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Today’s Agenda

• Present VBA results in FY 2018 (October 1, 2017 – September 30, 2018)

• Explain the benefits we deliver to our Veterans

• Describe engagement with Veterans

• Describe challenges we dealt with

• Answer three questions that we received in advance 
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VBA Overview

23,500 Employees 56
Regional Offices

$104 BILLION in benefits distributed in 2018
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55% Veterans

39
other special processing 

& call centers

The mission of the Veterans Benefits Administration is 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.



“ To care for 
him who shall have 
borne the battle and 
for his widow, and 

his orphan.”

VBA Business Lines

Compensation

Vocational Rehabilitation 
& Employment

Transition & Economic 
Development

Education

Insurance

Pension & Fiduciary
Home Loan Guaranty

Appeals

VBA Business Lines
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Results: Compensation

Disability Compensation is a monthly, tax-free benefits to eligible Veterans in recognition of the 
effects of disabilities, diseases, or injuries incurred or aggravated during active military service.

5

COMPENSATION PROGRAM RESULTS FY COMPARISON

FY18 #s are estimates

FY 2017 FY 2018

Veterans Served 4.5M 4.7M

Dollars Paid $72.4B $78.8B

Claims Completed 1.24M 1.24M

Average Days to Complete 119 days 103 days

Issues Per Claim 4.8 5.1
Issues Completed 6.03M 6.26M

Issue Quality 94.3% 94.9%

Claim complexity is 
rising, but timeliness 
is dropping!



Board of Veterans’ Appeals Results

FY2017 FY2018

Decisions 54K 85K

The Appeals process is in place for Veterans who disagree with decision(s) on their claim(s). 
VBA began Rapid Appeals Modernization Program (RAMP) in November 2017 to give Veterans with a pending 
appeal the option for an early introduction into the new appeals structure under the Appeals Modernization Act 
of 2017.

FY2017 FY2018

Appeals Inventory 314.7K 267.7K

Results: Appeals
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RAMP Results

Opt-Ins 52K

Average Days to 
Complete

108

Awards $82M

APPEALS PROGRAM RESULTS FY COMPARISON



Results: Pension
Veterans Pension is a tax-free, needs-based benefits to wartime Veterans who are permanently and totally 
disabled or age 65 or older. Survivors Pension is a tax-free monetary benefit payable to qualifying spouses 
and children of a deceased Veteran with wartime service.

7

FY 2017 FY 2018

Beneficiaries Served 483K 474K

Dollars Paid $5.4B $5.0B

Claims Completed 194.2K 174.2K

Claims Receipts 189.3K 178.4K

Average Days to Complete 63.8 days 61.4 days

Quality 94.8% 96.6%

PENSION PROGRAM RESULTS FY COMPARISON

Program Highlights

• New Pension Regulation published in FY18

− Establishes limits and provisions to maintain 
the integrity of the program for Veterans who 
need it

− Collaborating with DOJ, the FTC and State 
Attorney General offices to combat “pension 
poaching” and other scams targeting Veterans 
and their family members

FY18 #s are estimates. Table includes rating & non-rating work.



Results: Fiduciary

The Fiduciary Program appoints fiduciaries for beneficiaries who are unable to manage their 
benefits as a result of injury, disease, or age.
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FY 2017 FY 2018

Fiduciaries on the rolls 175.3K 176.3K

Field Examinations 
(Fiduciary/beneficiary 
relationship and wellness 
checks)

91K 94K

Program Highlights:

• New Fiduciary Regulation published in FY18

– Puts additional protections in place for 
Veterans

– Makes it easier for beneficiaries to change 
or remove a fiduciary

FIDUCIARY PROGRAM RESULTS FY COMPARISON

FY18 #s are estimates



Results: Insurance

The Insurance Program is the 14th largest Insurance program in the U.S., providing coverage 
under 10 lines of life insurance protection for Servicemembers, Veterans, and their families.
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INSURANCE PROGRAM RESULTS FY COMPARISON

Program Highlight:

• Overall, the majority of Veterans trust VA for 
life insurance, especially younger Veterans
− In a quantitative survey of over 1,000 

employed Veterans conducted by 
Prudential, 74% of millennials agreed with 
the statement, “The life insurance 
provided by VA provides me peace of 
mind.”  

