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Disclaimer

This PCA Procedures Manual is designed to enhance and expound upon contractual
requirements as outlined in the RFQ and the Statement of Work. The Manual establishes
many of the day-to-day procedures and policies necessary for Private Collection Agencies
to collect defaulted federal student loans and grant overpayments under the U. S.
Department of Education collections contract.

The Manual does not provide comprehensive guidance of all regulatory and contractual
requirements. Nor does the Manual relieve private collection agencies and affiliated
contractors of their obligation to comply with all of the statutory and regulatory provisions
governing the statement of work. In addition, it does not relieve the above from
compliance with all contract requirements and other statutes and guidelines (including
specific processing/training manuals) that are applicable to the ED collections contract.
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CHAPTER 1:
LAW AND REGULATIONS

l. LOAN AND GRANT PROGRAMS

The U.S. Department of Education (ED), Federal Student Aid, Borrower Services, Default
Resolution Group, performs collection and administrative resolution activities on debts resulting
from non-payment of student loans and grant overpayments made under the various Title [V
student aid programs.

A. Federal Family Education Loan (FFEL) Program:

» Stafford Loan Program
The Stafford Loan Program [formerly the Guaranteed Student Loan { GSL} Program] is
authorized by Title IV, Part B of the Higher Education Act of 1965, as amended (the
HEA) (20 U.S.C. 1071 et seq.). Participating lending institutions using non-Federal funds
make these loans. The loans are either guaranteed by state or private non-profit guaranty
agencies and reinsured by the Federal Government, or are insured directly by the Federal
Government. The guaranty agencies, lenders or subsequent note holders will adhere to
the due diligence requirements in making, disbursing, servicing and collecting loans as
outlined in the applicable regulations, 34 CFR 682.206-208; 34 CFR 682.411; and 34
CFR 682.507.

» Supplemental Loans for Students
The Supplemental Loans for Students (SLS) are authorized by section 428A of the HEA
(20 U.S.C. 1087-1). Under the SLS Program, banks and other financial institutions make
loans to independent undergraduate, graduate, and professional students with similar due
diligence requirements for all note holders.

» FFEL Consolidation Loan Program
The FFEL Consolidation Loan Program is authorized by section 439(0) of the HEA (20
U.S.C. 1087-2(0)). Under the consolidation loan program, eligible lenders make loans to
consolidate all of a borrower's education financed student loans, including FFEL, Direct
Loan Stafford, PLUS, Perkins, and Health Professions Loans. Once these loans are
granted, applicable due diligence is required of all note holders.

» Parent PLUS Loan Program
The Parent PLUS Loan Program [formerly Parental Loans for Undergraduate Students] is
authorized by section 428B of the HEA (20 U.S.C. 1078-2). Under the Parent PLUS
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program, banks and other financial institutions make loans to parents of dependent
students. Certain regulatory due diligence will be followed by all note holders.

» Graduate/Professional PLUS Loans
Under the Higher Education Reconciliation Act of 2005 (HERA), graduate or
professional students became eligible to borrower under the PLUS Loan Program. The
terms and conditions applicable to Parent PLUS Loans are also applicable to
Graduate/Professional PLUS Loans. The holder of the note must adhere to all due
diligence requirements as provided by applicable regulations.

B. William D. Ford Federal Direct Loan Program:

Under the William D. Ford Federal Direct Loan Program (Direct Loan), the Secretary makes
loans to enable a student or parent to pay the costs of the student's attendance at a postsecondary
school.

» Federal Direct Stafford/Ford Loan Program
The Federal Direct Stafford/Ford Loan Program is authorized by Title IV, Part D of the
HEA (20 U.S.C. 1087a et seq.). Loans made under this program are referred to as Direct
Subsidized Loans. This program provides loans to undergraduate, graduate, and
professional students attending schools participating in the Direct Loan Program. The
Secretary subsidizes the interest while the borrower is in an in-school, grace, or
deferment period.

