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DISCIAIMET ...ttt bbb
Participating Guarantors and Contact Information..............cccccvevenee.

Guarantor Name

American Student Assistance (ASA)

California Student Aid Commission (CSAC)

Colorado Student Loan Program (CSLP)

CSLF-Student Loan Foundation

Education Assistance Corporation (EAC) (South Dakota)
Educational Credit Management Corporation (ECMC)
Finance Authority of Maine (FAME)

Florida Department of Education

Georgia Higher Education Assistance Corporation

Great Lakes Higher Education Guaranty Corporation

llinois Student Assistance Commission (ISAC)

lowa College Student Aid Commission (ICSAC)

Kentucky Higher Education Assistance Authority (KHEAA)
Louisiana Commission on Student Financial Assistance (LASFAC)
Michigan Higher Education Assistance Authority

Missouri Student Loan Program (MSLP)

Montana Guaranteed Student Loan Program (MGSLP)

New Hampshire Higher Education Assistance Foundation
New Jersey Office of Student Assistance

New Mexico Student Loan Guarantee Corporation (NMSLGC)
New York State Higher Education Services Corporation (HESC)
North Carolina State Education Assistance Authority
Northwest Education Loan Association (NELA)

NSLP, Inc.

Oklahoma State Regents for Higher Education

Oregon State Scholarship Commission (OSSC)

Pennsylvania Higher Education Assistance Agency

Rhode Island Higher Education Assistance Authority (RIHEAA)
South Carolina Student Loan Corporation

Student Loan Guarantee Foundation of Arkansas (SLGFA)
Student Loans of North Dakota (SLND)

Tennessee Student Assistance Corporation

Texas Guaranteed Student Loan Corporation (TG)

United Student Aid Funds, Inc. (USA Funds)

Utah Higher Education Assistance Authority (UHEAA)
Vermont Student Assistance Corporation (VSAC)

Designated State(s)*

MA, DC

CA

co

CT

SD

VA

ME

FL

GA

WI, MN, OH, PR, VI
IL

IA

KY, AL

LA

MI

MO

MT

NH

NJ

NM

NY

NC

WA, ID

NE

OK

OR

PA, DE, WV
RI

SC

AR

ND

N

>

IN, AK, AZ, HI and the Pacific Islands,
KS, MD, MS, NV, WY
uT

VT

*These are the states that the U.S. Department of Education has designated for the guarantor.

A guarantor’s area of service may include clients in additional states.
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1.1 » To the Texas Guaranteed Student Loan Corporation
Introduction (TGSLC) and the Oregon State Scholarship
Commission (OSSC) for performing final editing on

TheCommon Manual: Unified Student Loan Polisyan the manual.

introduction to and overview of participation in the Federal
Family Education Loan Program (FFELP). It is designed to
help train new financial aid and student loan personnel and
to assist the experienced officer in finding answers to
guestions about federal regulations and guarantor policy.

To USA Funds, Inc., for providing its December 1994
manual as the foundation for this manual, performing
final editing on the text, and preparing the manual for
publication.

. - . Itisin the spirit of partnership and cooperation that this
Where possible, the guarantors that have participated in the .
b 9 b P anual was created. By developing @@mmon Manual

development and distribution of this manual have agreed t%r:e participating guarantors hope to provide lenders and

adopt uniform policies. In a few cases, some guarantors i L
. . : - schools with a useful reference tool for administering the
have policies that are different from the uniform policies FFELP

outlined in this manual. Places in this manual where such
exceptions exist include a cross reference to appendix C,
which details guarantor-specific policies. 1.3

About the Manual
The FFELP is based on a partnership among schools,
lenders, guarantors, and the federal government. The failuféghe Common Manuais divided into twelve chapters and
of any one member of this group to carry out its nine appendices.
responsibilities—as outlined in either federal regulations or
this manual—directly affects other participants’ ability to  Chapters
meet their obligations. By becoming familiar with this
manual, participants can gain an appreciation for the rules
and restrictions under which their counterparts operate.

