $30,125 
Reimbursements -127,387 -139,718 -137,666 -162,013 -24,347 
SOY Unobligated Balance (-) -823 0 0 0 0 
EOY Unobligated Balance (+) 851 0 0 0 0 
Reallocation 0 0 0 0 0 
Budget Authority $62,972 $69,813 $69,813 $75,592 $5,779 
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Office of Operations, Security, and Preparedness 
 
Mission Statement 
The Office of Operations, Security, and Preparedness (OSP) enhances the capability of the 
Department of Veterans Affairs (VA) to continuously provide VA benefits and services in a safe 
environment that protects people and assets at all times. 
 
OSP, in coordination with VA Administrations and Staff Offices, implements guidance and 
procedures to ensure the continuity so the Department can continue to perform mission-essential 
functions under all circumstances across the spectrum of threat. OSP is responsible for policy and 
development of myriad training initiatives to ensure the safety and security of Veterans, volunteers, 
employees, and visitors at VA facilities. OSP integrates safety into VA operations and improves VA’s 
readiness to execute emergency management operations in coordination with the Intelligence 
Community, Department of Defense contingency support, and Department of Homeland Security 
support missions under the National Response Framework and National Continuity Policy.  
Additionally, OSP trains and credentials VA police officers located at VA facilities, and establishes 
VA-wide policy and program direction.  OSP also manages the Department’s compliance with 
various federal laws, regulations, OMB mandates, Homeland Security Presidential Directives 
((HSPDs) (e.g., HSPD-5, 12, and 40)) and Presidential Policy Directives 8 and 40. OSP is also 
responsible for VA’s implementation of the Insider Threat program. OSP enables mission delivery 
by providing oversight and governance for VA’s identity, credential, and access management (ICAM) 
suite of activities and initiatives. 
 
OSP requests a total budget authority of $35 million for mission support, including 169 FTE in 2021, 
and $45.3 million in reimbursements, including 19 FTE. 
 
Program Description and Accomplishments 
OSP supports the execution of VA’s Business Strategy 4.1.6 (Force Protection, Mission Assurance, 
and Federal Disaster Response) and comprises four program offices to provide oversight for resource 
management, identity credential and access management, emergency management and resilience, and 
security and law enforcement. The component offices within OSP serve the larger mission in the 
following ways. 
 
Office of Resource Management (ORM)  
ORM provides cohesive business services, and mission support for resource prioritization & 
optimization, predictive analysis, visibility of resource forecasting, data analytics, program 
management associated for ensuring human resources management, financial management, 
administrative, logistical, procurements, and support service activities. ORM oversees compliance 
with associated VA policies, directives, and internal controls required to ensure regulatory 
compliance and risk management.  
 
ORM assures the maintenance of accurate records to fulfill VA’s annual Statement of Assurance 
requirements and compliances and ensured corrective action plans are fully implemented consistent 
with federal laws and regulations, and VA policy. ORM also partners with VA’s Office of 
Management to execute the Financial Management Business Transformation (FMBT) initiative, 
which aligns with OMB memorandum M-13-08, Improving Financial Systems through Shared 
Services. 
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Recent Accomplishments (ORM): 

 Provided oversight and governance of OSP budget authority, and reimbursable authority. 
 Ensured compliance mandates in accordance to Government Accountability Office, Inspector 

General, Congressional inquiries and Office of Personnel Management (OPM) 
recommendations. 

 Provided governance in accordance to OMB Circular A-123 of OSP 2019 Statement of 
Assurance & Risk Management Assessment Tool.  

 Validated capabilities and initiatives for the FY 2020 President’s Budget Submission and the 
FY 2021 OSP Budget defense.    

 Provided governance and oversight of OSP Resource Management Services. 
 
Office of Identity, Credential, & Access Management (OICAM) (formerly 
Personnel Security and Identity Management) 
 
OICAM contributes to a safe and secure environment by ensuring trust in VA’s workforce and its 
affiliates by providing central coordination and oversight of personnel security and vetting; 
coordination, oversight, and governance for identity, credential, and access management; and 
enforcing VA compliance with Federal statutes, regulations, and policies.  
 
OICAM comprises a Personnel Security & Credential Management (PSCM) Program Management 
Office (PMO), an Access & Identity Management (AIM) PMO, and the Personnel Suitability 
Adjudication Center (PSAC).  OICAM’s oversight ensures alignment, accountability, and 
transparency of VA’s personnel security, suitability, identity, access management, and credentialing 
programs.  The OSP OICAM and the Veterans Experience Office (VEO) jointly work with the Office 
of Information Technology (OIT) to provide governance for identity and access management services 
provided by the Master Person Index (MPI).  As required by OMB M-19-17, “Enabling Mission 
Delivery Through Improved Identity, Credential, and Access Management”, the ICAM governance 
serves to govern and enforce all VA ICAM efforts to ensure compliance with the Federal ICAM 
(FICAM) architecture and technology roadmap.  OICAM also coordinates all activities required to 
implement the Trusted Workforce 2.0 initiative and the new policies and processes for continuous 
vetting. 
 
Three major activities and solutions emerging from these OICAM programs are: 

 Access and Identity Management (AIM) is responsible for overseeing and coordinating 
requirements for VA-wide access and identity management activities, supporting a fully-
automated and secure identity and access experience for every member of the workforce, 
including logical and physical access control systems. This includes support for the 
implementation of AIM services for the joint EHR system to ensure DOD/VA Interoperability.  
AIM also provides program management for a VA-wide initiative to automate processes in 
support of the on-boarding and off-boarding of all VA employees, contractors and health 
profession trainees, affiliates and volunteers, through the automation of processes that support 
the transition from paper-based, manual processes to seamless, automated IT on-boarding and 
off-boarding processes.  

 Implementation and operation of the “Next Generation PIV System,” as VA will leverage the 
Managed Shared Service Offering from the General Services Administration (GSA) known as 
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USAccess. The Credential Management PMO provides day-to-day operational support for the 
USAccess PIV system, as the solution replaces the current VA legacy HSPD-12 PIV system 
by the end of FY21.   

 Implementation and operation of the “Veterans Affairs–Centralized Adjudication & 
Background Investigation System” (VA – CABS), which provides the common, authoritative, 
comprehensive system to record, document, and store adjudicative investigations, actions, 
determinations, and documentation within the Department.  VA-CABS is a secure system 
enabling continuous subject evaluation and timely dissemination of, and access to personnel 
security information from trusted sources, in alignment with the Trusted Workforce 2.0 
initiatives supporting continuous vetting.   

 
Recent Accomplishments (OICAM): 

 Implemented enterprise wide solution (VA-CABS), providing real time background 
investigation data, status reporting, and tracking. 

 Initiated implementation of GSA’s shared service offering known as USAccess. 
 Executed Limited Pilot for Onboarding and Off-boarding Service for Contractors that 

significantly reduced inefficiencies and delays in onboarding and off-boarding contractors, 
while enhancing security by ensuring access is terminated upon contractor departure. 

 Implemented off-boarding for Network Account Termination for Employees automating the 
processing of Employee termination actions to disable Active Directory accounts. 

 
Office of Emergency Management and Resilience (OEMR)  
OEMR oversees VA’s National Security portfolio, which includes coordination, policy oversight, and 
management of National Preparedness, Emergency Management, Continuity of Operations (business 
continuity) and Government, Classified National Security Information Management, Industrial 
Security, Insider Threat, Information Sharing and Management, Common Operating Picture (COP) 
management Federal Intelligence Coordination, and Counterintelligence Programs.  In support of 
this, OEMR provides a resilient operational environment to support a swift return to normal 
operations following disruption through effective crisis and consequence management.   
 
OEMR is also the Department lead for VA’s fourth mission, serving as the command integration layer 
for leveraging VA capabilities to manage emergencies at the Federal, state, local, or tribal 
levels.  Specifically, OEMR:  

 Manages preparedness and crisis/disaster response and recovery by serving as VA 
Coordinating Official, operating VA’s Integrated Operations Center, and facilitating VA’s 
Crisis Response Team (CRT). 

 Protects VA sensitive information and operations and manages the Insider Threat and 
Defensive Counter Intelligence (CI) programs in accordance with Executive Order 13587 and 
the 2016 National Counter Intelligence Strategy.  

 Serves as VA’s Federal Intelligence Coordination Office (FICO) in accordance with 
Intelligence Community Directive 404, conducts predictive analysis, and provides critical 
information to support Senior Leadership decision making through its Intelligence and 
Analysis program. 

 Provides strategic guidance and supports interagency planning groups to ensure VA’s ability 
to support Federal response and recovery operations through its Preparedness program. 
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 Assures leadership and delivery of essential services internally and externally as an integrated 
enterprise during crisis through its Continuity of Operations and Continuity of Government 
programs.  

 Maintains resilient and secure telecommunications systems and communication platforms 
necessary to manage crisis and continuity effectively through its National Security/Emergency 
Preparedness Communications program. 

 
Recent Accomplishments (OEMR): 
 

 Partnered with FEMA for DisasterAssistance.gov to display VA benefits and entitlements 
available to Veterans and beneficiaries impacted by a crisis or disaster. 

 Led the effort for VA to join the National Security Industry Program managed by the 
Department of Defense.  

 Established a VA Common Operating Picture that creates an integrated enterprise view of all 
relevant operational information. 

 Participated in the Eagle Horizon 2019 exercise, which is a congressionally mandated 
requirement for all executive branch departments and agencies. 

 
Office of Security & Law Enforcement (OS&LE) 
 
Executive Director’s Office 
OS&LE is responsible for developing policies, procedures and standards that govern VA’s 
infrastructure protection, personal security and law enforcement programs; and protecting Veterans, 
visitors, and staff at VA facilities. OS&LE works with several Federal law enforcement agencies to 
maximize information exchange, training, planning and policy development. Two sub organizations 
constitute OS&LE - Police Services and the Law Enforcement Training Center (LETC).  The LETC 
provides basic and sustainment training for more than 3,800 VA police officers. OS&LE also has 
Special Agents classified as criminal investigators, who in accordance with Title 5, section 5545a, 
receive Law Enforcement Availability Pay (LEAP).  
(Refer to the Revolving Franchise Fund chapter for budget information on the Law Enforcement 
Training Center (LETC)).   
   
Police Services:  

 OS&LE Police Services has four divisions: Law Enforcement Oversight & Criminal 
Investigations Division, Executive Protection Division, Infrastructure Protection Division, 
and the Criminal Predictive Analysis Division. Collectively. These divisions: 

o Conduct program inspections of 144 Police units around the nation and criminal 
investigations of serious incidents, which occur on VA controlled property.  

o Provide personal protection for the Secretary and Deputy Secretary.  
o Develop Infrastructure Protection policy; interface with Federal Protective Services 

for Campus Security and represent VA on Federal steering committees.  
o Conduct criminal analysis to identify and track trends to assure proactive prevention 

programs, and support VA’s Integrated Operations Center (IOC) to provide enterprise 
wide support.  
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Recent Accomplishments (OSLE): 
 Conducted 70 Police program inspections, enhancing the safety and security for Veterans, 

visitors, employees, and patients at VA facilities across the nation. 
 Published more than 200 threat analyses, which ensured the personal safety of the Secretary 

and Deputy Secretary during their business travels.  
 Conducted more than 40 criminal investigations to ensure allegations of misconduct and 

criminal offences by police officers were properly adjudicated. 
 
Budget Highlights 
OSP requests $45.3 million and 26 FTE in reimbursable funding. The budget also requests a total 
budget authority of $35.2 million in budget authority for mission support, including 169 FTE to 
provide enterprise-wide services. The total increase of $8.9 million and 30 FTE in budget authority 
will: 

 
 Implement a Police Modernization initiative by aligning the police force into four multi-state 

regions with a police chief assigned to each of the 18 VHA VISNs to provide direct guidance 
of law enforcement operations and compliance. 

 Establish a national governance body to manage and oversee all police force policy issues. 
 Establish a Police Modernization office to implement staffing models and standards. 
 Maintain 24/7 security presence at VA IOC to provide a streamlined communications channel 

during emergencies and events. 
 Conduct inspections at 153 VA Police Units every two years to ensure they are operating 

efficiently and in accordance with VA policy. 
 Increased ICAM personnel in support of Trusted Workforce 2.0 and USAccess execution. 
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Below is a Summary of Employment and Obligations table for the Office of Operations, Security and 
Preparedness. 
 
  

Office of Operations, Security and Preparedness 
Summary of Employment and Obligations 

(dollars in thousands) 

   2020    

  2019 
Actual 

Budget 
Estimate 

Current 
Estimate 

2021 
Request 

Inc (+) 
Dec (-) 

Average Employment       
Field 0 0 0 22 22 
Central Office 119 158 158 166 8 
Total 119 158 158 188 30 
Obligations:       
Personal Services $19,665 $23,905 $24,646 $28,620 $3,974 
Travel 966 849 849 1,221 372 
Transportation of Things 0 0 0 0 0 
Rents, Communications & Utilities 93 32 32 33 1 
Printing and reproduction 8 6 6 0 -6 
Other Services 17,632 39,525 38,784 44,220 -5,781 
Supplies and Materials 2,436 5,044 5,044 6,381 1,337 
Equipment 1,159 0 0 0 0 
Interest & Insurance, Other 0 5 5 6 1 
Adjustment to Expenditure 0 0 0 0 0 
Total Obligations $41,959 $69,366 $69,366 $80,481 $11,115 
Reimbursements -17,282 -43,329 -43,329 -45,329 -2,000 
SOY Unobligated Balance (-) -700 0 0 0 0 
EOY Unobligated Balance (+) 640 0 0 0 0 
Transfer from other accounts -285 0 0 0 0 
Budget Authority $24,332 $26,037 $26,037 $35,152 $9,115 
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Office of Enterprise Integration 

 

Mission Statement 
The Office of Enterprise Integration (OEI) leads enterprise transformation and continuous 
improvement of the Veteran and employee experience through effective integration of 
people, processes, technology, innovations, and maturing organizational management 
capabilities.  OEI supports the Secretary, Deputy Secretary, and Under Secretaries in the 
areas of strategic planning; policy management and analysis; business integration; 
transformation and innovation; program management; performance management; data 
analytics, and data governance.  
 
Summary of Budget Request 

($ in 000) 2020 FTE 2021 FTE 
Office of the AS/PDAS $2,599 9 $1,939  9 
Office of Policy and Interagency Collaboration $2,650 11 $2,650  14 
Office of Data Governance and Analytics $7,479 22 $7,625  30 
Office of Planning and Performance Management $8,256 29 $10,135  32 
Office of Modernization $7,432 23 $7,732  25 
Total Budget Authority $28,416  94 $30,081  110 
 
Reimbursement: 

 
  

 
  

Enterprise Data Contracts $1,250  0 $4,000  0 
Veterans Innovation Center $9,695  7 $50,850 12 
Total Reimbursement $10,945 7 $54,850 12

In 2021, OEI requests budget authority (BA) of $30.1 million including 110 FTE, and reimbursement authority 
of $54.9 million and 12 FTE to support its mission. 
 
Program Description and Accomplishments 
OEI supports VA’s mission by integrating the planning, policy, performance management, 
and program management functions of the Department, and planning and executing the 
Department’s major transformation and modernization effort in support of the Secretary’s 
priorities.     
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Office of Policy and Interagency Collaboration (OPIC) 
OPIC leads and manages the Department’s policy management process and provides policy 
analysis to the Secretary and VA senior leadership. OPIC oversees VA’s policy research 
and collaboration activities with strategic partners (other Federal agencies, academia, think 
tanks, and ally countries) and serves as the VA lead on issues pertaining to interagency 
collaboration and coordination with Federal partners (DoD, SSA, HUD, DOL, Commerce, 
etc.). In addition, OPIC carries out the following functions and activities:  

• Maintains a centralized repository of directives, handbooks, regulations, delegation 
authority, etc.  

• Conducts enterprise-wide policy formulation, analysis, implementation, and 
evaluation.  

• Fosters collaborative Veteran-centric policy research within VA and across Federal 
agencies, academic institutions, and think tanks to enhance Veteran policy research 
and analysis.  

• Manages the day-to-day operations of VA’s Institute of Medicine Task Force.  
• Publishes and maintains the Department’s Functional Organization Manual 

(FOM).  
• Facilitates the development and integration of joint policies and programs between 

VA and Department of Defense (DoD) and other agencies.  
• Provides oversight for the coordination and implementation of joint VA-DoD 

programs and policies as they relate to activities of the VA-DoD Joint Executive 
Committee (JEC).  

• Coordinates and facilitates a Department-wide perspective in all VA-DoD 
collaboration activities and initiatives.  

• Provides planning and support for VA-DoD governance bodies, such as joint 
VA/DoD Secretarial Meetings, VA-DoD JEC, and Wounded, Ill, and Injured 
Committee (WIIC). 

• In coordination with DoD, develops and monitors the execution of the VA-DoD 
Joint Strategic Plan (JSP) to synchronize these activities.  

• In coordination with DoD, develops and publishes the VA-DoD Annual Report to 
Congress on VA-DoD collaboration issues.  

Office of Data Governance and Analytics (DGA) 
DGA provides data management, analysis, and business intelligence capabilities to inform 
VA-wide decision making. DGA acts as an authoritative clearinghouse for the collection, 
analysis, and dissemination of statistics about Veterans and VA programs. It also provides 
predictive analysis, statistical services, and data-driven forecasting capabilities to inform 
decision-making and support evidence-based policymaking in the Department. DGA 
carries out the following functions and activities:  

• Conducts data analytic services and products to support VA planning, policy 
analysis, reporting, and decision-making activities.  
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• Provides mapping and geospatial analytics services and products to support VA 
planning and decision-making activities.  

• Performs actuarial analysis and modeling to project future Veteran population and 
demographic characteristics to support budget, strategic planning, financial 
reporting, and policy making.  

• Manages the collection and dissemination of official Veteran statistics for the 
Department via the VA website and the government-wide Open Data web portal.  

• Leads the Department’s effort to implement and manage VA’s data governance and 
data stewardship programs and open data initiatives.  

Office of Planning and Performance Management (OPPM) 
OPPM leads the Department’s strategic future foresight and assessment; coordinates 
business strategy development; integrates mission requirements; conducts forward-thinking 
strategic planning to address long-range issues; and ensures integration of business 
requirements and alignment of the planning and execution activities of the Department’s 
programs and initiatives. OPPM is also responsible for managing VA’s enterprise risk 
management framework that provides the necessary governance, communications, training, 
processes, and tools to effectively identify, assess, address, and monitor risks, enabling 
leadership to make informed decisions and focus priorities that maximize resources. OPPM 
enables VA’s senior leaders to maintain a consolidated, timely, and robust understanding 
of known and emerging risks facing the Department, and how they are being addressed. 
OPPM carries out the following functions and activities:  

• Orchestrates and manages the Department’s Strategic Operating Model/Manage for 
Results process to drive management activities and integration across the 
Department.  

• Conducts environmental scanning to understand the nature and pace of change and 
identify likely future opportunities and challenges for Veterans and the VA; 
producing the Department’s annual Strategic Environmental Assessment (SEA).  

• Applies continuous environmental scanning and analysis to identify, assess, and 
monitor strategic level risks and opportunities; coordinates with other risk offices 
and the Office of Management and produces the annual Department’s Risk Profile 
to fulfill requirements in OMB Circular A-123.  

• Applies strategic foresight methodologies (alternate futures, scenario-based 
analysis, etc.) to guide policy and shape strategy decisions, developing Futures 
Analyses for the Department’s senior leaders, strategic planning community and 
other stakeholders.  

• Fosters collaborative strategic studies within VA and across federal agencies, 
academic institutions, and think tanks, to include leading the development of the 
Federal Foresight Community of Interest.  

• Manages the development, refinement, and execution of the Department’s 
Quadrennial Strategic Planning Process. Chairs the Department’s cross-
organizational Strategic Planning Team which coordinates the development and 
oversees execution of the Department’s strategic plan.  
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• Develops bi-annual Department Agency Priority Goals (APGs) in coordination with 
relevant VA stakeholders.  

• Responsible for the governance and management necessary to identify, evaluate, 
mitigate, and monitor the VA's operational and strategic risk as required by OMB 
Circular A-123.  

• Manages and organizes Department’s performance indicators, coordinating 
departmental performance within VA plans and strategies.  

• Matures and maintains the VA’s authoritative business architecture and business 
reference model to inform and support data architecture, system architecture, 
planning, resources management, and business operations in the Department. 

• Leads and coordinates VA’s implementation of the Program Management 
Improvement Accountability Act and the Foundations for Evidence-Based 
Policymaking Act. 

• Coordinates integrated enterprise mission planning (horizontal integration).  
 

Office of Modernization (OM) 
The Office of Modernization (OM) manages breakthrough transformation initiatives within 
the Department and is responsible for leading enterprise-wide lean management strategy 
and implementation to enable a culture of continuous performance and outcome 
improvement through employee engagement.  OM carries out the following functions and 
activities:  

• Orchestrates planning, coordinates management of, and integrates cross-VA priority 
modernization initiatives. 

• Oversees development of performance targets and roadmaps for modernization 
efforts. 

• Responsible for enterprise performance improvement strategy, policies, training 
standards, governance, and implementation coordination. Coordinates the 
utilization of internal VA capabilities in Program Management, Lean Six Sigma, 
Human-Centered Design, and Systems Engineering to support key management 
challenges and performance improvement efforts. 

 
Veterans Innovation Center (VIC) 
The VIC leads VA’s innovation ecosystem and diffusion of best practices to manage 
strategy and policy. VIC identifies, prioritizes, tests, and evaluates promising solutions for 
the Department’s most important challenges. VIC’s goal is to increase Veterans’ access to 
VA services; improve the quality of service delivery; enhance VA operational performance, 
and reduce or control the cost of delivering services to Veterans and their families. VIC 
carries out the following functions and activities:  

• Advises the Secretary and senior leadership on proven and promising innovations 
to address strategic challenges to VA transformation.  
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• Executes all aspects of the annual Industry Innovation Competitions, including 
marshaling VA leadership to identify top priorities, selecting innovations for 
funding and implementation, overseeing development and/or pilot implementation, 
and evaluating outcomes of the projects undertaken.  

• Manages, in partnership with VHA, pilot programs as appropriate to develop new, 
innovative approaches to testing payment and service delivery models to reduce 
expenditures while preserving or enhancing care quality and access to care furnished 
by VA.  

• Executes prize challenges and, when appropriate, special projects focused on near-
term, high-impact opportunities.  

• Serves as the sponsor and manager of independent innovation relationships with the 
private sector through use of cooperative research and development agreements 

Recent Accomplishments: 

In 2019, organizational components comprising OEI achieved the following: 
 

• Updated the VA’s FY 2018-2024 Strategic Plan which describes the outcomes 
Veterans can anticipate from VA. The development of this plan involved the 
assessment of historic and current operations, seeking out leading practices in health 
care, benefits delivery, and customer service, as well as benchmarking best practices 
in business operations, including integration of technology into business, human 
capital management, facilities management, and organizational governance. The 
refreshed Strategic Plan also incorporates the Secretary’s priorities and aligns them 
with VA strategic objectives. 

• Provided overall communications, strategic planning, and program management 
support for the implementation of the MISSION Act. 

• Produced more than 100 statistical and analytic products on Veteran demographics 
and socioeconomics and utilization of VA benefits and services for internal and 
external customers.  These include: the Profile of Veterans, Profile of Unique 
Veteran Users of VA Benefits and Services, Profiles of Veterans by Period of 
Service (Vietnam, Pre-9/11 and Post 9/11), Profile of Veterans in Poverty; Minority 
Veteran Report, Quarterly VA Statistical Cards, Veteran population in Urban and 
Rural Areas, Geographic Distribution of VA Expenditures by County, and statistical 
summaries for every State and Territory.  

• Collaborated with other VA offices and the US Census Bureau on to conduct studies 
on Veterans at risk for mental health issues and suicidality; Veterans earnings loss 
impacts of disability compensation, and Post-9/11 GI Bill outcomes. 

• Led the VA Data Governance Council (DGC) to establish departmental guidance 
for the selection and implementation of authoritative data sources, ensuring quality 
of information disseminated by VA, and established data standards for the 
Department. 
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• Incorporated over 100 additional business functions in VA’s Business Reference 
Model to enable linkage between enterprise strategic goals and objectives to 
investments, programs, processes, and outcomes. 

