


Message From the Chief Financial Officer  . . . . . . . . .1

Management Discussion and Analysis
At-A-Glance  . . . . . . . . . . . . . . . . . . . . . . . . . . . .2  
Performance Measures  . . . . . . . . . . . . . . . . . . .4  
Limitations to the Financial Statements  . . . . . .6  

Highlights  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .7  

Entrepreneurial Network
Austin Automation Center  . . . . . . . . . . . . . . . .8  
Debt Management Center . . . . . . . . . . . . . . . .10  
Financial Services Center  . . . . . . . . . . . . . . . .12  
Law Enforcement Training Center  . . . . . . . . .14
VA Records Center and Vault  . . . . . . . . . . . . .16  
Security and Investigations Center  . . . . . . . . .18  
Enterprise Fund Office  . . . . . . . . . . . . . . . . . .19

Lessons Learned  . . . . . . . . . . . . . . . . . . . . . . . . . . .20  

Outlook for FY 2002  . . . . . . . . . . . . . . . . . . . . . . . . .22  

Independent Auditor’s Reports . . . . . . . . . . . . . . . . .23  

Financial Statements
Balance Sheet  . . . . . . . . . . . . . . . . . . . . . . . . .26
Statement of Net Costs  . . . . . . . . . . . . . . . . . 27  
Statement of Changes in Net Position  . . . . . . 27  
Statement of Budgetary Resources  . . . . . . . . 28  
Statement of Financing  . . . . . . . . . . . . . . . . . 29 

Financial Statement Notes  . . . . . . . . . . . . . . . . . . . 30

Acronyms  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 33  

Editor
Loleisa Davis

Contributors
Austin Automation Center
Debt Management Center
Enterprise Fund Office
Financial Services Center
Law Enforcement Training Center
Security and Investigations Center
VA Records Center and Vault

Since 1997, the Department of Veterans

Affairs (VA) Enterprise Centers (also commonly

referred to as VA Franchise Fund) have been

offering comprehensive business solutions for

today’s government.  The entrepreneurial spirit

embraced by the VA Enterprise Centers fosters

a customer focus and a “CAN DO” attitude.  As

self-supporting providers of an expansive range

of common administrative services, our expe-

rience gives us an edge over our competitors. 

We invite you to take the time to learn how

the Austin Automation Center, Debt

Management Center, Financial Services Center,

Law Enforcement Training Center, Security and

Investigations Center, and the VA Records

Center and Vault can support your programs

and missions.
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As knowledgeable government profes-
sionals, we understand how to tailor our
services to provide federal program
managers with cost-effective, customer-
driven alternatives to fulfill their common
administrative support needs. Although
Federal agencies have unique missions, our
collective experience enables us to give
expert advice and counsel from an insider’s
point of view. We, too, as a Federal agency
know the unique requirements and con-
straints that Federal agencies face. The
American public is holding us to high
standards as we spend their money to
administer government programs.
Expensive and wasteful practices are not
acceptable. Government program managers
are looking to the VA Enterprise Centers for
better information and ways to reduce costs. 

Competition is making us better and more
accountable to our customers. The VA
Enterprise Centers primarily serve VA—the
largest civilian agency in government—
however, we have made great strides in
acquiring business from other Federal
agencies. Our customers rely on us to
provide creative, practical solutions to
achieve concrete business results. We
continue to receive exceptional reviews
from customers regarding the profession-
alism of our staff and the quality of our
products and services. Because of this, a
significant part of our business results from
repeat business and referrals from satisfied
customers.

Our in-house experts and commercial
partners work together to replace outdated
systems and processes with innovative
solutions, such as:
• National development and beta test

site for the core Financial and Logistics
System (the planned replacement of
VA’s financial management system). 

• Implementation of a best value, cost-
effective solution for the migration of
the Federal Highway Administration’s
data processing in just 10 weeks,
resulting in approximately $15 million
in savings over a 3-year period.

• Development of a Web-enabled
Consolidated Co-payment Processing
Center-Lockbox application for the
Veterans Health Administration (VHA),
resulting in approximately $11 million
in savings annually.

• Payment to vendors on a daily basis
through continuing use of the VA-
developed on-line Credit Card System.
This year, 2.6 million transactions were
processed for more than 34,000 card-
holders, resulting in over $15.2 million
in rebates.

• Development of an automated process
for referring 83,663 accounts, valued at
$303 million, to the Department of the
Treasury for cross servicing. This
resulted in Treasury’s collection of 
$7.8 million and VA’s Debt
Management Center receiving a 
Certificate of Appreciation from
Treasury. 

• Attainment of the National Archives
and Records Administration’s new cer-
tification. VA was the first facility in the
public and private sectors to be
compliant with the new regulations. 

• Successful completion and implemen-
tation of a firearms training program 
in 32 VA medical centers.

• Reduction in the closure time of inves-
tigations—from 87 to 62 days—despite
the dramatic increase in the volume of
background investigations.

Although we have achieved many accom-
plishments, we are not complacent. 
We continually look to leverage technology,
deliver high-quality products and services
at reasonable costs, and sustain superior
relationships with customers.

Audits are conducted each year on our
financial statements; therefore, customers
know they can count on our financial
integrity and sound stewardship. I am
happy to report we have received our
fourth consecutive unqualified “clean”
audit opinion. 

I invite you to examine our FY 2001 Annual
Report highlighting the VA Enterprise
Centers’ accomplishments, lessons learned,
outlook for next year, and audited financial
statements. We look forward to the coming
year in our quest to become the “preferred
choice” as a provider of common adminis-
trative services.

Message From the Chief Financial Officer

To Our Customers, Employees, 
and the American Taxpayer
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D. Mark Catlett
Acting Chief Financial Officer and Chairman

of the Franchise Fund Board of Directors

The entrepreneurial concept has given the VA Enterprise Centers the flexibility
to provide VA and other Federal agencies comprehensive business solutions 
for today’s government. The dramatic growth in revenue is but one indicator 
of our success, much of which can be attributed to strong leaders and managers
within the individual Enterprise Centers. Together, they have successfully
combined the best business practices with state-of-the-art technology.



Financial Services Center Customer-focused federal financial
solutions and service provider of 
a complete suite of financial 
management services. 

• Invoice and Payment Processing
• Payroll Services
• Financial Accounting/Reporting
• Audit Recovery Services
• Financial Consulting Services
• Credit Card Processing
• Travel Services
• Document Management
• Electronic Commerce/Electronic

Data Interchange 
• Training 

Austin, TX

Debt Management Center Leader in the federal debt
community—oversees the entire col-
lection process: making initial cold
calls to debtors, negotiating
repayment plans and administering
automated recovery programs. It
employs every collection tool available
to Federal agencies, including
referrals to locator services, private
collection agencies, and computer
matching.

• Account Maintenance

• Administrative Offset

• Administrative Services

• Predictive Dialer (Telephone 
Solicitation)

St. Paul, MN

Austin Automation Center Recognized award-winning data
center, providing a full complement of
cost-efficient information technology
services and enterprise “best
practices” to customers. In addition,
it supports over 100 customer appli-
cations that provide mission-critical
data for financial management,
payroll, human resources, logistics,
medical records, eligibility benefits,
and supply functions. 

• Platform Hosting

• Application Management

• Total Information Assurance

• Customer Business Continuity

• Data Conversion and Data 
Interfacing

• Configuration Management 

Austin, TX

Management Discussion and Analysis

Entrepreneurial Network At-A-Glance

2

VA Enterprise Centers Brief Description Products/Services Location

Comprehensive Business Solutions for Today’s Government

We are one of the leading fee-for-service operations in government,
employing over 700 people nationwide and performing hundreds of
services for our 84 federal customers. Our entrepreneurial network includes
six Enterprise Centers, which are described below, and one administrative
organization (Enterprise Fund Office). 
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VA Records Center and Vault Provider of a highly secure, climate-
controlled certified storage facility 
that houses short-term and long-term
records and files. 

• Records Storage Services Midwest

Security and 
Investigations Center

Provider of background investiga-
tions/adjudications, fingerprint
processing and identification 
badge and access card design
and production.

• Investigations/Adjudications

• Fingerprint Processing

• Identification Badge & Access  
Card Design and Production

Washington, DC

Law Enforcement 
Training Center

Sole provider of a unique federal law
enforcement training program that
offers an alternative approach empha-
sizing nonviolent techniques to
ensure the safety of patients,
customers, and staff and maintain
order in federal institutions. Its
program is geared toward how to
resolve incidents in a humane,
respectful manner and to utilize law
enforcement as a last resort.

• Basic Police Officer Training 
• Baton Instructor Training
• Detective Training 
• Semi-Automatic Pistol Training
• Administrative Investigations 

Training
• Supervisory Officer Training 
• Self Protection Training 
• Violence in the Workplace 

Training
• Armorer Training 

Little Rock, AR

VA Enterprise Centers Brief Description Products/Services Location

VA Enterprise Centers 2001 Annual Report

The Enterprise Fund Office provides support to the Centers by directing,
reviewing and analyzing budget formulations, managing overall financial
and business planning, and ensuring the Centers are kept informed of
current trends, policies, and legislation impacting their operations.

Management Discussion and Analysis

Entrepreneurial Network At-A-Glance



Management Discussion and Analysis

Performance Measures Summary Table

4

The VA Enterprise Centers are planting seeds for the future. Our performance
measures reflect a cohesive, cross-enterprise vision of what we hope to
accomplish. Having a clear sense of where you are and where you want to
be is a crucial element to any viable business. We monitor and assess our
performance continually to enhance our competitive position.