Overview

About the FFELP
Lender Participation
School Participation

1
2
3
1.2 4
5 Borrower Eligibility and Loan Certification
6
7
8
9

Acknowledgments Guarantee, Disbursement, and Delivery

Loan Servicing
Delinquency, Default, and Claims
Consolidation Loans

10 Cohort Default Rates and Appeals

11 Program Reviews

12 Limitation, Suspension, and Termination

TheCommon Manualvas developed from inception to
publication in less than one year. Acknowledgment for this
accomplishment is due to many individuals and their
organizations:

» To the staff of participating guarantors for their time,
patience, and long hours spent going through several

o Lo Appendices
drafts and compromising on sensitive issues. PP
e To the Nebraska Student Loan Program, Inc., the A Interest Beneﬂt_s and_SpemaI Allowance
B PLUS/SLS Refinancing
Montana Guaranteed Student Loan Program (MGSLP), o .
: o C Guarantor-Specific Information
and the Northwest Education Loan Association ) .
. . . . D U.S. Department of Education Contact Information
(NELA) for providing administrative leadership and .
E Guarantor Bulletins
support throughout the development of the manual
F Common Forms
» To the lowa College Student Aid Commission for G G.Iossary .
- : H History of Federal Education Loan Programs
guiding the manual through the various draft stages, | Index

receiving numerous edits from the guarantors involved,
and compiling and inserting the edits into a readable
format.
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Sections and Subsections A This symbol marks areas in the text of this manual
where guarantors may have specific procedures for

All of the chapters and a few of the appendices are divided  implementing a policy. A school or lender may wish to

into numbered sections; in many cases, these sections are  contact a guarantor for more information if not familiar

further divided into subsections. Both of these levels of with that guarantor’s procedure.

organization are reflected in the table of contents that

accompanies each chapter and most appendices. Additionapdates

unnumbered subheadings may be included within sections

or subsections, but are not included in the table of contentd.oans made under the FFELP—which consist of Federal
Stafford loans (both subsidized and unsubsidized), Federal

For example: PLUS loans, and Federal Consolidation loans—routinely
undergo changes in terms or conditions according to

« Chapter 4 addresses school participation in the FFELPegislation and subsequent regulations. As a supplement to
this manual, a guarantor may periodically provide bulletins

+  Section 4.9 outlines school requirements for providing or newsletters to participants, explaining changes to both

information to students. guarantor policies and procedures and federal regulations. It
is essential that lenders and schools also note guidance
*  Subsection 4.9.A. covers student consumer given in the Dear Colleague Letters and Q&A Newsletters
information; subsection 4.9.B., entrance counseling; published by the U.S. Department of Education (the
and subsection 4.9.C., exit counseling. Department). Copies of these reference materials may be

kept in appendix E of this manual.
Citations

Revisions to the manual and common forms will be made
Citations are provided throughout the manual to federal and distributed as required by changes to the Act or federal
statute, regulations, Dear Colleague Letters, and other U.Segulations. Forms will be revised as needed to enhance
Department of Education publications. Unless otherwise “usability” or improve the quality of service provided to

noted, all regulatory references are to 34 CFR. The clients.
following examples reflect how citations in this manual are
treated: Additional copies of this manual may be ordered by

contacting a participating guarantor.
[HEA 427A(f)] Section 427A(f) of the Higher Education
Act of 1965, as amended, Title IV, PartB 1.4
, . Disclaimer
[8682.209] Section 682.209 of Title 34 of the Code

of Federal Regulations (34 CFR). This manual has been developed in cooperation with

numerous guarantors, lenders, schools, and others vitally
interested in the needs of students seeking access to higher
education. Schools, lenders, and servicers are responsible
for administering the provisions of the Federal Family
Education Loan Program (FFELP) under the federal Higher

Section 1.5 of this chapter lists detailed contact informationEducatlon Act of 1965, as amended, and applicable state

. and federal laws and regulations. Revisions to law and
for guarantors using tt@ommon Manualincluded are

addresses, telephone and fax numbers for various regulatory guidance will supersede guidance provided in

. th{'s manual. The guarantor will endeavor to notify users of
departments of each guarantor, and, in some cases, Internt

%e manual of these changes as they occur.
addresses.