• Established and implemented an activity-based costing structure for National 
Cemetery Administration (NCA) programs and their respective enabling and 
supporting functions.   

• Developed and executed an Enterprise Risk Management (ERM) framework and 
governance model to align with OMB Circular A-123 and apply risk management 
consistently throughout the Department; included the creation of a senior leader 
governance board, and staff office working groups. 

• Matured the Enterprise Risk Profile for the Department and identified risk trends 
that may affect business lines or program management activities, including specific 
high-impact risks for the Secretary. 

• Enhanced the Enterprise Directive Management System (EDMS) in order to ensure 
VA’s policy documents (directives, handbooks, and notices) are up to date and 
accessible across the Department. 

• Continued to improve a comprehensive Program Assessment Framework for 
evaluating the maturity of VA Programs. 

• Continued to improve management capability survey to support capability gap 
identification and performance improvement planning. 

• Matured and expanded a common data environment that enables business analytics 
and performance improvement planning. 

• Developed a comprehensive functional framework containing over 700 discrete 
functions and definitions that enable cost accounting across all VA business lines, 
congressional appropriations, and VA Programs. 

• Implemented the 2019 Gears of Government award program in VA to recognize 
individuals and teams across the Department who are delivering key outcomes for 
the Veterans, specifically around mission results, customer service, and accountable 
stewardship. 

• Synchronized planning and program management activities for the new electronic 
health record, supply chain, and finance management systems. 

 
Budget Highlights 
The 2021 request includes $84.9 million in total planned obligations and 110 FTE necessary 
for OEI to support VA modernization initiatives and to expand existing capabilities in 
business architecture; business analytics; enterprise risk management; data analytics; 
performance management; performance improvements, and innovations. This budget will 
enable the Department to continue providing comprehensive analysis to the Secretary and 
senior leaders in the areas of strategic planning; policy management and analysis; business 
integration; modernization and innovation; program management; performance 
management and improvement; data analytics, and data governance to support effective and 
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efficient delivery of benefits and services to our Nation’s Veterans and eligible 
beneficiaries. The highlights of the budget request include: 

 
• $4.0 million in contract dollars and a total of 38 FTE to support the Office of 

Planning and Performance Management (OPPM) to develop business strategy, 
establish mission requirements, conduct strategic planning, integrate risk 
management strategies to achieve agency goals, mature VA’s business architecture 
modeling, and develop concept analysis capabilities to identify long-range issues 
and ensure integration of business solutions across the Department. OPPM resources 
will also be used to lead and coordinate VA’s implementation of the Program 
Management Improvement Accountability Act and the Foundations for Evidence-
Based Policymaking Act. 

 
• $3.0 million in contract dollars and a total of 26 FTE will support the Office of 

Modernization to lead and manage transformation initiatives across the 
Department. 
 

• $1.8 million in contract dollars and a total of 33 FTE will support the Office of Data 
Governance and Analytics to provide Veteran statistics, data analysis, and 
predictive modeling to inform VA-wide decision making. This effort supports VA’s 
integrated strategy for Department-wide data-driven decision management 
capability. 

Total resources in the 2021 request include $54.9 million in reimbursable authority, 
including: 

• $50.9 million for the Veterans Innovation Center to develop and conduct up to 10 
pilot programs, as required under Section 152 of Public Law 115-182 (MISSION 
Act), to develop innovative approaches to testing payment and service delivery 
models to reduce expenditures while preserving or enhancing quality and access to 
care furnished by VA. 

• $4.0 million for three contracts supporting VA-wide data collection, data analytics, 
enterprise data governance, and data management efforts.  
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Office of Enterprise Integration 
Summary of Employment and Obligations 

(dollars in thousands) 
    2020   2020-2019 
  2019 President's  Current 2021 Increase/ 
  Actual Budget Estimate Request Decrease 
            
Average Employment 94 131 101 122 21 
Central Office 94 131 101 122 21 
Field Office           
Budget Authority 94 126 94 110 16 
Reimbursement Authority 0 5 7 12 5 
            
Obligations:           
  Personal Services $16,749 $20,525 $18,893 $23,167 $4,274 
  Travel $134 $978 $143 $164 $21 
  Transportation of Things $0 $0 $0 $0 $0 
  Rent, Communications, Utilities $24 $0 $0 $0 $0 
  Printing and reproduction $10 $30 $10 $10 $0 
  Other services $13,059 $62,138 $20,282 $61,548 $41,266 
  Supplies and material $38 $95 $33 $42 $9 
  Grants, Interest, and Insurance $0 $0 $0 $0 $0 
Total Obligations $30,014 $83,766 $39,361 $84,931 $45,570 
Reimbursements (-) $2,822 $55,350 $10,945 $54,850 $43,905 
SOY Unobligated Balance (-) $0 $0 $0 $0 $0 
EOY Unobligated Balance (+) $775 $0 $0 $0 $0 
Transfer (-) $0 $0 $0 $0 $0 
Total Budget Authority $27,967 $28,416 $28,416 $30,081 $1,665 
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Public and Intergovernmental Affairs 
 

Mission Statement 
The Office of Public and Intergovernmental Affairs (OPIA) helps build and maintain public 
confidence in the Department of Veterans Affairs (VA) by positively reinforcing its 
commitment and readiness to serve America’s Veterans of all generations.  OPIA 
accomplishes this by developing, routinely updating and communicating the Department’s 
key messages to many audiences through media relations, public affairs, intergovernmental 
affairs, outreach, and Veteran engagement to reach Veterans and their families, other 
beneficiaries, and other stakeholders.  Under VA’s modernization effort, OPIA is 
designated as the enterprise policy and functional coordinator of internal employee and 
external communications to ensure consistent messaging and to be the unified voice of the 
department.

Summary of Budget Request 

 ($ in 000) 
2020 

Current Estimate 
     

FTE  2021 FTE 
Office of Assistant Secretary $2,968 9  $4,611 9
Office of Public Affairs 3,907 50  5,237 50 
Office of Intergovernmental Affairs 2,840 18  3,106 18 
Office of Internal Communications 953 6  962 6 
Office of National Veteran Outreach 798 4  803 4 
Office of Executive Speechwriters 616 4  623 4 
Homeless Veteran Outreach and Strategic 
Communications Office 581 4   589 4 

Budget Authority $12,663 95  1  $15,931  95 

Homeless Veteran Outreach Contract $592 0   $610  0 
Enterprise E-Mail Service $1,526 0   $1,573  0 
Media Clips Contract $57 0   $57  0 
VA Branding Contract $5,139 0    $5,149  0 

 $7,314 0   $7,389  0 

Total Budgetary  $19,977 95    $23,320 95  
114 on-board FTE will be funded through GenAd carryover 
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In 2021, OPIA is requesting budget authority of $15.9 million for 95 FTE to support its 
mission.  The request in 2021 will allow VA to: 
 

 Improve its public affairs and outreach capabilities and training. 

 Ensure VA’s position and key messages are received by Veterans, their family 
members, and the public. 

 Ensure more Veterans access the benefits and services they have earned. 

 Improve VA’s digital media engagement capabilities and impact. 

 Improve partnerships with state Veterans Affairs directors. 

 Improve VA’s reputation among veterans, key stakeholders, and the American 
people. 

 improve partnerships with state governors, county leaders, state legislators, mayors 
and other state and local leaders; and 

 improve outreach and partnerships with tribal governments. 

 
Program Description and Accomplishments 
The Office of the Assistant Secretary provides executive oversight, management and 
direction to OPIA.  The Assistant Secretary oversees VA’s communications and outreach 
programs including media relations, internal communications and media products, social 
media and intergovernmental affairs.  The Office of the Assistant Secretary includes the 
Principal Deputy Assistant Secretary, the Chief of Staff, Special Assistant, Executive 
Assistant, and other program analysts and assistants.      
 
Deputy Assistant Secretary for Public Affairs 
The Deputy Assistant Secretary of Public Affairs is responsible for coordinating and 
orchestrating the release of external public affairs communication and information for VA.   
The primary mission of this Office is to coordinate with VA’s three Administrations (VBA, 
VHA and NCA) and other offices throughout VA to ensure Veterans and their families, 
other beneficiaries, and stakeholders receive accurate and timely information about 
Department benefits and programs as well as information on many other topics using all 
forms of traditional and new media.    
 
Executive Director for Strategic Planning and Veteran Outreach    
The Executive Director for Strategic Planning and Veteran Outreach serves as the Assistant 
Secretary’s senior advisor on matters pertaining to development of department-wide 
communications policy, advertising, strategic communications, and is a key conduit with 
other OPIA Federal employees.   The Executive Director for Strategic Planning and Veteran 
Outreach is also responsible for providing oversight, guidance and direction to the Office 
of National Veterans Outreach, the Office of Internal Communications, the Office of the 
Executive Speechwriters and the Homeless Veterans Outreach and Strategic 
Communications Office.  The Executive Director for Strategic Planning and Veteran 
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Outreach serves as OPIA senior representative on all VA senior executive boards and 
management reviews.   
 
National Veterans Outreach Office 
The National Veterans Outreach Office (NVO) mission is to assess, coordinate, plan and 
report outreach activities.   The office develops outreach plans and web resources to assist 
administrations and program offices’ outreach efforts.   The office also provides project 
management of significant marketing and advertising contracts, all contracts specify 
measurable results for the outreach campaign.   In addition, this office is responsible by law, 
for preparing the biennial outreach report to Congress on the outcomes of outreach 
programs.    

National Veterans Outreach Office 2019 accomplishments: 

 Provided support and project management of several contracts for strategic outreach 
support services to increase Veterans’ awareness of benefits and services totaling 
nearly $1.5 million. 

 Sustained an Outreach Workgroup made up of leads responsible for Outreach 
activities in each of VA’s Administrations as well as representatives from various 
program offices (Center for Minority Veterans, Homeless Program, Women 
Veterans, etc.).  Held bi-weekly meetings to assist with event coordination between 
the Outreach Programs. 

 Sustained the Digital Outreach Campaign educating Veterans, their families, 
Servicemembers, Caregivers and Survivors about VA benefits and services and 
encouraging them to apply.   The six-year sustained campaign resulted in (2013-
2019:  13.2 million visits to the Explore.va.gov microsite with 2.8 million 
application starts and 1.4 million opened e-mails.   The results were obtained at a 
cost of $2.33 advertising dollars expended per application start. 

 Prepared and distributed the 2019 Federal Benefits Handbook for Veterans, 
Dependents and Survivors. 

 Conducted regular digital outreach events on social media in partnership with 
Veterans Service Organizations (VSOs) and non-government organizations 
reaching nearly 500,000 Veterans, educating them on VA benefits and services and 
providing answers to their questions. 

 Planned and conducted all coordination with the Department of Defense, VSOs, the 
White House and within VA for all participation at the National Veterans Day 
Observance held at Arlington National Cemetery; also planned VA participation for 
Memorial Day as co-host to the Department of Defense.   Established more than 45 
regional site programs for Veterans and families to attend nationally.  Provided 
direct support to the Secretary for administrative management of the National 
Veterans Day Committee program.     

 Planned and executed VA participation in the Department of Defense led 50th 
Anniversary of the Vietnam War Commemoration Program.   The result was more 
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than 350 events in which more than 91,000 Vietnam Veterans were personally 
thanked and provided commemorative lapel pins.  The events generated more than 
600 good news stories in local and regional news media.  This includes both digital 
and traditional media formats. 

 Managed relations between VA and VSO Communications Directors.   Held regular 
meetings to educate this group on recent developments and improvements to VA 
programs.  Generated interest which lead to newsletter articles and social media 
shares on partner pages. 

 Coordinated and supported the World War I Commemoration program with blogs 
and historical outreach about the Great War to include VA’s evolving role in serving 
Veterans since then; coordination the participation of the VA Secretary as primary 
speaker at the proposed monument wreath laying and Veterans Day national 
observance speech.    

 Managed the VA Advertising Oversight Board to ensure paid advertising and 
marketing programs amounting to more than 20 million dollars met appropriate VA 
standards and policy.   Primary focused centered on mental health outreach and 
clinician recruiting; completed a revised policy for the Department since 2010. 

 Completed and distributed the 2016–2017 Biennial Outreach Report to Congress; 
presently coordinating the 2020-2022 Biennial Outreach Plan.   The plan when 
executed, is reported in the Biennial Outreach Report.      

 
Homeless Veterans Outreach and Strategic Communications Office  
The Homeless Veterans Outreach and Strategic Communications Office (HVOSCO) 
expands awareness of VA programs for Veterans who are homeless or at risk of 
homelessness and develops collaborative relationships with organizations that can assist 
VA in addressing the unmet needs of Veterans who lack stable housing.   The office uses 
paid, earned and owned media to make stakeholders aware of the range of services available 
within VA to help Veterans exit homelessness and remain in stable housing.  Staff develop 
collaborative relationships with organizations that can assist VA in filling gaps that are 
critical to economically vulnerable Veterans such as employment, affordable housing, and 
move-in essential items. Staff also coordinate with federal, state and local partner 
organizations to synchronize messaging about homeless Veterans’ issues.   
 

Homeless Veteran Outreach and Strategic Communications Office 2019  

Accomplishments:    

To support VA’s ongoing work to help Veterans exit homelessness and remain in stable 
housing, the OPIA Homeless Veterans Outreach and Strategic Communications Office 
undertook the following activities in 2019: 
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 Secured new collaborative relationships with 21 organizations to help advance VA’s 
goal of preventing and ending homelessness among Veterans, including the 
following four:   

• Gulf Coast Health Care provided employment for several job-ready Veterans 
who recently exited homelessness.  The organization is currently exploring 
the potential of offering scholarships to a select group of formerly homeless 
Veterans to train them to become certified nursing assistants.   

• Vehicles for Change of Detroit is working with the community employment 
coordinator at the John D.  Dingell VA Medical Center to identify formerly 
homeless Veterans to enroll in a free automotive technician training 
program, which has a 100 percent job placement rate for graduates.   

• The National Association of Elementary School Principals, in collaboration 
with VA and the American Student Council Association, organized a 
challenge to collect cookware, flatware and cleaning supplies for Veterans 
who exited homelessness but could not afford to purchase those household 
essential items before moving into permanent housing.   In 2019, the year 
the initiative began, schools in six states participated.  In addition to helping 
homeless Veterans, the initiative encouraged civic engagement among 
school-age children, the leaders of the future. 

 Nurtured relationships with organizations with which VA already collaborates to 
help prevent and end Veteran homelessness, including Turner Construction and 
Military Outreach USA. 

• On May 4, 2019, during its Day of Service, Turner Construction fully 
furnished the home of a formerly homeless Veteran in the Washington, DC 
area who was unable to afford to purchase furnishings on his own.   This 
work is an extension of VA’s partnership with Turner Construction that 
began in 2018 when the organization furnished the home of two other 
formerly homeless Veterans.   

• Military Outreach USA (MOUSA) a faith-based organization located in 
Chicago, began its partnership with VA in 2016 to collect move-in essential 
items for homeless Veterans from other faith-based and non-profit 
organizations.   The group distributed the items to VA medical centers across 
the country for use by Veterans who were homeless or recently exited 
homelessness.  So far, this fiscal year, MOUSA collected more than 31,000 
items, valued at nearly $100,000.   The items have been distributed to more 
than 2,000 Veterans to date. 

 Published nearly 30 blog posts and other articles about VA programs for homeless 
Veterans to inform stakeholders that those programs are producing positive 
outcomes for Veterans.  Veterans are more likely to seek assistance from VA if they 
know other Veterans have been helped by VA programs.   

 Informed VA staff about programs for homeless Veterans.  As the second largest 
federal agency with more than 300,000 employees, VA trains staff at all levels of 
the organization what to do if they encounter a homeless Veteran.  That increases 



 

GenAd-372      Office of Public and Intergovernmental Affairs  

the likelihood that a Veteran who presents as homeless anywhere within the VA 
health care system or in the community will be directed to the appropriate resources 
for help.   The Homeless Veterans Outreach and Strategic Communications Office 
coordinates each quarterly webinar.   

 In all of the outreach materials and engagements with partner organizations, the 
Homeless Veterans Outreach and Strategic Communication Office includes calls to 
action for Veterans to visit va.gov/, contact the National Call Center for Homeless 
Veterans (NCCHV), or visit the closest VA medical center for more information 
about VA homelessness programs.  The number of visitors to VA web pages about 
programs for homeless Veterans increased from 393,300 for the first three quarters 
of 2018 to 415,3000 for the first three quarters of 2019.   The number of page views 
was the same for both periods, 1.2 million.  These measures show that the efforts of 
the OPIA Homeless Veterans Outreach and Strategic Communications Office to 
make Veterans, the public, and VA staff aware of VA resources homeless for 
homeless and at-risk Veterans are producing the desired outcomes.    

Office of Internal Communications  
The Office of Internal Communications is the lead VA office charged with improving and 
spreading employee communications across the enterprise.  The goal of the office is to 
increase employee awareness of VA and its initiatives, programs and achievements; and to 
increase employee engagement and productivity.  By working collaboratively with OSVA, 
the three Administrations and VACO staff offices, this office highlights the great work VA 
personnel and VA facilities are doing for Veterans; shares important news, information and 
resources with VA employees; and implements communications campaigns and training to 
increase employee engagement and understanding and buy-in to VA’s mission.  Improving 
internal communications is key to improving the employee experience which, in turn, will 
improve the Veteran experience. 
 
Office of Internal Communications 2019 Accomplishments 
In 2019, the office led a multi-pronged strategy to strengthen internal communications and 
maximize its effectiveness across VA:   
 

 Managed VA Insider, VA’s flagship all-employee blog portal.  During this fiscal 
year, VA Insider visits reached more than 165,000 per day.  With more than 28 
million visits in just three years, a 50 percent increase in one year reflects a 
significant change relative to the 2018 level of 110,000 visits per day. 

 Developed and launched enterprise webinars, campaigns and other resources to 
enhance the internal communications capabilities of VA communicators and leaders 
across VA and increase employee awareness of VA initiatives and goals.  In August 
2019, 64 percent of employees ranked VA communications as adequate or better, 
up from 50.7 percent in May 2017.   
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Office of Executive Speechwriters  
The Office of Executive Speechwriters (OES) works in direct support of the Secretary of 
Veterans Affairs, the Deputy Secretary, and the Chief of Staff to research, write, revise, and 
edit high-quality executive speeches, audio-visual presentations, congressional testimony 
and opening statements, messages, talking points, video scripts, correspondence, and other 
strategic communications products — Op-eds, reports, presentations.  Executive 
Speechwriters research and analyze audiences to whom products will be delivered and 
ensure department leaders are briefed on and understand the characteristics of the audiences 
to which they will speak or make presentations.  Executive Speechwriters also teach 
speechwriting and strategic communications to public affairs specialists from across the 
country at the OPIA National Public Affairs Training Academy meetings and serve as the 
department’s routinely consulted subject matter experts on speechwriting. 

2019 Office of Executive Speechwriters Accomplishments: 

 Assisted in developing and amplifying Office of the Secretary directed themes and 
messages to accomplish the established priorities and policies of the department 
during course of a critical year of VA transformation. 

 Composed and designed some 200 major speeches, audio-visual presentations, 
audience analyses, and other written products for the Secretary, the Deputy 
Secretary, and the Chief of Staff.  Additionally, the OES edited and reviewed over 
50 products on behalf of department leaders. 

 Provided expert advice and assistance to the Secretary of Veterans Affairs, the 
Deputy Secretary, the Chief of Staff, and other department senior leaders regarding 
effective communications strategies, themes, messages, and products for 
engagements.  Assigned projects based on prior experience and knowledge of 
current events and Veterans' issues  

 Conducted extensive historical research to acquire relevant and accurate 
information for assigned projects and, when appropriate, shared background 
information with supported senior leaders and other VA-internal offices. 

Office of Media Relations 

The Office of Media Relations (OMR) serves as VA’s main conduit with the external news 
media.  OMR plans and directs the department’s public affairs and news media program.  
OMR staffers help plan issue-driven public affairs campaigns; manage and execute media 
events (press conferences, interviews, media roundtables, media support to major VA 
events, etc.); coordinate public affairs events with the department’s three administrations 
and key program offices; draft, distribute and maintain news releases and fact sheets, 
communications plans, white papers and similar products. 
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Office of Media Relations 2019 accomplishments: 

 OMR coordinated and responded to well over 4,000 media inquiries, regarding a 
myriad of topics crossing all three administrations and VACO staff offices.  OMR 
also conducted several campaigns to inform Veterans and the public about emerging 
or expanding programs, conducted “media pitches,” media round tables and other 
media notifications.  Among topics of national interest, OMR has provided 
responses on behalf of the department to include senior leadership; MISSION Act; 
GI Bill; VA Loan Guaranty; drug and pharmaceutical pricing and prescribing 
practices; opioid use and abuse prevention; hepatitis C care and medications, suicide 
prevention; minority Veterans; women Veterans; mental health; environmental 
exposures (to include Agent Orange, Burn Pits, and Blue Water Navy Veterans); 
caregiver program; electronic health records; 3-D printing for health care; medical 
foster homes; Veteran ID cards and whistleblower protections.  OMR successfully 
marketed the medical foster homes program stories to major outlets such as People 
Magazine; CBS News (national network); the Washington Post and local outlets.  
The Wheelchair games aired on CBS News and local outlets around the country. 

 OMR edited, and processed more than 500 news releases during the fiscal year 
including numerous media advisories.  OMR collaborates with the Digital Media 
Engagement section to ensure pertinent information is also shared via Social Media 
channels. 

 OMR continued to assist in the efforts to inform Veterans about the seriousness of 
mental health issues, PTSD; suicide prevention and the availability of services to 
address them.    

 OMR participated in the Women Veterans Conference, National Association of 
Black Journalists, National Association of Broadcasters and other national-level 
organizations and events. 
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Office of Field Operations 
OPA’s Field Operations Service consists of six district public affairs offices that serve as 
the public relations conduit between local facilities in each administration and VA Central 
Office, coordinating the release of external and internal public affairs information and 
providing direct support and public relations counsel.  Field Operations are an integral part 
of the implementation of department communications efforts for customer service, 
MISSION Act, and suicide prevention, as so much of it depends on synchronization with 
local facilities.   

Office of Field Operations 2019 Accomplishments: 

 Trained more than 2,000 facility directors, senior leaders and public affairs officers 
in how to communicate VA programs and messages more effectively with media 
and veterans.  VA routinely engages local media outlets to convey broad messages 
in local communities.   Local VA officials and Public Affairs Officers (PAOs) are 
at the cutting edge of informing and educating Veterans about the benefits they’ve 
earned.  Our local officials and PAOs are the “face of VA” in local communities.   
To help them represent the department, nearly 100 separate episodes of training 
were conducted, either in group sessions, interactively or in one-on-one prep 
sessions.  Training typically consists of tips and techniques for engaging reporters, 
on-camera practice sessions and message development. 

 Played a significant role in the communications effort for MISSION Act 
implementation by arranging more than four dozen individual Secretary interviews 
focused on regional public radio.    

 Supported the Secretary, Deputy Secretary and senior VA leaders as they traveled 
the country.  Senior leaders have the unique opportunity to communicate directly 
with Veterans and stakeholders in local communities when they travel. OPA Field 
Operations works with local media representatives and local VA facilities to 
coordinate senior leader travel.   In the last fiscal year, OPA Field staff supported 
more than 120 separate media engagements. 

 Conducted media interviews or responded to national, regional and local media 
queries. Veterans get much of their information about VA programs and policies 
through local television, newspaper and radio coverage.   OPA Regional Office staff 
members provide information to local reporters – or assist facility public affairs 
officers as they work with local media representatives.   Last year, OPA Field staff 
members responded to some 800 media inquiries.   

 Throughout 2019, advised facility directors, senior leaders and public affairs 
officers during nearly 6,000 individual interactions.  OPA Field staff are often the 
first advisors called when facilities confront issues that involve (or may involve) 
media coverage.   They are also consulted on numerous issues related to internal 
communication, special events planning and crisis communication planning and 
execution.  Public relations advice and counsel is the primary and most time-
consuming function of the OPA Regional Offices.  It is often the most critically 
needed support function for facilities that have issues they must address.  OPA Field 
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staff traveled to local facilities more than 100 times to provide direct, hands-on 
assistance.    