» Federal Direct Unsubsidized Stafford/Ford Loan Program
The Federal Direct Unsubsidized Stafford/Ford Loan Program is authorized by Title IV,
Part D of the HEA (20 U.S.C. 1087a et seq.). Loans made under this program are
referred to as Direct Unsubsidized Loans. This program provides loans to undergraduate,
graduate, and professional students attending schools participating in the Direct Loan
Program. The borrower is responsible for the interest that accrues during any period.

» Federal Direct PLUS Program
The Federal Direct PLUS Program is authorized by Title IV, Part D of the HEA (20
U.S.C. 1087a et seq.) and the HERA. This program provides loans to parents of
dependent students and graduate or professional students attending schools that
participate in the Direct Loan Program. The borrower is responsible for the interest that
accrues during any period.

» Federal Direct Consolidation Loan Program
The Federal Direct Consolidation Loan Program is authorized by Title IV, Part D of the
HEA (20 U.S.C. 1087a et seq.). This program provides loans to borrowers who
consolidate their FFEL, and Direct Loan Stafford and PLUS Loans. Currently, Perkins
Loans and Health Professions Loans may only be consolidated into a Direct
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Consolidation Loan if at least one FFEL or Direct Loan program loan is included in the
consolidation. There are three types of Direct Consolidation Loans:

o Direct Subsidized Consolidation Loans. Subsidized Title IV education loans may
be consolidated. Interest is not charged to the borrower during in-school and
deferment periods.

o Direct Unsubsidized Consolidation Loans. Certain Federal education loans may
be consolidated into a Direct Unsubsidized Consolidation Loan. The borrower is
responsible for the interest that accrues during any period.

o Direct Plus Consolidation Loans. Parent Loans for Undergraduate Students,
Federal PLUS, Direct PLUS, and Direct Plus Consolidation may be consolidated
into a Direct PLUS Consolidation Loan. The borrower is responsible for the
interest that accrues during any period.

C. Perkins Loan Program:

The Perkins Loan Program [formerly the National Defense/Direct Student Loans {NDSL}
Program] is authorized by Title IV, Part E of the HEA (20 U.S.C. section 1087aa et seq.). Under
this program, ED assists in the establishment and maintenance of revolving loan funds at
institutions of higher education to provide low-interest, long-term loans to help financially needy
students pay their educational costs. Students will apply directly to their schools to participate in
the Perkins Loan program.

Perkins regulations, 34 CFR Part 674 Subpart C, require schools to exercise due diligence in the
collection of Perkins accounts. However, in 1979, because of rising institutional Perkins default
rate, ED implemented provisions of the HEA, whereby schools could submit defaulted loans to
ED for additional collection activity (20 U.S.C. Section 1087cc (a)).

D. Pell Grant Program:

The Pell Grant Program is authorized by section 411 of the HEA (20 U.S.C. section 1070a et
seg.). An individual student's award is based upon his/her enrollment status, the cost of
attendance at the institution, and his/her Student Aid Index. Using this information and the Pell
Grant Payment Schedule for the appropriate year, the financial aid officer at the institution
calculates the student award.

When a student receives a grant greater that he/she is entitled to receive, he/she is considered to
have received an overpayment. Overpayments may occur through incorrect calculation of an
award, through incorrect information reported by a student on his/her financial aid application, a
student dropping or withdrawing from class or a student's failure to make satisfactory academic
progress. If the overpayment is not caused by an institutional error, the recipient is liable for
repayment. In these cases, an institution will submit the debt to ED for collections as outlined in
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the Pell Grant regulations, 34 CFR 690.79, whenever the institution encounters difficulty in
collecting the overpayment.

E. Academic Competitiveness Grant Program:

The Academic Competitiveness Grant (ACG) was created under the Higher Education
Reconciliation Act of 2005 for full-time students at degree-granting institutions who are
recipients of Federal Pell Grants and are U.S. Citizens. The student must be enrolled in the first
or second academic year of his or her program of study and completed a rigorous secondary
school program of study. As with the Pell Grant Program, if an overpayment occurs, an
institution will submit the debt to ED should the institution encounter difficulties in collecting
the overpayment.

in Talent

The National Science and Mathematics Access to Retain Talent (SMART) Grant was created
under the Higher Education Reconciliation Act of 2005 for full-time students enrolled in the
third and fourth academic year of his or her program of study at a four-year degree-granting
institution. Additionally the student must be majoring in physical, life, or computer science,
engineering, mathematics, technology, or a critical foreign language. As with the Pell Grant
Program, if an overpayment occurs, an institution will submit the debt to ED should the
institution encounter difficulties in collecting the overpayment.