Actual
1999

Actual
2000

Actual
2001

Projected
2002

Projected
2003

Strategic 
Target

Performance Measure

N/A

99%

99%

99%

N/A

3.91

99%

99%

99%

N/A

3.95

99%

99%

99%

58%

3.5

99%

99%

99%

66%

3.5

99%

99%

99%

68%

3.5

99%

99%

99%

70%

3%

N/A

3%

N/A

2.2%

100%

≤ 3%

100%

≤ 3%

100%

≤ 3%

100%

Percent of lost call rate on 
toll-free telephone system

Timeliness rate in response to debtor’s
written inquiries

Debt Management Center

Customer Satisfaction rating 
on a scale of 1-5

Online systems availability rate

Output timeliness rate

Output accuracy rate

Percent of Help Desk First-
Contact Resolution (Tier 1) rate

Austin Automation Center

100%

N/A

93%

N/A

N/A

100%

N/A

95%

N/A

3.5

100%

100%

95%

N/A

N/A

100%

100%

96%

95%

TBD1

100%

100%

95%

95%

TBD1

100%

100%

95%

95%

TBD1

Percentage of W-2 release dates met

Update accounting systems with 
credit card transactions daily

Payment processing accuracy rate

Travel payment processing 
accuracy rate

Overall customer satisfaction rating 
on a scale of 1-5

Financial Services Center

1. To Be Determined (TBD).

Comprehensive Business Solutions for Today’s Government
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Actual
1999

Actual
2000

Actual
2001

Projected
2002

Projected
2003

Strategic 
Target

Performance Measure

100%

100%

N/A

99%

98%

N/A

98%

100%

N/A

97%

97%

97%

97%

97%

97%

97%

97%

97%

Operating Reserves Target2

Number of audit qualifications for 
the VA Enterprise Centers

Enterprise Fund Office

Timeliness rate of recall requests 
for individual and multiple records

Timeliness rate of emergency/ 
contingency test recall requests 
for individual and multiple records

Timeliness rate of rights and interests
records that are available after a period
of approximately 20 days in the event of
a major national disaster

VA Records Center and Vault

N/A

0

N/A

0

70%

0

70%

0

75%

0

100%

0

2. Maintain a positive cash balance at all times by accumulating an operating reserve equivalent to 3 months of operating expenses based on current fiscal year estimates.

Management Discussion and Analysis

Performance Measures Summary Table



While the statements have been

prepared from the books and

records of the entity in accor-

dance with the formats

prescribed by the Office of

Management and Budget, the

statements are in addition to the

financial reports used to monitor

and control budgetary resources

which are prepared from the

same books and records.

The statements should be read

with the realization that they are

for a component of the U.S.

Government, a sovereign entity.

One implication of this is that 

liabilities cannot be liquidated

without legislation that provides

resources to do so.

Management Discussion and Analysis

Limitations to the Financial Statements

6 Comprehensive Business Solutions for Today’s Government

2000 2001

Budgetary Resources for the Fiscal Years Ended
September 30

Offsetting 
Collections &
Adjustments

Total Outlays

159
170

11

113

7

120

2000 2001

Changes in Net Position for the Fiscal Years 
Ended September 30

Beginning of
Fiscal Year

End of 
Fiscal Year

Change in 
Net Position

28

47

19

47

62

14

2000 2001

Net Costs for the Fiscal Years Ended September 30

Program
Costs

Earned
Revenue

Net Program
Costs

126

138

12

131
141

10

2000 2001

Balance Sheet As of September 30

Assets

Liabilities

Net Position

78

30

47

90

28

62

The financial statements have been prepared to report the financial 
position and results of operations of the entity, pursuant to the
requirements of 31 U.S.C. 3515(b).

Financial Statements
Balance Sheet  . . . . . . . . . . . . .26

Net Costs  . . . . . . . . . . . . . . . . .27  

Net Position  . . . . . . . . . . . . . . .27  

Budgetary Resources  . . . . . . . .28  

Financing  . . . . . . . . . . . . . . . . .29 

(Dollars in Millions)

Obligations
Incurred



Highlights

Revenue/Customer Highlights
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1997 1998 1999 2000 2001

Total Revenue As of September 30 (Dollars in Millions)

Number of Customers As of September 30

1997 1998 1999 2000 2001

$88
$95

$138

58

72

81
84

$141

Our customers are staying and buying more. Because of this, a significant
part of our business results from repeat business and referrals from 
satisfied customers.

36

$59
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Providing Technical Services
Our expertise includes the following

technical services to best meet customers’

varied IT needs:

• Platform-hosting activities include a

variety of high-, mid-, and small-range

platforms. 

• Application management services

include the administration of Enterprise 

Resource Planning software packages

and other applications software.

• Total information assurance is a top

priority. Data and applications are stored

on servers in a secure environment

using the latest intrusion detection

systems and other security safeguards. 

• Customer business continuity plans

are in place to ensure human resources

are available to support ongoing opera-

tions during a disaster. 

• Configuration management, a

certified methodology utilized at our

center, provides planning and imple-

mentation within the life cycle of a

software project.

• Data conversion and data inter-

facing from legacy systems to new

applications, migrating application pro-

cessing from other processing centers to

ours, and consolidating the processing

of applications on to larger servers are

among our core competencies.

Implementing Innovative Solutions
Implementing Web-enabled technology is a

major driver of e-government. The devel-

opment of business applications that can

share knowledge bases across parent

agencies and between other Federal

agencies can dramatically improve both

operations and service. We have been rec-

ognized with awards and in nationally

published articles highlighting achieve-

ments in these areas.

A case study entitled, “National Archives

and Records Administration (NARA)

and VA Austin Automation Center”

was published in the March 2001 issue of 

I-Big Blue Professionals’ Monthly News-

letter. The study highlighted our successful

effort to Web-enable NARA’s Centers

Information Processing System (CIPS)

application. By Web-enabling CIPS, Federal

agencies can use the Internet to request

archived paper documents stored at NARA

regional records centers. 

Working with VHA, the Financial Services

Center (FSC), and the Bank of America, we

also Web-enabled the Consolidated Co-

payment Processing Center

(CCPC)-Lockbox. As a result of imple-

menting this lockbox component, VA is

making substantial progress in the col-

lection of first party (patient) medical

debts. By eliminating the need to perform a

wide range of manual tasks at individual VA

medical centers, the CCPC-Lockbox will save

VHA approximately $11 million annually. In

FY 2001, this initiative was selected among

400 nominations for the E-Gov Pioneer

Award, which recognizes e-government

best practice applications. 

Faced with aging technology, the Veterans

Benefits Administration (VBA) made a

business-based, best value decision to

migrate their corporate applications to our

Sun platform in early FY 2001. By allowing

us to manage their platform environment,

VBA is able to concentrate on other areas

critical to the success of their mission.

We were selected as the national devel-

opment and beta test site for the core

Financial and Logistics System, the

planned replacement of VA’s financial man-

agement system. We provide access to

open systems processing platforms, direct

Austin Automation Center
Customer-Proven Provider of 
Federal IT Business Solutions
The Austin Automation Center (AAC), located in Austin, Texas,
is an award-winning federal data center providing a full complement of
cost-efficient e-government services and enterprise “best practices” to VA
and other Federal agency customers. Today’s fast-changing technology
landscape requires organizations to have access to the latest infor-
mation technology (IT) to manage, process, distribute, and store data. 

Comprehensive Business Solutions for Today’s Government



access storage devices (DASD), ad hoc and

professional services, and systems and

database administration for the platforms

in support of the development effort.

KPMG Consulting conducted an Application

Infrastructure Provider Assessment of our

center in June 2001. KPMG reported, “the

AAC’s understanding of the Service Provider

business model has positioned them to be a

leader in the federal applications man-

agement market.” 

Commitment to Customers
An independent contractor, GartnerMeasure- 

ment, a division of Gartner, conducted an

Information Technology Customer

Satisfaction (ITCS) survey. We scored in the

top 10 percent of Gartner’s ITCS database,

achieving a “best-in-class” rating. 

As a result of nominations by our customers,

we were honored with two VA Chief

Financial Officer Entrepreneurial

Excellence Awards. One award was for

migrating all of the Federal Highway

Administration’s processing to our data

center in just 10 weeks, with an estimated

savings of $15 million over 3 years. The

other award was for the outstanding

customer service provided to the U.S. Army

Medical Command, in support of the

Workers’ Compensation/Occupational Safety

and Health Management Information

System—the AAC-developed system which

automates the tracking of workers’ compen-

sation injury claims. 

Emphasizing Enterprise 
Best Practices
We are committed to a program of enter-

prise best practice initiatives with our

vendor partners. These initiatives demon-

strate our available, reliable, and secure

processing environment. We worked

directly with the EMC Corporation to con-

tinually enhance storage architecture with

the focus on storage management, backup,

and protection of mission-critical systems

within this environment. This resulted in

our designation as an EMC Proven

Provider—the first government entity to

achieve the EMC Proven Certification. In

addition, we established a heterogeneous

storage environment so that our DASD infra-

structure can support a variety of platform

operating systems. We offer local and

remote data replication and very high relia-

bility guarantees for critical customer data. 

We also achieved Sun Microsystems’

Suntone Certification, a program that

ensures production applications running on

the Sun platforms meet industry-developed

and recognized standards for reliability,

availability, scalability, and security. Again,

we were the first government entity to

accomplish this achievement.