 Assisted in special events that reflected positively on VA or on local VA personnel.  
Special events included the National Veterans Small-Business Conference; 
Veterans Economic Community Initiatives; and National Programs and Special 
Events, including:  

• Veterans Day and Memorial Day 
• National Veterans Wheelchair Games  
• National Disabled Veterans Winter Sports Clinic 
• National Veterans Creative Arts Festival 
• Summer Sports Clinic 
• Golden Age Games 

 Media coverage of these special events demonstrates to the American public the 
many positive contributions the Department makes, beyond medical care and 
benefits provided.   OPA Field staff also coordinate with local and state elected 
officials – and members of Congress and their staffs – on critical public relations 
initiatives and issues. 

 Coordinated and complemented information distribution with other OPA offices.   
OPA Regional Offices amplify and redirect national news releases, media 
advisories, blog posts, Twitter and Facebook messages and YouTube videos from 
the offices of Media Relations and Digital Media Engagement.   Those two offices 
rely on the public affairs networking capability of each OPA Regional Office for 
dissemination of news and information flowing from VA Central Office to local 
markets throughout the country. 
 

Office of Digital Media Engagement 
The Office of Digital Media Engagement (DME) leverages existing and emergent web-
based technologies to provide the right information to the right VA stakeholder at the right 
time.  Additionally, Digital Media Engagement creates and distributes various 
communication products through online media designed to inform external and internal 
audiences of the many benefits, services, and programs available to Veterans and how they 
may access those benefits. 

Office of Digital Media Engagement 2019 Accomplishments: 

 DME program uses multiple strategies, including online engagement, content 
development and compliance, to meet its primary program goal of communicating 
the “right message to the right Veteran using the right channel.” 

 DME uses its digital media channels to: share, by informing citizens of public 
services through social content; listen, by observing, analyzing and understanding 
what citizens are sharing to improve public services; and engage, by responding, 
collaborating and creating with both our government partners and citizens to 
improve public services. 
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 DME provides guidance, training and social media assistance to the Department’s 
three administrations and field offices nationwide to better inform Veterans, their 
dependents and survivors of the benefits and services available to them.  DME has 
also coordinated social media responses with local facilities in times of natural 
disasters and man-made emergencies while serving as an intermediary between the 
IOC and various VA facilities. 

 DME, on behalf of OPIA, is responsible for overseeing the VA Web Governance 
Board – ensuring the department, its administrations and staff offices meet federal 
digital strategy requirements, guidelines and communications goals.  DME has 
worked to increase the compliance rates for VA web properties for federal standards 
such as Section 508, Open Data, Plain Language, Information Quality, Privacy and 
other key areas identified on https://www.va.gov/web/standards/index.cfm. 

 In June 2018, DME received an Emmy Award from the National Capital 
Chesapeake Bay Chapter of the National Academy of Television Arts and Sciences 
for a segment titled “Rodney Perry’s Road to Recovery.” The segment won the 
Health/Science – Program Feature/Segment category and was entirely produced, 
shot and edited by OPIA’s digital media team. 
 

Engagement 
 DME manages an enterprise-wide e-mail contract that currently has a subscriber 

base of more than 25 million individuals with more than 66 million subscriptions 
that receive over a quarter billion (474 million) subscription-based e-mails and 
newsletters each year that inform and educate Veterans, Dependents, Survivors and 
other stakeholders about the services and benefits of interest to Veterans.  If the 
current trend continues, VA is poised to reach 75 million sends in 2019.   

 DME partnered with the Veterans Experience Office (VEO) to create VA’s first 
enterprise wide e-mail campaign.  The weekly newsletter shares both VA and non-
VA resources to all known VA customer e-mail addresses for a total of about 10 
million subscribers.  The newsletter deliberately shares resources across all VA 
service lines to ensure all of VA’s customers are aware of all care, benefits, and 
services available to them, regardless of their entry point to VA.  The newsletter 
deliberately shares resources across all VA service lines to ensure all of VA’s 
customers are aware of all care, benefits, and services available to them, regardless 
of their entry point to VA.   

 In the second month, the campaign drove nearly 1 million clicks to VA and non-VA 
resources, and the content has been opened more than 5.5 million times.  VetTix, a 
highlighted partner during that week's send, reported more than 100,000 sign ups 
because of the promotion.  The campaign has also created a secondary effect of more 
than doubling the monthly traffic to the VAntage Point blog. 

 DME also publishes “This Week at VA” email newsletter – a summary of content 
generated on the department’s VAntage Point blog and other social media channels 
is distributed each week to approximately 1.4 million subscribers every Friday. 
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 As of June 2019, VA’s primary Facebook page has nearly 1.2 million followers, a 
number that has continued to grow despite significant changes in the platform’s 
algorithms.  Significantly, 56 percent of the VA’s Facebook audience is aged 45 and 
older.  This demographic is also the most engaged with the department’s daily 
Facebook content, making it a primary outreach platform for information on health 
services and benefits.    

 The @DeptVetAffairs Instagram platform is our fastest growing audience now up 
to nearly 120,000 followers, an increase of 59 percent over the same time last year.   

 Managed by the VA Careers team, VA’s Linked In page provides career related 
posts and information and has 479,891 followers, an increase of approximately 
100,000 over last year.   

 DME is assisting VA’s Suicide Prevention initiative by repurposing previously 
completed videos through 508 compliance and updating the formatting to be used 
on the Department’s social media channels.  The first 8 videos garnered more than 
604,637 combined views.  These videos have opened a positive dialog amongst our 
Veteran community, and shows they have VA resources to help Veterans and their 
families deal with PTSD and suicide prevention. 

 

Content Development 

 VAntage Point—A VA produced and curated web blog that serves as the primary 
content delivery system for VA stories, news and guest articles.  In 2018, VAntage 
Point garnered more than 5.35 million page views.  More than 85 percent of 
VAntage Point readers identify themselves as Veterans.  As of this report, the email 
referenced in previous bullet point as led to a 50 percent increase in blog traffic in 
the first month of use.   

 “This Week at VA” email newsletter—a summary of content generated on the 
department’s VAntage Point blog, this newsletter is distributed each week to 2 
million subscribers. 

 “Borne the Battle” podcast—In late 2016, DME’s launched a weekly podcast.  The 
podcast’s mission is to bridge the military-civilian divide, educate VA employees 
on their customer base, promote veteran advocacy through the voice of veterans, 
inspire and educate transitioning veterans with positive stories, and inform veteran 
listeners about new information from the VA as it is released.  By April, 2019, the 
podcast has garnered 526,027 hits and continues to increase each month.   

 DME produced three 30-second “Choose VA” television ads that direct Veterans to 
www.va.gov.  Ads are to be placed on AFN, the Dallas Cowboys stadium, DC 
Sports arenas and major television networks in the US.   

 DME produced five radio ads that direct Veterans to www.va.gov.  Ads are to be 
placed on AFN and the KLove Radio Network.  The KLove radio network consists 
of 440 FM stations and over 12 million weekly listeners. 
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 From December 2018 to March 2019, DME produced an Operation Song weekly 
video awareness campaign.  Operation Song is partnered with VA Voluntary 
Service.  As of Apr 2019, these 20 videos had a total of more than 275,000 views 
and over 2,500 shares on Facebook and Instagram. 

 In 2019 DME video developed a new video series format that has proved to be very 
effective.  In just five months, the first two video series have achieved more than 
two-million social media hits and tens of thousands of shares.  The series format 
encourages individuals to not only subscribe to VA’s social media channels, but to 
return to VA’s platforms regularly for future episodes of the series.  As a result, 
subscribership increased during each series run.  Additionally, each series has been 
shared on an armed services Facebook page – Battle of the Bulge was shared by the 
U.S. Army and the Battle of Iwo Jima series was shared by U.S. Marines Facebook, 
bring VA’s branding and URL to a large market of military veterans who may not 
be subscribed to VA’s social media accounts.   

 Federal Benefits for Veterans, Dependents and Survivors - VA produces the free 
English and Spanish versions of the “Federal Benefits for Veterans, Dependent and 
Survivors” in both web and hardcopy format.  The benefits book is hosted online 
and is available in an English print paperback, which is used for outreach 
[http://www.va.gov/opa/publications/benefits_book.asp]. 

 Field Support Packages: Digital Media Engagement produces and distributes 
materials designed to support facility involvement in special events, activities and 
programs.  Packages typically include a director’s speech, factsheet, white paper, 
talking points and social media content.  On average, twelve packages are produced 
and distributed each year. 

Compliance 

 Web Redesign: In cooperation with VA’s Chief Technology Officer and VA Digital 
Services, DME launched an updated VA.gov web design that focuses on making 
interactions with VA easier for Veterans.   

 DME chairs a chartered working group that reports to the digital modernization 
council.  This group is advising and shaping the rules and permissions that will be 
built into the new content-maintained system that VA is currently developing.   

 Web Governance: DME manages the department’s 15-member Web Governance 
Board (WGB) which is charged with standardization and enforcement oversight of 
VA’s enterprise-wide web presence.    

 Federal standards: Through the Web Governance Board, DME has led a focused 
effort on department-wide Section 508 remediation, expanding the available suite 
of social media tools, and continuing enterprise-wide certification for the 
development and deployment of safe, secure, VA branded mobile applications. 
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Executive Director for Intergovernmental Affairs 
The Executive Director for Intergovernmental Affairs is responsible for all relations 
between VA and international, state, county, municipal, and tribal governments.   The 
primary function of the office is to provide strategic advice, guidance, and information to 
the Office of the Secretary, Under Secretaries for Health, Benefits, and Memorial Affairs, 
and all other VA Staff Offices by fostering and enhancing government partnerships and 
acting as liaison between VA and the White House, federal, state, county, municipal, tribal, 
insular, and international governments and faith-based leaders.  The Executive Director for 
Intergovernmental Affairs has oversight of the Office of Tribal Government Relations, the 
Center for Faith and Opportunity Initiative and the Office of State, County, and Municipal 
Governments. 
 
Office of Tribal Government Relations 
The Office of Tribal Government Relations (OTGR) works to strengthen and build closer 
relations between the VA, tribal governments and other key federal, state, private and non-
profit partners to effectively and respectfully serve Veterans across Indian Country.  This 
work is done in the spirit of government to government consultation and collaboration, 
respectful of the political relationship that exists between the United States and tribal 
governments.  OTGR efforts focus on three important goals: facilitating VA's Tribal 
Consultation Policy, facilitating increased access to health care and promoting economic 
sustainability (highlighting opportunities for Veterans to access fiscal, educational, housing 
and other special programs and benefits through the VA). 
 

Office of Tribal Government Relations 2019 accomplishments: 

 Access to benefits and services was one of the top five priorities identified by tribal 
leaders for serving Veterans during 2016 VA tribal consultation.  VA took action in 
response to this feedback by reaching out to tribal leaders asking if they would host 
VA presumptive conditions claims events at tribal communities during 2018 and 
2019.   Over twenty tribes responded, and OTGR coordinated efforts with the 
Veterans Benefits Administration (VBA)/Benefits Assistance Service (BAS), State 
Departments of Veterans Affairs and Tribal Governments to conduct 28 on-site 
claims clinics throughout Indian Country.  Outcomes included increases in service 
connected ratings, retroactive payments, VHA health care enrollments, access to on-
site services and reaching a population of Veterans previously underserved by VA 
and other service organizations. 

 Summary Report on VA Claims Events in Indian Country was completed in 2019.   
The report summarizes how VA engaged with tribal governments in 2018 to bring 
benefits to Native American Veterans who experience presumptive conditions and 
who were eligible for benefits and services. 

 VA-Indian Health Service (IHS) Reimbursement Agreements – Since inception of 
the VA-IHS reimbursement agreements in 2012, IHS and Tribal Health Programs 
(THP) that have reimbursed over $102 million and a total of 10,590 unique Native 
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American Veterans.   For 2019, IHS and THPs have reimbursed approximately $18 
million and a total of 5,035 unique Native American Veterans. 

 White House Veterans Conference – OTGR represented VA’s Office of 
Intergovernmental Affairs during the White House Veterans Conference in 2019.   
The conference engaged with state, tribal leaders, Veterans organizations and 
service providers to exchange information regarding the challenges and successes 
of serving Veterans nationwide with senior officials within the administration. 

 VA Listening Sessions with tribal leaders – OTGR and the Office of Rural Health 
engaged in listening sessions with tribal leaders in Albuquerque, NM and Temecula, 
CA.   The topics include the revision of the VA-IHS Memorandum of 
Understanding, reimbursements agreements, access to healthcare/benefits and 
services, and other issues related to Native American Veterans. 

 VA Leadership Engagements with Tribal Governments and Veterans – OTGR 
facilitated VA senior leadership engagements with tribal governments in FY19.   
SECVA provided remarks and participated in the Tribal Nations Veteran Town Hall 
in Ada, OK hosted by the Chickasaw Nation of Oklahoma.   SECVA provided 
remarks and held a roundtable discussion at the Alaska Federation of Natives 
Annual Conference in Anchorage, AK.   Deputy Secretary did a site-visit at the 
Indian Health Care Recourse Center of Tulsa and Under Secretary Randy Reeves 
did site visits to the Crow Nation and Pawnee Nation of Oklahoma. 

 
Office of State and Local Government Affairs 
Office of State and Local Government Affairs (SLGA) mission is to coordinate VA's 
participation in intergovernmental affairs initiatives, including White House-sponsored 
activities, and assess the issues and concerns of state, local, and municipal officials and the 
impact of VA's action on their areas of jurisdiction.  SLGA serves as the Department's 
liaison in all intergovernmental affairs matters and is the primary point of contact with 
federal IGA partners, state, and local government officials.  SLGA facilitates government-
to-government relations with State and Local leaders and VA initiatives to develop 
partnerships that enhance access to services and benefits for Veterans and their families.   
The SLGA office is also the proponent for VA’s International Affairs program and 
counterpart visits. 
 

Office of State and Local Government Affairs 2019 Accomplishments: 

 February 2019; Signed Memorandum of Agreement (MOA) with the National 
Association of State Directors of Veteran Affairs (NASDVA).  NASDVA is the 2nd 
largest provider of benefits and services to Veterans and their families.  The MOA 
will aid, strengthen and allow for a more seamless integration between Federal and 
State Veteran benefits and services.   

 Facilitated communication between State, County, Municipal Government leaders, 
NASDVA, and VA to transform and modernize the appeals process.    
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 IGA participated in the 2019 cabinet level tour of Houston, Las Vegas and Tucson 
conducted by the Secretaries of VA, HUD and Labor.  This tour focused on ending 
Veterans Homelessness.   Houston and Las Vegas have since announced the end of 
Veterans Homelessness in their cities. 

 Facilitated the planning and coordination of seven international leader visits to VA, 
VBA, VHA, and NCA facilities and provided briefings on VA services to officers 
from 71 nations in attendance at the Army War College in Carlisle Barracks, 
Pennsylvania. 

 Provided coordination between State, County, Municipal leaders and the VA 
Veterans Justice Outreach (VJO) program, a prevention-focused component of 
VA’s mission to connect Veteran defendants with needed VA services.   VJO 
specialists provide direct outreach, assessment and case management for justice-
involved Veterans in local courts and jails and liaison with local justice system 
partners. 

 Organized an event in support of Heroin and Opioid Awareness Week with the 
Department of Justice, the White House Office of National Drug Control Policy, 
and VA to highlight the intersection between mental health, substance use 
(particularly opioids), homelessness, criminality, and suicide in the Veteran 
population.    

 Promoted collaboration between State Directors, State Veterans Homes, 
Community Partners, VA, VHA, VBA, and HUD on an initiative to address the 
aging Veteran population and developing a Continuum of Care to address this 
emerging issue. 

 Provided and facilitated VA briefing to DOI Assistant Secretary Domenech with 
VHA and VBA reps to discuss Veterans’ issues for veterans from the U.S.  territories 
and the freely associated states in April 2019 (via phone). 

 IGA Facilitated a series of meetings between the Indiana Department of Veterans 
Affairs to discuss possibility of Jesse Brown VAMC moving a small cell to Gary, 
IN; creating a small Cemetery in Madison, IN; and creating a TBI building for the 
state home in Lafayette, IN.   

 
  



 

2021 Congressional Submission                                                                      GenAd-383 
 

 

Department of the Interior/Insular Affairs 

 Facilitated numerous briefings and collaborated with DOI, Office of Insular Affairs 
regarding the Veteran Population in Guam, Commonwealth of the Northern Mariana 
Islands, and American Samoa. 

 Supported the Secretary’s 2019 Visit to the Freely Associated States and Northern 
Mariana Islands.   

 Participated in numerous meetings regarding the Veteran population residing in the 
Freely Associated States of Micronesia, Republic of the Marshall Islands, and the 
Republic of Palau. 

International Affairs 2019 Accomplishments: 

 Coordinated on behalf of the Secretary and Deputy Secretary, with Department of 
State, other civilian offices in developing dialogue with subject matter experts for 
representatives of foreign governments concerning veteran issues. 

 Coordinating/Coordinated participation in Republic of Korea’s 2019 International 
Veterans Affairs Workshop in Seoul, South Korea.   
 

Center for Faith and Opportunity Initiative   
The Department of Veterans Affairs Center for Faith and Opportunity Initiative (CFOI) 
mission is to provide faith-based and community organizations (FBCOs) and stakeholders 
with an opportunity to collaborate to support the needs of Veterans, their families, Survivors 
and caregivers.   CFOI works with the White House and other federal agency Faith and 
Opportunity Directors to support the alleviation of poverty; religious liberty; the 
strengthening of marriage and family; education; solutions for substance abuse and 
addiction; crime prevention and reduction; prisoner reentry; and health and humanitarian 
services. 
 

Center for Faith and Opportunity Initiative 2019 Accomplishments: 

 Planned and participated in 26 collaborative outreach events which consisted of 123 
meetings that resulted in over 1200 attendees at events from key components at the 
federal, state, and local level, to include professional associations, and industry in 
support of Veterans and their families. 

 Represented the VA at the Values Action Team meeting on Capitol Hill that briefed 
members on the current and future initiatives of the VA Center for Faith. 

 Coordinated suicide prevention training by a trained VA Suicide Prevention 
Coordinator (SPC) to over 100 clergy and faith-based leaders throughout the nation. 

 Established and fostered new partnerships with external faith-based, nonprofit and 
organizations with Veterans programs; Music City Baptist Church, Google, USAA, 
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Salvation Army, Volunteers of America, City of Dallas, Workforce Solutions, Red, 
White and you, and numerous houses of worship nationwide. 

 In 2019, CFOI engaged and collaborated with the National Council of Churches 
(NCC) and hosted the 2nd Annual VA, CFOI Information Roundtable which had 
100,000 denominations and over 40 million congregants.  CFOI collaborated to 
leverage their networks to serve the needs of Veterans, their families, survivors, 
caregivers and other beneficiaries.   

 CFOI working collaboratively with the Executive Director of the President’s 
Executive Order (EO) on “National Initiative to Empower Veterans and End 
Veterans Suicide.” 

 CFOI was featured on two Podcast that reached over 50,0000 listeners with; 
KLOVE radio station and The Warriors Journey (TWJ) that highlighted who the 
Center for Faith and Opportunity Initiative (CFOI) is, current initiatives and the role 
faith plays in the ongoing health and recovery of our Veterans.   

 In 2019, CFOI collaborated with Workforce Solutions-Dallas, and Red, White, and 
You which led to 14,000 open positions, over 2100 interviews, over 200 contingent 
offers and nearly 20 on-the-spot hires.    

 
Budget Highlights 
The request for 2021 covers activities of the Office of the Assistant Secretary; the Office of 
Public and Intergovernmental Affairs and its seven regional offices in Atlanta, Chicago, 
Dallas, Denver, Los Angeles, New York, Washington DC; the Office of Digital Media 
Engagement; the Office of Tribal Government Relations; the Office of State, County, and 
Municipal Government Relations; the Office of National Veteran Outreach; the Homeless 
Veteran Outreach and Strategic Communication Office; the Office of the Executive 
Speechwriters; the Office of Media Relations; the Office of Internal Communications and 
the Center for Faith and Opportunity Initiative.   The budget provides for employment of 
95 FTE and funding of approximately $15.9 million.   
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Summary of Employment and Obligations 

(dollars in thousands) 

    2020   2021 vs 
2020 

  2019 President’s Current 2021 Increase/ 

  Actual Budget Estimate Request Decrease 

Average employment 83 95 95 95 0 

 Central Office 59 68 68 68 0 

 Field Office 24 27 27 27 0 

Obligations:         0 

 Personal services  $13,115  $12,550  13,546 $13,306  ($240) 

 Travel 272 $246  189 364 $175  

 Transportation of Things $0  $0  $0  $0  $0  
 Rent, Communications, 
Utilities $68  $39  $36  $39  $3  

 Printing and reproduction $94  $70  $22  $140  $118  

 Other services $14,835  $8,255  $7,914  $9,397  $1,529  

 Supplies and materials $29  $77  $70  $74  $4  

 Equipment $0  $0  $0  $0  $0  

 Grants $0  $0  $0  $0  $0  

 Insurance and Indemnities $0  $0  $0  $0  $0  

  Total obligations $28,413  $21,237  $21,777  $23,320  $1,589  

 Reimbursements  ($12,694) ($6,760) ($7,314) ($7,389) ($75) 

 SOY Carryover (-) ($1,622) $0  ($1,8001) $0  $1,800  

 EOY Carryover (+) $74  $0  $0  $0  $0  

Total Budget Authority $14,171  $14,477  $12,663  $15,931  $3,314  
 
1OPIA received $1.8 million in GenAd carryover funding to support on-board FTE. 
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     Congressional and Legislative Affairs 

 

Mission Statement 
The mission of the Office of Congressional and Legislative Affairs (OCLA) is to improve the lives 
of Veterans and their families by advancing pro-Veteran legislation and maintaining responsive 
and effective communications with Congress. 

Summary of Budget Request 

($ in 000) 2020 
    

FTE 2021 FTE 
Enacted Budget Authority  $5,900      351 $8,966  55 
120 on-board FTE will be funded through GenAd carryover for a total 
of 55 FTE.     

The requested budget in 2021 will allow OCLA to accomplish the following:  

 Provide a total of $8.97 million and an average employment of 55 FTE to fund all OCLA 
activities in 2021.  The 55 FTE includes personnel assigned to the Central Office and 
OCLA’s Congressional Liaison Service offices on Capitol Hill. 

 Continue to advance responsive and effective congressional communications (i.e., 
briefings, meetings, hearings, site visits, and constituent services) to enhance the 
knowledge of VA for Members of Congress and staff. 

Support each of the VA Secretary’s Priorities and Strategic Goals in the 2018-2024 
Strategic Plan by engaging Congress for needed resources and legislative authorities and 
shape external market forces to favor Veteran outcomes as outlined in Business Strategy 
4.1.2.

 Provide technical assistance on draft legislation and support the development and execution 
of the Department’s legislative program as well as support to Members of Congress who 
are not on the Department’s committees of jurisdiction.  

 
Provide strategic customer service to Members of Congress and their Washington D.C. 
office staff through congressional liaison team.  The liaison team serves as a point of 
contact for congressional staff on constituent casework issues.  The liaison team will 
continue to support local facilities in processing constituent casework.  
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 Continue to educate and train selected VA employees through the Congressional Fellows 
outreach program established in 2018 in all aspects of congressional activities, 
emphasizing those matters regarding the VA.  These Fellows will continue to serve as full-
time legislative aides in the House of Representatives or Senate for the duration of a single 
session of Congress.  In 2021 approximately 16 employees will have an opportunity to 
participate in the program. 
 

Program Description and Accomplishments 
OCLA supports the Secretary and the Department’s Strategic Goals and Priorities.  OCLA seeks 
to provide timely information to Members of Congress and their staffs.  OCLA is also focused on 
communicating the Department’s mission, programs, and its care and support of Veterans.  This 
involves frequent briefings by senior VA officials both in Washington, DC and in the field.  In 
addition, OCLA conducts orientation and information briefings on VA benefits and services for 
Members of Congress and their staffs.  
 