G. TEACH Grant;

Effective July 1, 2008, the College Cost Reduction and Access Act (CCRAA) of 2007,
established the Teacher Education Assistance for Higher Education (TEACH) Grant Program to
provide assistance to students who plan to become teachers and teachers who are obtaining
graduate degrees. In exchange for the grant, candidates must agree to serve as a full-time
teacher at certain schools and within certain fields for at least four academic years within eight
years after completing the course of study for which the candidate received the grant. If the
candidate fails or refuses to carry out his or her teaching obligation, the amounts of the TEACH
Grants received are treated as an unsubsidized Direct Loan and must be repaid with interest.

If an overpayment occurs, the grant will continue to be treated as a grant and an institution will
submit the debt to ED should the institution encounter difficulties in collection the overpayment.

The Supplemental Educational Opportunity Grant (SEOG) program is authorized under section
413A et seq. of the HEA (20 U.S.C. section 1070b et seq.). The program was initially authorized
and incorporated into the Higher Education Act by the Education Amendments of 1972 (Public
Law 92-318). It superseded the Basic Educational Opportunity Grants Program that was
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* Brief call summary
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I have been given an opportunity for a hearing to object to garnishment. I now withdraw any
request for a hearing that I have filed.

This letter confirms my acceptance into the loan rehabilitation program and my agreement to repayment
of my defaulted federal family education loan (FFEL) program student loans held by the U.S. Department
of education (department). I understand that compliance with this agreement is a prerequisite to the sale
of my loan(s) to the authorized, department-approved lender and rehabilitation of my loan(s).

Please check the appropriate paragraph:

() I understand that I must make at least nine (9) monthly payments in the amount of <month-pay>,
beginning <due-date>, with each payment due on the same day each month thereafter. I must make the full
payments in the agreed amount within twenty (20) days of their monthly due dates over a ten month period.
If I fail to make the required number of on-time payments over a ten (10) month period, I will need to begin a
new series of agreed-upon payments in order to qualify for rehabilitation of my loans.

() I'am currently making monthly payments. I understand that these payments, if made on the same
schedule noted above and at least in the amount stated above may be included in the calculation of the
required minimum number of monthly payments. I will continue to meet my established monthly
payment schedule

I also understand and agree to the following terms and conditions:

I agree that if I do not honor this agreement, the department can start garnishing my pay at the rate of 15% of
my disposable pay or the installment payment amount then in effect, whichever is less, without giving me
further notice or any new opportunity for a hearing before that garnishment starts. I understand that if the
department starts garnishing my wages in the future, I can then object to garnishment, and the department
will give me a hearing on my objection(s).

I agree that —

e The department will give me a hearing on objections I make in the future, but it will not delay or
suspend garnishment while it hears and makes a decision on my objections;

e [ can object in the future that garnishment would cause financial hardship to me and my
dependents;

e | owe the amount stated in the notice of proposed garnishment I have just been sent, and I waive
any future objection that I do not owe that amount;

e | can object to garnishment for reasons that arise after the date of this agreement;

e Ican also object to garnishment, if I believe that I am entitled to have this debt discharged or that
I am protected by law from administrative wage garnishment;

e [ understand the agreement is void if I do not honor the terms of this agreement by making a
minimum of nine (9) full monthly payments within twenty days of the monthly due date over a
ten (10) month period. Should this occur, I will need to begin a new series of agreed-upon
payments in order to qualify for rehabilitation of my loans;

e [ cannot change the monthly payment amount without the department’s agreement or the
agreement of the collection agency servicing my account;
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e | must continue to make monthly payments to the department beyond the required minimum
period until I am notified in writing by the department or my new lender that the sale has been
completed and that I am to begin making payments directly to my lender;