Our employees are working to attain Cisco

Career Certification and Oracle

Certified Partner Certification. Cisco

Career Certification is the leading industry-

recognized networking certification and

ensures maximum network security using

the latest fundamentals and applications of

Cisco technology. Only employees who

have met stringent standards of compe-

tence on Oracle technology and have

proven their skills are eligible to earn

Oracle Certified Partner Certification.

One-third of our help desk personnel are

Certified Help Desk Professionals. By

the end of FY 2002, we expect nearly 100

percent of our help desk personnel will 

be certified.

Maximizing Investments
in Technology
In FY 2001, our IBM S/390 Enterprise

Server was upgraded with additional pro-

cessing capacity in order to implement

planned data processing initiatives and

meet customer service level agreements.

The upgrade increased the millions of

instructions per second to a total of 1,004.

In addition, we successfully implemented a

Virtual Tape System, which eliminated

the use of approximately 30,000 tape media

cartridges and freed up sufficient cartridge

slots in the silos to provide tape backup of

open systems disk files. 

In August 2001, we awarded a contract for

the Austin Automation Center

Enterprise System Program to Northrop

Grumman Information Technology. The

partnership will enable both parties to

provide innovative and effective IT

solutions to VA and other Federal agencies.

VA Enterprise Centers 2001 Annual Report 9
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Austin Automation Center Central Processing Unit (CPU) Trends



Reducing Delinquent Debt Portfolio
We are responsible for a portfolio of de-

linquent veteran benefit debts for VBA,

including foreclosed home loans and over-

payments of compensation, pension and

education allowances. The VHA looks to us

for matching and offsetting delinquent

medical debts from active medical patients

and providing a mechanism to refer delin-

quent debts to the Department of the

Treasury for participation in the Treasury

Offset Program (TOP).

As of September 30, 2001, VBA’s delinquent

debt portfolio (principal only) was valued

at $831 million. That amount was divided

among Education, Loan Guaranty as 

well as Compensation and Pension.

The goal of debt management continues 

to be to reduce the delinquent debt port-

folio using an integrated approach of pre-

vention and collection. Through continual 

enhancements to our automated data pro-

cessing capabilities, we are reducing costs

and increasing the efficiency of collection 

operations. We are automating our debt 

collection operations to give maximum 

flexibility to management in disposing of

the portfolio.

Revamping Refund Process
We must sometimes refund collections

where debts may have been waived, com-

promised or over-collected. Previously,

refunds took 3-4 weeks to reach veterans

and their beneficiaries. We revamped our

refund process, and now, through the use

of electronic transactions, refunds are

received within 7-10 days.

Converting Chapter 30 
Montgomery GI Bill 
Our entire Chapter 30 education debt

portfolio was converted from a PC pro-

gram into the Centralized Accounts

Receivable System. The conversion

affected 51,149 accounts valued at $34

million, and completes the planned central-

ization of benefit debts under our

jurisdiction. This move ensures that debts

will be exposed to all available collection

tools, and streamlines and standardizes the

collection process for VA.

Conducting First-Party Medical
Debt Collection Tests
Three VHA Veterans Integrated Service

Networks (VISNs) participated in a pilot

collection test on first-party (patient)

medical debts over 90 days delinquent. 

The VISNs were selected based on the size

of their delinquent portfolios, which

averaged 36,000 accounts per month, with a

value of $10 million. As a result of the pilot,

$105 million in delinquent debt was referred

to TOP and $23 million was collected.

Cross Servicing Programs
We ended FY 2001 with the referral of

83,663 accounts valued at $303 million for

collection by the Department of the

Treasury and its private collection agencies.

Collections from cross servicing efforts

totaled $7.8 million. The Department of the

Treasury recognized us with a Certificate

of Appreciation for our efforts in devel-

oping an automated process for referring

and updating accounts for cross servicing. 

Increase in Collections
We increased collections/offsets by 

3 percent over the last fiscal year. Collections/

offsets increased from $302 million in 

FY 2000 to $312 million in FY 2001 despite a

Debt Management Center
Leading the Way to Effective 
and Efficient Debt Collections
The Debt Management Center (DMC), located in St. Paul,
Minnesota, provides a full array of debt collection services. As a
leader in the federal debt management community and a complete
accounts receivable resource, we negotiate repayment plans, admin-
ister automated recovery programs, make cold calls to debtors,
oversee the entire collection process and employ every collection tool
available to Federal agencies (referrals to locator services, private 
collection agencies, and computer matching). Our experienced 
collection team focuses on the customers’ bottom line, offers sound
advice, and follows efficient and logical procedures to streamline 
and facilitate the collection process.

10 Comprehensive Business Solutions for Today’s Government

Benefit Program Debt Portfolio

Education $57 million

Loan Guaranty $193 million

Compensation $581 million

and Pension



decrease of 19 percent in new debt estab-

lishment— from $506 million in FY 2000 to

$426 million in FY 2001. Operating expenses

were reduced from $6.1 million in FY 2000

to $6 million in FY 2001.

Treasury Referrals 
(TOP and Cross Servicing)
Delinquent federal debts can be offset from

the majority of federal payments to which

an individual may be entitled. These could

include salary, retirement, social security,

and tax refunds. 

Computer Matching with 
Other Federal Agencies
The Department of Defense (DoD)

provides matching services under the

Federal Salary Offset program. Their

matching file includes all civilian employees

of DoD, active and retired military

members and the majority of all other

active civilian employees in the gov-

ernment with the exception of United

States Postal Service (USPS) employees.

The Office of Personnel Management

provides its enrollment file to DoD for

matching purposes. The matching program

identifies debtors who receive federal

salaries, and we notify them of their

hearing rights prior to offset of their

salaries. In FY 2001, $4.1 million in collec-

tions was attributed to this matching

program. The USPS program is conducted

similarly, but is restricted to active USPS

employees. Collections attributable to this

matching program ($162,000 in FY 2001)

have not been significant in recent years,

but the low cost of administering the

program justifies continued matching.

Taxpayer addresses are acquired from the

Internal Revenue Service on a monthly

basis under the Taxpayer Address

Request (TAR) program. Each year we

collect approximately $1 million from

debtors whose address of record was

obtained under the TAR program. 

Reaching Out and Touching Someone
We provide toll-free telephone service to all

of our customers in an effort to improve

collection rates and simplify the collection 

process for debtors. This year we responded 

to over 260,675 calls, with a lost call rate of

2.2 percent.

Expanding Our Horizons
Our expansion efforts include the addition

of our administrative services product line.

Our management relationship with the

Minnesota Cooperative Administrative

Support Unit (CASU) offers us a variety of

opportunities for expanding CASU’s

product lines which include copy services,

training, and sales of discount coupons for

computer training. The CASU provides an

excellent way to reduce operating costs,

eliminate duplication, and improve opera-

tional efficiency through immediate

servicing. In addition, we provide the

Department of Agriculture, Drug

Enforcement Administration, Federal

Bureau of Investigation (FBI) and

Immigration and Naturalization Service

(INS), a low-cost means of meeting their

due process requirements by coordinating

salary offset hearings.

11VA Enterprise Centers 2001 Annual Report

Total Delinquent Debt 
Eligible and Referred to TOP and Cross Servicing 

As of September 30, 2001

Eligible for Referral 
to TOP

$260,735,107

Eligible for 
Cross Servicing

$246,419,769

Referred 
to TOP

$238,706,686

Referred for 
Cross Servicing

$242,839,245

% of 
Compliance*

92%

% of 
Compliance

99%

* Since TOP has due process requirements that must be met before referrals can occur, 

we will never have 100 percent compliance with the referral requirement at any given time; 

nevertheless, we come within 92-99 percent.   



Purchase Card Services
Our Credit Card System was the first

system in the Federal Government to

execute a daily electronic business cycle

with a credit card vendor. On the morning

of each business day, we receive an elec-

tronic file of purchase card transactions.

Before the end of the day, we make elec-

tronic payments to vendors for the

transactions. In addition, this information

passes to VA’s core accounting system

through an electronic interface. By using

the same daily electronic business cycle for

pharmaceutical purchases, we ensure VA,

Immigrant Health Services, and Indian

Health Services receive the absolute best

prices for a wide range of pharmaceutical

goods and services. In FY 2001, we

processed 2.6 million purchase card trans-

actions for more than 34,000 cardholders,

resulting in over $15.2 million in rebates. 

Electronic Commerce Services
A variety of VA programs have been stream-

lined by moving operations from a

paper-based/check payment system to elec-

tronic data interchange (EDI)/electronic

funds transfer (EFT). Of the total payments

made to vendors in FY 2001, 1.3 million

(46 percent) were processed by EFT. By

using our EDI capabilities, VA’s Denver

Distribution Center can now process elec-

tronic invoices without manual

intervention. VBA also took advantage of

our EDI resources to implement an e-Loan

Guaranty Certificate. Loan service

providers use this new capability to process

their applications in 2 days instead of the

30 days required by the manual process.

Financial and Accounting
Consulting Services
We also provide financial reports and

oversight services, including the prepa-

ration, submission and reconciliation of

VA’s SF-224 Statement of Transactions, and

the Financial Agencies Consolidated Trial

Balance (FACTS II) for VA and the Office of

Federal Housing Enterprise Oversight

(OFHEO). We enhanced the SF-224

Reconciliation Reports to reduce the

number of line items field stations must

reconcile each month, and purchased 

CheckFree, a reconciliation software, to

eliminate manual processes. 

As the focal point for all VA external audit

engagements, we worked closely with

auditors of both the Department’s financial

statements (Deloitte & Touche) and 

VA Enterprise Centers’ financial statements

(Grant Thornton). In FY 2001, both audits

yielded unqualified “clean” opinions.