OCLA provides leadership, guidance, and coordination of all communications, both legislative 
and non-legislative, with Congress; it also serves as the principal advising body for the Secretary, 
Deputy Secretary, and other senior Department officials regarding all congressional activity 
related to Veterans. 
 
The primary function of OCLA is to promote the enactment of legislation that improves Veterans 
benefits and services by:  
 

 Coordinating the development of legislation that honors our Nation’s commitment to take 
care of those who protect our Nation through military service. 

 
 Maintaining responsive communications with Congress through briefings, hearings, 

correspondence, reports, site visits, and constituent services.  
 
 Maintaining a productive working relationship with the Government Accountability Office 

(GAO).  
 
The office also serves as the Department’s primary point of contact for Members of Congress and 
their staffs on matters regarding policy, oversight, and Member requests.  OCLA maintains 
relationships and encourages the flow of information between VA and Members of Congress and 
congressional staff.  
 
In 2019, OCLA supported 64 hearings and conducted 1,650 congressional briefings, including 
educational seminars, responded to 4,375 requests for information in addition to 557 questions for 
the record, supported 85 GAO entrance/exit conferences, and coordinated the Department’s 
response to 102 GAO draft/final reports.  OCLA’s liaison team fielded 42,814 telephone inquiries 
and letters in support of constituent casework, in addition to Secretarial and senior leader policy 
and informational correspondence.  OCLA’s legislation team provided technical assistance on over 
614 draft pieces of legislation.  OCLA personnel directly supported congressional oversight visits 
to VA facilities throughout the Nation. 
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To sustain productivity, OCLA continues to review its internal operating processes and 
procedures, seeking the feedback of the office’s internal and external stakeholders and is 
aggressively working to eliminate inefficiencies and redundancy.  OCLA will continue to update 
its processes and procedures and will continue to strive to improve the Department’s 
responsiveness and communications with Congress.  
 
Budget Highlights 

Office of Congressional and Legislative Affairs 
Summary of Employment and Obligations 

(dollars in thousands) 
  

 
2020 

 
  

  2019 Budget Current 2021 Increase (+) 
  Actual Estimate Estimate Request Decrease (-) 

        

Average employment 34 52 35 55 20 

BA Carryover 18 0 20    (20) 

  52 52 55 55              -   

Obligations:     

 Personal services $8,119  $8,084  $8,498  $8,498   $0   

 Travel 68  90  90  91  1  

 Transportation of Things 0  0  0  0    

 Rents, communications, and utilities 78  6  0  0  0  

 Printing and reproduction 15  6  6  6  0  

 Other services 505  505  254  318  64  

 Supplies and materials 9  52  52  53  1  

 Equipment 0  0  0  0  0  

 Grants 0  0  0  0  0  

 Insurance/Indemnities/Interest 0  0  0  0  0  

 Adjustment to Expenditures 0  0  0  0  0  

  Total obligations $8,794  $8,743  $8,900  $8,966             $ 66  

 Reimbursements 
          
         0  

 
0             0 

 
                  0  

 SOY Carry over (-)                             (2,900)  (3,000)2    $3,000  

 EOY Carry over (+) 6         

Total Budget Authority $5,900  $8,743  $5,900  $8,966   $3,066  
2For 2020, OCLA received $3.0 million in GenAd Carryover funding to support on-board FTE. 
 

 The 2021 personal services request of $8.5 million supports approximately 55 FTE. 
 
 A total of $468,000 is requested in 2021 to cover non-pay costs for travel, supplies and 

materials, other services, and equipment. 
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Acquisition, Logistics, and Construction 

 
Mission Statement 
The mission of the Department of Veterans Affairs’ (VA) Office of Acquisition, Logistics, and 
Construction (OALC) is to support America’s Veterans by delivering and enabling business 
solutions that meet the ongoing and emerging needs of our customers.  We do this by delivering 
services, communicating, and being transparent; optimizing business operations that facilitate 
informed decision making; and being a learning, agile organization that provides employee 
professional growth aligned with OALC’s mission.  The office provides acquisition and logistics 
services to VA Administration and Staff Offices, as well as overseeing the planning, design, and 
construction of the Department’s major construction and leasing projects.   

Stakeholders 
OALC stakeholders include Veterans, Congress, Veterans Service Organizations, the Office of 
Federal Procurement Policy, the Departments of Defense, Health and Human Services, and other 
Federal agencies.  Internal stakeholders or customers include the VA Administrations (Veterans 
Health Administration (VHA), the Veterans Benefits Administration (VBA), and the National 
Cemetery Administration (NCA)) and Staff Offices.  OALC also provides direct assistance at 
regional and local levels, including Veterans Integrated Service Networks (VISN), VHA Area 
Offices, Memorial Service Networks (MSN), local medical centers, and VBA Regional Benefit 
Offices.  

Summary of Budget Request 
Included under OALC is the Office of Acquisition and Logistics (OAL), the Office of 
Procurement, Acquisition and Logistics (OPAL), and the Office of Construction and Facilities 
Management (CFM).  This chapter provides information for OALC enterprise functions and 
CFM.11 The Department spends over $24 billion annually through contracts to support VA’s 
mission of serving our Veterans. This includes national contracts and agreements for the 
acquisition and direct delivery of pharmaceuticals; medical, equipment/supplies, and IT services.  
OALC, through its component offices, oversees these contracts and 219,000 or more procurement 
transactions per year.  OALC is leading the efforts in modernizing the VA Supply Chain; 
partnering with the Electronic Health Records office to provide seamless care for all Veterans and 
qualified beneficiaries by leveraging procurement of Electronic Health Record Solution currently 
being deployed by Department of Defense.  OALC has also partnered with the Office of 
Management to modernize the VA’s legacy core Financial Management System. Additionally, 
OALC oversees the planning, management, and return on investments of VA real property assets, 
continuing to transform OALC into an enterprise acquisition and facility management operation.  
OALC is combining administrative functions to provide a single authoritative source across all 
business activities.

                   
11 Detailed information on OALC and OPAL is included in the Office of Acquisition and Logistics/Office of Acquisition Operations: Supply 
Fund Chapter. 
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CFM provides regional and local support for construction and lease projects by funding support 
for the on-site supervision of projects through the Major Construction account.  Funding supports 
multiple job types including engineers/architects, program/project managers, realty specialists, 
planners, contracting officers and management support staff.  The table below provides a break 
out of the funding by account. 

Office of Acquisition, Logistics, and Construction 2020 and 2021 Funding  
  

 
 
OALC is requesting $106.3 million and 517 FTE in reimbursable funding.  This includes $102.7 
million from the Major Construction Appropriation for 498 construction and leasing-related FTE, 
and $3.5 million for 19 FTE for management oversight of functions funded through the Supply 
Revolving Fund.  Balances from Major Construction Seismic appropriated in prior years will be 
available in 2021 for 51 Seismic FTE.    
 
Funding for OALC will support the Department’s major procurement and logistics initiatives, as 
well as, planning, designing, constructing, acquiring and disposing major facilities and real 
property, and setting design and construction standards. Funding will cover costs of salaries, rent, 
contract support, training, travel, and permanent change of station.  Staff will be located throughout 
the country at approximately 50 sites, including VA Central Office.  
 
With the enactment of the 2020 budget, the Department consolidated various sources of funding 
for OALC in the Major Construction appropriation.  All Construction Facilities Management staff 
and support are now funded from the Major Construction appropriation. This realignment of 
funding provides the Department the flexibility to manage workload demands across all projects 
that was restricted under the prior appropriation and accounting structure. 

Multiple efficiencies and management improvements are gained by the consolidation of funding 
since the full range of capital infrastructure services are now be supported by Major Construction 
funding allowing for the flexibility to align project managers, planners and engineers as needed to 

  ($ in 000s)

2020 
Current 
Estimate FTE

2021 
Request FTE

Increase (+) 
Decrease (-)

 Reimbursements  
   From Major Construction1 $88,700 450 $102,719 498 $14,019 48
   From Supply Revolving Fund $1,552 9 $3,544 19 $1,992 10
 Total Reimbursements $90,252 459 $106,263 517 $16,012 58
   Balances from  Major Construction Seismic2 $0 0 $9,588 51 $9,588 51
 Total Budgetary Resources $90,252 459 $115,851 568 $25,599 109

2 Funding already exists for Seismic.  No additional dollars are required.

1 This line reflects reimbursements from the Major Construction staff line account.
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meet current and emerging demands of fluctuation workloads.  Staff can be used across programs 
without the restrictions of Economy Act agreements allowing for major construction and lease 
projects to be cross managed.   
 
2021 FTE Breakout by Appropriation 

  Reimbursable Funding 
Sources Total 

Position Major Supply Fund  
  Construction 
Resident Engineers/ 229 0 229 
Admin Support 

Project/Program Managers 90 0 90 

Realty Specialists 50 0 50 

Planners 54 0 54 

Contracting Officers 54 0 54 

Architect/Engineers 23 0 23 

Management Support 49 19 68 

Total 549 19 568 

 
The FTE distribution aligns with the budget resources in the 2021 request.  Funds are included in 
the request to comply with talent development requirements in the MISSION Act to improve the 
training of construction personnel.  The MISSION Act, section 211 requires VA to implement a 
program to certify knowledge and skills relating to construction or facilities management for all 
VA employees who are members of occupational series relating to construction or facilities 
management, or VA employees who award or administer contracts for major construction, minor 
construction, or non-recurring maintenance, including contract specialists and contracting officers’ 
representatives by the end of 2021.  The program seeks to ensure that such employees maintain 
adequate expertise relating to industry standards and best practices for the acquisition of design 
and construction services.  FTE and contract dollars are also included to manage funding received 
to address critical seismic corrections at various locations.   

 
CFM Program Overview 
CFM manages an inventory of 57 projects valued over $10 billion for the acquisition, design, 
construction, renovation, and modernization of medical centers, as well as building new cemeteries 
and expanding existing ones.  CFM is also managing the Seismic Corrections line item established 
to correct more than $7 billion in critical seismic issues identified across VA facilities.   
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CFM’s Leasing Program has grown from $4.5 billion in 2016 to over $6.5 billion in 2019, a 44 
percent increase in program cost.  Current projections show CFM will manage 82 active leases in 
2020, which includes 13 leases that are included in VA’s 2021 request. 
 
The staffing levels included in this budget request are critical to CFM’s ability to address the 
additional workload imposed by Choice Act leases, State Home Grant funding, MISSION Act 
requirements to assess, develop and implement VA’s National Realignment Strategy, and the 
Financial Management Business Transformation migration to the Integrated Financial and 
Account Management System.  

Some of the challenges currently faced by CFM include: 

 Maturing a working relationship with the U.S. Army Corps of Engineers (USACE), which 
became the VA’s construction agent for projects over $100 million in 2016. 

 
 Implementing the Seismic Corrections line item established to correct over $7 billion in 

critical seismic issues identified across VA facilities.   
 

 Developing and implementing framework principles to clarify VA Major Construction 
roles and responsibilities. 
 

 Enhancing due diligence efforts in addition to performing preliminary design work for 
Major Construction projects prior to budget submission. 
 

 Implementing sophisticated project controls in response to USACE, Office of Inspector 
General (OIG), Government Accountability Office (GAO), and internal reviews. 
 

 Authorization of 2016, 2017 and 2018 Major Leases in Choice Act 2.0 (2017) resulted in 
an immediate 30 percent increase in leasing workload faced in 2018 and 2019.  All 28 
major lease projects authorized for those three budget submissions commenced in earnest. 
CFM shifted internal leasing capacity and sought external federal agency support to begin 
lease execution for the 28 clinical and research facilities in the timeliest manner possible.  
Seven of these leases are part of the General Services Administration’s (GSA’s) pilot 
program, which is a program that started in 2018 to assist CFM in executing leases. 

 
 To date VA has awarded 14 of these Choice 2.0 leases and anticipates awarding the 

remaining leases over the next two fiscal years.  
 

 CFM is improving the acquisition lifecycle by initiating design and due diligence efforts 
for 13 Major Leases prior to authorization with an intent to reduce the timeline for 
acquisition, delivery and acceptance. 

 
 CFM is creating leasing program reference materials to improve the Minor Lease 

acquisition lifecycle. Examples include a Lease Toolkit, which is a quick reference guide 
on VA’s leasing authorities, and guidance and assistance in acquiring bridge leases to 
mitigate short term demand. 
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Program Description and Accomplishments  
 
OALC oversees the OAL, OPAL, and CFM.12  CFM responsibilities include overseeing the 
planning, design, and construction of the Department’s major construction projects.  CFM 
consolidates and standardizes processes governing construction and leasing activities throughout 
VA.  Program oversight is provided, and enterprise-wide performance metrics are developed, that 
assess various aspects of construction.  CFM develops and monitors historic preservation policy 
in order to deliver high-quality, cost-effective facilities in support of Veterans.   
 
Major Construction 
CFM is responsible for providing on-site supervision for design and construction of Major 
Construction projects, as well as projects associated with the new 2019 Seismic Corrections line 
item to address all seismic construction projects across VA facilities. Major Construction 
encompasses projects greater than $20 million. 
 
Responsibilities for super projects (projects exceeding $100 million) include selecting, 
negotiating, and working with a non-Departmental Federal Agency. VA Engineers actively engage 
with the VA Medical Center and non-Departmental Federal Agency to solve project issues, these 
can include: project planning, scope selection, modifications, equipment planning, utility shut 
downs, space utilization, safety, and continuity of operations. In addition, CFM personnel ensure 
VA buildings are designed and constructed by the non-Departmental Federal Agency to VA 
standards. 
 
Duties for all other Major Construction, including projects exceeding $100 million authorized prior 
to 2015, include managing, negotiating, awarding, and administering design, construction, and 
other related contracts.  CFM provides support in project scheduling, claims analysis, and risk 
management; and provides oversight and execution of all Brooks Act Architect and Engineer 
evaluation and selection processes.  
 
Duties for the Seismic Corrections line item include management/administration, planning/studies, 
design and construction of projects which meet the criteria for funding.   
 
Leasing Services 
CFM supports VA by acquiring land for VHA and NCA and by leasing space for construction of 
medical and medical-related facilities; facilitating intergovernmental transfers, exchanges, 
disposals, and the acquisition of and granting of easements, licenses, and permits.  The office also 
provides guidance to regional and local offices regarding real property.  CFM also oversees and 
administers the Lease Certification Program and Lease Warrant Program for VA. 
 
CFM is responsible for the procurement of Major Leases and some Minor Leases on behalf of the 
department. The current lease portfolio managed by CFM totals approximately 6.2 million square 
                                                           
12 Detailed information on OAL and OAO is included in the Office of Acquisition and Logistics/Office of 
Acquisition Operations: Supply Fund chapter. 
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feet supporting 5.9 million enrolled Veterans. In addition, CFM is responsible for the execution of 
lease construction from award through acceptance and develops and facilitates effective, standard 
lease construction management and implementation strategies.  Finally, CFM is responsible for 
VA’s Lease Credentialing program for ensuring appropriately warranted Lease Contracting 
Officers across the department. 
 
For these leased facilities, VA’s goal is to provide modern, well-designed healthcare facilities that 
enable delivery of high-quality care and a positive patient experience to our Veterans. 
 
Facility Engineering Support  
CFM provides support regarding compliance with codes, regulations, historic preservation, 
cultural resource laws, and Executive Orders.  CFM provides ad hoc architectural and engineering 
services to VA facilities, and oversees Facility Condition Assessments and Electrical Studies.  
CFM also conducts technical quality reviews for the grants for State Extended Care Facilities and 
Homeless Providers Grant and Per Diem programs. 
 
Facility Planning Support  
CFM is responsible for VA's national quality design and construction standards, including master 
specifications, design guides, technical manuals, and design alerts. CFM also manages several 
national programs such as the seismic and natural or manmade disaster preparedness program, 
various sustainability compliance programs, construction cost budgeting and estimating programs, 
environmental protection and historic preservation programs, and supports the Fisher House and 
State Home programs. CFM provides master planning and project planning expertise, resources, 
and tools to facilitate facility planning for VA Administrations and Staff Offices. CFM provides 
healthcare service delivery and facility planning expertise supporting VA’s enterprise-wide 
Strategic Capital Investment Plan (SCIP) and VHA’s market studies (96) and national service 
realignment strategy featured in the MISSION Act.   
 
2019 Program Highlights 
 

 Obligated $1.2 billion including $638.8 million in funds transferred to the U.S. Army Corps 
of Engineers for five Major Construction super projects and $60.6 million in the newly 
established Seismic Corrections Program. 

 
 Delivered six major construction project phases at Palo Alto, California (two phases); St. 

Louis, Missouri; Manhattan, New York (two phases); and American Lake, Washington. 
 

 Managed a large and complex inventory of 59 Major Construction projects valued over 
$11 billion, including 33 VHA Major Construction projects valued over $10 billion, which 
includes the first project under the Communities Helping Invest through Property and 
Improvements Needed for Veterans Act of 2016 (CHIP In Act) in Omaha, Nebraska, and 
26 NCA Major Construction projects valued at $1 billion.    
 

 Managed a large and complex inventory of Seismic Correction projects valued over $2.4 
billion.  
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 In 2019, CFM awarded 18 Major Leases from Choice Act 1.0 (2014) and Choice Act 2.0 
as well as nine non-Choice leases, for a total of 27 lease awards. 
  

 CFM staff was also engaged in more than 70 land transactions to support VHA and NCA’s 
Construction programs and VHA’s Fisher House program; including acquiring land for 
fourteen Major Construction projects; managing a robust VA-Department of Defense 
(DOD) Base Realignment and Closure (BRAC) land transfer program of 11 cemeteries 
from DOD to NCA, which is the largest transfer of cemeteries since NCA was established; 
managing a pilot for the CHIP-In authority; and completing over 55 land management 
actions (e.g., easements, permits).  

 
 CFM distributed three real property policy documents in collaboration with other program 

offices:  Disposal Guidebook; Revocable License Policy; and CHIP-IN guidance. 
 

Other CFM Activities 
 

 Managed all technical reviews of VA’s 35 State Home Grants, valued at $148.4 million, in 
the 2019 State Veterans Home Construction Grant Program.  To support this program 
further, CFM’s Facilities Standards Service updated the “Small House Model Design 
Guide” to have the most current information.  This Design Guide is one of the primary 
documents used as reference in the planning and design of State Homes and VA’s 
Community Living Centers (CLC).  CFM provides continuous programming, design and 
construction consults to the Office of Capital Asset Management Support and the states 
requesting the construction grants.  
 

 Incorporated the latest standards for the Mental Health Design Guide and provided design 
and construction advice services to the Office of Mental Health.  Provided support to the 
Homeless Grant and Per Diem Program as construction consultant on past-year projects. 
 

 Provided extensive architectural, engineering, scheduling, and other technical consultant 
services to VA Medical Centers for budget development; review of capital projects; 
Facility Condition Assessments; operations and maintenance issues; scheduling and 
estimating for the preparation of VA’s Major Construction budget; and cost control 
assistance for projects under design with a value of $5 billion.   
 

 Supported MISSION Act Implementation by providing contract execution and master 
planning expertise for the VA Market Assessments required to develop VA’s National 
Realignment Strategy.  
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Budget Highlights 
 

The 2021 request will provide: 
 

Summary of Employment and Obligations 

 
  
 

2019 
Actual

   President’s 
Budget 

Current 
Estimate

2021 
Request 

Increase (+) 
Decrease (-)

Average employment:
      Field 192 263 263 301 38
      Central Office 182 196 196 267 71

       Total 374 459 459 568 109
Obligations:

      Personal services $61,294 $71,492 $73,615 $92,186 $18,570
      Travel $2,727 $4,730 $4,730 $6,290 $1,560
      Transportation of things $291 $406 $398 $360 -$37

Rent, Communications and          
Utilities

$2,792 $2,962 $2,878 $4,828 $1,950

      Printing and reproduction $0 $3 $3 $3 $0
      Other services $18,457 $10,286 $8,256 $10,228 $1,972
      Supplies and materials $76 $184 $184 $235 $50
      Equipment $4 $188 $188 $1,722 $1,534
      Land and structures $0 $0 $0 $0 $0
      Facilities $0 $0 $0 $0 $0

Insurance Claims and  
Indeminties

$0 $0 $0 $0 $0

Total Obligations $85,642 $90,252 $90,252 $115,851 $25,599
      Reimbursements -$39,303 -$90,252 -$90,252 -$115,851 -$25,599
      SOY Carry over (-) $0 $0 $0 $0 $0
      EOY Carry over (+) $153 $0 $0 $0 $0
      Transfer $0 $0 $0 $0 $0

Total Budget Authority $46,492 $0 $0 $0 $0

Summary of Employment and Obligations
Office of Acquisition, Logistics, and Construction 

2020
(dollars in thousands)
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Veterans Experience Office 

 

Mission Statement 
The Department of Veterans Affairs (VA) is committed to providing the best experiences in its 
delivery of care, benefits, and memorial services to Servicemember, Veterans, their families, 
caregivers, and survivors.  In doing so, VA has established Customer Experience (CX) as a core 
capability in the Department.  Customer Experience is the highest prioity of the Secretary. 

The Veterans Experience Office (VEO) is VA’s lead organization for CX at VA and reports 
directly to the Secretary.  VEO supports VA in modernizing to become a premier customer 
experience organization by bringing industry best practices to VA service design and delivery.   
VEO accomplishes this through four core CX capabilities, including real-time CX data, tangible 
CX tools, modern CX technology, and targeted CX engagement.  These capabilities empower 
employees to deliver outstanding experiences to Veterans, their families, caregivers, and survivors 
through actionable real-time CX data and predictive analytics; concrete CX tools  such as Welcome 
Kits and Quick Start Guides; training and implementable best practices; user-friendly technology; 
and personal engagement with VA customers. 

Because of VA’s leadership in CX, VA/VEO has been designated as Lead Agency Partner for the 
President’s Management Agenda (PMA) Cross-Agency Priority (CAP) Goal13 on Improving 
Customer Experience with Federal Services.   VEO’s support of this Goal includes sharing lessons 
learned in standing up a CX capability in government using industry best practices; advising on 
standard, government-wide CX metrics; supporting the design of a Federal CX framework to 
institutionalize CX capabilities across government; and providing human-centered design (HCD) 
support to map the Veteran journey across Federal Agencies.  VEO will continue to drive 
implementation of the spirit and intent of this initiative in 2021 and beyond. 

 
Figure 1  VA's CX Framework & Core Capabilities 

                   
13 See President’s Management Agenda, available at: www.performance.gov/PMA/; Improving Customer Experience with Federal Services CAP 
Goal, available at: www.performance.gov/CAP/cx 
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Summary of Budget Request 

($ in 000) 
2020 

Current 
Estimate 

FTE 2021 FTE 

National HQ VEO Office $0  0 $4,592  28 
Portfolio Management $0  0 $2,119  13 
Veterans Experience Data: Enterprise Measurement & 
Design $0  0 $0  0 

Veterans Experience Tools & Implementation $0  0 $0  0 
Multichannel Technology $0  0 $4,845  28 
Veterans, Family & Community Engagement $0  0 $0  0 

Total Budget Authority (BA) $0  0 $11,556  69 

National HQ VEO Office $10,873  53 $2,750  0 
Portfolio Management $5,627  13 $50  0 
Veterans Experience Data: Enterprise Measurement & 
Design $10,639  22 $13,205  35 

Veterans Experience Tools & Implementation $7,428  45 $9,415  48 
Multichannel Technology $30,177  31 $42,182  48 
Veterans, Family & Community Engagement $4,549  23 $4,586  23 

Total Reimbursable Authority (RA) $69,293  187 $72,188  154 

Total Budgetary Resources $69,293 187 83,744 223 

 
VEO is requesting a total budget of $83.7 million, which includes budget authority (BA) of  $11.6 
million to support 69 FTE and reimbursable authority (RA) of $72.2 million to support 154 FTE.   
The Department is requesting BA instead of RA to support VEO corporate operations and the 
permanent realignment of 24 FTE from the Veterans Benefits Administration (VBA) to VEO.   The 
Department has determined that corporate operations are a core function that should be funded by 
direct BA as other organizations in VA, whereas the remainder of VEO’s 2021 request will be 
supported by reimbursable funding from other VA administrations and offices, as appropriate.   
 