[DCL 95-L-178] March 1995 Dear Colleague Letter
95-L-178.

Guarantor Contact Information
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Guidance provided in this manual has been developed as
aid to compliance, but users of this manual should consult
their own legal counsel and the U.S. Department of

Barticipating Guarantors

American Student Assistance (ASA)

Education (the Department) when determining applicabilitycjitomia student Aid Commission (CSAC)

or construction of federal or state law and regulatory
requirements. This manual is not intended as legal advice

any manner, and no user of this manual shall be entitled to©

rely on this manual as a basis for any claim against the
Department or the guarantors that have endorsed this
manual for use in the student loan community. Further, no

representations or warranties are made or intended by any

of the participating guarantors as to the interpretations,
construction, or enforcement practices of the Departmen
under the FFELP.

t

Descriptions of guarantor policies, practices, and procedur
in this manual are provided for the use of participating

lenders and schools based upon information and materials

available to all FFELP participants. If additional
information or clarification is needed on a specific
guarantor’s policies, practices, and procedures, that
guarantor should be consulted.

Failure by any program participant to comply with FFELP
statutory and regulatory requirements or a guarantor’s

I%olorado Student Loan Program (CSLP)

onnecticut Student Loan Foundation (CSLF)

Education Assistance Corporation (EAC) (South Dakota)

Finance Authority of Maine (FAME)

Florida Department of Education, Office of Student Financial Assistance
Georgia Higher Education Assistance Corporation

Great Lakes Higher Education Corporation

lllinois Student Assistance Commission (ISAC)

lowa College Student Aid Commission (ICSAC)

?@ntucky Higher Education Assistance Authority (KHEAA)

Louisiana Commission on Student Financial Assistance (LASFAC)
Michigan Higher Education Assistance Authority

Missouri Student Loan Program (MSLP)

Montana Guaranteed Student Loan Program (MGSLP)

New Hampshire Higher Education Assistance Foundation (NHHEAF)
New Jersey Office of Student Assistance (NJOSA)

New Mexico Student Loan Guarantee Corporation (NMSLGC)

policies, practices, or procedures may result in the denial dfiew York State Higher Education Services Corporation (HESC)

claims or other adverse action.

Users of this manual hereby expressly release and hold
harmless the participating guarantors from any and all
claims, causes of action, judgments, and administrative
actions arising out of the use of, or reliance upon, the
manual as to any and all claims or suits or actions brought
by private parties and any and all legal and administrative
actions or proceedings of the Department or any state
agencies.

1.5
Participating Guarantors and
Contact Information

This manual is designed to be as complete as possible.
However, there may be occasions when the information
contained in the manual does not adequately address a
situation. A guarantor may be contacted by telephone or in
writing for further clarification whenever such situations
occur.

The following list includes guarantors that have agreed to

North Carolina State Education Assistance Authority
Northstar Guarantee Inc.

Northwest Education Loan Association (NELA)

NSLP, Inc.

Oklahoma State Regents for Higher Education

Oregon State Scholarship Commission (OSSC)
Pennsylvania Higher Education Assistance Agency

Rhode Island Higher Education Assistance Authority (RIHEAA)
South Carolina Student Loan Corporation

Student Loan Guarantee Foundation of Arkansas (SLGFA)
Student Loans of North Dakota (SLND)

Tennessee Student Assistance Corporation

Texas Guaranteed Student Loan Corporation (TGSLC)
United Student Aid Funds, Inc.

Utah Higher Education Assistance Authority (UHEAA)

Vermont Student Assistance Corporation (VSAC)

Guarantor Contact Information

The following pages provide contact information for each

adopt the policies in this manual. Program participants mapf these guarantors. Included are addresses, telephone and

contact any guarantor that is not included in the following

fax numbers for various areas of each guarantor, and, in

list to determine if this manual has been, or will be, adoptegome cases, Internet addresses.

by that guarantor.