Travel Services
We have in-depth knowledge of travel regu-

lations and General Services Administration

(GSA) decisions that allow us to solve many

unique moving problems. We establish,

process and amend Permanent Change of

Station (PCS) travel authorities for the U.S.

Naval Home, OFHEO, Department of the

Interior, and Office of the Inspector

General, and serve as VA’s Household

Goods Field Representative. In FY 2001, we

processed over 30,000 PCS transactions

and facilitated over 800 PCS moves. 

This past year, we successfully imple-

mented and trained the Employee

Education Service on the GELCO Travel

Manager System. This system reduces

the paper and labor-intensive processing

required in a manual environment. In

addition, we audit temporary duty travel

vouchers for compliance with travel regula-

tions, GSA decisions and issuance of

prompt reimbursements to travelers. 

The Financial Services Center (FSC), located in Austin, Texas,
delivers customer-focused financial solutions to VA and other Federal
agencies. We have achieved unmatched efficiencies and economies
of scale for processing payments, payroll, purchase card transactions,
travel documents and other financial services. We put our expertise
and advanced technology to work for all of our customers.
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We participated on the VA E-Travel team,

which received the Government

Executive Magazine’s Best Travel

Manager of the Year Award for devel-

oping a One VA solution to standardize and

automate the entire travel process. 

Payment Services
Our automated systems make the payment

process virtually paperless—reducing and 

sometimes eliminating manual intervention—

ultimately saving customers money.

Documents can be scanned from any form

into our Document Management

System (DMS): hardcopy receipts, faxed

documents and electronic documents.

Once scanned, the documents are placed

in a predefined workflow, which directs the

documents through the work process to

their final destination. In addition, access

to the DMS can be accomplished from 

any work site, and a work process can 

be initiated remotely as well. Because 

the documents are stored on optical

platters (with off-site redundancy), security

is ensured.

A phased-in effort to centralize all VBA 

Mortgage Loan Accounting Center (MLAC) 

payments was undertaken this past year.

The successful conversion of regional

offices in Los Angeles, Oakland, and San

Diego, CA and Phoenix, AZ completed this

effort. We agreed to process all payments

within 15 days of receipt; however, we

exceeded this agreement by routinely pro-

cessing the payments within 2 workdays. 

The Computer Assisted Payments

Processing System (CAPPS) automati-

cally matches invoices and receiving

reports. In FY 2001, 92 percent of the

invoices matched automatically. In addition

to payment services, we audit and process

invoices and receiving reports that do not

match automatically in CAPPS. Customers

are contacted to resolve discrepancies, and

written explanations are provided to

vendors and customers when adjustments

are made. 

During FY 2001, we implemented the 

On-line Invoice Certification System.

Vendors send their invoices directly to us

and the invoices are scanned into DMS

within 48 hours. Approving officials use the

system to authorize us to make payments.

In 2001, we processed certified invoices for

the Southern California Health Care System

(VISN 22) using our On-line Invoice

Certification System. As a result, VISN 22

reduced interest payments by 50 percent.

Our new Interactive Voice Response system

allows vendors to query the Vendor

Inquiry System (VIS) for payment status

on pending invoices and payment history

on paid invoices. The VIS is also available

via the Internet for registered vendors.

Payroll Services
We have processed VA’s nationwide payroll

for over 30 years. Payroll processing

typically includes receiving time and atten-

dance data, processing payroll runs, and

producing required reports. The staff also

coordinates with taxing authorities at the

federal, state and local levels to pay, report,

and reconcile payroll taxes. Payroll pro-

cessing also includes producing W-2

statements for all persons employed by VA

during the course of the year. In FY 2001,

we paid approximately 224,000 employees

per pay period, resulting in gross salary

payments of over $13.6 billion. 

Quality Review & Audit Recovery
We issued and made collections for the

recovery of assets this year totaling over 

$2 million. Over $1.1 million in unapplied

credits and $1.6 million in duplicate

payments were identified, and $388,000 in

collections resulted.  

In February 2001, the General Accounting 

Office (GAO) visited us concerning our

audit recovery work “best payment

practices.” GAO considered our practices

to be effective in reducing improper

payments. The FSC and other private and

public organizations were highlighted in

the May 2001 GAO Exposure Draft entitled,

“Strategies to Manage Improper

Payments: Learning From Public

and Private Sector Organizations.”
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Law Enforcement Training Center

The Law Enforcement Training Center (LETC) has placed a premium
on training the law enforcement community. Located in picturesque
and historic Fort Roots, North Little Rock, Arkansas, the LETC is a
national leader and sole-source provider of law enforcement training
focusing specifically on assaultive-patient situations. This training is
suitable for health care facilities, parks, museums, and other federal
special mission or limited jurisdiction settings.

Non-Traditional Training Approach 
Our non-traditional training approach sets

us apart from the competition. Our core

residential basic law enforcement training

course affords practical and classroom

instruction on the importance of 

ensuring the safety of all patients,

customers, and staff, and maintaining 

order in a federal institution. Students are

taught to resolve incidents in a humane,

respectful manner and to utilize law

enforcement as a last resort. 

Our comprehensive curriculum of

instructor-led courses includes the basics

of criminal law, search and seizure training,

patrolling techniques, federal arrest

authority and health care facility law

enforcement. Several specialized and

advanced courses (baton instructor,

detective, semi-automatic pistol, firearms

instructor, administrative investigation and

armorer) complement our core training

course. Individuals other than law

enforcement personnel are also attracted

to our seminars on self-protection and

violence in the workplace. Additionally, we

customize our curriculum to design a

program to meet our customers’ unique

classroom requirements. 

An article entitled, “Veterans Affairs

Police and Security Service

Safeguarding America’s Military

Heritage” was published in the June

2001 issue of FBI Law Enforcement Bulletin

highlighting the mission and role of VA’s

police and security services. 

Providing Personalized 
and Focused Instruction
Personalized, focused instruction is key to

a thorough training program. Our students

learn from practicing professionals in an

environment similar to the one in which

they work. Classes have no more than 30-

45 students, maximizing the students’

learning potential and effectiveness of the

curriculum. Students leave our program

with a detailed understanding of how to

diffuse a potentially volatile situation. In 

FY 2001, 98 percent of the enrolled students 

graduated from our training program. 

Utilizing Our Services
Working in a health care environment con-

stitutes one of the most unique challenges

of a police officer’s job. The law

enforcement communities of VHA, the

Indian Health Service and the Walter Reed

Army Medical Center utilize our services

and are trained how to place emphasis on

customer/patient service in all interactions

and to use aggressive action only as a last

resort. While we primarily train the federal

health care law enforcement community,

our training courses are also applicable to

many other facilities and organizations

including parks and museums. Some other

customers include the National Guard, the

National Museum of Art and the

Washington Navy Yard. 

Meeting the Challenges of Training
Meeting the challenges of a potentially

hostile work environment means giving

your law enforcement professionals 

the proper training. All of VA’s police

officers are expected to complete the 

160-hour core residential basic police

officer training course during the first 

90 days of employment. 

Training no longer occurs just in the

classroom. For example, the students are

required to complete approximately 2

weeks of preparatory training using our

CD-based entry training program before

they attend the core training course. 

This self-taught instructional program

introduces the basic concepts and unique

Paving the Way for a Non-Traditional
Training Approach



aspects of policing in a health care envi-

ronment. The CD-based program was

primarily designed to enable students to

enter our residential training program at a

post-preparatory level.

Training does not stop there; we recognize

that continuing professional education

makes an effective police operation. Each

VA police officer is required to take training

annually. Mandatory subjects include baton

recertification, legal issues, and other 

safety and awareness training programs.

Heightened Security Awareness
Due to heightened security awareness, the

number of students who attended our

basic training course doubled over the past

2 years, from 420 students in FY 1999 to

858 in FY 2001. We anticipant enrollment

of about 1,000 in FY 2002. New material

was also incorporated into our curriculum

to increase the officer’s ability to react in

emergency situations. 

This year, we successfully completed and

implemented a firearms training program

in 32 VA medical centers. Our training roll-

out plan includes 30 VA sites each year

until all identified VA sites are armed. As a

result of the aggressive training program,

participation in our firearms training

course nearly doubled. In FY 2001, we

projected about 250 of VA’s police officers

required training; however, due to a recent

mandate to provide training at all identified

VA sites, enrollment rose to 430. We antic-

ipate enrollment in this course will reach

over 500 in FY 2002. 

Breaking New Ground
We underwent extensive construction in 

FY 2001 to make room for a new facility

that will house a state-of-the-art indoor

firing range with 15 firing positions, an

armory, weapons cleaning area and 

classrooms. The facility is expected to be

completed by July 2002. Having an indoor

firing range will make logistics for training

much easier. 
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Number of Students Trained As of September 30
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Keeping Records Secure
Our approach to records storage is simple

– keep records secure and readily available.

Storage is provided for vital records,

general records, classified records, “frozen”

records, and system backups. The facility

has been approved to store classified

material on open shelving. Personalized

storage services are provided for the

administration of vital records, records

“frozen” in litigation, unscheduled records,

financial system backups, cyclic backups,

and contingency plan backups and tests.

Our success can be attributed to being 

responsive to a wide variety of customers.

We customize services to meet our

customers’ unique security and 

access needs.

Protecting the Records 
Our facility is protected by a sophisticated

security system connected directly to the

police dispatch center and operated 24

hours a day. Access to the storage area is

restricted to VA employees, authorized

customers, escorted contractors and main-

tenance personnel. All access control

systems, fire systems, communication

systems, and alarm systems are served by a

redundant power supply generator system. 

