ACE Script

Herman:  Bill, ACE, the Automated Certificate of Eligibility program has been “live” for over a year now.  How’s it doing?

Bill:  ACE is doing okay and has helped many lenders obtain an eligibility determination in seconds.  It went live on June 6, 2002.  As of June 30, 2003, there have been 211,523 requests processed through ACE.  Of these, almost 100,000 have resulted in a Certificate of Eligibility being issued.  Over 40,000 of these were to first time users of the program.

Herman:  That’s pretty impressive Bill.  In light of our experience with ACE, have we learned anything that would helpful to pass on to lenders?

Bill:  Yes, based on the many phone calls and emails I’ve received, there are some things I can pass on that might help.

First, I would recommend that lenders take a few minutes to read the circular, 26-02-8, on ACE that was put out June 7, 2002.  It can be found on the Internet under the What’s New section of the Lenders and Servicers Home Page (http://www.homeloans.va.gov/docs/26_02_8.doc)  By taking a few minutes to read this circular, lenders will be better informed and they will know what ACE can and can’t do.  This will mean they don’t have to waste their time calling!

Herman:  Do you get many calls about ACE and if so, what are some of the common questions?

Bill:  A frequent question is how does a person obtain a user id and password?  The answer is that users need to go to the TAS (the appraisal system) site which is tas.vba.va.gov to setup their account.  There are instructions at the site.  Once a user obtains a user id and password, it will work for ACE.  At this time, if a firm is listed in our records as an agent, as opposed to a lender, access to ACE will not be permitted.

Another frequent question concerns the refer messages that say the case can’t be processed online.  I get many, many calls and emails asking if ACE is down or if something is wrong.  The fact is that when a user gets a message saying the case can’t be processed online, it means just that.  The ACE application worked fine but there was either some missing data in VA’s internal records or some other inconsistency which prevented ACE from establishing eligibility and generating a Certificate of Eligibility.  

Many lenders call when they receive the refer message and ask what they can do.  Well, the answer is in the message.  It says they need to have the veteran complete VA Form 26-1880, Request for Certificate of Eligibility (COE), and submit it to the appropriate eligibility center with the veteran’s proof of service.

Herman:  Why do you think lenders might not want to do that?

Bill:  It seems that in many cases lenders are going into ACE and trying to determine eligibility just before the loan closes.  Then if ACE can’t generate a COE, they are in a time crunch.  That’s why we have always encouraged lenders to establish eligibility as early as possible in the loan process.  That way if they have to send the application to one of the eligibility centers, they will have time.

Herman:  That makes sense to me.  What are some other questions you get?

Bill:  Another frequent question comes up when ACE generates a COE and shows a loan that’s paid in full but doesn’t show the entitlement restored.  In those cases, the COE does have a statement under the Conditions block explaining what’s happening.  Basically what has happened is that although the loan may be paid in full, the vet has no applied for restoration of entitlement.  Many lenders assume that restoration of entitlement is automatic once an existing VA guaranteed loan is paid in full.  However, that’s not the case.  The law sets forth specific requirements for restoration of entitlement.  This means that a veteran must complete the VA Form 26-1880 and answer certain questions on the form.

Herman:  Do lenders need an ACE or traditional COE when processing an IRRRL (streamline) loan?

Bill:  Great question Herman.  The answer is NO!  Lenders only need confirmation of an existing VA loan.  VA has a website where lenders can input certain information and then, usually, they’ll have a response in a few hours.  By going to this website, http://www.homeloans.va.gov/ls.htm, lenders can find out more about this.  If a lender gets confirmation of the loan, then they print it out and it can be used in lieu of a COE for IRRRL loans only.

Herman:  What percent of all eligibility determinations are being made by ACE?

Bill:  It averages around 25 to 30 percent a week.  There are certain cases hat can’t be processed by ACE because there is insufficient data in our records.  When the application was deployed, we never anticipated that it would do all cases.  Rather we viewed it as another tool.  As the years go by and as enhancements are made, we expect the percentage of ACE cases to increase.

Herman:  What happens when ACE is down?

Bill:  Well, there are times when ACE, like any system, has a bad day and is unavailable.  Usually there will be a message saying it’s temporarily unavailable or that the transaction engine is out of service.  Obviously, we hope such downtime is of very short duration.  When this does happen we get calls from lenders asking how long the system will be unavailable.  The answer is always going to be as long as it takes to fix the problem!  In short, we never know just how long it might be down.  But lenders can be assured that whatever the problem is, it is being worked on.

Herman:  What should a lender do if they get an ACE COE but they just feel it’s incorrect?

Bill:  Herman that is going to happen every now and then although of course we hope it never does.  But because of missing data or other issues it may be that a lenders feels strongly that the ACE COE is wrong.  In those cases, lenders should err on the side of caution and just have the vet complete the 1880 and mail it, along with the COE and any explanatory notes to an eligibility center.

Herman:  Are there any final comments about ACE you can pass on to lenders?

Bill:  Yes Herman  ACE is another option when trying to establish eligibility for a veteran.  We are pleased with it’s performance thus far.  However, we can’t stress enough that lenders need to try and establish as early in the loan process as they can!!!!  It’s very frustrating for everyone if a lender waits until the last minute and then runs into problems.  So for everyone’s benefit, try ACE early.  If it can’t generate a COE, you’ll then have time to apply for a COE the traditional way.