Chapter 1: Overview—July 1998
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American Student Assistance (ASA)

Questions Regarding

Appeals

Application Processing
Deferments

Forbearance

Disbursement Information
Guarantee Status

Late Disbursement
Lender/School Reviews
Lender/School Training

Loan Consolidation

Loan Denials

PLUS/SLS Loans

Partial Payments/Cancellations
Payment Arrangements/Defaulted Loans
Policy Questions

Regulatory Interpretation
Repayment Information

Student Status Verification

330 Stuart Street
Boston, MA 02116-5292
800-999-9080
617-728-4265 - FAX

Contact Name/Division

Call Center
Call Center
Default Prevention Group
Default Prevention Group
Call Center
Call Center

Call Center

Lender & School Review Dept.

Training

Call Center

Call Center

Call Center

Call Center
Recovery

Call Center
Regulatory Advisor
Call Center

Call Center

Phone

800-999-9080
800-999-9080
800-999-9080
800-999-9080
800-999-9080
800-999-9080
800-999-9080
617-728-4573
617-728-4587
800-999-9080
800-999-9080
800-999-9080
800-999-9080
617-728-4215
800-999-9080
617-728-4570
800-999-9080
800-999-9080

. ________________________________________________________________________________________________________________________|]
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California Student Aid Commission (CSAC)

U.S. Mail:
P.0. Box 510845

Overnight Mail:
1515 S Street, North Building, Suite 500

Sacramento, CA 94245-0845
Question Regarding

Application Processing
(Lender/School Inquiries Only)

Bankruptcy

Claims

Claim Averts/Recalls

Default Collections

Default Prevention

Disclosure Reprints

EFT (Lender)

EFT (School)

False Certification (Borrowers)

False Certification (Schools & Lenders only)

FAPS Information Line

Forms and Publications

Fraud

Grant Inquiries (Students)
Grant Inquiries (Schools/Lenders)

Information Security/Access

IRS/FTB Offset

Lender Electronic Testing

Lender Manifest

Chapter 1: Overview—July 1998

Sacramento, CA 95814

Contact

Origination & Guarantee Services Branch

Telephone Number

(916) 445-4355

Fax  (916) 445-9286

ECMC - Bankruptcy Department (612) 221-0566
Claims Office (916) 327-8296
Fax  (916) 323-6546

Claims Office (916) 445-1186
Fax  (916) 322-6366

Internal Collections Office (800) 367-1589
Default Prevention Office (916) 322-9276
Fax  (916) 323-6546

Origination & Guarantee Services Branch (916) 445-4355
Fax  (916) 445-9286

Loan Services Branch (916) 324-9970
Fax  (916) 327-4520

School Services Branch (916) 323-9842
Fax  (916) 327-5788

False Certification Section (916) 323-2272
Fax  (916) 327-6614

False Certification Section (916) 323-2230
Fax  (916) 327-6614

(916) 445-5625

Shipping Center (916) 327-4609
Fax  (916) 323-1748

Investigations Office (916) 324-2911
Fax  (916) 327-8066

Grant Services Branch (916) 445-0880
Grant Services Branch (800) 367-1593
Information Security Office (916) 324-4843
Fax  (916) 323-2627

Post Default Services Office (800) 367-1590
Loan Services Branch (916) 324-9970
Fax  (916) 327-4520

Origination & Guarantee Services Branch (916) 445-4355
Fax  (916) 445-9286



Question Regarding

Lender of Last Resort

Lender Policy/Procedures

Lender Report Processing

Lender Training

Loan Status Inquires
(Borrowers)

Loan Status Inquires
(School and Lenders only)
PCFAPS

Preclaim Assistance

Regional Offices

Repurchases

School Policy/Procedures

School Reports

School Training

Telecommunications

Tapes/Cartridges

. ________________________________________________________________________________________________________________________|]
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California Student Aid Commission (continued)