e Any interest that I owe at the time my loan (s) is sold will be capitalized by the lender, that is, the
lender will add any unpaid interest to the principal I owe on the loan (s) and this will become the
new principal balance on the loan(s). Interest will then accrue on this new higher principal. The
department agrees to waive collection of any cost the department incurs as a result of the sale of
my loan (s) under this rehabilitation agreement, unless I default on the loan(s) in the future and the
department takes assignment of the loan(s). The department will collect as part of the debt then
owed, the collection cost originally waived under this agreement. This will substantially increase
the amount that will then be owed to satisfy the debt to the department;

e After the sale of my loan (s), any payments made to the department will be forwarded to my
lender for credit to my account. Any involuntary payment (treasury offset) or post-dated check
will be refunded to me at the address on my billing statement;

e My new lender will establish a new due date and will calculate a new monthly payment amount
based upon the balance owed at the time of sale. The amount of the required monthly
installment payment may substantially increase;

I have read the above and agree to the terms and conditions of the loan rehabilitation program and this
repayment agreement.

Signature: date:
[Sign and return this agreement to the address indicated below. Keep a copy for your records.]

Return signed agreement to: U. S. Department of Education
C/o: private collection agency address

Our business hours are: Monday-Thursday 8 am - 9 pm, Friday 8am-5pm and Saturday 8 am-12
pm (CST). Our phone number is 1 888 xxx-XxXXx.

This communication is from a debt collector attempting to collect a debt and any information obtained
will be used for that purpose.

Rehabilitation Checklist
Return your agreement notice immediately! Do not delay the process of your rehabilitation
1. Ensure your name is correct.
2. Ensure monthly payment amount and date repayment started is correct.
3. Ensure you sign and date agreement notice.
4. Ensure you sign exactly as your name appears at the top of page one of the agreement notice.
5. Do not mark up or make any changes to the agreement notice. This will invalidate the

agreement notice and we will have to issue you another one.
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6. If you have any questions regarding this agreement, call your account representative
immediately at 1.888. XXX. XXXX.

7. Return your agreement notice immediately. Do not delay the process of your rehabilitation.

Two references are necessary to complete your application package. If you have not already given us two
references over the phone, please complete them below using the following rules:

Both must have complete names (no initials, titles or nicknames)
Both must have different addresses from you & each other
Both must have different phone numbers from you & each other

Save time!! Fax your rehabilitation loan application today to: XXX-XXX-XXXX

This communication is from a debt collector attempting to collect a debt, and any information obtained
will be used for that purpose.

F. AWG Rehab Agreement Letter (Perkins)

Repayment Agreement under the Perkins Loan Rehabilitation Program

Note: read this entire agreement before signing. Retain a copy for your records. Return a signed
copy to the address shown at the end of this agreement.

I have been given an opportunity for a hearing to object to garnishment. I now withdraw any request for a
hearing that I have filed.

I agree with the U. S. Department of education (department) that I will repay under the terms of this
agreement my defaulted Perkins loans held by the department. I understand that compliance with this
agreement is a prerequisite to rehabilitation of my loan (s).

() T understand that I must make 12 consecutive payments in the amount of
$«paymentamount», beginning «duedate», with each payment due on the same day each month
thereafter until a minimum of twelve consecutive monthly payments have been made.

( ) I am currently making consecutive monthly payments. I understand that these
payments, if consecutive and if made in amounts at least equal to the agreed-amount,
will be included in the calculation of the required twelve consecutive monthly payments
required for rehabilitation of the loan(s). I will continue to meet my established monthly
payment due date.

I understand that I must complete a new series of twelve (12) payments in order to qualify for
rehabilitation —

e If I fail to make the required number of payments over a twelve (12) month period,
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e If I make any payment later than fifteen (15) days after its due date, or

e If a check is returned for insufficient funds.

I also understand and agree to the following terms and conditions.

e [ cannot change the monthly payment amount without the department’s agreement or the
agreement of the collection agency servicing my account.

e The department agrees to waive collection of any cost the department incurs as a result of the
rehabilitation of my loan(s) under this agreement, unless I default on the loan(s) in the future.
The department will collect as part of the debt then owed, the collection cost originally waived
under this agreement. This will substantially increase the amount that will then be owed and
needed to satisfy the debt to the department.