VEO has developed and implemented core CX capabilities and an operating framework to 
institutionalize customer experience at the VA.  Modeling after private sector, VA is implementing 
CX through: data, tools, technology and engagement.   As VA’s lead for the PMA CAP Goal, VEO 
seeks to sustain and scale CX within VA.   
 
In 2021, VEO will continue to deliver key customer experience programs, including development 
and sustainment of VA-wide real time CX surveys and HCD research and journey maps; Patient 
Experience tools, training, leadership practices, and other best practices for healthcare; Benefits 
Experience tools, training, leadership practices, and other best practices for benefits, appeals, and 
memorial services; state-of-the-art VA-wide technology to support VA.gov, unified contact center 
data to provide a single integrated view of Veteran contacts and concerns, 24/7 Veteran hotline 
operations, and other initiatives; and nation-wide engagement to locally connect Veterans, their 
families, caregivers and survivors with community partners and resources.    
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New initiatives planned for 2021 include establishing a framework for VA’s first-ever Customer 
Experience Institute (CXi), which will focus on scaling and sustaining CX as a core business 
discipline.  This effort will institutionalize the customer experience at VA utilizing BA funding to 
solidify integrated knowledge management and communication of CXi.  Core concepts seek to 
enable the practical application of CX capabilities in VA and to share those learnings, best 
practices and strategies with other Federal agencies across government to improve the experiences 
of the public.  CXi creates a framework to codify an enduring capability to drive the culture change 
of CX in government.   
 
The three main focus areas under CXi are: 

1. Learning: Sharing best practices, core capabilities, operating frameworks, and lessons 
learned to enable VA and other Federal agencies to build or mature CX capabilities. 

2. Scaling: Cross-agency CX implementation based on insights and design with Veterans, 
their families, caregivers and survivors to enable VA, other Federal agencies, state and 
local government to address the needs of Veterans and their supporters across 
organizations. 

3. Sustaining: Ensuring and aligning existing and future VA and partner agency goals are 
being met while investing the necessary resources in people and governance to continue 
effective CX integration.  Learning about new CX practices from industry leaders to 
remain on the cutting edge of CX and methodologies, including partnering with the 
Exexcutive Office of the President (EOP) Government Effectiveness Advanced Research 
(GEAR) Center. 

 
VEO will also further develop and refine a new VA-wide Employee Experience (EX) program.   
Modeling after VEO’s established CX framework, the EX program will leverage VEO’s proven 
data, tools, technology, and engagement capabilities to build and support a culture of employee 
customer experience so it can provide world class customer experience to Veterans, their families, 
caregivers, and survivors.   The program will be developing VA’s first-ever employee experience 
journey map (from recruitment to retirement) to identify key moments that matter to VA 
employees.  EX will also be developing VA’s first, near real-time, digital listening capability for 
employees to share immediate feedback, to include recommendations for service recovery and 
continuous program improvements. 
 
Program Description and Accomplishments: 
To fulfill its mission, VEO delivers unique capabilities of CX data, tools, technology, and 
engagement that together enable the Department to identify customer needs and pain points, design 
service delivery improvements around the customer, and deploy tangible and implementable 
solutions in partnership with Administrations and Staff Offices.  In this regard, VEO supports 
VA’s modernization efforts by hardwiring CX into VA strategy and decision-making.  Some 
examples of transformational initiatives led or supported by VEO include contact center 
modernization, digital modernization, service recovery and outreach in close collaboration with 
all Administrations and Staff Offices. 
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Veteran Experience Data: Enterprise Measurement and Design  
VEO’s CX data capability brings industry best practices to VA by employing HCD techniques and 
direct interviews with Servicemembers, Veterans, their family, caregivers, and survivors to gather 
and analyze qualitative data to drive improved service delivery based on the voice of the Veteran.  
This capability enables the Department to validate pain points and areas for improvement with 
Veterans before applying resources to address these issues.  This qualitative data also creates a 
consistent shared understanding about VA’s customers and how they feel about their interactions 
with VA.  VEO thus brings the voice of the Veteran to the forefront.   
In addition, this capability provides quantitative data about the Veteran’s interactions with VA by 
capturing and analyzing customer experience input in real time using an industry best-in-class 
framework and a modern, web-based platform used by leading customer service companies in the 
private sector.  This allows the Department to view VA’s performance from the Veteran’s 
perspective and holds VA accountable to Veterans.  Modeling after industry, VEO gathers multiple 
tiers of customer experience input to drive improved service delivery based on customer input:  
 

 VA Enterprise Trends:  a snapshot of VA performance overall across all service lines, 
measuring effectiveness, ease, emotion, and trust, and used to monitor VA’s progress 
towards increasing Veterans’ trust. 
 

 Service-Level Patterns:  tracking and analyzing customer experience by service line in 
real time to improve VA performance and provide transparency in service areas in need 
of improvement; consists of an online survey pushed to customers after service 
delivery.   

 
Since VEO’s creation in 2015, VEO has deployed surveys for 14 lines of business, sent 23 million 
surveys, receiving 4.4 million survey responses from Veterans and 1.7 million free-text responses.   
Through this data, VEO has worked with stakeholders and identified opportunities in service 
recovery and systems improvement that have dramatically shifted Veteran trust in VA.  VA-wide 
trust is currently at 72 percent, increasing by 17 percentage points between 2016 and 2019.   
Through this data, VEO also deployed algorithms to detect free-text responses from Veterans that 
may be at risk for suicide and homelessness.  As a result, over 1,400 suicide alerts have been routed 
to the Veterans Crisis Line.  The real time survey capability that VEO is managing for the VA has 
avoided $780 million in cost over five years. 
 
Veteran Experience Tools & Implementation: Patient Experience & Benefits Experience 
VEO’s tools and implementation arm deploys VA-wide customer experience initiatives including 
a VA-wide Patient Experience Program.  Learning from industry leaders in healthcare, such as the 
UCLA Medical Center, Mayo Clinic, Cleveland Clinic, and Beryl Institute, VEO will continue to 
enhance and deploy this comprehensive program in 2021, which infuses customer experience best 
practices into the day-to-day culture and operations at VHA facilities nationwide.  Foundational 
Patient Experience tools consist of customer experience training for leaders and employees and 
improvements to navigation services by phone and in person.  In addition to modeling after 
industry best practices, this framework was designed around Patient Experience Journey Maps, an 
HCD assessment that identifies the critical moments of a Veteran’s interactions with VA.   Through 
that identification, the Patient Experience Team created tools (Own the Moment Training, the Red 
Coat Ambassador Program, WECARE Leadership Rounding, etc.) to improve the patient 
experience.  One of these tools is Own the Moment Training, which encourages the delivery of 
positive customer experiences by encouraging VA staff to connect emotionally with customers.   
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Since its establishment in 2017, more than 85,000 VHA full-time employees have attended this 
training.  Another tool is the Red Coat Ambassador Program which was launched in November 
2017 and has been adopted by 147 VHA facilities.  This program outfitted volunteers and 
employees with red coats or vests to greet and assist Veterans, their family, and caregivers with 
wayfinding and information and provide a common information tool for visitors to different 
medical facilities.   
 
These tools have been instrumental in the Veteran’s trust in VA.  VHA outpatient trust increased 
by 4 percentage points (from 85 percent in 2017 to 89 percent in 2020).  In the recent Hospital 
Consumer Assessment of Healthcare Providers and Systems (HCAHPS) and Consumer 
Assessment of Healthcare Providers and Systems (CAHPS) results, 70 percent of the most 
improved facilities worked with VEO.   And VHA is currently improving in patient experience at 
a faster rate than the private sector of HCAHPS for Inpatient Care (VHA 1 percent average 
improvement per year, private sector 0.5 percent improvement). 
 
VEO applies these tools and develops others using its CX framework in support of VBA, NCA, 
BVA and other Staff Offices in 2021 and beyond.  In 2018 VEO published the VA Welcome Kit 
with accompanying quick start guides on key topics such as: how to apply for VA health care, get 

assist Veterans, their family, caregivers, and survivors in accessing VA benefits and services.   In 
2019, VEO published more than 107,000 copies of the VA Welcome Kit, with an additional 
341,000 digital downloads, an important navigational aide, with accompanying Quick Start Guides 
on key topics, such as:  applying for disability ratings, applying for VA health care, and getting 
started with mental health services.   Distribution of these products went to more than 500 facilities 
across VA and to all 56 State/Territory Commissioners/Directors of Veterans Affairs as well as 
Veteran Service Organizations (VFW, DAV, American Legion, etc.) and post-9/11 Veterans 
Organizations (Team Red, White and Blue, Team Rubicon, Mission Continues, etc.) to ensure the 
widest dissemination among Veterans, family members, caregivers and survivors.  VEO also 
tailored Own the Moment training to NCA and BVA, which leaves those trained with an increased 
understanding of CX principles and ways to incorporate those principles and other CX concepts 
into their daily duties. 
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Multi-Channel Technology 

VEO’s multi-channel technology capability sponsors VA-wide, integrated technology solutions 
for Veterans and their families to make their online and telephonic interactions with VA easier and 
on par with industry.  This capability seeks to create a unified customer experience and unified 
view of the customer for VA employees through integrated technology platforms, including 
VA.gov and across contact centers.  These improvements are designed using industry best 
practices and support from top industry technologists from the U.S.  Digital Services to be easily 
understandable and accessible to all Veterans, family members, caregivers, and survivors so they 
may seamlessly navigate VA and non-VA services.  One project that assists with creating a unified 
customer experience is VA Profile, a data management initiative that synchronizes Veteran data 
across the VA’s systems, thereby creating a comprehensive Veteran customer profile.   From their 
first interaction with VA, Veterans are “known” because of VA Profile.  VA Profile has made 
more than 5.7 million contact information updates.  VEO also collaborated with the Office of 
Information Technology and U.S.  Digital Service so that Veterans now have the option to update 
their profile on VA.gov, where they can also find VA locations, request records, and apply for or 
manage their benefits.  This self-service option already facilitated almost 10,000 updates to 
Veterans’ profiles. 
 
Veterans, Family & Community Engagement 
 
VEO’s community engagement capability connects with neighboring establishments and partners 
to improve the coordination of organizations, governmental and non-governmental, serving 
Veterans and their families where they live and work.  VEO assists in connecting Veterans with 
local resources through the development of Community Veteran Engagement Boards (CVEB), 
Veteran-Friendly Communities, and other strategic relationships.  This initiative encourages area 
partnerships focused on the role communities play in a Veteran’s quality of life, and provides a 
formal avenue to highlight CVEB practices that best strengthen the Veteran partnership.  These 
recommended practices are shared with other communities seeking to build and improve similar 
Veteran advocacy networks.  These efforts directly impact Veterans by providing connections to 
resources specific to a local environment.  There are currently 160 CVEBs positioned across the 
United States, with 26 more in development.   VEO is also working with the community, VHA, 
and VBA to coordinate Veterans Experience Action Centers (VEACs).  VEACs are large-scale, 
comprehensive Veteran resource events coordinated in collaboration with local VA facilities and 
local communities to provide Veterans, their families, caregivers, and survivors access to VA 
services.  In 2019, seven VEACs were completed, resulting in more than 5,600 attendees, with 
over 4,000 of those attendees receiving increased access to VA (healthcare enrollment, benefits 
claim and appeals decisions, wellness exams, appointment scheduling, mental health counseling, 
etc.). 
 
Additionally, Veterans, Family & Community Engagement sponsors the Choose Home initiative, 
which seeks to enable all Veterans, their families and caregivers in achieving their desire to remain 
at home for their care through delivery of the highest quality comprehensive home and community-
based care, benefits and services in the places in which they live. 
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Budget Highlights  
The 2021 request supports VEO’s continued efforts to modernize the Department to provide 
premier customer experience to Veterans, family members, caregivers, and survivors.  
Modernization, accountability, and access are the cornerstones of the VEO initiatives.  VA’s 
enterprise-wide CX capabilities have led to its designation as the lead agency partner for the OMB 
A-11 Circular CX Directive.  VEO’s scope continues to expand with new requirements, both in 
lead and supporting roles, including the White House Hotline, Veteran ID Card program, Patient 
Advocacy Tracking System replacement, and the MISSION Act.  VEO’s requested funding 
increase would ensure that VA CX program objectives are met. 
 
Accountability Initiatives – holding VA accountable to Veterans, family members, caregivers, 
and survivors by capturing Veteran input, tracking concerns, and improving service delivery based 
on the voice of the customer. 
 

 Contact Center Modernization:  Leading efforts to design a comprehensive plan to 
effectively and efficiently field, triage, track and address issues and concerns using industry 
best practices and unified data platforms, with additional, enhanced multi-channel features 
(text, email, chat).   
 

 Service-Level Measurement:  A simple 1-5 question survey on specific transactions 
identified by Veterans as moments that matter.   Each survey is conducted nationwide with 
results available at local and national levels through a modern, web-based unified 
dashboard used by industry leaders.  Survey results and predictive analytics are used to 
identify performance improvement opportunities and forecast emerging issues before they 
intensify.   

 
Access Initiatives – Ensuring that input and needs of Veterans, family members, caregivers, and 
survivors are included in designing better service delivery, and that information is easily accessible 
to them through multiple channels (online and by phone). 
 

 Veterans’ Families, Caregivers and Survivors Federal Advisory Committee:  Exploring 
opportunities to highlight and improve benefits and services available to family members, 
caregivers and survivors.   This Committee provides advice on matters related to Veterans’ 
families, caregivers, and survivors across all generations, relationships, and Veteran status.   
The focus is to gain a better understanding of the use of VA care and benefits services as 
well as factors that influence access, quality, and accountability for those services. 
 

 Digital Modernization:  A single, unified website where Veterans, their families, 
caregivers, and survivors can easily navigate and manage their interactions with VA by 
smartphone or computer.   VEO will continue designing, building and testing robust 
functionality and features.   The goal is to enable Veterans to engage with VA online in 
one place and easily navigate VA benefits and services through self-service tools that 
mirror those found in the private sector.   
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Summary of Employment and Obligations 
(dollars in thousands) 

    2020       

  2019 President’s Current   2021 Increase (+) 
  Actual Budget Estimate   Request Decrease (-) 

Average employment 116 187 187   223 36 

 HQ 66 119 119 * 152 33 
 Field  50 68 68  71 3 

Obligations:             

 Personal services $19,157  $29,983  $31,512    $37,800  $6,288  

 Travel $1,268  $1,500  $1,500    $1,824  $324  

 Transportation of things $0  $0  $0    $0  $0  

 Rent, communications,   
$781  $0  $1,200  

  
$1,459  $259  

 utilities   

 Printing and production $13  $100  $100    $121  $21  

 Other services $40,867  $36,600  $34,533    $41,987  $7,454  

 Supplies and materials $109  $1,110  $88    $115  $27  

 Equipment $757  $0  $360    $438  $78  

 Grants $0  $0  $0    $0  $0  
              

  Total obligations $62,952  $69,293  $69,293    $83,744  $14,451  

 Reimbursements (-) $62,598  $60,655  $69,293    $72,188  $2,895  

 SOY Carryover (-) $0  $0  $0    $0  $0  

 EOY Carryover (+) $0  $0  $0    $0  $0  

 Reallocation $0  $0  $0    $0  $0  

Total Budget Authority $450  $8,638  $0    $11,556  $11,556  

*Includes FTE that support program execution of VA CX efforts, such as implementation of OMB A-11 Circular, Contact 
Center Modernization, Digital Modernization, MISSION Act, etc. 
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Office of Accountability and Whistleblower 
Protection 

 

 
Mission Statement 
The Office of Accountability and Whistleblower Protection (OAWP) is committed to 
protecting whistleblowers and ensuring accountability within the Department of Veterans 
Affairs (VA). OAWP receives and investigates: whistleblower disclosures from VA 
employees and applicants for employment; allegations of misconduct and poor 
performance against VA senior leaders; and allegations of whistleblower retaliation. 
OAWP is also responsible for tracking and confirming VA’s implementation of 
recommendations from audits and investigations carried out by VA’s Office of Inspector 
General (OIG), VA’s Office of the Medical Inspector (OMI), the U.S. Office of Special 
Counsel (OSC), and the U.S. Government Accountability Office (GAO).  

OAWP was established by the President of the United States on April 27, 2017, under 
Executive Order 13793. OAWP was statutorily established by the VA Accountability and 
Whistleblower Protection Act of 2017, P.L. 115-41 (the Act), and its functions are codified 
under 38 U.S.C. § 323. OAWP is led by Assistant Secretary for Accountability and 
Whistleblower Protection. The first Assistant Secreteray was appointed in January 2019 

Summary of Budget Request 

Explanation of Changes 
For 2021, OAWP is requesting $26.4 million, which includes funding for 125 full-time 
equivalent employees (FTE). This is an additional $4.3 million over the budget proposed 
by the President in 2020, and includes funding for an additional 11 FTE. This increase will 
allow OAWP to implement the oversight and compliance requirements of the Act and 
continue to conduct thorough and timely investigations into whistleblower disclosures, 
allegations of senior leader misconduct and poor performance, and whistleblower
retaliation.  
Program Description 
OAWP is committed to protecting whistleblowers and ensuring accountability within VA. 
OAWP receives and investigates: whistleblower disclosures from VA employees and 
applicants for employment; allegations of misconduct and poor performance against VA 
senior leaders; and allegations of whistleblower retaliation. OAWP is also responsible for 

($ in 000) 2020 FTE 2021 FTE
Office of Accountability and Whistleblower 
Protection $22,166 114       $26,422 125       
Budget Authority (BA) $22,166 114       $26,422 125       
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tracking and confirming VA’s implementation of recommendations from audits and 
investigations carried out by OIG, OMI, OSC, and GAO.  
 
Under 38 U.S.C § 323(c), OAWP: 
 
A.  advises the Secretary on all matters relating to accountability and whistleblower 
retaliation within VA, including issuing reports and recommendations to the Secretary on 
these matters; 
B.  receives and refers whistleblower disclosures for investigation, if OAWP has reason to 
believe the whistleblower disclosure evidences a violation of a law, mismanagement, gross 
waste of funds, abuse of authority, or a substantial and specific danger to public health or 
safety; 
C.  receives and refers disclosures from OSC for investigation; 
D.  records, tracks, reviews, and confirms implementation of recommendations from audits 
and investigations, carried out by OIG, OMI, OSC, and GAO, including the imposition of 
disciplinary actions and other corrective actions contained in such recommendations; 
E.  analyzes data maintained by OAWP, OIG telephone hotline data, and OIG, OMI, OSC, 
and GAO audits and investigations data, to identify trends and issue reports to the 
Secretary; 
F.  receives, reviews, and investigates allegations of misconduct or poor performance 
involving a VA senior leader; 
G.  receives, reviews, and investigates allegations of whistleblower retaliation against any 
VA supervisor; and 
H.  makes recommendations to the Secretary for disciplinary action pursuant to an 
investigation carried out under subparagraph D, F, and G. 
 
Recent Accomplishments: 
 
In January 2019, OAWP’s first Assistant Secretary was appointed by the President and 
confirmed by the Senate. Following the appointment, OAWP: 
 
1. Established processes to enhance communication with whistleblowers and other 

individuals as their matters are investigated by OAWP; 
 

2. Implemented an information system, with an audit trail, to track investigations and 
maintain records in compliance with the law; 

 
3. Transmitted its System of Records Notice, required under the Privacy Act for data that 

it collects, to the Office of Management and Budget for review prior to publication in 
the Federal Register; 
 

4. Issued its first policy, VA Directive 0500, in September 2019, establishing policy 
regarding the intake, investigation or referral for investigation, and resolution of:  
whistleblower disclosures; allegations of whistleblower retaliation; and allegations of 
misconduct or poor performance by senior leaders.  The directive also sets a goal of 
processing matters within 120 days from the date they are received by OAWP; 
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5. Implemented standard operating procedures for OAWP investigators and provided 

investigators with standardized training to improve the quality and timeliness of OAWP 
investigations;  
 

6. Realigned staff to increase the number of investigators as the organization works to 
eliminate a backlog of investigative matters, many of which date back to 2017; 
 

7. Developed whistleblower rights and protections training, required under 38 U.S.C. § 
733, for all VA employees.  This training includes an additional supervisory module 
that outlines ways to foster an environment where employees feel comfortable 
disclosing wrongdoing and the consequences of retaliating against whistleblowers.  On 
January 6, 2020, the Secretary of Veterans Affairs directed that VA staff complete this 
training; and 
 

8. Began delivering comprehensive customized training, designed by OAWP supervisors, 
to investigators.  Training for current investigators will be completed by February 2020, 
and this training will be presented to new investigators when they join OAWP.  
Continuing education courses are also being developed for investigators. 
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Summary of Employment and Obligations 
 

 

2019 Budget Current 2021 Increase (+)
Actuals Estimate Estimate Request Decrease (-)

Average Employment: 86 114 114 125 11
Central Office 20          46          46          57        11                 
Field 66          68          68          68        0

    Total

Obligations:
Personal Services 13,583   $18,395 $18,395 $20,356 $1,961
Travel 469        1,808     1,808     1,019   -$789
Transportation of Things 5            3            3            10        $7
Rents, Communications & Utilities 165        0 0 375 $375
Printing and Reproduction -        9            9            9          $0
Other Services 2,143     1,846     1,846     4,546   $2,700
Supplies and Materials 20          57          57          58        $1
Furniture and Equipment 1            48          48          49        $1
Insurance Claims 27 0 0 0 $0
  Total Obligations $16,414 $22,166 $22,166 $26,422 $4,256

Reimbursements (-) -16,414 $0
SOY YEAR UNOBLIGATED BALANCE (-) $0
EOY YEAR UNOBLIGATED BALANCE (+) $0
Total Budget Authority $0 $22,166 $22,166 $26,422 $4,256

Summary of Employment and Obligations
(dollars in thousands)

2020
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Justification for 2021 request 

For 2021, OAWP is requesting $26.4 million, which includes funding for 125 full-time 
equivalent (FTE) employees. This is an additional $4.3 million over the 2020 President’s 
Budget request, and includes funding for an additional 11 FTE, so that OAWP can 
implement the oversight and compliance requirements of the Act and continue to conduct 
thorough and timely investigations into whistleblower disclosures, allegations of senior 
leader misconduct and poor performance, and whistleblower retaliation.  
 
The additional $4.310 million is based on the following:  
 

 Under 38 U.S.C. § 323(c)(1)(F), OAWP must track and confirm implementation of 
recommendations from audits and investigations carried out by OIG, OMI, OSC, and 
GAO.   
 

 Under 38 U.S.C. § 323(c)(1)(G), OAWP must analyze OIG, OMI, OSC, and GAO audit 
and investigation data, OIG hotline data, and data maintained by OAWP, to identify trends 
and issue reports to the Secretary.  OAWP is seeking an additional $2.048 million in 2021, 
which includes funding for an additional 5 FTE and contract support, so that OAWP can 
successfully perform this statutory mandate. 

 
 Since its establishment in June 2017, OAWP has also faced a growing investigative 

backlog, defined as cases that are being investigated for more than 120 days.  OAWP is 
seeking an additional $2.262 million in 2021, for an additional 6 FTE and contract support, 
to allow OAWP to successfully perform its statutory mandate and conduct thorough and 
timely investigations. Conducting timely investigations is necessary so that OAWP can 
make recommendations for disciplinary actions before wrongdoers leave VA service or 
whistleblowers face further retaliatory acts. 
 
 
2019 Data 
In FY 2019, OAWP received 2,951 disclosures, conducted 167 investigations, and 
monitored 551 referred investigations.   
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Office of Inspector General 

 

 
 

  
Summary of Budget Request 
The Office of Inspector General (OIG) requests $228 million for 1,048 FTE in 2021 to support 
essential oversight of VA’s programs and operations through independent audits, inspections, 
reviews, and investigations; and for the timely detection and deterrence of fraud, waste, and abuse. 
Maintaining an effective oversight program is a monumental undertaking in the context of VA’s 
2020 enacted funding level of $218 billion. VA is an enormous and complex agency with 
approximately 400,000 employees; the nation’s largest integrated health care system that serves 

$192,000
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$228,000

$9,316

$9,088
$157

$0

$25,000

$50,000

$75,000

$100,000

$125,000

$150,000

$175,000

$200,000

$225,000

$250,000

2019 Actual 2020 President's
Budget

2020  Current Estimate 2021 Request

Budgetary Authority-Office of Inspector General
(Dollars in Thousands)

Appropriation Carryover

(Dollars in Thousands) 2020 FTE 2021 FTE
Appropriation $210,000     1,020 $228,000    1,048 
Carryover $9,088  … $157  … 
Total Budgetary Resources $219,088     1,020 $228,157    1,048 
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more than 9.3 million enrollees; mandatory service-connected payments for approximately 5.5 
million veterans and survivors; educational assistance for more than 900,000 trainees; guaranteed 
home loans for over 3 million participants; and 138 national cemeteries.  
 