Contact

Origination & Guarantee Services Branch

Loan Services Branch

Origination & Guarantee Services Branch

Loan Services Branch

Origination & Guarantee Services Branch

Origination & Guarantee Services Branch

Help Desk

Default Prevention Office

Sacramento

Bay Area

Los Angeles

San Diego

Claims Office

School Services Branch

School Services Branch

School Services Branch

Help Desk

Help Desk

Telephone Number

Fax

Fax

Fax

Fax

Fax

Fax

Fax

Fax

Fax

Fax

Fax

Fax

Fax

Fax

Fax

Fax

Fax

Fax

(916) 322-2294
(916) 445-9286

(916) 324-9970
(916) 327-4520

(916) 445-4355
(916) 445-9286
(916) 324-9970
(916) 327-4520

(916) 445-5105
(916) 445-9286

(916) 445-4355
(916) 445-9286

(916) 322-0604
(916) 322-4831

(916) 322-9276
(916) 323-6546

(916) 445-4365
(916) 327-1113

(510) 286-7037
(510) 286-7049

(562) 985-8966
(562) 985-8968

(619) 467-4222
(619) 467-4245

(916) 327-8296
(916) 323-6546

(916) 323-9842
(916) 327-5788

(916) 323-9842
(916) 327-5788

(916) 323-9842
(916) 327-5788

(916) 322-0604
(916) 322-4831

(916) 322-0604
(916) 322-4831



Colorado Student Loan Program (CSLP)

Questions Regarding
Accounts payable

Accounts Receivable

Application Problems

Claims

Compliance Issues

Connect

Consolidation Loan Information
Contracts for Lenders and Schools
Corrections on Applications

Debt Management Information
Default Collection

Electronic Processing

Foreign School Processing

Forms (How to Use)
Forms/Supplies (To order)
Guarantee Fee Billing

Information Services (IT) Help Desk
Interest and Special Allowance Questions
Legal Counsel for CSLP

Lender of Last Resort

Lender Manifest Issues

Lender and School hotline
Litigation Issues

Loan Servicing Department Issues
Loan Status Information

Loan Transfer Reporting
Marketing Assistance

NSLDS

Preclaim/Default Prevention
Program Reviews

Public relations

Regulations and Laws

Remote Access

Research and Data Assistance
Suspense and Destination Processing
Training for Lenders and Schools

RECORDED INFORMATION

Application Requests

Borrower general Information
Deferment (General Information)
Deferment (Unemployment)
Deferment (Temporary Total Disability)
Deferment (School)

Directions to CSLP

Interest and Special Allowance Rates
Operations

Ordering School/Lender Supplies
Preclaim Assistance

Training Sessions for Schools & Lenders

Chapter 1: Overview—July 1998

TDD/TTY Number: (303) 294-5150 or (800) 727-5343

999 185th Street, Suite 425
Denver, CO 80202-2440
Telephone Number: (303) 294-5050
Fax Number: (303) 294-5076

Relay Colorado 1-800-659-3656

Department

Accounting Department
Accounting Department
Operations Department
Repayment Services