Certified Federal Storage Facility
NARA certified the VA RC&V as compliant

with its newly issued regulations. All facil-

ities that store federal records are required

to meet these standards within 10 years.

We are the first facility in the public

and private sectors to be compliant with

the new NARA regulations.

In addition, our facility has been approved

by the Defense Logistics Agency to 

store classified material, and certified by

the Department of Energy to store

restricted records.

Expedited Response Service
Our services are available to our customers

when they need it:

• Recall requests for individual records

or boxes received during business

hours are available via fax or are

prepared for shipping within one

business day (for overnight delivery, 

It’s Not Just Storage - It’s About Service
The VA Records Center and Vault (VA RC&V), located in the Midwest,
has for many years operated a secure, subterranean climate-controlled
facility staffed by experienced archive technicians with security clear-
ances. Our operations (records storage, protection, and retrieval
services) have been expanded to offer customized records storage
solutions to other Federal agencies. As a value-added provider for
records storage, we offer benefits and services that many agencies
need, including expedited responses for retrievals or research. 

VA Records Center and Vault



if requested); recalls of multiple

records or boxes were processed by

the next business day 98 percent of

the time in FY 2001. 

• Emergency and contingency test recall

requests for individual records

received during business hours were

made available via fax or delivered to

the shipping point within 4 hours 

100 percent of time in FY 2001; and

• Recall of multiple records may take a

full day. Requests received during non-

business hours are processed on the

next business day.

Excellent Service Delivery Record
We provide quality service in a timely

fashion. Our high level of performance has

been maintained, despite a 200 percent

increase in recalls over the past 12 months.

Our performance record over the past few

years has consistently met or exceeded

established performance measurement

goals for timely records recall service. 

No Restrictions on the 
Type of Records Storage
There are no restrictions on the type of

records stored, the length of time they can

be stored, or shipping volumes. We can

store them in bulk on pallets or in boxes.

Successful Expansion of the
Records Storage Facility
We successfully completed the expansion

of our facility to accommodate 809,444

cubic feet of records in FY 2002. With

nearly a million square feet of space

remaining for future expansion, we have

the capability to accommodate new

customer business. 

As more and more Federal agencies realize

the great benefits of storing their records

and files at our facility, we can expect to

meet the growing demand. 
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Security and Investigations Center

The Security and Investigations Center (SIC), located in
Washington, DC, focuses its goals around safety, security and
customer service. Building security and employee background
investigations have become critical elements in ensuring a safe
work environment. Today, with heightened security awareness in
the federal workplace, the ability to properly screen persons prior to
employment and entry into Federal agencies has become paramount. 

Conducting Background
Investigations
The critical elements of ensuring 

a secure work environment have increased

the number of government employees 

and contractors subject to background

investigations and clearances. Despite 

the dramatic increase in the volume of

background investigations, the closure time

of  investigations has been reduced from

87 days to 62 days.

The recent Presidential election brought

several new employees to the Department,

many of whom were political appointees.

Our clearance requirements call for

employees in high-level positions to hold a

national security clearance because of the

likelihood of their attendance at high-level

classified national information security

meetings at access-controlled facilities. As a

result, 753 investigations were performed.

We worked very closely with the LETC to

ensure that police officers at VA medical

centers received the proper background

investigations; 286 such investigations were

performed. The GAO conducted a review

and determined that all system 

administrators needed to be designated

no lower than “high risk.” As a result,

358 investigations were performed. 

Fingerprint Processing
In FY 2001, no fingerprint cards were

returned as unclassifiable from the Export/

Import Bank (EXIM) and VA. As a result,

there were no delays and the investigative

cases were closed out at a faster rate.

State-of-the-Art 
Video Imaging System
Our state-of-the-art video imaging system

produces identification badges and access

cards for the EXIM, OFHEO, Occupational

Safety and Health Review Commission,

National Council on Disability, and VA. They

are produced in less than 10 minutes and

give our customers an electronic means to

control employees entering and exiting

their buildings.

Ensuring a Secure Workplace
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The Enterprise Fund Office (EFO), located in Washington, DC, provides
support to the VA Enterprise Centers by directing, reviewing 
and analyzing budget formulations, managing overall financial and
business planning, and ensuring the Centers are kept informed 
of current trends, policies, and legislation impacting their operations. 

Financial Management Support
We manage the overall financial aspects of

the VA Enterprise Centers, including

working with them to plan their capital

acquisitions, and to present funding recom-

mendations to the Franchise Fund Board of

Directors for approval. Our staff also

directs the formulation of the VA Enterprise

Centers’ budgets, reviews and analyzes

budget submissions and consolidates them

for inclusion in VA’s annual submission to

the Office of Management and Budget

(OMB), and monitors budget execution,

including preparation of apportionments,

monthly SF-133s, and other related reports. 

Often called upon to respond to OMB and

Congress, we keep abreast of current

trends and ensure the VA Enterprise

Centers are kept informed of policies,

political climate, and legislation impacting

their operations.

Marketing Support
We  coordinate marketing efforts by pub-

lishing a calendar of trade shows and

conferences. In addition, we maintain a

Web site (www.va.gov/fund) to educate

others about the services offered by the

individual Enterprise Centers. 

Business Plan Support 
Each year, we manage the process 

associated with the update of the 

VA Enterprise Centers’ business plans. 

In addition to presenting strategic 

and tactical actions, these plans propose

price revisions for the upcoming fiscal year.

The Franchise Fund Board of Directors

must review and approve the business

plans, and they depend on us to ensure

new prices are explained and justified. 

Annual Reporting
We arrange for an annual independent

audit of the VA Enterprise Centers’ financial

statements. In addition, we ensure an

annual report is published that promi-

nently conveys the VA Enterprise Centers’

accomplishments, lessons learned and

important strategies and plans. 

Enterprise Fund Office

Supporting the VA Enterprise Centers

19VA Enterprise Centers 2001 Annual Report



20 Comprehensive Business Solutions for Today’s Government

Business Planning
Prior to becoming a fee-for-service organi-

zation, we were not required to develop

business plans. Now, our business plans

serve as our blueprint for financial man-

agement and establish priorities for

short-term and long-term decisions

involving capital acquisitions and mission-

related initiatives. Business planning also

affords us a tool to identify trends and new

opportunities. Each year, we look for new

ways to improve our business planning 

to address current and future needs of

our customers. 

Performance Measures
Performance measures play a key role 

in the management of the VA Enterprise

Centers. From a financial perspective, 

the success or failure of each Enterprise

Center can be clearly gauged by its 

revenue and expense metrics. In the 

past, we have done extremely well 

by most financial measures. Now, the 

focus has turned to program and

internal management performance. 

These measures will position the

Enterprise Centers to better compete in

the future. 

Financial Integrity 
and Sound Stewardship
We engage a private sector accounting firm

(Grant Thornton) to audit our financial

statements. Our financial statements have

received unqualified “clean” opinions in

each of the past 4 years.

Competition
An underlying tenet of entrepreneurial gov-

ernment is competition. Competition spurs

efficiency and encourages market partici-

pants to provide the best-value products

and services to meet customer needs. As a

franchise fund entity, we are not a

mandatory source offeror; therefore, we

must compete in the federal marketplace

in the best interests of the taxpayer. Since

Federal agencies are seeking the most eco-

nomical, best-valued source to support

their programs, we must have a clear sense

of where we are now and where we hope

to go, especially in relation to our com-

petitors, if we are to successfully compete.

Franchising has placed added competitive

pressure on us to increase efficiency,

improve performance, and enhance value

to keep our existing customers and attract

future ones.

Customer Retention
With the growing number of fee-for-service

government organizations, federal

customers can exercise choice about what,

how much, and where to buy services.

Because services are no longer “free,”

customers are becoming more fiscally

aware and are demanding quality services.

While our customer base has grown con-

siderably since 1997, we maintain our

commitment to customer satisfaction.

Our goal is to become a strategic partner

with our customers. Quality, security, relia-

bility, flexibility, and human contact are the

keys to our service and success in deliv-

ering comprehensive business solutions for

today’s government.

We continually look for new ways to en-

hance the quality of our customer support.

In striving to be with our customers every

step of the way, we instituted Customer

Relationship Managers (CRMs), also 

commonly referred to as Account Executives 

(AEs). CRMs/AEs act as customer advocates

and sources of information, advice and 

counsel to ensure our customers receive 

the level of attention they deserve. 

VA Enterprise Centers

Lessons Learned
In order for us to survive in this new “entrepreneurial environment,” we
must continually grow and prosper by expanding our business within VA
and other Federal agencies. As a full-service provider, we are challenged
to create a more customer-focused environment where business planning,
performance measures, financial integrity, competition, and customer
retention are motivators of our performance. 



Expansion of Customer 
and Revenue Bases 
While our customers are staying and

buying more, we must expand our

customer base from our current internal

and external sources. Most of our

customers come from within VA—which

accounts for 94.5 percent of our FY 2001

revenue. As we acquire new business 

from our existing VA customers, we will

push hard for more sales to other VA

organizations. 

Penetrating a large piece of the federal

market has been a challenge for us since

1997. The VA Enterprise Centers have

encountered varied success in their ability

to attract outside business. Of the six, the

AAC has been the most successful in

obtaining outside customers. By obtaining

other federal customers, we leverage our

buying power to achieve better pricing and

improved services for all participants.

This year, 5.5 percent of our revenue came

from cross servicing arrangements with

external sources.

Partnerships with 
the Private Sector
Approximately 50 percent of our expenses

are passed through to the private sector.