Since 2014, the OIG received strong support from Congress, the Office of Management and 
Budget, and VA to expand operational capacity. This funding translated into an increase of nearly 
400 onboard staff, from the start of 2014 to the end of 2019, and supported important, new 
initiatives. Examples of these recent initiatives include recurring facility and regional network-
level inspections that emphasize the quality and stability of leadership, as well as national audits 
and reviews of systemic issues impacting veterans’ benefits claims and appeals.  Significant audits 
in FY 2019 included identifying hundreds of millions of dollars in shortcomings in claims 
processing for disabled veterans who were entitled to a reimbursement of home loan funding fees 
and veterans who were improperly charged for services received at non-VA emergency rooms.  
 
The 2021 request permanently funds recently hired staff who are currently supported with 
carryover and allows the OIG to hire an additional 28 FTE for a total of 1,048 FTE. Most OIG 
employees will continue to be directly involved in conducting audits, inspections, investigations, 
and other reviews of high-risk and high-impact VA programs and services. Additional resources 
will be used to further enhance oversight in program areas that are vital to veterans and taxpayers, 
particularly implementation of the Mission Act and the ongoing electronic health records 
modernization effort. To that end, the OIG will significantly expand oversight of community care, 
including ongoing efforts to detect and deter healthcare fraud, financial stewardship, and 
procurement. For more information regarding the OIG’s 2021 request, refer to the Budget 
Highlights section below. 
 
Appropriation Language 
For necessary expenses of the Office of Inspector General, to include information technology, in 
carrying out the provisions of the Inspector General Act of 1978, $228,000,000 [$210,000,000] of 
which not to exceed 10 percent shall remain available until September 30, 2022 [2021]. 
 
Mission Statement 
As authorized by the Inspector General Act of 1978 and other enacted legislation, the OIG is 
responsible for conducting and supervising audits, inspections, evaluations, and investigations, and 
making recommendations to promote economy, efficiency, and effectiveness. The OIG is 
authorized to inquire into all VA programs and activities, including healthcare programs and VA 
contracts, grants, and other agreements. The OIG is required to report to Congress on activities 
and outcomes every six months. These semiannual reports (SARs) keep stakeholders informed 
about the challenges VA is experiencing and promote transparency for OIG’s operations. Under 
the leadership of the Inspector General (IG) and Deputy IG, the OIG’s work focuses on higher-
risk, impactful programs and issues throughout VA. For additional information, see the OIG’s 
Mission, Vision, and Values, which can be accessed from www.va.gov/oig.  
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Strategic Plan and Goals 
The OIG’s Strategic Plan 2018–2022, enhanced by the Strategic Plan: Implementation Update, 
May 2019, outlines the OIG’s five goals and objectives in promoting the efficiency, effectiveness, 
and integrity of VA’s programs and operations to better serve the needs of veterans, their families, 
and caregivers. It also frames OIG strategies for deterring and addressing criminal activity, waste, 
fraud, and abuse while promoting innovation throughout VA, and builds on observed and ongoing 
major management challenges. Examples of recently published reports are presented in the table 
below. 
 

Goal 1. Improve Access to Quality and Timely VA Healthcare Services 

 OIG Determination of Veterans Health Administration’s Occupational Staffing Shortages FY 2019, Report 
No. 19-00346-241, September 30, 2019. 

 Review of Mental Health Clinical Pharmacists in Veterans Health Administration Facilities, Report No. 18-
00037-154, June 27, 2019. 

 Staffing, Quality of Care, Supplies, and Care Coordination Concerns at the VA Loma Linda Healthcare System, 
California, Report No. 17-02186-114, May 6, 2019. 

 Quality and Coordination of a Patient’s Care at the VA Eastern Colorado Health Care System, Denver, 
Colorado, Report No. 18-01455-108, April 11, 2019. 

Goal 2. Ensure Timely and Accurate Benefits for Eligible Veterans  

 Non-VA Emergency Care Claims Inappropriately Denied and Rejected, Report No. 18-00469-150, August 6, 
2019. 

 Exempt Veterans Charged VA Home Loan Funding Fees, Report No.18-03250-130, June 6, 2019. 
 Delays in the Processing of Survivors’ and Dependents’ Educational Assistance Program Benefits Led to 

Duplicate Payments, Report No. 18-01278-13, December 18, 2018.   
 VA’s Oversight of State Approving Agency Program Monitoring for Post-9/11 GI Bill Students, Report No. 

16-00862-179, December 3, 2018. 

Goal 3. Help Facilitate Strong Stewardship of Taxpayer Dollars 

 Sole-Source Service Contracting at Regional Procurement Office East Needs Improvement, Report No. 18-
01836-184, September 17, 2019. 

 Inadequate Oversight of Contracted Disability Exam Cancellations, Report No. 18-04266-115, June 10, 2019. 
 Accuracy of Claims Decisions Involving Conditions of the Spine, Report No. 18-05663-189, September 5, 

2019. 
 VA’s Compliance with the Improper Payments Elimination and Recovery Act for FY 2018, Report No. 18-

05864-127, June 3, 3019. 

Goal 4. Identify Weaknesses in Leadership and Governance  

 Failures Implementing Aspects of the VA Accountability and Whistleblower Protection Act of 2017, Report 
No. 18-04968-249, October 24, 2019. 

 Orthopedic Surgery Department and Other Concerns at the Carl T. Hayden VA Medical Center, Phoenix, 
Arizona, Report No. 18-02493-122, May 7, 2019. 

 Falsification of Blood Pressure Readings at the Danville Community Based Outpatient Clinic, Salem, Virginia, 
Report No. 18-05410-62, January 29, 2019. 

 Inadequate Governance of the VA Police Program at Medical Facilities, Report No. 17-01007-01, December 
13, 2018. 

Goal 5. Identify Ways to Enhance Information Systems and Innovation 

 Decision Ready Claims Program Hindered by Ineffective Planning, Report No. 18-05130-105, May 21, 2019. 
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 VA’s Administration of the Transformation Twenty-One Total Technology Next Generation Contract, Report 
No. 17-04178-46, June 13, 2019. 

 Federal Information Security Modernization Act Audit for Fiscal Year 2018,  
Report No. 18-02127-64, March 12, 2019. 

 
 
Program Description 
The OIG is headquartered in Washington, DC; has staff in more than 60 locations throughout the 
country; and is organized into the eight offices described below. 
 
Immediate Office of the Inspector General. The IG and Deputy IG provide leadership and set 
strategic direction. The office includes congressional and communications staff who ensure that 
requests from legislators and the media are appropriately addressed, as well as a recently hired 
team of data modeling experts who use data visualizations to inform oversight on emerging issues. 
 
Office of Counselor to the Inspector General. OIG attorneys provide legal support for 
investigations, audits, reviews, and inspections; work with OIG investigators in developing qui 
tam and False Claims Act matters; represent OIG in employment litigation and personnel matters; 
and inform legislative proposals and congressional briefings. The Counselor's office also oversees 
the Release of Information Office and the Office of Contract Review. 
 
Office of Audits and Evaluations. Staff are involved in evaluating diverse areas such as 
healthcare inventory and financial systems, the administration of benefits, resource utilization, 
acquisitions, construction, and information security. Additionally, this office oversees the 
following congressionally mandated reviews:  

 Review of VA’s publication of staffing and vacancies under the requirements of the VA 
Mission Act of 2018; 

 Audit of VHA’s capacity to provide specialized treatment and rehabilitative needs of 
disabled veterans as required under 38 U.S.C. § 1706;  

 Consolidated financial statement audit, required by the Chief Financial Officers Act of 
1990, to assess whether VA’s financial statements are free of material error; 

 Risk assessment of VA’s grant closeout process as required by the Grants Oversight and 
New Efficiency Act of 2016 (GONE); 

 Review of leases and VA’s management of land use at the West LA campus as required 
under the West Los Angeles Leasing Act of 2016; 

 Evaluation of VA’s information security programs and controls required by the Federal 
Information Security Modernization Act of 2014 (FISMA); 

 Evaluation of VA’s compliance under the Digital Accountability and Transparency Act of 
2014 (DATA Act); 

 Review of VA’s compliance with the Improper Payments Elimination and Recovery Act 
(IPERA); 

 Report on VA employees who violated agency policies regarding purchase cards or 
convenience checks and actions taken based on each violation under the requirements of 
the Government Charge Card Abuse Prevention Act of 2012; and  

 Review of VA’s detailed accounting submission and performance summary report to the 
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Office of National Drug Control Policy as outlined in 21 U.S.C. § 1703 and 1704. 
 
Office of Contract Review. This office provides preaward, postaward, and other pricing reviews 
of Federal Supply Schedule, construction, and healthcare provider contracts. Preaward reviews 
provide VA contracting officers with assistance and information needed to negotiate fair and 
reasonable prices. Postaward reviews assess compliance with contract terms and conditions and 
help recover identified overcharges. 
 
Office of Healthcare Inspections. Healthcare Inspections assesses VA’s efforts to maintain a 
high-quality healthcare program. Staff conduct inspections prompted by OIG Hotline complaints, 
congressional requests, and other sources; recurring inspections of VA facilities and Veterans 
Integrated Service Networks (VISNs); and national reviews. Staff also provide consultations to 
criminal investigators and audit staff, and conduct an annual determination of occupational staffing 
shortages across the VA, as required by the Veterans Access, Choice, and Accountability Act.  
 
Office of Investigations. This office investigates possible crimes involving VA programs and 
operations. Staff focus on such issues as benefits and procurement fraud (including Service-
Disabled Veteran-Owned Small Business fraud); embezzlement, extortion, and bribery; drug theft 
and diversion; identity theft; homicide, manslaughter, and sexual assault; and threats against VA 
employees, patients, facilities, and computer systems.  
 
Office of Management and Administration. With a multidisciplinary team, this office provides 
comprehensive support to the OIG, including personnel, financial, budgetary, information 
technology, and data analysis services. The office also oversees the OIG Hotline, which receives, 
screens, and refers contacts for additional action. In addition, through report follow up, the office 
helps to ensure corrective actions in response to OIG recommendations are effectively monitored 
and resolved. 
 
Office of Special Reviews. This office was created in January 2018 to increase the OIG’s 
flexibility and capacity to conduct reviews of significant events and emergent issues not squarely 
within the focus of existing OIG offices. Staff undertake projects assigned by the IG and work 
collaboratively with other offices to review topics and issues of interest that span multiple offices, 
such as community care for veterans. 
 

 
Note: Onboard staffing levels reflected above are as of December 8, 2019, the beginning of pay 
period 25. 

Office OnBoard
Inspector General 23
Counselor 24
Investigations 228
Audits and Evaluations 315
Management and Administration 121
Healthcare Inspections 234
Contract Review 28
Special Reviews 16

Grand Total 989
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Stakeholders and Partners 
The OIG’s oversight work encompasses all VA programs and operations, services, functions, and 
funding. Consequently, its stakeholders include the Secretary, VA senior leaders, managers and 
staff, members of Congress and its staff, veterans service organizations (VSOs), beneficiaries, 
taxpayers, affiliated healthcare and educational institutions, contractors, other federal agencies, 
law enforcement organizations, and other OIGs. Much of the OIG’s work depends on the 
cooperation and coordination of these stakeholders, making them partners in some capacity for 
important improvement and oversight efforts. Therefore, the IG and Deputy IG continue to 
organize recurring listening sessions, including with VSOs. 
 
Inspector General Performance Measures and Accomplishments 
 
The OIG’s sustained, high level of performance is reflected in VA’s Annual Performance Plan 
and Report and the OIG’s SARs, including issues 81 and 82 which cover the period of October 1, 
2018, to September 30, 2019. Current performance measures include the 

 Percentage of reports (audit, inspections, investigations, and other reviews) issued that 
identified opportunities for improvement and provided recommendations for corrective 
action; 

 Percentage of recommendations implemented within one year to improve efficiencies in 
operations through legislative, regulatory, policy, practices, and procedural changes in 
VA;   

 Monetary benefits (dollar amounts in millions) from audits, inspections, investigations, and 
other reviews; 

 Percentage of recommended recoveries achieved from postaward contract reviews;  

 Return on investment (monetary benefits divided by cost of operations in dollars); 

 Number of arrests, indictments, convictions, criminal complaints, pretrial diversions, 
administrative sanctions, and corrective actions; and 

 Percentage of investigative cases that result in criminal, civil, or administrative actions. 

 
Recent work examples are presented below to demonstrate the significant impact of the OIG’s 
efforts for veterans and taxpayers. Internal improvements are also discussed to highlight initiatives 
to better engage and develop highly-skilled employees who fulfill the OIG’s mission. 
 
Monetary Benefits. During the past two SAR reporting periods, the OIG identified a monetary 
benefit of more than $5.6 billion in 237 reports issued. This was a return of about $37 for every 
dollar invested in the OIG. For example, the OIG  

 Estimated that the Veterans Benefits Administration (VBA) could issue $2.3 billion in 
improper payments to ineligible education and training programs over the next five years 
because 86 percent of State Approving Agencies did not adequately oversee programs that 
enrolled Post-9/11 GI Bill students to make certain only eligible programs participated.  
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 Made recommendations for lower pricing with potential cost savings of nearly $1.6 billion 
through pre-award contract reviews of pharmaceutical manufacturers’ compliance with the 
Veterans Health Care Act of 1992 (P.L. 102-585) and identified more than $45 million in 
contract overcharges through postaward reviews. 

 Revealed a veteran participated in a “pass through” scheme where he falsely claimed to 
control a service-disabled veteran-owned small business (SDVOSB) construction company 
when in fact it was owned and operated by his non-veteran co-conspirator. The veteran 
owner of the SDVOSB pled guilty to making a false statement related to the award of $350 
million in set-aside government contracts.  

 Discovered that a pharmaceutical company’s managers conspired to bribe medical 
practitioners to prescribe unnecessarily a powerful fentanyl-based narcotic intended to treat 
cancer patients suffering intense episodes of breakthrough pain. As part of a global 
settlement, the pharmaceutical company agreed to pay $225 million in criminal and civil 
penalties.  

 Found that VBA’s delays in processing Dependent’s Education Assistance (DEA) Program 
benefit adjustments led to overpayments totaling approximately $4.5 million. The DEA 
Program is VA’s second-largest education program with more than $553 million in benefits 
paid in fiscal year 2017. Continued delays could result in an estimated $22.5 million in 
improper payments over a five-year period.  

 
The table below summarizes additional information about monetary benefits of the OIG’s work. 
 
 

 
 
Program Benefits. In addition to monetary benefits, OIG audits, inspections, investigations, and 
other reviews identified valuable opportunities to improve VA programs and services. For 
example, the OIG prompted VA to take the following steps:  

 Improve VA processes that increase employee accountability and whistleblower 
protection, including implementing safeguards consistent with statutory mandates to 
maintain the confidentiality of employees that make submissions, including guidelines for 

Issue 81 Issue 82 Combined
Monetary Benefits (in millions) $3,855.5 $1,810.3 $5,665.8
     Better Use of Funds $34.3 $161.9 $196.2
     Fines, Penalties, Restitutions and Judgments $40.7 $159.4 $200.1
     Fugitive Felon Program $110.7 $59.1 $169.8
     Savings and Costs Avoidances $1,305.4 $340.0 $1,645.4
     Questioned Costs $2,336.3 $1,013.5 $3,349.8
     Dollar Recoveries $28.1 $76.4 $104.5
Cost of Operations $78.4 $76.5 $154.9
Return on Investment 49:1 24:1 37:1
Contract Review Only - Monetary Benefits $1,286.3 $327.0 $1,613.3
     Preaward Potential Savings $1,264.2 $300.9 $1,565.1
     Postaward Recoveries $22.1 $23.4 $45.5
     Claims Reviews $0.0 $2.7 $2.7

Measure Semiannual Report (SAR) Summary 
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communications with other VA components as well as developing a process and training 
for the Triage Division staff to identify and address potential retaliatory investigations. 

 Address claims-processing errors for non-VA emergency care that led to underpayments 
to veterans and refund home loan funding fees that some veterans were inappropriately 
charged when they obtained loans through the VA. 

 Implement collaborating agreements for clinical pharmacists participating on teams of 
providers addressing veterans’ mental health needs and ensure that scopes of practice 
clearly delineate duties that are standardized to maximize patient safety and reduce 
potential vulnerabilities.  

 Improve the process for disability compensation claims deferrals that resulted in VBA 
employees, within a three-month review period, processing an estimated 23,000 
unwarranted deferrals by enhancing the program oversight and creating and updating 
program governance documents.   

 Strengthen the VA Executive Protection Division by developing adequate threat 
assessments; publishing and updating program policies; and ensuring those under 
protection receive a thorough orientation on the use of the division’s services.  

 Improve the VHA Emergency Cache Program, which was established after 9/11 to ensure 
drugs and medical supplies are available in the aftermath of a local mass casualty event, by 
enhancing program oversight, requiring annual cache inventories, and improving cache 
inventory management.  

 
Investigative Actions. The OIG’s criminal and administrative investigations led to 200 
indictments, 174 convictions, and 579 administrative sanctions during the past two SAR reporting 
periods. The OIG’s work, alone and in collaboration with other federal agencies, led to significant 
actions, as highlighted by these examples. 

 A former Fayetteville VA pathologist was arrested on federal charges of involuntary 
manslaughter, wire fraud, mail fraud, and making false statements. The charges stemmed 
from a year-long investigation that determined he purchased for personal consumption 2-
methyl-2-butanol (2M-2B), a chemical substance that enables a person to achieve a state 
of intoxication but is not detectable in routine drug and alcohol testing methodology; made 
multiple, clinically significant medical errors involving patients who subsequently died; 
and falsified records to conceal his errors. 

 Five subjects were indicted in the Northern District of Texas for a healthcare fraud and 
conspiracy effort to commit healthcare fraud. Three of the subjects subsequently 
surrendered and one was arrested. An investigation resulted in charges alleging that the 
defendants participated in multiple fraudulent practices to defraud the Civilian Health and 
Medical Program of the Department of Veterans Affairs and the Department of Defense’s 
TRICARE healthcare program. The scheme included kickbacks, use of unapproved 
ingredients, and the filling of unauthorized prescriptions. The loss to VA is approximately 
$3.3 million.  

 A joint investigation revealed a defendant submitted false claims to the Department of 
Labor’s Office of Workers’ Compensation Program (OWCP) on behalf of VA and other 
federal agencies. The defendant, who worked for a private healthcare provider, assigned 
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inaccurate billing codes in an effort to increase the practice’s OWCP reimbursement 
payments for procedures covered under workers’ compensation. Some of the medical 
procedures were medically unnecessary, while others were not even performed. The loss 
to VA is approximately $2.9 million.  

 A home healthcare company owner who provided care to veterans as part of VA’s 
Purchased Care program pled guilty to destruction, alteration, or falsification of records as 
well as healthcare fraud for fraudulently billing VA and Medicare. An investigation 
revealed the defendant and other employees submitted altered therapy notes documenting 
home healthcare services to VA patients that were never provided by the company but were 
subsequently paid for by VA. The loss to VA is approximately $868,000. 

 
The table below summarizes the OIG’s investigative actions. 
 

 
 
Hotline Actions. The OIG’s Hotline continued to serve as the key conduit for allegations and 
information about potential fraud, waste, and abuse. Hotline staff received and processed over 
32,000 contacts—toll-free phone calls, web submissions, letters, and faxes—concerning problems 
related to VA programs and operations during the most recent SAR reporting periods, as 
summarized in the table below. The OIG opened nearly 1,600 cases in response to Hotline contacts, 
substantiated 38.5 percent of related allegations, and prompted 1,125 administrative sanctions.  
 

 
 
Dissemination. In addition to publishing reports, the OIG engaged stakeholders through social 
and digital media, hearings, roundtable discussions, briefings, and responses to media inquiries to 
further disseminate the report findings. The OIG has an active presence on two social media 
platforms – LinkedIn and Twitter. In 2019, the OIG grew its LinkedIn base to 13,550 followers, a 
nearly 580 percent increase from 2018, and published 252 updates to highlight OIG reports, hiring 
activities, and other news that resulted in about 434,000 impressions (delivery to unique LinkedIn 

Issue 81 Issue 82 Combined
Investigative Actions
     Arrests 96 131 227
     Fugitive Felon Arrests (OIG only) 5 0 5
     Indictments 84 116 200
     Criminal Complaints 25 23 48
     Convictions 88 86 174
     Pretrial Diversions and Deferred Prosecutions 9 5 14
     Case Referrals to the Department of Justice 169 175 344
     Administrative Sanctions and Corrective Actions 245 334 579
     (excludes Hotline)

Measure Semiannual Report (SAR) Summary 

Issue 81 Issue 82 Combined
Contacts 15,669 16,348 32,017
Cases Opened 841 702 1,543
Cases Closed 834 702 1,536
Substantiation Percentage Rate 38.0% 39.0% 39.0%
Administrative Sanctions (Hotline) 545 580 1,125

Measure Semiannual Report (SAR) Summary 
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streams). In addition, the OIG had over 5,000 followers on Twitter, posted 216 tweets largely 
focused on reports and other OIG work that resulted in over 288,000 impressions. The OIG also 
published 16 podcasts covering reports, monthly highlights, and other features of the OIG’s work. 
For Congress, in 2019, the IG and OIG senior staff testified at 12 hearings and one statement for 
the record, participated in two roundtable discussions, and delivered 93 congressional briefings 
regarding issues that were addressed in the OIG’s reports and ongoing work, or drew on staff 
expertise and experience. For the media, the OIG responded to numerous inquiries and requests 
for quotes and interviews on the OIG’s oversight work to major news outlets, including USA 
Today, Washington Post, Wall Street Journal, and the Associated Press. 
 
Internal Improvements. In 2019, the OIG increased focus on the use of data to inform its work 
and took steps to make data and data visualizations readily available at all levels of the 
organization, enhancing the organization’s ability to detect and prevent fraud, waste, and abuse in 
VA programs and services. To allow employees to complete their data-driven work more 
efficiently and effectively, the OIG implemented new hardware and software technology, 
including eDiscovery tools. The OIG is also using data from the All Employee Survey and an 
organizational needs analysis to develop targeted action plans aimed at heightening employee 
engagement and improving employee skill sets. Specific attention was placed on improving 
supervisory abilities and the OIG has held several interactive training sessions, including Effective 
Feedback Training, to provide supervisors with the tools and knowledge needed to help employees 
grow and meet the mission of the organization.  
 
Budget Highlights  
The OIG requests $228 million for 1,048 FTE in 2021 to support essential oversight of VA’s 
programs and operations through independent audits, inspections, reviews, and investigations; and 
timely detection and deterrence of fraud, waste, and abuse. The OIG’s vast oversight 
responsibilities are complicated by the scope of VA’s budget portfolio—nearly $218 billion in 
2020—and the complexity of VA’s major initiatives, including Mission Act implementation, 
electronic health record modernization, and financial management transformation. Despite its 
significant responsibilities, annualized funding for the OIG is consistently around 0.1 percent of 
the aggregate VA budget and the current VA to OIG staffing ratio is approximately 400:1. The 
VA OIG also has proportionally lower funding and staffing levels when compared with other OIGs 
for large executive branch agencies (see table below).   
 