CTI Department

Operations Department
Operations

Operations Department
Operations Department

Market & Public Relations Dept.
Account Resolutions

Operations Department
Operations Department

CTI Department

Office Services

Accounting Department
Information Services

CTI Department

Administration Department
Marketing & Public Relations Dept.
Operations

Operations Department

Litigation Department

Loan Servicing Department
Operations

Operations

Marketing & Public Relations Dept.
Operations

Repayment Services Department
CTI Department

Marketing & Public Relations Dept.
CTI Department

Operations Department

Marketing & Public Relations Dept.
Operations Department

CTI Department

EXTENSION BY DEPARTMENT

Ext. 134 Account Resolutions
Ext. 132 Accounting

Ext. 123 Administration
Ext. 127 CTI

Ext. 128 Claims

Ext. 129 Director’s Office
Ext. 139 Loan Servicing
Ext. 118 Litigation

Ext. 501 Marketing

Ext. 448 Records Center
Ext. 502

Ext.113

Telephone Numbers
Ext. 368

Ext. 270

(303) 294-5070
(303) 294-5050
Ext. 311

Ext. 248

Ext. 206

Ext. 248 or 306
(303) 294-5070
Ext. 322

Ext. 444

Ext. 248

Ext. 248

Ext. 311

Ext. 363

Ext. 269

Ext. 323

Ext. 311

Ext. 275

Ext. 265

(303) 294-5070
(303) 294-5070
Ext. 259

(303) 294-5088
(303) 294-5070
(303) 294-5070
Ext. 265

Ext. 446

Ext. (303) 294-5069
Ext. 311

Ext. 265

Ext. 311

Ext. 248

Ext. 265

Ext. 300

Ext. 311

Ext. 444
Ext. 366
Ext. 258
Ext. 311
Ext. 501
Ext. 274
Ext. 500
Ext. 259
Ext. 265
Ext. 262
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Question Regarding
Application Processing

Loan Adjustments
Cancellations/Refunds
Borrower Inquiries

Loan Status Inquiries
Deferment Eligibility/Processing
Guarantee Fee Billing

Closed Schools

Pre-Claims Information

Claims Issues

Claim Averts/Recalls
SSCR/Enrollment Verification
Cohort Default Issues

NSLDS Operations

NSLDS Technical Issues
Technical Assistance

Default Recovery

IRS Offset

System Operations

Compliance Issues

Regulations & Laws

Client Services

Electronic Products & Interfaces
EFT (School)

Entrance/Exit Interview Information
Secondary Market
Cancellations/Refunds

Portfolio Conversions
Repayment Provisions

Forms & Publications

Chapter 1: Overview—July 1998

CSLF-Student Loan Foundation

525 Brook Street, Rocky Hill, CT 06067
Telephone Numbers: (800) 237-9721 or (860) 257
Fax Number: (860) 563-3247

Contact/Division
Guarantee Operations
Guarantee Operations
Guarantee Operations
Guarantee Operations
Guarantee Operations
Guarantee Operations
Guarantee Operations
Guarantee Operations/Claims
Guarantee Operations/Claims
Guarantee Operations/Claims
Guarantee Operations/Claims
Guarantee Operations
Guarantee Operations
Guarantee Operations
EDP-Programming
EDP-Programming

Default Recovery

Special Collections

Technical Support

Audit & Compliance Evaluations
Legal Department

Client Services

Client Services

Client Services

Client Services

CALS Servicing

CALS Servicing

CALS Servicing

CALS Servicing

Mail Room

-4001

Extension
259
259
259
259
259
259
242
213
213
213
258
234
234
234
214
214
595
246
293
233/221
330
203
203
203
203
222
342
336
278
376
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Education Assistance Corporation (EAC) (South Dakota)

Question Regarding

Application Corrections

Application Processing

Bankruptcy

Cancellations

Claim Processing

Cohort Default Rate

Cure Procedures

Deferment Eligibility/Processing
EASCI Lender Servicing

Financial Aid Services

Lender Manifest/Guarantee Fee Billing
Ordering Supplies

Pre-Claims Information

Program Reviews

Repayment Provisions

Student Status Confirmation Report
System Operations

Training and Technical Assistance

Verification of Enroliment

115 First Avenue S.W.
Aberdeen, SD 57401
Telephone Number: (800) 592-1802
(605) 225-6423
Fax Number: (605) 225-5722

Contact/Division

Loan Processing

Loan Processing
Pre-Claims/Collections
Loan Processing
Pre-Claims/Collections
Pre-Claims/Collections
Pre-Claims/Collections
School & Lender Services
EASCI

Financial Aid Services
Loan Processing
Mailroom
Pre-Claims/Collections
School & Lender Services
School & Lender Services
Loan Processing

Data Processing

School & Lender Services

Loan Processing

Telephone Number

(800) 592-1802
(800) 592-1802
(800) 874-8982
(800) 592-1802
(800) 874-8982
(800) 874-8982
(800) 874-8982
(800) 592-1802
(800) 458-4011
(800) 874-9033
(800) 592-1802
(800) 592-1802
(800) 874-8982
(800) 592-1802
(800) 592-1802
(800) 592-1802
(800) 592-1802
(800) 592-1802
(800) 592-1802
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Educational Credit Management Corporation (ECMC)
http://www.ecmc.org

