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VALERI Support for Servicers
Frequently Ask Questions 

Last Updated: May 18, 2010

Q: What is changing?

A: The VALERI Helpdesk functions are being streamlined to improve overall response time.  Servicers will continue to coordinate a majority of their issues through the Assigned Loan Technician.  The VALERI Helpdesk email, valerihelpdesk.vbaco@va.gov

, and phone number, 877-309-6947, will no longer be available to report VALERI support related questions or issues.  
Q: Who can I contact for issues regarding VALERI?

A: The person you should contact will vary based on your question.  However, the Assigned Loan Technician will continue to be your primary point of contact for most VALERI related issues.

Q:  What types of questions can the Assigned Loan Technician resolve?

A:  The Assigned Loan Technicians have the ability to resolve many issues independently or offer solutions that the Servicer can execute.  If the Assigned Loan Technician cannot resolve the issue, they will escalate the issue to second tier support for resolution.

Q: Who is my Assigned VA Loan Technician?

A:  The Assigned Loan Technician will vary by individual loan.  The contact information for the Assigned Loan Technician can be found in the Loan Information screen in VALERI.  

Q: I’ve been unable to reach my Assigned Loan Technician.  Who should I contact?  

A: In the event that a servicer is unable to contact the Assigned Loan Technician, a contact list of VA management in each Regional Loan Center (RLC) has been posted to http://www.benefits.va.gov/homeloans/valeri.asp.  

Q: VALERI is experiencing a system outage that is affecting all of my loans.  Who should I contact?

A:  System outages should always be reported by phone.  Servicers should direct system wide issues to the geographically closest Regional Loan Center (RLC).  A list of RLC phone numbers can be found at http://www.benefits.va.gov/homeloans/valeri.asp.  

Q:  I need to add, delete or modify a userID for one of my employees.  Who should I contact?

A:  User access questions should continue to be directed to the Servicers’ internal VALERI administrator.

Q: What information should I provide when escalating an issue? 

A: You should continue to provide the following information when escalating issues to the Assigned Loan Technician: 

· VA Loan Identification Number(s) impacted by the issue

· Detailed description of the problem

· Screen shot of the error and/or message attached to your email in MS Word format

· Steps you’ve taken to attempt to resolve the issue. 

Q: The information in my servicing system and in VALERI is different.  Who should I contact?  

A: This issue is related to Data Quality and should continue to be escalated to valeridataquality.vbaco@va.gov.  You may also contact the Assigned Loan Technician who can escalate this issue on your behalf. 

Q: Will the regularly scheduled Servicer calls continue?  

A: Yes.  There are no plans to change the frequency or content of the Servicer calls.  
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