FY 2017 FY 2018

Coverage Amount $1.2T $1.2T

Total Lives Insured 6M 5.95M

Timeliness of 
Disbursements

4.4 days 4.1 days

Accuracy 98.4% 98.6%

FY18 #s are estimates



Results: Education
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The Education Program advances the education and skills of Veterans, Servicemembers, family 
members, and survivors through a number of different programs, including the Post-9/11 GI Bill.

Harry W. Colmery Educational Assistance Act
(Forever GI Bill)
• Makes the Post 9/11 GI Bill a lifetime benefit 

– does away with 15-year limit 

• Restored GI Bill entitlement to nearly 8,000
Veterans affected by school closures in FY18

FY 2017 FY 2018

Trainees 947K 955K

Dollars Paid ($B) $12B $12.8B

Timeliness of Processing 
Original Applications

24.7 days 24.5 days

Accuracy 98.09% 97.94%

EDUCATION PROGRAM RESULTS FY COMPARISON

FY18 #s are estimates



Results: Vocational Rehabilitation and Employment (VR&E)

The VR&E Program helps Servicemembers and Veterans with service-connected disabilities and an 
employment handicap prepare for, find, and keep suitable careers through counseling and case management. 

VR&E employs over 1,000 professional vocational rehabilitation counselors and delivers services through a 
network of over 350 office locations, including 93 VetSuccess on Campus (VSOC) schools/sites.
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FY 2017 FY 2018

Participants 126K 145K

Positive Outcomes 
(Employment, 
independent living, 
persisting in school) 

15.3K 16.0K

VR&E PROGRAM RESULTS FY COMPARISON

Program Highlight: 

• Expanded the program in FY18 by hiring 
nearly 169 more counselors 

FY18 #s are estimates



Results: Home Loan Guaranty

Home Loan Guaranty helps Servicemembers, Veterans, and their families obtain, retain, and adapt 
a home or refinance an existing home loan, with typically no down payment and no mortgage 
insurance, limited closing costs, no pre-payment penalty, and foreclosure assistance. VA also offers 
Specially Adapted Housing (SAH) grants for Veterans with certain service-connected disabilities.
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FY 2017 FY 2018

Number of Loans 740.4K 610.5K

Total Loan Amount $189B $161B

Veterans We Worked With to 
Avoid Foreclosure

96.1K 105K

HOME LOAN GUARANTY PROGRAM RESULTS FY COMPARISON

Refinances dropped by nearly 
60% in FY18, but experienced 
record purchase volume

FY18 #s are estimates



Engagement with Veterans & Stakeholders
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1. Minority Veterans 
2. Former POW 
3. Women Veterans 
4. Foreign Services
5. Rural Veterans
6. Faith Based 

Neighborhood 
Partnerships

7. Homeless Veterans
8. Elderly Veterans
9. Justice/Incarcerated 

Outreach

10.Survivor and 
Dependents

11.Casualty Assistance
12.Overseas Military Service 

Coordinator
13.Educationally 

Disadvantaged (Ch. 63) 
14.Tribal/Native 

American/Asian Pacific 
Islander

15.Lesbian, Gay, Bi-sexual 
and Transgender

16.Terminally Ill 

In FY18, we conducted approximately 6,000 outreach events

Modeling the behavior

– Spoke at VSO conventions: NACVSO, NASDVA, VFW, 
and The American Legion 

– Visited Regional Offices: Reno, Boston, Minneapolis, 
and Phoenix

– Met with the following VSOs: DAV, VFW, American 
Legion, AMVETS, MOPH, VVA, PVA, MOAA, NASDVA, 
NACVSO, SVA, The Mission Continues, Team Red, 
White and Blue, Team Rubicon

– Washed the Vietnam Veterans Memorial with VVA 
Chapter 641 and planted flowers with The Mission 
Continues DC 1st Service Platoon

VBA special emphasis and outreach programs



VBA FY18 Budget
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Category Dollars
(in billions)

Payroll $2.337 

Contracts $1.323 

Rent, Comms, Utilities $.170 

All Other* $.035 

Travel $.030 

Total $3.885

FY18 #s are estimates

*“All Other” includes motor pool, transportation 
of things, printing, equipment, supplies, and 
insurance claims.