If I do not honor this agreement, the department can start garnishing my pay at the rate of 15% of my
disposable pay or the installment payment amount then in effect, whichever is less, without giving me further
notice or any new opportunity for a hearing before that garnishment starts. I understand that if the
department starts garnishing my wages in the future, I can then object to garnishment, and the department
will give me a hearing on my objection(s).

[ agree that —

e The department will give me a hearing on objections I make in the future, but it will not delay or
suspend garnishment while it hears and makes a decision on my objections;

e [ can objectin the future that garnishment would cause financial hardship to me and my
dependents;

e [ owe the amount stated in the notice of proposed garnishment I have just been sent, and I waive
any future objection that I do not owe that amount;

e [ can object to garnishment for reasons that arise after the date of this agreement, and

e [ can also object to garnishment if I believe that I am entitled to have this debt discharged or that, I
am protected by law from administrative wage garnishment.

I have read the above and agree to the terms and conditions of the Perkins loan rehabilitation program and
this repayment agreement.

Signature: Date:

[Sign and return this agreement to the address indicated below. Keep a copy for your records.]

Return signed agreement to: U.S. Department of Education
C/o: PCA address

Our business hours are: Monday-Thursday 8 am - 9 pm, Friday 8am-5pm and Saturday 8 am-12
pm (CST). Our phone number is 1 888 xxx-xxxx.

This communication is from a debt collector attempting to collect a debt and any information obtained
will be used for that purpose.
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B. AWG IMFs

AWG IMFs are also handled by the Atlanta Regional. AWG IMFs address account issues
related to updating AWG accounts, employer concerns, and AWG notifications. Items PCAs
would use AWG IMFs for include the following:

Correcting or updating new or pseudo FEINs*
Requesting a merge of existing FEINs

Re-issuing withholding orders

Updating employer information on the L142 screen

(bXT)E)
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case the PCA should advise the borrower of his ineligibility and
resume collection

» Ability to benefit discharge application.
e This application should be requested if:

®=  The borrower did not have a high school diploma or GED at the
time he attended the school for which the loan was borrowed and a
diploma or GED was required for that program of study and the
school did not test the student for his ability to benefit from the
course of study, or

* The borrower did not meet his state’s legal requirements for
employment in the occupation for which the program of study was
intended because of age, a physical or mental condition, a criminal
record or other reason

e This application mav be sent directlv bv the PCA to the borrower

(B)7)E)
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INTERNAL MAIL FORM (IMF)
SECTION 1

FROM: AG REQUESTOR’S NAME &TEL#:

BORROWER’S NAME: SSN

DATE:

(circle one)
TO: ATLANTA SERVICE CENTER TO: PIC
ATTN: Contract Services Branch ATTN: Correspondence Unit

SECTION II

(b)(T)(E)

OTHER:
EXPLANATION:

ED RESPONSE:
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SIGNATURE OF LOAN ANALYST DATE
DO NOTALTER THIS FORM Revised June 2009
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B. AWG IMF
Administrative Wage Garnishment
Internal Mail Form (IMF) Employer Update
Date:
Agency Name: Agency Code:
Requested By: Contact Ph#: Ext #
Borrower Name: SSN:

Federal Employer Identification Numbers (FEIN) Update Request

(Supporting Evidence Must Be Attached For All Update Request)

CORRECT FEIN / P-FEIN:

Corporate / Company's Name:

Attn (Dept & Contact's Name):

ADDRESS:

CITY/STATE/ZIP:

TELEPHONE #: EMP FAX #:

Federal Employer Identification Numbers (FEIN) Merge Request

Attach L1145 and L142 screens with supporting documentation

CORRECT FEIN / P-FEIN:

Issue / Re- issue Withholding Order(s)

L102 Screen Must Be Clearly Documented With Reason The Order Must Be Re-issued
Check one:

Fax Telephone Number:

Employer Requested Borrower Name / SSN Changed
Employer Name/FEIN Information Changed

Borrower Intercepting Order

Original Order Never Received By Employer

Miscellaneous Reason See L102 Screen
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(b)}(7)E)
Resend/Fax:

Resend/Fax; [FX7E

Send/Fax: (b)7)(E)

Comments:

Revised June 2009

72
|

Distribution authorized to the Department of Education and its Private Collection Agency
contractors only. Other requests shall be referred to the Federal Student Aid Acquisitions Group.





