Collectively, our in-house expertise and

partners’ access to technology compliment

each another. Our committed partnerships

will enable us to provide innovative and

effective business solutions to our

customers. Partnerships draw on the

knowledge, expertise, and resources of all

participants. 

Corporate Marketing Presence
As an entrepreneurial federal operation, we

quickly learned that all the specialization in

the world would not help if no one knows

we are in business. Since promotion and

public relations were not our normal

province, we had to develop the necessary

skills to effectively market to other Federal

agencies. In our earlier days, each

Enterprise Center had its own marketing

materials (corporate brochures and Web

sites) and, other than our logo, there was

no real connection among the six

Enterprise Centers. We have used the last 2

years to hone our marketing skills and have

replaced our previous marketing materials

with a single corporate portfolio that has

visual appeal to vividly convey our

products and services in a cohesive and

seamless fashion. 

Significant enhancements were made to

the VA Enterprise Centers Web sites and

corporate brochures. They were reor-

ganized to offer a reader-friendly, yet

powerful message to get the word out

about our product offerings.
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Increased Acquisition Services 
Acquisition services will be added to the

AAC’s service portfolio. In conjunction with

VA’s Office of Acquisition and Materiel

Management, the AAC has an acquisition

staff who specialize in IT contracting. The

contracting officers and technical staff

within both organizations have had

tremendous success in developing flexible,

value-added contracts for hardware,

software, and services. 

IT Employee Development 
and Retention 
Vital to the AAC’s success is the ability to

recruit and retain a highly skilled and com-

petent staff to best support customers’

immediate and future requirements. The

AAC is involved in a workforce planning ini-

tiative to promote professional employee

growth, retain skilled employees and pro-

vide incentives to recruit skilled employees. 

First-Party Medical 
Debt Collection Test 
The DMC will begin a test in early 2002 for a

6-month period to determine if they can

effectively collect these types of debts. If the

tests show significant increases in collection 

activity, the DMC hopes to expand this service 

throughout VHA. Due to the volume of

accounts involved, the DMC plans to modify

their collection system to add these accounts 

so collection notices can be automatically

generated and account activity monitored.

Arrangements are also underway to modify 

payment-processing equipment so payments 

can be processed and monitored for test

purposes. First-party collections will be 

enhanced before referral to TOP by escalating 

demands for payment through the issuance 

of collection notices and telephone contacts. 

Web-based Customer 
Satisfaction Survey
The FSC purchased Surveypro.com

(a Web-based application) to refine and

improve its customer survey quality.

Surveypro.com is used by Novell, General

Motors, IBM, and Proctor & Gamble.

Surveys will begin in February 2002, and

continue through the summer. Customers

will be able to critique and offer feedback

on FSC products and services. Results will

be used to enhance product offerings and

customer interactions.

CheckFree Fund 
Xpedite Software Solution Series
The FSC has purchased and installed the

CheckFree Corporation’s commercial off-the-

shelf software reconciliation package. The

FSC will use this software to reconcile and

produce VA’s SF-224 report. CheckFree’s 

Fund Xpedite Software Solution Series

will significantly streamline the reconciliation

process. Full implementation is expected to

be completed by September 2002. 

Reduced Late Payments and Rejects
By encouraging customers to use the Web

site for “Helpful Tips,” the FSC is hoping 

to reduce interest paid to vendors for late

payments. In addition, use of these tips

is expected to reduce reject errors by 

70 percent.

New Law Enforcement 
Training Facility
The LETC’s new facility will house a state-of-

the-art indoor firing range with 15 firing

positions, an armory, weapons cleaning

area, and classrooms. It is expected to be

completed by July 2002. This facility will

greatly enhance our law enforcement

training program. 

New Home for VHA’s Records
The VA RC&V’s secure, climate-controlled

facility will be the new home of VHA’s

records. With nearly a million square feet

available for future expansion, the VA RC&V

is ready to accommodate new business.
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VA Enterprise Centers

Outlook for FY 2002
We anticipate the new year will bring many new challenges and 
opportunities for us. As we strive to provide excellent customer service 
to maintain our current customers and attract future ones, we hope to
strengthen our recognition as a preferred provider and the most 
economical, best-value source for common administrative services
throughout the Federal Government.
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Independent Auditor’s Reports

Accountants and Management Consultants

Report of Independent Certified Public Accountants

Steven D. Swanson
Director, VA Enterprise Fund Office

We have audited the accompanying Department of Veterans Affairs Franchise Fund’s consolidated balance
sheets, as of September 30, 2001 and 2000, and the related consolidated statements of net costs, changes in 
net position, budgetary resources and financing for the fiscal years then ended.  These financial statements 
are the responsibility of the VA Franchise Fund’s management.  Our responsibility is to express an opinion 
on these financial statements based on our audits. 

We conducted our audits in accordance with auditing standards generally accepted in the United States of
America and the standards for financial audits contained in Government Auditing Standards issued by the
Comptroller General of the United States, and U.S. Office of Management and Budget (OMB) Bulletin No. 
01-02, Audit Requirements for Federal Financial Statements, as amended.  Those standards require that we plan and 
perform the audit to obtain reasonable assurance about whether the financial statements are free of material
misstatement.  An audit includes examining, on a test basis, evidence supporting the amounts and disclosures 
in the financial statements.  An audit also includes assessing the accounting principles used and significant
estimates made by management, as well as evaluating the overall financial statement presentation.  We believe
our audit provides a reasonable basis for our opinion.

In our opinion, the Department of Veterans Affairs Franchise Fund’s financial statements referred to above
present fairly, in all material respects, its assets, liabilities and net position as of September 30, 2001 and 2000,
and its net costs, changes in net position, budgetary resources and reconciliations of net costs to budgetary 
obligations for the fiscal years then ended in conformity with accounting principles generally accepted in the
United States of America.

In accordance with Government Auditing Standards, we have issued our report dated January 18, 2002, on our
consideration of the Department of Veterans Affairs Franchise Fund internal control over financial reporting 
and our tests of its compliance with certain provisions of laws, regulations, and contracts.  That report is an
integral part of an audit performed in accordance with Government Auditing Standards and should be read in
conjunction with this report when considering the results of our audit.

The Management Discussion and Analysis (MD&A) is not a required part of the financial statements, but is
required by the Federal Accounting Standards Advisory Board.  We have applied certain limited procedures,
which consisted principally of inquires of management regarding the methods of measurement and 
presentation of the MD&A.  However, we did not audit the MD&A and express no opinion on it.

This report is intended for the information and use of management of the Department, VA Enterprise 
Centers, the Franchise Fund Board of Directors, Office of Inspector General of the Department of Veterans
Affairs, the OMB, and Congress and is not intended to be and should not be used by anyone other than 
those specified parties.  However, this report is a matter of public record, and its distribution is not limited.  

Vienna, VA
January 18, 2002 

Suite 372
2070 Chain Bridge Road
Vienna, VA 22182-2536
T 703.847.7500
F 703.848.9580
W www.grantthornton.com

Grant Thornton LLP
US Member of Grant Thornton International

Grant Thornton
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Accountants and Management Consultants

Report of Independent Certified Public Accountants on 
Internal Control over Financial Reporting and Compliance 
Based Upon The Audit Performed in Accordance With 
Government Auditing Standards

Steven D. Swanson
Director, VA Enterprise Fund Office

We have audited the consolidated financial statements of the Department of Veterans Affairs (VA) Franchise
Fund, as of and for the fiscal years ended September 30, 2001 and 2000, and have issued our report thereon
dated January 18, 2002.  We conducted our audits in accordance with auditing standards generally accepted in
the United States of America, the standards applicable to financial audits contained in Government Auditing
Standards, issued by the Comptroller General of the United States, and the requirements of the U.S. Office of
Management and Budget (OMB) Bulletin No. 01-02, Audit Requirements for Federal Financial Statements.

Internal Control Over Financial Reporting
In planning and performing our audits, we considered the VA Franchise Fund’s internal control over 
financial reporting and safeguarding assets in order to determine our auditing procedures for the purpose of
expressing our opinion on the financial statements and not to provide assurance on the internal control over
financial reporting.  We evaluated management’s assertion about the effectiveness of its internal controls
designed to safeguard assets against loss from unauthorized acquisition, use, or disposition; assure the
execution of transactions in accordance with laws governing the use of budget authority and with other laws
and regulations that have a direct and material effect on the financial statements; and properly record,
process, and summarize transactions to permit the preparation of reliable financial statements and to 
maintain accountability for assets.

Material weaknesses are reportable conditions in which the design or operation of one or more of the 
internal control components does not reduce to a relatively low level the risk that misstatements in amounts
that would be material in relation to the financial statements being audited may occur and not be detected
within a timely period by employees in the normal course of performing their assigned functions.  Because of
inherent limitations in internal controls, misstatements, losses, or noncompliance may nevertheless occur and
not be detected.

During the course of our audit it was brought to our attention by the VA Office of the Inspector General 
that other auditors noted certain matters involving the internal control over financial reporting that they 
considered to be deficiencies in the design or operations of the internal control over financial reporting that
could affect the VA’s (Department-wide Consolidated) ability to record, process, summarize, and report
financial data consistent with the assertions of management in the financial statements.  The VA’s financial
statements include the component named Franchise Fund.  The material weakness and reportable condition
are directly related to one of the enterprise centers within the Franchise Fund.  The material weakness and
reportable condition are described in the following paragraphs.