Thank you to Congress 
and, in effect, the 

American people, for 
your extra budget 

support to help 
Veterans



FY18 Challenges 

Changes in VBA Leadership

• New Under Secretary for Benefits

• Strong team

• “Streamlining processes, reallocating resources”
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FY18 Challenges 

Implementation of the GI Bill

• IT solution for changing the way VA pays monthly housing stipends 
for GI Bill recipients has been slower than we planned

• Resulted in processing more claims manually using FY17 Monthly 
Housing Allowance rates

• Mobilizing everybody who can process claims – even if assigned to 
other duties – and hiring additional employees

• We understand the burden and hardship this places on Veterans
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FY18 Challenges 

Increasing focus on Military Sexual Trauma (MST) claims

• In response to a VA Office of Inspector General report on PTSD due to 
MST, VBA is:

−Updating MST training – claims processors are required complete it by the end 
of this month

−Adding more quality and accuracy reviews of MST claims

− In FY19, we will review and correct every denied MST-related claim decided 
since the start of FY17
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Provide Veterans with 
the benefits they have 

earned in a manner that 
honors their service
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Ensure we are 
strong fiscal stewards 

of the money 
entrusted to us

Foster a culture 
of collaboration

Focus is on continuing to  
improve timeliness, increase 

quality, and resolve legacy 
appeals. 

Applying financial management 
best practices to execute our 

budget.

Collaborating with all those who 
support our Veterans:  

traditional VSOs, post-9/11 
Veterans groups, state and 

county VSOs, Congress, GAO, IG, 
OMB, and other federal 

agencies.

Final Reflections on FY18
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Looking Ahead to FY19

• Complete implementation of the Forever GI Bill

• Prepare for and implement the Appeals Modernization Act, which 
goes into effect in February 2019

• Heavy focus on continuous improvement, quality, and
collaboration to provide outstanding customer service to Veterans
– Working on priority projects identified at the VBA Director’s Conference in Sept. 2018
– More to come in FY19
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Questions

Q: How can VBA and VSOs work better together to improve 
service to Veterans? 

• We conducted a series of interviews with VSOs to get their feedback on this topic

• Three areas we set in motion to work on in FY19 are: 

1. Communication – i.e., letters to Veterans 

2. Better access to our systems for VSOs when they’re supporting Veterans 

3. Outreach – engaging nontraditional segments of the Veteran population
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Questions

Q: Why does VA oppose Blue Water Navy legislation?

• When a Veteran files a claim, our pledge is to work hard to honor it. 
• In the process of evaluating the Veteran’s claim, we rely on science and medical 

opinions. 
• With Blue Water Navy, there is no inconclusive science from the Institute of 

Medicine to support claims of toxic exposure. 
• If the bill currently being considered – HR 322 – becomes law, it is setting the 

precedent for potential unwieldy policy with consequences for the future of 
veterans benefits, VA, and in other areas of government. 

• Because we are always looking for new information, VA continues to review and 
monitor the peer-reviewed scientific and medical literature in collaboration with 
VSOs.
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Question Three: How Do I Connect With VBA?

This webcast and materials will be posted at: 
benefits.va.gov/stakeholder

For VA customer service, call: 
1-800-827-1000

To learn more about VA Benefits, visit: 
www.benefits.va.gov

For more specific questions, access:
Inquiry Routing & Information System (IRIS)
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@VeteransBenefits

@VAVetBenefits

http://www.benefits.va.gov/
https://iris.custhelp.va.gov/app/ask/session/L3RpbWUvMTUzOTI3MzgzMi9zaWQvMTE2clItWW4=
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