PCA Procedures Manual

(b)(7)(E)

79

—_—
Distribution authorized to the Department of Education and its Private Collection Agency

contractors only. Other requests shall be referred to the Federal Student Aid Acquisitions Group.










PCA Procedures Manual

(B)(T)(E)

|
Distribution authorized to the Department of Education and its Private Collection Agency

contractors only. Other requests shall be referred to the Federal Student Aid Acquisitions Group.




PCA Procedures Manual

REVISED 11104

83

—_—
Distribution authorized to the Department of Education and its Private Collection Agency

contractors only. Other requests shall be referred to the Federal Student Aid Acquisitions Group.



PCA Procedures Manual

(b)(T)(E)

84

—_—
Distribution authorized to the Department of Education and its Private Collection Agency

contractors only. Other requests shall be referred to the Federal Student Aid Acquisitions Group.



















PCA Procedures Manual

(B)(T)(E)

90

—_—
Distribution authorized to the Department of Education and its Private Collection Agency

contractors only. Other requests shall be referred to the Federal Student Aid Acquisitions Group.




PCA Procedures Manual

B. Sample Treasury Notice of Offset

DEPARTMENT OF THE TREASURY
FINANCIAL MANAGEMENT SERVICE
PO BOX 1686
BIRMINGHAM, ALABAMA 35201-1686

THIS IS NOT A BILL — PLEASE RETAIN FOR YOUR RECORDS

07/03/08

JOE BORROWER

23 STREET
CITYTOWN, ST 11111-2222

Dear JOE BORROWER:

As authorized by Federal law, we applied all or part of your Federal payment to a debt you owe. The government

agency (or agencies) collecting your debt is listed below.

U.S. DEPARTMENT OF EDUCATION I'IN Num: 999-99-9999

C/O GREAT LAKES HIGHER ED GUAR CORP I'OP Trace Num: P49899999
COLLECTION SUPPORT Acct Num: W1999999999

P.O. BOX 7859 Amount This Creditor: $146.40
MADISON, W1 53707-7839 Creditor: 05 Site: W1
(608) 246-1535 (800) 354-6980

PURPOSE: Non-Tax Federal Debt

I'he Agency has previously sent notice to you at the last address know to the Agency. Thal notice explained the
amount and type of debt you owe, the rnights available to you, and that the Agency intended to collect the debt by
intercepting any Federal payments made to you, including tax refunds. If you believe your payment was reduced
in error or if you have questions about this debt, you must contact the Agency at the address and telephone
number shown above. The U.S. Department of the Treasury’s Financial Management Service cannot resolve

issues regarding debts with other agencies.

We will forward the money taken from your Federal payment to the Agency to be applied to your debt balance:
however, the Agency may not receive the funds for several weeks after the payment date. If you intend to contact
the Agency. please have this notice available. Please do not contact the Social Security Administration regarding
this reduction made in your Federal payment.

U.S. Department of the Treasury
Financial Management Service
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» BSR accounts
o PCAs should ship, via overnight delivery, the consolidation application package
to the rehabilitation lender on the date ED creates thefiles described above.
o The lender will reject from sale any accounts for which the required documents
are not received.