Suite 372
2070 Chain Bridge Road
Vienna, VA 22182-2536
T 703.847.7500
F 703.848.9580
W www.grantthornton.com

Grant Thornton LLP
US Member of Grant Thornton International

Independent Auditor’s Reports

Grant Thornton



Material Weakness—Information Technology (IT)
Franchise Fund’s financial data is at risk due to serious weaknesses related to control and oversight over 
access to its information system.  These weaknesses placed financial data at risk of inadvertent or deliberate
misuses, fraudulent use, or destruction, possibly occurring without detection.  The VA Office of Inspector
General first reported this condition in its fiscal year 1997 audit report and made recommendations for VA 
to implement a comprehensive security program that would improve these controls.  VA first reported IT
security controls as a material weakness in its Federal Managers’ Financial Integrity Act (FMFIA) report for 
fiscal year 1998.  

Recommendation
We concur with the recommendations in the VA’s fiscal year 2001 consolidated financial audit report which 
recommends that appropriate resources and accountability mechanisms be applied in order that the planned
actions will be accomplished within a acceptable timeframe and will remediate the deficiencies identified in 
the Government Information Security Reform Act Process.

Reportable Condition—Application Program and Operating System Change Controls
Weaknesses in application program change controls and operating system change controls existed at the data
center.  Weaknesses include: inappropriate access capabilities by application programmers and system support
staff to production data; lack of application change procedures; inadequate procedures for testing, approving,
and migrating system software changes; and inadequate application program change tracking procedures.

Recommendation
We concur with the recommendations in the VA’s fiscal year 2001 consolidated financial audit report which 
recommends that improved controls over application program and operating system changes be instituted,
communicated and enforced throughout the data center.

Compliance with Laws and Regulations
The VA Franchise Fund’s management is responsible for complying with laws and regulations applicable to 
the agency.  As part of obtaining reasonable assurance about whether the VA Franchise Fund’s financial 
statements are free of material misstatement, we performed tests of compliance with certain provisions of 
laws, regulations, and contracts which could have a direct and material effect on the determination of 
financial statement amounts.  The results of our tests disclosed no instances of noncompliance that are
required to be reported under OMB Bulletin No. 01-02.  Providing an opinion on compliance with laws and 
regulations was not an objective of our audit and accordingly, we do not express such an opinion.

This report is intended for the information and use of management of the Department, VA Enterprise 
Centers, the Franchise Fund Board of Directors, Office of Inspector General of the Department of Veterans
Affairs, the OMB, and Congress and is not intended to be and should not be used by anyone other than 
those specified parties.  

Vienna, VA
January 18, 2002
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Department of Veterans Affairs Franchise Fund

Consolidated Balance Sheets 
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2001 2000

As of September 30, Restated

(Dollars in Thousands)

Assets

Intragovernmental

Fund Balance with Treasury (Note 2) $ 52,055 $ 44,996 

Accounts Receivable 14,422 10,044 

Other  Assets 867 1,886 

Total Intragovernmental 67,344 56,926 

Accounts Receivable 57 3 

Property, Plant and Equipment, Net (Note 3) 22,197 20,590 

Other Assets 1 0 

Total  Assets $ 89,599 $ 77,519 

Liabilities

Intragovernmental Liabilities

Accounts Payable $ 212 $ 162 

Other Liabilities (Note 4) 1,670 9,161 

Total Intragovernmental 1,882 9,323 

Accounts Payable 3,861 2,094 

Other Liabilities (Note 4) 22,265 18,946 

Total Liabilities 28,008 30,363 

Net Position

Unexpended Apportionments (Note 5) 42,354 33,969 

Cumulative Results of Operations 19,237 13,187 

Total Net Position 61,591 47,156 

Total Liabilities and Net Position $ 89,599 $ 77,519 

The accompanying notes are an integral part of these financial statements.



Consolidated Statement of Net Costs 
& Consolidated Statement of Changes 
in Net Position 

27VA Enterprise Centers 2001 Annual Report

Consolidated Statement of Net Costs
For the Fiscal Years Ended September 30, 2001 2000

(Dollars in Thousands)

Program Costs
Intragovernmental   $ 24,673 $ 3,516 
With the Public 106,280 122,532 

Total Program Costs 130,953 126,048 

Less Earned Revenues (140,985) (137,743)

Net Program Costs $ (10,032) $ (11,695)

Consolidated Statement of Changes 
in Net Position 2001 2000 

For the Fiscal Years Ended September 30, Restated

(Dollars in Thousands)

Net Cost of Operations $(10,032) $ (11,695)

Financing Sources (Other than Exchange Revenues)
Imputed Financing 3,903 2,999 
Transfers-Out 512 204 

Subtotal 4,415 3,203 

Net Results of Operations 14,447 14,898 

Cumulative Effect of Change in Accounting  Principle (Note 6) (1) 0 

(Decrease) Increase in Unexpended Appropriations 
and Non-Operating Changes (11) 3,856 

Change in Net Position 14,435 18,754 

Net Position—Beginning of Fiscal Year 47,156 28,402 

Net Position—End of Fiscal Year $ 61,591 $ 47,156

The accompanying notes are an integral part of these financial statements.

Department of Veterans Affairs Franchise Fund



Consolidating Statement 
of Budgetary Resources 

28 Comprehensive Business Solutions for Today’s Government

For the Fiscal Years Ended September 30, 2001 2000

(Dollars in Thousands)

Budgetary Resources
Unobligated Balance at Beginning of Fiscal Year (Note 5) $ 5,926 $ 17,645 

Spending Authority from Offsetting Collections 144,754 147,498 

Total Budgetary Resources 150,680 165,143 

Status of Budgetary Resources
Obligations Incurred 112,664 159,217 

Unobligated Balance Available (Note 5) 36,221 5,926 

Unobligated Balance Not Yet Available (Note 5) 1,795 0 

Total Status of Budgetary Resources 150,680 165,143 

Outlays
Obligations Incurred 112,664 159,217 

Less:  Spending Authority from Offsetting Collections and Adjustments (144,754) (147,498)

Subtotal (32,090) 11,719 

Obligated Balance, Net–Beginning of Fiscal Year 39,069 16,035 

Less:  Obligated Balance, Net–End of Fiscal Year (14,039) (39,069)

Total Outlays $ (7,060) $ (11,315)

The accompanying notes are an integral part of these financial statements.

Department of Veterans Affairs Franchise Fund
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2001 2000
For the Fiscal Years Ended September 30, Restated
(Dollars in Thousands)

Obligations and Non-budgetary Resources
Obligations Incurred $ 112,664 $ 159,217 

Less:  Spending Authority from Offsetting Collections and Adjustments (144,754) (147,498)

Financing Imputed for Cost Subsidies 3,904 2,999 

Transfers-In (Out) 9,341 204 

Total Obligations as Adjusted and Non-budgetary Resources (18,845) 14,922 

Resources That Do Not Fund Net Cost of Operations
Change in Amount of Goods Services and Benefits Ordered but Not

Yet Provided (Net Increases) Net Decreases 27,498 (25,645)

Change in Unfilled Customer Orders (5,432) 2,496 

Costs Capitalized on the Balance Sheet (Increases) Decreases

General Property, Plant and Equipment (13,768) (15,362)

Adjustments to Costs Capitalized on the Balance Sheet (54) (3)

Other 0  2,860 

Total Resources That Do Not Fund Net Costs of Operations 8,244 (35,654)

Components of Costs of Operations That 
Do Not Require or Generate Resources

Depreciation and Amortization 4,987 2,893

(Loss) Gain on Disposition of Assets 742 153 

Other (5,160) 5,991 

Total Costs That Do Not Require Resources 569 9,037 

Net Cost of Operations $ (10,032) $ (11,695)

The accompanying notes are an integral part of these financial statements.

Department of Veterans Affairs Franchise Fund
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NOTE 1—SUMMARY 
OF SIGNIFICANT
ACCOUNTING POLICIES

Reporting Entity
Created by Congress in 1996, as one of six

Franchise Fund pilots operating within the

Executive Branch of Government, VA’s

Franchise Fund (the Fund), supports VA’s

mission by supplying common adminis-

trative services at competitive prices.  By

law, the business lines within the Fund can

only sell to Federal entities.  The Fund

accounted for its funds in six lines of

business (VA Enterprise Centers) and in

one administrative organization: Austin

Automation Center, Debt Management

Center, Financial Services Center, Law

Enforcement Training Center, Security and

Investigations Center, VA Records Center

and Vault and the Enterprise Fund Office.

Basis of Accounting
The accompanying consolidated financial

statements have been prepared in accor-

dance with Federal Accounting Standards

Advisory Board (FASAB) standards and

related concepts.  The American Institute

of Certified Public Accountants (AICPA)

designated FASAB as the accounting

standard-setting body for Federal govern-

mental entities.  As a result, accounting

principles promulgated by FASAB are con-

sidered accounting principles generally

accepted of the United States of America

for Federal governmental entities.

Principles of Consolidation
The consolidated financial statements

include the six individual activity centers of

the Fund.  All material intra-fund transac-

tions have been eliminated.

Accounts Receivable
Intragovernmental accounts receivable are

from other Federal entities and are con-

sidered fully collectible; therefore no

allowance for uncollectible accounts is

necessary.

Public accounts receivable are incurred

when the Fund makes payments on behalf

of their employees.  Examples of this

would be for Permanent Changes of Station

(PCS) travel or advances for Federal

Employees Health Benefits (FEHB) when

employees are on leave without pay and

their health benefits are paid to the health

carriers.  These receivables are considered

fully collectible; therefore no allowance for

uncollectible accounts is necessary. 

Other Liabilities
Other liabilities are classified as either

intragovernmental or public.

Intragovernmental liabilities arise from

transactions between the Fund and Federal

entities, whereas public liabilities arise

from transactions between the Fund and

non-Federal entities.  Budgetary resources

cover all other liabilities, both intragovern-

mental and public. 