 

OIG Agency OIG OIG % of total Agency OIG OIG % of total
Treasury $12,699 $46 0.36% 87,884 169 0.19%
State $40,032 $142 0.35% NA NA …
Commerce $12,497 $42 0.34% 112,438 171 0.15%
Housing and Urban Development $44,086 $129 0.29% 7,794 573 7.35%
Justice $35,096 $102 0.29% 115,440 626 0.54%
Interior $22,168 $53 0.24% 61,779 256 0.41%
Homeland Security $92,077 $170 0.18% 237,438 745 0.31%
Transportation $84,000 $92 0.11% 55,203 416 0.75%
VA $217,811 $210 0.10% 393,803 1,020 0.26%
Agriculture $215,334 $98 0.05% 91,178 482 0.53%
Health and Human Services $1,292,593 $403 0.03% 74,384 1,670 2.25%

Funding ($M) FTE
2020 Staff and Resource Comparisons for Selected Inspectors General
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Note: Of the 11 surveyed agencies, VA OIG's staffing and funding shares ranked eighth and ninth, 
respectively. VA agency funding enacted December 2019.  
 
Despite its size, the OIG achieved significant financial and programmatic accomplishments that 
translate into direct savings to the taxpayer. During the past 5 years (SAR issues 74 through 82), 
the OIG identified $24.8 billion in monetary benefits in the form of better use of funds; dollar 
recoveries; fines, penalties and restitution; savings and cost avoidance; and questioned costs. 
Additionally, as described earlier in this chapter, the OIG performed at a high level with respect 
to the scope of published reports, recommendations issued and other significant work products, 
including congressional testimony, press releases, and podcasts.  
 
Since 2014, the OIG received strong support from Congress, the Office of Management and 
Budget, and VA to expand operational capacity. Because hiring activities have bridged fiscal 
years, annualized FTE has lagged (as shown in the table below). For example, for 2019, the OIG 
started the year with 880 onboard staff and finished the year with 988, though the average for the 
year (annualized FTE) was only 908 because most staff gains were in the second half of the year. 
Actual OIG carryover from 2019 was about 5 percent, well below the statutory cap of 10 percent, 
and supports hiring targets in 2020 with an expected net growth of 112 FTE (908 to 1,020).  
 

 
 
The 2021 request permanently funds staff hired in 2020 with carryover and allows the OIG to hire 
an additional 28 FTE for the year and sustain a total of 1,048 FTE. To that end, about 80 percent 
of OIG’s budget is for payroll and funds provided in 2021 must cover salaries and benefits for all 
OIG employees, including law enforcement officers who receive law enforcement availability pay 
and physicians who receive physician comparability allowances. Most of the OIG’s non-payroll 
expenses are fixed requirements for space, contracts, mandatory training, and mission-essential 
travel. The OIG’s operational profile will normalize to an annualized funding basis in 2021; 
carryover will no longer disproportionately support staff or critical business requirements.  
 
The funding requested for 2021 ensures the OIG has the necessary resources to address many 
serious challenges that undermine the quality and efficiency of VA programs and services and 
pose unacceptable risks to veterans and the taxpayer. The OIG plans to continue to deploy and 
maintain a cadre of objective, responsive, highly trained, and dedicated employees at locations 
nationwide, especially near facilities where a more significant presence is required or the demand 
for oversight work has increased. Further, most OIG employees will continue to be directly 
involved in conducting audits, inspections, investigations, and other reviews. Among other issues, 
the OIG will use additional staff to strengthen oversight of community care. To support this effort, 

Fiscal Year Enacted Budget ($M) Onboard Staff - Start Onboard Staff - End Annualized FTE
2014 $121M 615 634 613
2015 $126M 635 667 651
2016 $137M 666 692 680
2017 $160M 689 805 734
2018 $164M 809 872 849
2019 $192M 880 988 908
2020 $210M 988 1048 1020

 2021* $228M 1048 1048 1048
*request

Budget Progression - Multiyear Comparison
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the OIG will significantly expand ongoing efforts to detect and deter healthcare fraud in 
collaboration with partners from the Health and Human Services Office of Inspector General, 
Department of Justice, and other public and private entities. The OIG will also carefully evaluate 
the quality and timeliness of community care as well as the adequacy of internal controls to ensure 
proper payments to community providers. The OIG plans to use additional staff to expand 
oversight into program areas that are vital to VA’s efforts to provide efficient and effective services 
to veterans, including 

 MISSION Act implementation; 
 Electronic health record modernization; 
 Suicide prevention and Veterans Crisis Line operations; 
 Procurement practices and financial management;  
 VA governance, VISN performance, and critical staffing shortages; and 
 Emergent criminal activities related to drug trafficking, contracting, construction, 

embezzlement, and identity theft.  
 
The OIG will also fund a nominal number of internal process improvements, including some IT 
modernization and cloud migration, enhancements to data analytics capacity, and an expansion of 
e-discovery capabilities. 
 
Budget Submission Requirements of the Inspector General Act 
This budget request was prepared in accordance with Section 6(g)(1) of the Inspector General Act 
of 1978, as amended. 
 
The OIG’s 2021 request is $228,000,000 and 1,048 FTE. This includes the amounts that the 
Inspector General certifies to fulfill known requirements to support the Council of Inspectors 
General on Integrity and Efficiency ($593,000) and OIG employee training ($1,300,000), 
including training to address continuing education requirements and mandatory training for law 
enforcement officers. In addition, OIG requests that $1,500,000 be set aside in the 2021 VA Minor 
Construction appropriation request to support projects to improve the efficiency and effectiveness 
of OIG’s space utilization. 
 
OIG continues to identify efficiencies and opportunities to reduce and control costs for employee 
travel, conferences, training, government vehicles, technology, and other areas as required by 
Executive Order No. 13589, Promoting Efficient Spending. However, as the executive order 
recognized, OIG employees must travel extensively to VA facilities across the country to perform 
statutory oversight. This means that opportunities to reduce travel costs are limited. To the extent 
possible, the OIG has reprogrammed identified efficiencies back into operations to sustain the level 
of oversight. 
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Note: Totals subject to rounding. 

2019 Budget 2021
Actual Estimate Request

Average employment:
Headquarters functions 209 207 212 215 3 
Operations functions 699 793 808 833 25 
Total employment 908 1,000 1,020 1,048 28 

Obligations:
Personnel compensation and benefits $155,304 $170,546 $180,852 $187,872 $7,020 
Travel/vehicles $7,290 $6,925 $7,978 $8,272 $295 
Transportation of things $23 $41 $23 $24 $0 
Rents, communications, and utilities $8,835 $9,837 $9,463 $10,296 $833 
Printing and reproduction $20 $28 $20 $21 $0 
Other services $16,036 $13,458 $17,650 $18,039 $388 
Supplies and materials $561 $442 $613 $636 $23 
Equipment $4,147 $5,215 $2,318 $2,850 $532 
Insurance $12 $127 $12 $12 $0 
Total obligations $192,229 $206,618 $218,931 $228,022 $9,091 
Reimbursements $0 $0 $0 $0 $0 
SOY Unobligated Balance (-) ($9,316) $0 ($9,088) ($157) $8,931 
EOY Unobligated Balance (+) $9,088 $382 $157 $135 ($22)
Total Budget Authority $192,000 $207,000 $210,000 $228,000 $18,000 

Summary of Employment and Obligations

Current 
Estimate

(Dollars in Thousands)
2020 Increase (+) 

Decrease (-) 
from 2020
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Net Change and Employment Tables 
The following table summarizes the changes in resource requirements between the 2020 enacted 
budget and the 2021 request. 
  

 
  

BA FTE

2020 President's Budget $207,000 1,000
Further Consolidated Approprations Act, 2020 $3,000 20

Subtotal $210,000 1,020
Net Carryover Execution $8,931

2020 Obligations Baseline $218,931 1,020
2021 Current Services Increases:

     Payraise (1.0%) $920 0
Change in Staff Composition / Benefits Increases $1,807 0

     Non Payroll Inflation (2.0%) $762 0
     Other Services and Information Technology Offsets $1,100 0
     -1 Day Change (262 to 261) -$690 0

Subtotal $3,898 0

$222,829 1,020
% Change over  2020 (obligations) 2% 0%

Staffing Plan (includes training, travel, and other overhead) $5,193 28

2021 Obligations Baseline $228,022 1,048
Net Carryover Execution -$22

Net BA Requirements $228,000 1,048

2021 Total Request: $228,000 1,048
% Change over enacted 2020 9% 3%

Net Change
Office of Inspector General

 2021 Summary of Resource Requirements
(dollars in thousands)
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The following tables present analyses of OIG employment levels by grade for headquarters and 
operations functions.   
 

 
 
 

 

2019 2020 2021 Incr./Decr.
Actual Estimate Request from 2020

IG/SES 19 20 20 0
Senior-Level (SL) 8 9 9 0
GS-15 109 120 122 2
GS-14 202 219 223 4
GS-13 464 532 545 13
GS-12 32 37 39 2
GS-11 30 35 38 3
GS-10 0 0 1 1
GS-9 30 33 35 2
GS-8 6 7 8 1
GS-7 5 5 5 0
GS-6 0 0 0 0
GS-5 2 2 2 0
GS-1 - 4 1 1 1 0
Grand Total FTE 908 1020 1048 28

Grade

Employment Summary—FTE by Grade

Grade Headquarters Operations Total
IG/SES 6 13 19
Senior-Level (SL) 2 6 8
GS-15 25 84 109
GS-14 46 156 202
GS-13 106 358 464
GS-12 7 25 32
GS-11 7 23 30
GS-10 0 0 0
GS-9 7 23 30
GS-8 1 5 6
GS-7 1 4 5
GS-6 0 0 0
GS-5 1 1 2
GS-1 - 4 0 1 1

Grand Total FTE 209 699 908

Analysis of 2019 Actual FTE Distribution
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Other Requirements 
 
The Office of Management and Budget directed that the following information on the OIG’s use 
of physician comparability allowances (PCA) be included in this budget submission.    

1) Department and component: 

VA Office of Inspector General 

2) Explain the recruitment and retention problem(s) justifying the need for the PCA pay 
authority.  

(Please include any staffing data to support your explanation, such as number and duration of 
unfilled positions and number of accessions and separations per fiscal year.) 
The OIG utilizes PCA because its physician-employees are covered by Title 5, U.S. Code. This is 
different from the rest of VA, which employs physicians under Title 38. The difference in pay 
rates between Title 5 and Title 38 physicians can be substantial. Title 38 physicians receive 
significantly higher salaries than Title 5 physicians, even when PCA and performance bonuses are 
considered.  

3-4) Please complete the table below with details of the PCA agreement for the following 
years: 

  
  

PY 
2019 
(Actual)  

CY 2020 
(Estimat
e)  

BY* 2021 
(Estimate
s) 

3a) Number of Physicians Receiving PCAs 18 20 20 
3b) Number of Physicians with One-Year PCA Agreements    
3c) Number of Physicians with Multi-Year PCA Agreements 18 20 20 
4a) Average Annual PCA Physician Pay (without PCA 
payment) 163,500 173,000 175,700 
4b) Average Annual PCA Payment 27,300 28,000 29,200 

*BY data will be approved during the BY Budget cycle. Please ensure each column is 
completed. 
5) Explain the degree to which recruitment and retention problems were alleviated in your 
agency through the use of PCAs in the prior fiscal year. 

PCA has proven to be a valuable tool for recruiting and retaining board-certified physicians who 
often take a pay cut when entering government service from the private sector and when 
transitioning from VA’s Title 38 positions to OIG’s Title 5 positions. With PCA, the OIG hired 
three physicians in 2017, two in 2018, and three in 2019. During the same period, two physicians 
resigned—one transferred to a VA Title 38 position, and another took a position in the private 
sector. 

6) Provide any additional information that may be useful in planning PCA staffing levels 
and amounts in your agency.   
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For FY 2019, the Veterans Health Administration was charged with providing healthcare services 
to an estimated 9.3 million enrolled patients through more than 140 VA hospitals and over 1,200 
outpatient sites, and a growing number of community providers. With 219 employees, including 
fewer than 20 physicians, the Office of Healthcare Inspections (OHI), the OIG office charged with 
overseeing the quality of VA healthcare, is small in comparison to its significant responsibilities. 
Input from board-certified physicians is critical to OHI’s credibility among key physician 
stakeholders, including the Executive-in-Charge for the Veterans Health Administration, and for 
ensuring that OHI’s findings, conclusions, and recommendations align with contemporary best 
practices in medicine. As the OIG continues to expand its oversight capacity to address higher-
risk issues, including Mission Act implementation and electronic health records modernization, 
the OIG anticipates using PCA to increase staffing to 20 physicians in 2020 and 2021, a modest 
increase from the 18 onboard in 2019. 
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Office of Acquisition and Logistics/Office of 
Acquisition Operations: Supply Fund 

 

Mission Statement 
The Supply Fund was created by Congress for the operation and maintenance of a supply system 
for the Department (including the procurement of supplies, equipment, and personal services and 
the repair and reclamation of used, spent, or excess personal property).  To enhance the VA’s 
customer relationships through participation in the overall planning and operations of the Supply 
Fund and Franchise Fund VA has established a Revolving Fund Board of Directors to oversee the 
operation of the Revolving Funds.  The Administration and Staff Office’s participation on the 
Revolving Fund Board ensure VA Revolving Fund resources are strategically serve the VA 
mission. 

The Supply Fund comprises the Office of Acquisition and Logistics (OAL) and Office of 
Procurement, Acquisition and Logistics (OPAL) which are organizational elements within the 
Office of Acquisition, Logistics, and Construction (OALC)14.  These organizations provide policy 
and oversight to VA’s acquisition and logistics programs as well as a broad spectrum of acquisition 
services to VA customers and Other Government Agencies (OGAs) through the National 
Acquisition Center (NAC) and Denver Logistics Center (DLC), Technology Acquisition Center 
(TAC), and Strategic Acquisition Center (SAC).  The Supply Fund is also the funding source for 
the Office of Small and Disadvantaged Business Utilization (OSDBU).  
 
Budget Summary 
The Supply Fund is a self-sustaining, revolving fund that supports the operation of a supply system 
at the Department of Veterans Affairs, much like the Franchise Fund is a self-sustaining revolving 
fund that supports the provision of high quality, cost effective enterprise support services to VA 
customers.  As such, no Congressional appropriation is required.  Revenue is realized from fees 
on acquisitions of goods and services from both VA and OGA customers as approved by the 
Revolving Fund Board of Directors.  The Supply Fund also provides financial support to the Office 
of Small and Disadvantaged Business Utilization (OSDBU). 

                   
14 Also included under the OALC is the Office of Construction and Facility Management (CFM).  Detailed information on the 
OALC enterprise functions and CFM is included in OALC’s budget chapter. 
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Office of Acquisition and Logistics:  Supply Fund  
Summary of Employment and Obligations 
(dollars in thousands) 
 2019 

Actual 
2020 
Estimate 

2021 
Estimate 

 FTE 1,002 1,115 1,115 

 Obligations:    

    Operating $315,533 $340,000 $330,000 
    Merchandising $1,083,960 $1,760,000 $1,770,000 
 Total Obligations $1,399,493 $2,100,000 $2,100,000 
 Outlays (Net)        -$97,249          $-35,000           $-42,000  

 

Program Description and Accomplishments 
 
The Supply Fund provides direct, operational support to the Department in the areas of: 
 

1. Acquisition and logistics oversight and policy—develops VA-wide acquisition and 
logistics policy and oversees Departmental compliance with laws and regulations.  OAL 
manages VA's mandatory acquisition training program, offers continuing education 
programs for VA procurement staff nationwide, and operates VA's Contracting Officer 
Certification Program. 
 

2. Acquisition Training and Warranting—VA’s acquisition training program and offers 
continuing education programs for VA procurement staff around the country through the 
VA Acquisition Academy (VAAA).  OAL also manages VA's Federal Acquisition 
Certification Programs for Program/Project Management and Contracting and is 
responsible for warranting all VA contracting officers.   
 

3. Acquisition Operations—awards and administers cost-effective multiple award and 
national contracts to meet the healthcare-related information technology, supply and 
equipment needed to operate the largest integrated health-care system in the Nation and 
supports many OGAs worldwide.  Acquisition operations include: 

 
o Federal Supply Schedule, National Contracts and Just-in-Time Prime Vendor 

Distribution acquisitions—under delegated authority from the General Services 
Administration, the National Acquisition Center (NAC) manages nine multiple 
award schedule programs for healthcare-related products and services.  NAC also 
develops and maintains national contracts associated with Pharmaceuticals, 
Prosthetic & Orthotics soft goods and devices; Patient Centered Community Care 
(PCCC) services; Non-VA Dialysis services; High Tech Medical Equipment; and 
Prime Vendor Distribution Programs.   

 
o Information Technology (IT) Acquisitions—The Technology Acquisition Center 

(TAC) provides acquisition and program management expertise and support for the 
life cycle management of enterprise-wide solutions for VA and OGAs.  
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o Strategic Sourcing Acquisitions—The Strategic Acquisition Center (SAC) 
leverages the Department’s resources by obtaining lower prices and enhanced 
services from vendors with strategically sourced enterprise-wide contract vehicles 
for utilization by VA and OGAs.  

 
4. Logistics Operations—provides selected direct logistics services to VA and OGAs, such 

as: distribution of interment flags; design, printing, and distribution of VA forms and 
publications; distribution of hearing aids, hearing aid repair services, hearing aids ancillary 
items, batteries, prosthetic socks, and home telehealth devices to VA Medical Centers, 
DoD facilities and our Veteran patients worldwide.  

 
The Supply Fund is also the source of funding for the following organizations and activities: 
 

The Office of Small and Disadvantaged Business Utilization (OSDBU) is an organizational 
element within the Office of the Secretary of Veterans Affairs.  OSDBU carries out the small 
business program responsibilities identified in section 15(k) of the Small Business Act (15 
U.S.C. 644(k)), similar to comparable offices established at other Federal agencies.  Primarily, 
this means encouraging the maximum practicable participation of small businesses in VA 
acquisitions, and negotiating and tracking performance on VA’s small business goals.  
 
In support of these efforts, OSDBU offers an array of educational and informational resources 
to small businesses and other stakeholders which highlight relevant small business program 
updates and best practices for doing business with VA; advises VA contracting and program 
staff on procurement strategies that allow for appropriate consideration of Service-Disabled 
Veteran-Owned Businesses (SDVOSB) and Veteran-Owned Small Businesses (VOSB) in VA 
procurements; administers various events throughout the year which provide opportunities for 
small businesses to directly engage with VA Procurement Decision Makers; and verifies the 
ownership and control of SDVOSB’s and other VOSB’s based on regulatory criteria 
established by the Small Business Administration (SBA).  Verification of such firms is a 
requirement before award of VA contracts using the contracting authorities of VA’s Veterans 
First Contracting Program, based on 38 U.S.C. 8127-28.  This requirement is unique to VA; 
furthermore, some OGAs participate in an SDVOSB contracting program overseen by SBA 
that does not require certification of participants.  Although VA and SBA administer two 
different SDVOSB contracting programs, the agencies are collaborating and coordinating 
more aspects of these programs to create a more efficient SDVOSB certification program.   
 
In FY 2017, VA and SBA began exploring how consolidation of all small business certification 
programs at SBA could streamline the efforts of both agencies and benefit program participants 
as well as the Federal Government.  VA and SBA will continue collaboration on a Federal-
wide SDVOSB certification program in support of anticipated legislation in 2021. 

Recent Accomplishments 

Denver Logistics Center 
In FY 2019 the Denver Logistics Center (DLC) processed over 5 million orders for commodities 
totaling $494 million to VA entities and $8.9 million to OGAs, with an average fill rate of 99 
percent and $694 thousand requests for Hearing Aid Repairs.  Telehealth Items totaled $29 million 
and Telehealth Services totaled $33 million with Net Sales totaling $502 million.  The DLC 
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prepared for implementation of the Positive Airway Pressure Program, which will be implemented 
starting in FY 2020, as well as Wheelchair Repair Services and Custom Wheelchairs. 

National Acquisition Center 
NAC administered over 2,000 active healthcare-related, multi-year contracts valued at over $30 
billion, which generated over $28 billion in annual sales transactions.  There were 28 national 
pharmaceutical contracts and 30 Blanket Purchase Agreements awarded valued at $906 million; 
227 new Federal Supply Schedule (FSS) contracts and 89 extensions awarded which brings the 
FSS contract value for its entire program of over 1,800 active contracts to $11.2 billion.  NAC 
awarded 5 new Hearing Aid contracts valued at $20 million; made 12 new laundry contract awards 
valued at over $19 million and 4 Radiology/Imaging awards valued at $239 million; shipped over 
859,381 telehealth devices; and processed/filled over 1,011,750 Veteran orders for hearing aids, 
accessories, batteries, and other prosthetics and orthotic items.  NAC also continued to support the 
Veterans Health Administration (VHA) Patient-Centered Community Care (PC3) contracts to 
provide greater access to primary care, inpatient/outpatient specialty care, mental health care, and 
limited emergency care to eligible Veterans.  The new Community Care Network (CCN) awards 
for Regions 1-3, ensuing contract program for PC3, were awarded by NAC with a value of $55 
billion, and was eventually transferred to the SAC to administer in FY 2020.  And finally, NAC 
will complete the build-out for the Continuous Positive Airway Pressure (CPAP) devices at the 
Hines Service & Distribution Center in Spring 2020 and start processing orders and distributing 
devices to our Veteran patients. 

Strategic Acquisition Center 
Through September 2019, the SAC awarded 3,660 procurement actions and obligated $2.6 billion 
in non-IT contracts.  The SAC provides acquisition and contracting support to a wide variety of 
internal VA customers (VHA, Veterans Benefits Administration (VBA), National Cemetery 
Administration, VA Acquisition Academy, etc.) and external customers (Office of Personnel 
Management, General Services Administration and Department of Labor).  Among the SAC’s top 
priorities are VHA’s Community of Care Network Program that includes multiple competitive, 
regional contracts to implement the VA MISSION Act to improved access and quality of veteran 
healthcare.  The Medical Surgical Prime Vendor – 2.0 (MSPV-2.0) program provides critical 
supplies to the VA healthcare network.  Other priorities include VBA’s Transition Assistance 
Program and Medical Disability Exams and, in order to support all VA customers, the SAC 
awarded a contractual mechanism, Veteran Enterprise Contracting for Transformative and 
Operational Readiness (VECTOR), that provides a wide array of professional services. 

Technology Acquisition Center 
The TAC implemented contracting support strategies to achieve cost efficiencies in excess of 
$402.6 million for VA, awarding 3,691 actions and obligating $4.76 billion in Information 
Technology (IT) contracts through September 30, 2019.  In support of SECVA initiatives, the TAC 
continued its support to the Office of Electronic Health Record Modernization (EHRM) in 
preparation for Electronic Health Record (EHR) Initial Operating Capability (IOC) in FY 2020 
through award of multiple task orders under the Cerner contract for the EHR solution itself, along 
with numerous contract actions under other vehicles to update infrastructure at the IOC sites.  
Further, the TAC sustained support of VA’s IT transformation through continued management of 
VA’s Financial Management Business Transformation (FMBT) suite of contracts which support 
and enable the modernization of VA’s 30-year-old legacy, core Financial Management System 
(FMS).  Contracts in support of the FMBT program serve to ensure VA is getting real-time 
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integration with financials through a single, consolidated system.  Some other notable 
accomplishments are the TAC’s award of Veterans Legacy Memorial (VLM), a publicly available 
website that enables virtual memorialization of the millions interred at VA national cemeteries, 
serving as a mechanism to keep the memory of Veterans alive; the award of the Veteran Signals 
(VSignals) contract, a continuation of Veteran Oriented Interactive Customer Evaluation (VOICE) 
that supports a seamless touch-point between a Veteran, eligible dependents, and caregivers and 
VA; contractual support of the Harry W Colmery Veterans Education Assistance Act also known 
as the (Forever GI Bill) to enhance access to educational benefits for eligible Veterans; enablement 
of National Consolidation of all PBX services through the TAC’s issuance of 3 separate task orders 
which consolidated all local PBX maintenance functions, enterprise-wide, resulting in national 
oversight and economies of scale to reduce costs; award of the Signature Informed Consent Cloud-
Based Solution to provide cloud-based software to capture consent forms from over 13,000 
Veterans having medical procedures each day for an expected savings of $1.2 million for VA as a 
result; and the TAC’s award of contacts for Veteran Facing Services – Applications/Veteran 
Facing Services – Platform, a suite of contracts which continue VA’s Web Brand Consolidation, 
moving hundreds of VA websites under one VA.gov site, supporting VA’s Digital Modernization 
Strategy. 
 