» Submit rehab agreement letter
o Complete an IMF form with the comments “Scan to file only, no response

(B)(7)(E)
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Counseling Borrowers on the Advantages, Responsibilities and Ramifications of
Consolidation

The collection agency should fully counsel borrowers on consolidation. The Direct
Loans publication “Borrower’s Rights and Responsibilities”, which must be sent to every Fast-
Track borrower, is an excellent summary of topics to discuss with borrowers. Borrowers must
understand that:

e A consolidation loan is a new loan

e The defaulted loans paid off by the consolidation will be reported to credit bureaus as paid in
full and will typically display as “paid collection accounts”

¢ Upon consolidation, the loans consolidated will no longer prevent the borrower from
receiving additional Title IV financial aid

e Direct Loans offers several different repayment plans to accommodate differing financial
circumstances

e Borrowers who experience a change in financial circumstances can change plans or can
secure a variety of deferments and forbearances to avoid delinquency

e By consolidating, all interest, as well as collection costs equal to 11.1% (eventually 8.1%) of
combined principal and interest, will become the principal balance of their new loan--thus,
interest accruals on their consolidation loan may be higher than on their defaulted loans

e [f the consolidation loan defaults, it will not be eligible for consolidation
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Underfunding Correction Request Form
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the name and SSN of the borrower(s), the location of the court, the bankruptcy
case number, and the date the bankruptcy petition was filed.

» Proof of Claim (POC)
o A document prepared by a creditor and filed in the court in an asset or wage
earner bankruptcy. Its purpose is to state the amount of the outstanding debt and
the basis for the debt owed to the creditor as of the bankruptcy date.

» Summons and Complaint to Determine Dischargeability
o A document indicating that the borrower has filed an adversary action in court
petitioning the bankruptcy judge to grant a special order specifically discharging
the borrower’s student loans. The receipt of such a document is to be considered
a priority requiring expedited transfer to ED Litigation Branch:

U.S. Department of Education
Borrower Services

Chief, Litigation Support

50 Beale St #8629

San Francisco, CA 94105

» Terminated
o Bankruptcy closed

C. Bankruptcy Documentation

The following documents may be received from the borrower or the Bankruptcy Court or from a
web service such as PACER:

New BKs 1. Ourder for First Meeting of Creditors, stapled to the
2. List of Creditors or to a Bankruptcy Court Envelope.
= [f you receive an Order for First Meeting document directly from the
bankruptcy court in a court envelope, it means that the addressee is
already listed with the Court as a creditor. In that case, additional List of
Creditors information will not be necessary.

Old BKs 3. Discharge of Borrower (in addition to 1 and 2 above)

Currently, ED is also accepting bankruptcy documentation obtained from Banko, Pacer and
Lexis/Nexis. This documentation must specifically list the borrowers name and at least the last
four digits of the SSN as a petitioner.

If using PACER, PCAs should review the “Case Summary” screen/page within PACER to find
termination, discharge and dismissal dates. No values in these date fields indicate that the
bankruptcy is still open.
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® The physician must also state in the attachment that he believes the
borrower's condition prevents the borrower from being able to work in any
capacity and that they anticipate the condition to continue indefinitely.
o Please write on the application, “see attached.”

B. 1845 Review

After the 1845 is returned, the PCA will review the form to determine the borrower’s eligibility
for discharge.

» Section 1 (Applicant Identification)
o Borrower and/or PCA may fill in this section (dark ink)
If no phone number is available, write NONE or N/A
Information may be written, typed, or stamped (stamps on the left-hand side)
Pseudo SSN may not be used
Name on application must match name in DMCS

© 0 OO0

» Section 2 (Instructions for completing the form)
o Key points include:
= Type or print in dark ink
= PCAs should list their address and phone number at the bottom of page
one to indicate where to send the completed form and the number to call
with questions

s |(B)7)E)
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» Submission Package
o Organize all required documentation by individual borrower and place in order
according to the accounts listed on the SSU sheet
o All documents corresponding to a particular borrower must be bound securely
(stapled, etc.)
o The entire package must also be bound securely

» Mailing
o All disability packages must be sent to the Atlanta Regional Office (see Chapter
20 for address information)

o |®)7)E)

D. ED Review Process

Once the Atlanta Regional Office receives the PCA disability submission, ED staff will review
account submissions for completeness, accuracy, and proper DMCS documentation.