Revenues and Financing Sources
The Fund receives an annual apportionment

that allows it to incur obligations and to

recognize revenue from its customers on a

"fee-for-service" basis.  Exchange revenues

are recognized when earned.  Expenses are

recognized when incurred.  All significant

intra-entity balances and transactions have

been eliminated in consolidation.

For financial reporting purposes under

accrual accounting, operating expenses are

recognized currently, while those for capital

and other long-term assets are capitalized

and not recognized as expenses until

actually used.  Financing sources for these

expenses, which derive from both current

and prior year appropriations and opera-

tions, are also recognized this way.

Annual, Sick and 
Other Types of Leave
Annual leave is accrued when earned and

the accrual is reduced when leave is used.

At least once a year, the balance in the

accrued annual leave account is adjusted to

reflect current pay rates of cumulative

annual leave earned but not taken.  Sick and

other types of leave are expensed as taken.

Imputed Financing 
The imputed financing of retirement benefit

costs is borne by the Office of Personnel

Management to support the retirement of

our employees.  This cost is not included

within the billing rates charged to customers.

Department of Veterans Affairs Franchise Fund

September 30, 2001 and 2000

(Dollars in Thousands)
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NOTE 2—FUND BALANCE WITH TREASURY
The undisbursed account balance for the Fund is a revolving

fund comprised of only entity assets.  The funds available as of

September 30:

2001 2000

Fund Balance with Treasury $52,055 $44,996

NOTE 3—PROPERTY, PLANT AND EQUIPMENT
Property, plant and equipment, including transfers from other

Federal agencies, are recorded at cost.  Expenditures for major

additions, replacements, and alterations are capitalized.  Routine

maintenance is expensed when incurred.  Items costing over

$5,000 with a useful life of two years or more are capitalized.

Equipment is depreciated using the straight-line method over the

estimated useful life, usually three to five years.

The property, plant and equipment for the Franchise Fund as of

September 30:

2001 2000
Net Net 

Accumulated Book Book
Cost Depreciation Value Value

Furniture & 

Equipment $    2,410 $      (915) $    1,495 $    1,564

ADP Equipment 12,826 (5,556) 7,270 7,799

Software 8,183 (4,110) 4,073 4,268

Leasehold 

Improvements 15,105 (5,746) 9,359 6,959

Total Property, 

Plant and 

Equipment $38,524 $(16,327) $22,197 $20,590

NOTE 4—OTHER LIABILITIES
Budgetary resources fund all other liabilities, both intragovern-

mental and public.

2001 2000

Intragovernmental

Accrued Payables–Federal $ 1,480 $ 4,014

Advances–Federal 190 5,147

Total Intragovernmental Liabilities $ 1,670 $ 9,161

Public

Accrued Payables $ 17,621 $ 13,798

Accrued Salaries & Wages 1,708 2,406

Accrued Funded Annual Leave 2,936 2,742

Total Public Liabilities $22,265 $ 18,946

NOTE 5—UNEXPENDED APPORTIONMENT
The Fund does not receive an appropriation from Congress.  

The Fund receives an annual apportionment that allows it to

incur obligations and to recognize revenue from its customers

on a "fee-for-service" basis.

2001 2000

Unobligated Apportionment

Available $ 36,221 $ 5,926

Unavailable 1,795 0

Undelivered Orders 

Unpaid 4,338 28,043

Total Unexpended 

Apportionment $ 42,354 $ 33,969

NOTE 6—CHANGE IN ACCOUNTING POLICY
Prior to 2001, the VA Franchise Fund’s capitalization threshold

was $300 for property, plant and equipment.  In January 2001,

the threshold was raised to $5,000.  This new threshold was

applied to purchases made on or after October 1, 2000.

Department of Veterans Affairs Franchise Fund

September 30, 2001 and 2000

(Dollars in Thousands)
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NOTE 7—RESTATEMENT OF FISCAL YEAR 2000
The accompanying 2000 consolidated financial statements have been restated to reflect the recording and clas-

sification of leasehold improvements that were excluded from the previously issued 2000 financial statements.

The effect of the restatement was to increase property, plant and equipment and increase cumulative results of

operations by $4,455.  The leasehold improvements had not been capitalized nor expensed in the previously

issued financial statements.

2000 2000 Variance

(Restated)

Balance Sheet

Property, Plant & Equipment $ 16,135 $ 20,590 $ 4,455

Total Assets 73,064 77,519 4,455

Total Net Position 42,701 47,156 4,455

Total Liabilities & Net Position 73,064 77,519 4,455

Net Costs
No Change

Changes in Net Position
(Decrease) Increase in Unexpended 

Apportionment and Non-Operating Changes (599) 3,856 4,455

Changes in Net Position 14,299 18,754 4,455

Net Position—End of Period 42,701 47,156 4,455

Budgetary Resources
No Change

Financing
Costs Capitalized on the Balance Sheet (Increases) Decreases 

Property, Plant & Equipment (10,907) (15,362) (4,455)

Total Resources That Do Not Fund Net Cost of Operations (31,199) (35,654) (4,455)

Components of Costs of Operations That Do

Not Require or Generate Resources

Other 1,536 5,991 4,455

Total Costs That Do Not Require Resources $ 4,582 $ 9,037 $ 4,455

Department of Veterans Affairs Franchise Fund

September 30, 2001 and 2000

(Dollars in Thousands)
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AEs  . . . . . . . . . .Account Executives

AAC  . . . . . . . . . .Austin Automation Center

AICPA  . . . . . . . .American Institute of Certified Public Accountants

CIPS  . . . . . . . . .Centers Information Processing System

CASU . . . . . . . . .Cooperative Administrative Support Unit

CAPPS  . . . . . . . .Computer Assisted Payment Processing System

CCPC . . . . . . . . .Consolidated Co-payment Processing Center 

CRMs . . . . . . . . .Customer Relationship Managers

DASD  . . . . . . . .Direct Access Storage Devices

DMC  . . . . . . . . .Debt Management Center

DoD  . . . . . . . . .Department of Defense

DMS  . . . . . . . . .Document Management System

EDI  . . . . . . . . . .Electronic Data Interchange

EFT  . . . . . . . . . .Electronic Funds Transfer

EFO . . . . . . . . . .Enterprise Fund Office

FACTII  . . . . . . . .Financial Agencies Consolidated Trial Balance

FASAB  . . . . . . . .Federal Accounting Standards Advisory Board

FBI  . . . . . . . . . .Federal Bureau of Investigation

FEHB . . . . . . . . .Federal Employees Health Benefits

FMFIA  . . . . . . . .Federal Managers’ Financial Integrity Act

FSC  . . . . . . . . . .Financial Services Center

GAO  . . . . . . . . .General Accounting Office

GSA  . . . . . . . . . .General Services Administration

INS  . . . . . . . . . .Immigration and Naturalization Service 

IT  . . . . . . . . . . .Information Technology

LETC  . . . . . . . . .Law Enforcement Training Center

MD&A  . . . . . . . .Management Discussion and Analysis

MLAC  . . . . . . . .Mortgage Loan Accounting Center

NARA . . . . . . . . .National Archives and Records Administration

NGIT  . . . . . . . . .Northrop Grumman Information Technology

OFHEO  . . . . . . .Office of Federal Housing Enterprise Oversight

OMB  . . . . . . . . .Office of Management and Budget

PCS  . . . . . . . . . .Permanent Change of Station

SIC  . . . . . . . . . .Security and Investigations Center

TAR  . . . . . . . . . .Taxpayer Address Request

TOP . . . . . . . . . .Treasury Offset Program

USPS  . . . . . . . . .United States Postal Service

VA  . . . . . . . . . . .Department of Veterans Affairs

VA RC&V  . . . . . .VA Records Center and Vault

VBA  . . . . . . . . . .Veterans Benefits Administration

VHA . . . . . . . . . .Veterans Health Administration

VIS . . . . . . . . . . .Vendor Inquiry System

VISNs  . . . . . . . .Veterans Integrated Service Networks

Acronyms



Austin Automation Center
Development Office
1615 Woodward Street
Austin, TX 78772
512-326-6014 • 512-326-6922 (fax)
dvac@mail.va.gov
http://www.aac.va.gov

Debt Management Center
P.O. Box 11930
St. Paul, MN 55111
612-970-5700 • 612-970-5687 (fax)
dmc.ops@vba.va.gov
http://www.va.gov/debtman

Financial Services Center
Strategic Business Development and Oversight
1615 Woodward Street
Austin, TX 78772
512-460-5010 • 512-460-5117 (fax)
bso@mail.va.gov
http://www.fsc.va.gov

Law Enforcement Training Center
Business Office
2200 Fort Roots Drive, Building 104
North Little Rock, AR 72114
501-257-4160 • 501-257-4145 (fax)
ronald.angel@med.va.gov
http://www.va.gov.osle/valetc

Security and Investigations Center
810 Vermont Avenue, N.W. (07C)
Washington, DC 20420
202-273-5510 • 202-273-7095 (fax)
howard.boyd@mail.va.gov 
http://www.va.gov/sic

VA Records Center and Vault
Business Office
1615 Woodward Street
Austin, TX 78772
512-326-6408 • 512-326-6738 (fax)
aacvarc&v@mail.va.gov
http://www.aac.va.gov/vault/default.html
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810 Vermont Avenue, N.W. (047F) • Washington, DC 20420
202-273-9475 • 202-273-7680 (fax)

vafund@mail.va.gov • http://www.va.gov/fund


