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PAYMENT INFORMATION CENTER





1.	Purpose.  The purpose of this circular is to announce the establishment of the PIC (Payment Information Center).  The PIC will work in conjunction with the VA lockboxes in the Philadelphia VARO&IC to resolve issues that arise concerning both portfolio loan and funding fee payments.  These problems are currently forwarded from the lockboxes to Austin Finance Center which, in turn, submits the unresolved issues to the regional offices.





2.	Background.  Loan Guaranty program participants submit portfolio loan and funding fee payments to the lockboxes located at the Philadelphia VARO&IC where the funds are deposited.  Surveys conducted at the lockbox indicate that between 8 and 14 percent of all remittances cannot be processed in a timely manner.  Until now, all related correspondence, incorrect and incomplete coupons and transmittal forms, erroneously completed checks, etc., have been held aside by the lockbox and sent to Austin Finance Center for resolution.  Items that could not be resolved by Austin Finance Center were forwarded to the appropriate regional office.





3.	PIC (Payment Information Center).  All payments received at the lockboxes that contain incomplete or missing documentation or that include requests for assistance, as well as all miscellaneous correspondence submitted to the lockboxes by mistake, will be referred to the PIC.  The PIC is responsible for resolving problems and responding directly to routine correspondence (e.g., changes of address).  Problems such as refunding mispaid funding fees that must be resolved at the local level will be referred by the PIC directly to the regional office of jurisdiction for action.  The PIC should provide improved response time in resolving problems, faster application of funds to VA accounts, and reduced workloads for regional office personnel.





4.	Funding Fees and Related Correspondence.  The Philadelphia Lockbox receives correspondence from veterans and lenders requesting reimbursement of erroneously paid fees, complete loan packages submitted for guarantee, unsigned checks, letters contesting the assessment of late fees, incomplete funding fee transmittal forms, requests for duplicate receipts, etc.  The PIC staff will resolve the straightforward problems such as incomplete transmittal. forms and unsigned checks and will forward the rest directly to the appropriate regional office.  In addition, questions and problems that field station personnel cannot resolve such as verifying payment of a funding fee must be submitted to the PIC instead of Austin Finance Center or VA Central Office.  The PIC will work with Austin Finance-Center and VACO as necessary to resolve issues.  Program participants should not be referred to the PIC.
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5.	Portfolio Loan Payments and Related Correspondence.  Portfolio loan payments that do not contain payment  notices  will be forwarded to the PIC for indexing and account identification, a function previously performed by Austin Finance Center.  Corre�spondence frequently accompanies the monthly loan payment.  The PIC will now screen such correspondence and provide information directly to the borrower when the information is readily available to personnel from PLS (Portfolio Loan System).  Examples of the information that will be provided include account balances, pay�ment confirmation, and date of payment for property taxes or insurance.  Correspondence involving delinquent loans and other servicing issues will be forwarded from the PIC to the appropriate regional office for resolution.  The PIC will advise individual regional offices when information is provided to program partic�ipants in their jurisdiction.  Messages on individual accounts will be entered on the appropriate PLS-PLN screen.  In addition, information will either be transmitted from the PIC via WANG E-mail to an E-mail address provided by each regional office or by telephone to the regional office liaison.





6.	 Regional Office Liaison Person.  Regional offices will designate one or more liaisons to communicate with PIC personnel for any of the reasons stated above.  Liaisons should contact the PIC if program participants present personnel with questions or problems regarding missing receipts, suspected overpayments, etc., instead of contacting Austin Finance Center or Central Office Loan Policy staff.  Liaisons will neither refer lenders and other program participants to the PIC nor provide the phone number or address of the PIC to program participants.





7.	The Payment Information Center  may  be  contacted  as  follows:





E-Mail			VBA-PIC


Routing Symbol		310/265


Telephone		(215) 951-5993/S994 (commercial) 486-5993/5994 (FTS)


Address			Payment Information Center (265) VA Regional Office & Insurance Center


			P. 0. Box 8079 Philadelphia, PA  19101





8.	 Stations are requested to send their E-mail address, liaisons' names, and appropriate telephone numbers to the E-mail address indicated above.








		D'Wayne Gray


		Chief Benefits Director
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