» Accounts Approved:
o If approved, the monitor will update the ED notepad with:

(bXT)E)

o The account will be recalled from the PCA and an administrative fee paid

» Accounts Rejected:
If reiected the monitor will nndate the ED) notenad with-

(B)(7)(E)

o A copy of the SSU form will be faxed back to the PCA with the rejected accounts
crossed off
o The original 1845 form and all accompanying documents will be returned to the

PCA

E. Veteran Review Process
> Eligibilif

Legislation was enacted in 2008 that allows ED to discharge the student loans of veterans if the
Department of Veterans Affairs (VA) has determined the veteran to be unemployable due to a
service-connected condition. These provisions became effective August
14, 2008 for the FFEL and Direct Loan programs, and July 1, 2008 for the Perkins Loan

Program.
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G. Disability Letters and Forms
» Disability Cover Sheet

Your letterhead

Account SSN:

The attached 1845, “Discharge Application: Total and Permanent
Disability” was received on*:

(PCAs can write the date in, just make sure that it is large, clearly legible and in black ink)

*Date is the initial date application is received by EITHER ED/Vangent or the PCA. The ED/Vangent date
would be the date notated on the ED notepad indicating an original 1845 had been received by ED.

THE PHYSICIAN CERTIFIED THE BORROWER’S TOTAL AND PERMANENT
DISABILITY ON:

(PCAs can write the date in, just make sure that it is large, clearly legible and in black ink)
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SINGLE SHEET UPDATE (SSU)
FFEL OPTICAL IMAGING DATABASE
SLPC, GREENVILLE, TEXAS

ORIGINATION INFO:
REGIONAL OFFICE: NAME/PHONE #:
USER I.D.: AGENCY #: DATE:

Contents of this package separated by Borrower/Debt ID/SSN - all documents included will be
imaged and DESTROYED

NAME DEBT L.D. # SSN
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Revised 1112008
DO NOT ALTER OR REVISE THIS FORM
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B. Transmittal Form
EFT TRANSMITTAL FORM

File Transmission Date:

TO: EFT PROCESSING AREA
U.S. DEPARTMENT OF EDUCATION
FAX: (903) 454-5398

CREATION DATE:

TAPE NUMBER OF VOLSER
SHOULD EQUAL INTERNAL LABEL.:

DATA SET NAME: GSL CARRET AGENCY NO:

TYPE OF RECORDS ON EFT: (Circle type of EFT Submitted)
BAN BNK CAN DEA INC INW INA/UNL  CPR/PIF/CER

4

SIGNATURE & DATE OF ED REGIONAL CONTRACT MONITOR:

EFT APPROVED: EFT REJECTED:

# OF RECORDS:

STANDARD LABEL:

LRECL:

BLOCK SIZE:

BPI:

RETURN EFT TO:

CONTACT PERSON:
TELEPHONE NUMBER:
FAX:
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D. Yerification Requirements

Prior to initiating AWG, the PCA must:

b)(7)E
F()()()
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Under all options, agencies must use extreme caution when obtaining and securing borrower
credit/debit card information. Agencies must ensure they are in compliance with the PCI Data
Security Standards.

G. Chargebacks (Refunds of credit card pavments)

Chargebacks are refunds of part or all of a credit card payment. Chargebacks may be initiated
by:

» The Contractor (such as when an error has been made),

» By the cardholder through his card issuer, or

» By ED if an account is overpaid.

Chargebacks initiated by the borrower:
» Come through their credit card issuer and are sent directly from Cash Link/Fifth Third
Bank to ED,
» Generally processed within three days of posting on the Cash Link Voucher Summary
Report.
» These refunds are usually generated as a result of borrower dispute of payment with their
respective card issuer (bank to bank disputes).

If the Contractor requests the chargeback:
» The Contractor is responsible for providing the information necessary to process the
chargeback
» The chargeback request should be directed to the ED credit card processing team.
o Chargebacks (refunds) must be in writing on a “Credit Card Charge Back
Information Request Form™ with a copy of the original processing form and any
ation available

(B)(T)(E)
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Supervisor’s Name (TYPE name) Date Certification sent to ED

Signature of Supervisor Agency Name/Agency #

Date Received by Education:

Rev. 5/09
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Email address,
Company name
Job title

Training course identification

Y V V YV VY

Date of last security awareness and privacy act training
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