Veterans Affairs Acquisition Academy 
VAAA continued to expand learning opportunities to support professional development and 
education both virtually and in classroom settings to include thirty percent of the total training 
hours being done at field locations. Increasing the number of courses delivered in the field along 
with leveraging technology for virtual classes resulted in an estimated $2 million savings in annual 
travel funding as they provided more training at field locations or virtually.  VAAA provided 
49,695 seats of training to the acquisition workforce and 581,725 hours of training across 1,200 
courses though its five schools, the Contracting Professional School (CPS), Facilities Management 
School (FMS), Program Management School (PMS), Acquisition Internship School (AIS) 
including Warriors to Workforce (W2W), and the Supply Chain Management School (SCMS).  In 
keeping with current education and training trends, the VAAA expanded the use of technology to 
deliver virtual training including blended, self-paced learning, and virtual instructor-led training.  
The VAAA also continued the Senior Acquisition Leadership Training (SALT) Program with two 
cohorts completing an eight-month program to develop senior 1102s as tomorrow’s leaders. 
VAAA successfully expanded the Warriors to Workforce Program to three cohorts per year.  This 
program provides 30 percent or more veterans with service-connected disabilities, and little to no 
post-secondary education, an opportunity to develop a professional career in contracting.  VAAA 
was recognized with three industry awards in FY 2019 and maintains an average of 4.62 out of 5 
customer satisfaction survey rating. 

Category Management (CM) 
In support of Presidential Management Initiative Cross-Agency Priority (CAP) Goal #7 VA is 
making additional investments to achieve better disciplined data-driven strategic cost management 
outcomes.  Targeted investments will: improve data analytics capabilities; enhance and leverage 
better market intelligence, market research and workforce decision support skills; and improve 
mission effectiveness in support of Veterans.  VA continues to be a federal leader in category 
management, and the Department continues to demonstrate strong performance against OMB Key 
Performance Indicators (KPIs) such as Spend Under Management (SUM); reduction in duplicate 
contracts, etc. Building on past successes, the next phase of VA’s category management journey 
is concentrated on shifting buying behaviors resulting in numerous local lowest-price possible 
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contracts to an enterprise buying approach intended to achieve maximum mission capability per 
dollar spent.  This is a significant culture shift that moves beyond managing to the current budget 
and requires a broader focus on life cycle acquisition and sustainment costs/total cost of 
ownership.  VA is also working with DoD partners to leverage acquisition and service delivery 
solutions for the collective benefit of both DoD and VA stakeholder communities.  
 
Contract Management Maturity Model, and Entity-Level Assessments 
In fiscal year 2019, OAL distributed reports to each of the nine Heads of Contracting Activity’s 
(HCA) based upon the Contract Management Maturity Model (CMMM).  CMMM is a method for 
assessing, measuring, and improving all organization procurement processes.  CMMM is based on 
the premise that successful management of contracts is dependent on having mature contract 
management processes in place.  Six key process areas are measured for CMMM:  Procurement 
Planning, Solicitation Planning, Solicitation, Source Selection, Contract Administration and 
Contract Closeout.  RMCS performs surveys and interviews with each organization to determine 
a maturity level for each of the six key process areas.  In addition, RMCS engaged with a revamped 
assessment program based upon the principles in the publication “OMB guidelines for Assessing 
the Acquisition Function”.  These entity-level reviews are based upon four related cornerstones 
and include reviews of the HCAs’ internal controls.  Results are documented in draft/final reports 
distributed to the HCAs, Senior Procurement Executive, and Chief Acquisition Officer.  RMCS 
tracks activities’ corrective action plans to ensure weaknesses and deficiencies are addressed.  
 
Procurement Policy 
OAL continues to streamline and update old procurement policy by eliminating regulatory 
language where not necessary and removing duplicative or confusing language.   
 
Logistic Program Reviews 
As planned, OAL initiated on-site facility logistics inspections in Quarter 2 of FY 2019.  The FY 
2020 inspection plan doubles the frequency of inspections, and by FY 2021 full inspection 
capability and capacity will be achieved such that facilities will typically be inspected on a three 
year cycle.  
 
Office of Small and Disadvantaged Business Utilization 
In FY 2019, OSDBU launched the Customer Service, Outreach, Verification, and Engagement 
(COVE) initiative as priority elements of its mission “to enable Veteran access to economic 
opportunities through participation in Federal contracting.”  The COVE priorities touch all 
OSDBU stakeholders, both internal and external.  They aim to help small businesses make 
positive, effective, and lasting contributions toward VA’s mission. OSDBU will continue 
centering its program activities around these priorities in FY 2020 and beyond. 
 
OSDBU is also the home to the VA OSDBU Business Engagement Center (BEC). Situated in 
Washington, DC and opened in early FY 2019, the VA OSDBU BEC is a state-of-the-art 
conference facility designed to accommodate the hosting of local engagement activities that 
promote direct access of small businesses, especially Veteran-Owned Small Businesses, to VA 
and external stakeholders.  Activities include matchmaking and networking events, educational 
webinars, town halls, business meetings, and other Direct Access Program activities. The facility 
provides full, on-site audiovisual support and features four conference rooms with a capacity to 
hold up to 100 people.  The BEC also houses an in-house studio that facilitates the broadcasting 
of live and video-recorded events pertinent to small business outreach initiatives. 
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Summary of Employment and Obligations - Analyses 
Summary of Employment and Obligations 
(dollars in thousands) 

  2020  President’s 
Budget 

 2019 Budget Current 2021 Increase (+) 
 Estimate Estimate Estimate Estimate Decrease (-) 
 FTE:      
    OAL/OPAL – Field 815 920 867 867 0 
    OAL/OPAL – Central Office 140 170 200 200 0 
    OSDBU 47 45 48 48 0 

 Total FTE 1,002 1,135 1,115 1,115 0 

      
 Obligations:      
    Personal Services $138,606 $145,000 $140,000 $145,000 5,000 
    Travel 15,048 11,000 16,000 13,000 (3,000) 
    Transportation of Things 590 600 600 600 0 
    Rents, Communications & Utilities 19,565 20,000 24,000 24,000 0 
    Printing and Reproduction 15,631 11,000 15,000 15,000 0 
    Other Services 218,697 323,400 323,400 323,400 0 
    Supplies and Materials 469,916 615,000 616,000 615,000 (1,000) 
    Equipment 521,440 974,000 965,000 964,000 (1,000) 

 Total Obligations $1,399,493 $2,100,000 $2,100,000 $2,100,000 $0 
 
 
 

Income Statement 
llars in thousands) 

2020 
 2019 Budget Current 2021 
 Estimate Estimate Estimate Estimate 

 Income $396,058 $340,000 $277,740 $331,000 
 Expense $320,671 $375,000 $379,256 $375,000 
 Net Income $75,387 -$35,000 -$101,516 -$44,000 
Analysis of Retained Earnings 
Retained Earnings, BOY $269,627 $249,627 $345,014 $243,498 
Retained Earnings, EOY $345,014 $214,627 $243,498 $199,498 
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Franchise Fund Enterprise Centers 

 

Mission Statement 
The VA Franchise Fund’s mission is to provide high-quality, cost-effective support services and 
excellent customer service by streamlining processes and optimizing the value of enterprise 
services to customers.  The Franchise Fund performs common enterprise-wide administrative 
support services for the VA Administrations so that they can focus on performing their core 
missions of providing high quality care and services to Veterans and eligible family members.  
Better support to VA employees for common administrative support services means better services 
for Veterans and their families.  Better support for our safety and security through preparedness, 
emergency notification and police services creates a safer environment and experience for 
Veterans and VA employees, contractors, and affiliates who serve Veterans.  

Budget Summary 
The Franchise Fund is a self-sustaining revolving fund providing enterprise administrative support 
services which are financed on a fee-for-service basis rather than through VA's General 
Administration appropriation.  This is not a budget request, as no Congressional appropriation of 
funds is required.  The Franchise Fund provides customers with services that make efficient use 
of resources and allows its customers to concentrate on mission-critical functions that deliver better 
Veteran outcomes.  The historical obligations and full-time employee equivalent (FTE) levels for 
the VA Franchise Fund are listed below. 

VA Franchise Fund Highlights 
(dollars in thousands) 

       

2019 2020 2021 

 Actuals Estimate Estimate 

  Average Employment 1,473 2,282 2,318 

  Obligations15 $1,054,486 $1,127,603 $1,129,788 

  Outlays (Net) ($29,518)  ($15,300)  ($15,300)  

In 2021, the Franchise Fund estimates total obligations of $1,130 million and an average 
employment of 2,318 FTE to support the operations of the VA Enterprise Centers (ECs).  Total 
obligations reflect the salary requirements for 2,318 FTE located nationwide; ongoing rents, 

                   
15 The total amount of obligations contained in our budget submission exhibits, as reported in SF-133 includes 
Intrafund transactions. 
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communications, and utilities required to operate; and contractual resources, equipment 
replacements, and upgrades necessary to continue the current level of operations, leverage 
continuous process improvements to deliver better services at lower costs, enable innovation for 
new product offerings and initiatives necessary to meet emerging customer requirements.  These 
activities will result in improved customer service, greater performance and productivity, and 
lowered cost of operations to efficiencies and scale.  Increased staffing is primarily due to the 
following ECs: the Financial Services Center (FSC), Personnel Suitability Adjudication Center 
(PSAC) (formerly Security and Investigations Center-SIC),  Human Capital Services Center 
(HCSC) (formerly Human Resources Enterprise Center-HREC), Law Enforcement Training 
Center (LETC), and IT Infrastructure Operations (ITIO) aligning resources with the Secretary’s 
initiative to transform enterprise business systems and operations.  The increase in FTE is largely 
attributed to the expansion of FSC’s Payroll Support Services, Financial Customer Support help 
desk services, and Healthcare Claims Services.  This growth trend is projected to continue as FSC 
demonstrates the efficiencies of its Payroll and Travel shared services to customers.  Payroll 
Services will continue to expand to Veterans Health Administration (VHA), Veterans Benefits 
Administration (VBA), and staff offices.  Temporary Duty (TDY) Travel Services will also 
increase FTE levels as the FSC transforms business processes which include enhancing its TDY 
travel services to VHA.  In addition, FSC will continue its critical role in the Financial 
Management Business Transformation (FMBT) efforts.  HCSC’s projected increase in staffing is 
in anticipation of the acquisition of transit benefit, child care subsidy, and enterprise employee 
training programs.  LETC staffing will increase due to increased student enrollment.  ITIO 
anticipates the number of employees to account for the IT Security Assessment and Authorization 
staff moving to ITIO.  PSAC anticipates an increase in FTE in support of Tier 3 background 
investigations resulting from the joint venture between the Department of Veterans Affairs and the 
Department of Defense in fielding the new Electronic Health Record Modernization (EHRM) 
system.  Additionally, the new enterprise center, Internal Controls Support Center (ICSC), joined 
the Franchise Fund business lines.  
 
Program Description 
VA was chosen as a pilot Franchise Fund agency under the Government Management and Reform 
Act, P.L. 103-356, of 1994.  Established in 1997, administrative services included in the Franchise 
Fund are financed on a fee-for-service basis rather than through VA's General Administration 
appropriation.  Permanent status was conferred upon the VA Franchise Fund by P.L. 109-114 in 
2006. 
 
The VA Franchise Fund provides an enterprise-wide focus on the delivery of high quality, efficient 
and effective support services to VA Administrations and Staff Offices.  To enhance VA’s 
customer relationships through participation in the overall planning and operations of revolving 
funds, to include the Franchise Fund and Supply Fund, VA established a Revolving Fund Board 
of Directors, (hereafter referred to as the "Revolving Fund Board"), aligned with the Office of 
Management to oversee the operation of the VA Supply Fund and VA Franchise Fund (hereafter 
referred to as the “VA Revolving Funds”. The Revolving Fund Board functions as the principal 
governance body overseeing the Franchise Fund’s strategic priorities, goals and objectives; 
providing strategic leadership of the Franchise Fund’s operations and execution and managing 
overall risks and challenges.  The Revolving Fund Board, co-chaired by the Deputy Chief 
Financial Officer and Deputy Chief Acquisition Officer of the Agency, consists of voting members 
from VA Administrations and Staff Offices. 
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The Franchise Fund comprises an administrative office, Franchise Fund Oversight Office (FFO), 
and seven self-supporting ECs, with the latest EC added in 2019 and the exit of an EC in 2020.  
These self-supporting lines of business are supported by the Franchise Fund and are independent 
service providers within VA that are accountable to the Revolving Fund Board by adhering to 
Franchise Fund guidance on quality, cost, and customer service.  
 
The ECs (IT Infrastructure Operations, Debt Management Center, Financial Services Center, Law 
Enforcement Training Center, Personnel Suitability and Adjudication Center, Human Capital 
Services Center and Internal Controls Support Center) are mission-support business entities and 
service providers that are charged with adopting efficient business processes, standardized 
processes, and customer satisfaction performance metrics at a lower cost.  
Stakeholders  
External stakeholders include: Veterans, Congress, the Office of Management and Budget, other 
Federal agencies, Veteran Service Organizations (VSOs) and private sector vendors.  
 
Internal stakeholders include: Veterans Health Administration (VHA), Veterans Benefits 
Administration (VBA), National Cemetery Administration (NCA), the Board of Veterans Appeals 
(BVA) and other Staff Offices within VA. 
 
Functions/Activity 
 
The VA Franchise Fund organizations provide a wide range of functions and activities: 
 
Franchise Fund Oversight Office (FFO).  Located in Washington, DC, the FFO, supports the 
Enterprise Centers and is responsible for the overall fund operations including administering the 
financial resources of the fund, coordinating all business activities, and serving as the liaison 
between the Enterprise Centers, their customers, and the Revolving Funds Board. 
 
IT Infrastructure Operations (ITIO).  Headquartered in Austin, TX, ITIO provides critical 
information technology (IT) services that deliver benefits, health and memorial services directly 
to the Veteran.  The ITIO division of Information Technology Operations and Services (ITOPS) 
focuses on consistent availability of Veteran-facing applications and quick delivery of benefits for 
Veterans. 
 
Debt Management Center (DMC).  Located in St. Paul, MN, the DMC is a centralized facility 
that provides direct collection of delinquent consumer debt owed to VA resulting from an 
individual's participation in VA’s education, pension or disability compensation programs. 
 
Financial Services Center (FSC).  Located in Austin, TX, Waco TX and Washington, D.C., the 
FSC provides a full range of financial and accounting services.  These services include financial 
reports and accounting, invoice payments, credit card payments, medical claims adjudication and 
payment processing, vendor file maintenance, discount subsistence purchases, payroll processing, 
and VA conference tracking and reporting.  The FSC also provides customer support help desks 
for payroll, travel and payment processing, electronic commerce/electronic data interchange, 
automated document management and document storage, audit recovery, permanent change of 
station and temporary duty travel pay processing, common administrative services, accounting 
training, and consulting. 
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Human Capital Services Center (HCSC) (formerly Human Resources Enterprise Center – 
HREC).  Located in Washington, D.C., the HCSC delivers enterprise training and enterprise HR 
support programs.  HCSC provides learning management, employee accountability, internships 
and learning content to nearly 600,000 VA employees, contractors, volunteers and academic 
affiliates. Some of our main services include VA Talent Management System (TMS) contracts and 
backend infrastructure, three internship programs (Pathways, National Diversity Intern Program 
and Workforce Recruitment Program) and VA Emergency Alerting and Accountability System 
(EAAS). 

Law Enforcement Training Center (LETC).  Located in North Little Rock, AR, the LETC is the 
sole Federal Government provider of a unique Federal Law Enforcement Training Program that 
emphasizes the use of non-physical techniques to ensure the safety of patients, visitors, and staff 
to maintain order in a Federal institution.  Our program is designed to provide law enforcement 
officers with the necessary skills to resolve incidents in a humane and respectful manner.  This 
training is suitable for health-care facilities, parks, museums, and other Federal special mission or 
limited jurisdiction settings. 

 
Personnel Suitability Adjudication Center (PSAC) (formerly Security and Investigations 
Center-SIC).  Located in North Little Rock, AR, the PSAC provides quality and timely 
background investigations and suitability and national security adjudications for VA employees, 
affiliates (medical students, trainees and interns) and contractors in public trust positions for all 
VA entities nationwide.   
 
Internal Controls Support Center (ICSC).  Located in Austin, TX, the ICSC provides technical 
assistance and assessment support for the establishment, operation, maintenance and improvement 
of Internal Controls programs for the Department.  ICSC will also provide fiscal and auditing 
support services for program offices seeking impartial reviews of programs and will provide 
support to selected VA Grant programs.   
 
Assumptions, Opportunities, and Constraints 
 
The VA Franchise Fund and its enterprise centers directly support OMB Cross-Agency Priority 
Goal #5—Sharing Quality Services, improving the effectiveness and efficiency of administrative 
services.  The enterprise centers deliver common administrative support services to Federal 
entities, such as Department of Homeland Security, Department of Health and Human Services, 
and Department of Air Force.  These services allow VA and other Federal agency customers to 
conserve their budgetary resources through innovative methods and efficiencies of scale with the 
same or lower unit costs, while improving the quality of services provided. 
 
The Franchise Fund enables VA to leverage commercial solutions and innovative practices, 
increase the use of common government solutions, increase competition for government 
administrative support services resulting in lower costs and higher quality.  The VA ECs must 
recover all of their expenses through revenue collection, i.e., the ECs’ operations are totally 
dependent upon revenues realized from customers’ purchases of services.  After the Revolving 
Fund Board approves annual rates and service levels, the ECs work in direct support of their 
customers to deliver exceptional customer service, performance, and costs at agreed upon levels.  
They also market their services as appropriate to other Federal agencies.  Successful market 
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penetration spreads the Franchise Fund’s fixed costs over a larger unit base, which leads to lower 
costs for all customers.  This economy of scale leads to more effective use of taxpayer dollars. 
 
In FY 2019, the Secretary of Veterans Affairs realigned the Franchise and Supply Funds fiscal 
operations and financial reporting under the purview of the Office of Management.  The financial 
management of the Funds were previously aligned under the Office of Acquisitions, Logistics and 
Construction (OALC).   
 
During FY 2019, the Secretary of Veterans Affairs and the Revolving Fund Board established the 
eighth VA Franchise Fund EC, the Internal Controls Support Center (ICSC).  ICSC will provide 
support to internal control programs, as well as review and support grant programs.   
 
During FY 2019, the management of the Records Center and Vault (RCV) merged with the FSC 
to provide streamlined services to customers.  In FY 2020, the RCV functions will become a 
business line within the FSC and cease to operate as a separate enterprise center. 
 
The complete listing and summary of obligations for the ECs within the VA Franchise Fund are 
listed below. 
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VA Enterprise Centers  
Summary of Obligations 

(dollars in thousands) 

 
Parent Organization/Service 
Activity 

 
            2019  
           Actuals   FTE    

 
            2020 
Obligations FTE 

 
           2021 
Obligations FTE    

Office of Human Resources and 
Administration: 
  Human Capital Services Center 
(formerly Human Resources Enterprise Center) 
 

 
 

$19,851 
 

 
 

22 
 

 
 

$32,498 
 

 
 

54 
 

 
 

$32,852 
 

 
 

54 
 

Office of Management: 
  Financial Services Center 
  Debt Management Center 
  Records Center and Vault 
  Internal Control Support Center 
  Franchise Fund Oversight Office 
  Subtotal 

 
$593,762 

38,171 
4,097 
1,037 
1,982 

$639,049 

 
646 
293 

11 
3 
4 

957 

 
$627,806 

39,484 
N/A 

7,858 
2,863 

$678,011 

 
1,147 

322 
N/A 

14 
7 

1,490 

 
$637,265 

41,562 
N/A 

8,190 
3,075 

$690,092 

 
1,173 

322 
N/A 

14 
7 

1,516 
 
Office of Information & Technology: 
  IT Infrastructure Operations 

 
 

$358,715 

 
 

376 

 
 

$385,892 

 
 

576 

 
 

$375,820 

 
 

576 
 

Office of Operations, Security, and 
Preparedness: 
  Law Enforcement Training Center 
  Personnel Suitability Adjudication  

Center (formerly Security and 
Investigations Center) 

 
   Subtotal 
 
Total 

 
 

$19,804 
  

17,067 
 
 

$36,871 
 

$1,054,486 

 
 

76 
 

42 
 
 

118 
 

1,473 
 

 
 

$22,264 
 

8,938 
 
 

$31,202 
 

$1,127,603 

 
 

100 
  

62 
 
 

162 
 

2,282 

 
 

$21,445 
  

9,579 
 
 

$31,024 
 

$1,129,788 

 
 

110 
  

62 
 
 

172 
 

2,318 
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Summary of Revenue and Expenses 
 
Revenue represents the total income received from all customers (both VA and other Federal 
agencies).  Expenses represent the full cost of operations. 
 
In 2021, the VA Enterprise Centers anticipate revenues, including other Federal agency customers, 
of $1,190 million.   
 

Revenue, Expense, and Retained Earnings 
(dollars in thousands) 

 2019 2020 2021  

 Actuals Estimates Request  
Sales Program:     
   Revenue $1,099,168 $1,172,944 $1,190,403  
   Expense 1,016,060   1,127,603   1,129,788  
   Net Income    $83,108  $  45,341 $  60,615  
     
Reserves[1], Start of year $208,756 $213,529 $201,397  
   Net Income 83,108 45,341    60,615  
   Capital Transactions[2]    (78,335)     (57,473)        (63,908)  
Reserves, End of Year  $213,529 

 
              $201,397           $198,104   

     
     

 

 
 
 
 
  

                                                           
[1] Reserves are used to fund cash flow timing differences, periods of fluctuating workloads, and unanticipated expenses. 
 
[2] Acquisition, improvements or depreciation of assets. 
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Pershing Hall Revolving Fund
 

Program Description 
The Pershing Hall Revolving Fund provides for the obligation and receipt of funds 
associated with the operation and redevelopment of Pershing Hall, an asset of the United 
States, located in Paris, France.  The United States acquired the property in 1935 from the 
American Legion under the provisions of Public Law 74-171.  

In 1991, VA obtained jurisdiction and control over Pershing Hall through the enactment of 
Public Law 102-86, which provided for the building’s redevelopment and the establishment 
of a memorial to General Pershing through a long-term lease of up to 35 years.  Two years 
later, Public Law 103-79 authorized a lease period not to exceed 99 years.  On October 20, 
1998, the Department leased Pershing Hall for a period of 99 years to the French firm of 
L.A. Partners. The lease provides for the building’s redevelopment as a hotel and the 
establishment therein of a memorial.  In addition to the memorial, the lease also provides 
for the payment of consideration to VA. 

Public Law 102-86 allowed for the transfer to the Pershing Hall Revolving Fund, at such 
time or times as the Secretary may determine and without limitation as to year, amounts as 
determined by the Secretary, not to exceed $1,000,000 in total, from funds appropriated to 
VA for the construction of major projects.  The account from which any such amount is 
transferred must be reimbursed promptly from other funds as they become part of the 
Pershing Hall Revolving Fund.  Proceeds of the Pershing Hall Revolving Fund are available 
to be used for two separate activities.  First, the Secretary may use up to $100,000 annually 
from the Fund to support projects, activities, and facilities determined by the Secretary to 
be in keeping with the mission of the Department.  In addition, necessary expenses to 
operate and maintain Pershing Hall may be funded from revenue in the Pershing Hall 
Revolving Fund. 

From 2019 - 2097, a payment of 1.2 million French Francs (FF) or the equivalent in Euros 
will be made to the fund, using an exchange rate of 5.903 FF per US dollar, which is 
expected to yield $400,000 in annual receipts.  All payments, however, are subject to 
updating as described in the lease. 
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Funding Highlights 
(dollars in thousands) 

  2020   
 2019 Budget Current 2021  
 Estimate Estimate Estimate Estimate  
Budget authority  $0 $0 $0 $0  
Receipts $407 $200 $400 $400  
      
Obligations $108 $200 $200 $200  
      
Unobligated balance:       
    SOY $2,538 $2,837 $2,837 $3,037  
    EOY $2,837 $2,837 $3,037 $3,237  
      
Outlays (net) ($299) $0 ($200) ($200)  
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