VIRGINIA

411 E. Franklin Street, Suite 300
Richmond, VA 23219-2243
Toll Free 1-888-775-3262

Local 804-644-6400
TDD 804-344-6704
Main Fax 804-344-6759

Questions Regarding

Application Processing

Bankruptcy Processing

Claims

Collections

Compliance

Default Prevention
Lender Billing
Lender/Servicer Services
Marketing
Newsletter/Publications
NSLDS Processing
Preclaim Requests
Public Information
Regulatory Interpretation
School Services

Supply Requests

Training Coordinator

Department/Contact Name
Loan Servicing

Deb Rude

Joann Via

Mary Sandness

Mary Sandness
Doug Hendrickson

Carey Dubbs

Mike Hawkes
Doug Hendrickson
Paul Smith

Jan Hines

Jan Hines

Mike Hawkes
Kathy Sizemore
Doug Hendrickson
Melissa Ellyson
Mike Hawkes

Jan Hines

Hope Jackson

Mike Hawkes

MINNESOTA

101 E. Fifth Street
St. Paul, MN 55101-1808
Toll Free 1-888-221-3262
Local 612-221-0566
TDD 612-221-2494
Main Fax 612-221-2495

Phone #

888-775-3262
612-221-4065
804-344-6706
612-221-4080

612-221-4080
804-344-6702

612-221-4072

804-344-6701

804-344-6702

612-221-4089

612-221-4061

612-221-4061

804-344-6701

612-221-4073

804-344-6702

804-344-6717

804-344-6701

612-221-4061

888-775-3262 ext 8038

804-344-6701

E-mail Address
drude@ecmc.org
jvia@ecmc.org
msandness@ecmc.org

msandness@ecmc.org
dhendrickson@ecmc.org

cdubbs@ecmc.org
mhawkes@ecmc.org
dhendrickson@ecmc.org
psmith@ecmc.org
jhines@ecmc.org
jhines@ecmc.org
mhawkes@ecmc.org
ksizemore@ecmc.org
dhendrickson@ecmc.org
mellyson@ecmc.org
mhawkes@ecmc.org
jhines@ecmc.org
hjackson@ecmc.org

mhawkes@ecmc.org
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Finance Authority of Maine (FAME)
One Weston Court
119 State House Station
Augusta, ME. 04333

(800) 228-3734 (Maine only)

(207) 626-8200

OR
PO Box 6180

Indianapolis, IN 46206-6180

(800) 428-9250

Question Regarding Contact Telephone Number
Application Order Augusta, ME (207) 626-8200
Claims Indianapolis, IN (317) 578-6937
CommonLine Indianapolis, IN (800) 348-4606
Compliance Services Augusta, ME (207) 626-8200
Consolidation Augusta, ME (207) 626-8200
Customer Assistance Indianapolis, IN (800) 824-7044
Lender Manifest Indianapolis, IN (317) 578-6328
NSLDS Indianapolis, IN (317) 570-8218
Post Claims Assistance Indianapolis, IN (800) 331-2314
Pre-Claims Assistance Indianapolis, IN (800) 635-3786
Regulatory/Policy Questions Augusta, ME (207) 626-8200
SSCR Chandler, AZ (602) 814-1817
WhizKid Augusta, ME (207) 626-8200
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Florida Department of Education
Office of Student Financial Assistance

Guaranty Agency
Mailing Address:

Office of Student Financial Assistance
325 West Gaines Street

255 Collins Building

Tallahassee, Florida 32399-0400

Overnight Mailing Address:

Office of Student Financial Assistance
107 West Gaines Street, Rm. 255
Tallahassee, Florida 32399

Telephone Number:;
(904) 488-4095

Fax Number:
(904) 488-3612

Servicer

Mailing Address:

FGLP Processing Center
Post Office Box 5380
Tallahassee, Florida 32314

Overnight Mailing Address:

2670 Executive Center Circle West
Suite 100

Tallahassee, Florida 32301

Telephone Number:
1-800-366-3475
(904) 942-4662
Fax Number:

(904) 942-8017

Question Regarding

Address Update
Lender
School
Borrower

Bankruptcy

Claims
Closed School/False Certification
Disability and Bankruptcy
General and Resubmission
Questions for Return/Rejected Claims
Supplemental Payment Requests

Cohort Default Rate Appeals
Collections
Customer Service
Defaults
Rates
Reports

Management
Prevention (Pre-Claims)

Telephone Number

(904) 488-7043
(904) 488-7043
(904) 942-4662
(904) 942-4662

(904) 671-6456

(904) 488-7043
(904) 942-4662
(904) 942-4662

(904) 942-4662

. ________________________________________________________________________________________________________________________|]
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Florida Department of Education
Office of Student Financial Assistance (continued)

Question Regarding
Deferments

EFT (Electronic Funds Transfer)

Entrance/Exit Interview Information

Brochures and Forms

Statement of Borrower Accounts

Videotapes
Foreign Schools
Forms and Supplies
Fraud
General Program Information
IRS Offset
Lender and School Audit/Review
Lender Services
Loan Processing
Application Inquiry and Status
Borrower Record Inquiry
Exception Processing
Questions
Reports
Policy and Procedures
Rehabilitation
Repurchase
School Services

Training

Wage Withholding

Telephone Number

(904) 942-4662
(904) 942-4662
(904) 922-6417
(904) 942-4662
(904) 922-6417
(904) 488-7043
(904) 942-4662
(904) 488-8122
(904) 942-4662
(904) 942-4662
(904) 488-8122
(904) 488-7043

(904) 942-4662

(904) 921-8948
(904) 921-8948
(904) 671-6473
(904) 488-7043
(904) 922-6417

(904) 487-0695

34
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Georgia Higher Education Assistance Corporation
2082 East Exchange Place, Suite 200
Tucker, Georgia 30084
Main Telephone Number: (800) 776-6878
General FAX Number: 770-414-3133

Question Regarding

Loan Application Status

Private Line Service

Private Line Service

SSP Administration
Electronic Funds Transfer
Guarantor Information
NSLDS

Cohort Default Rate Appeals

Default Prevention

Contact/Division

Customer Service

School Liaison

Lender Liaison

Loan Originations
Administrative Services
Program Administration
Compliance & Training
Program Administration

Pre-Claims Assistance

Telephone Number

770-414-3000 or
1-800-776-6878

1-800-414-3080
1-800-443-3025
770-414-3071
770-414-3113
770-414-3029
770-414-3055
770-414-3241

770-414-3048

Claims Information Claims 770-414-3026
Closed Schools Claims 770-414-3027
Default Collections Collections 770-414-3057

Compliance Inquiry
Lender/School Training
LION

PRIDE & Mainframe
Financial Aid Consultants

HOPE Scholarship

Compliance & Training
Compliance & Training
Electronic Processing
Electronic Processing
Scholarship Division

Scholarships & Grants

770-414-3053

770-414-3054

770-414-3168

770-414-3221

770-414-3018

1-800-546-HOPE
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Great Lakes Higher Education Guaranty Corporation

Wisconsin
2401 International Lane

Minnesota Ohio
444 Cedar Street, Ste. 500 4689 Hilton Corporate Drive

Michigan
4700 South Hagadorn Ste. 190

East Lansing, Ml 48823

Questions Regarding

Application Processing

Bankruptcy

Claims Processing

Consolidation

Customer Service

Default
Deferment / Forbearance

Forms / Supply Requests

Great Lakes Higher Education
Servicing Corporation

Guaranty Fee Billing

Preclaims

Products / Services

Regulation Assistance
Software Support

Student Status Confirmation

Web page

Chapter 1: Overview—July 1998

St. Paul, MN 55101

Contact / Division

Loan Processing

Compliance & Claims (prior to default)
Collection Support (after default)

Compliance & Claims

Loan Processing

Lenders & Schools

Default Collections
Lenders & Schools

Customer Service

Customer Service - Borrowers
Lender Reports & Reporting
Portfolio Conversions

Loan Program Accounting

Preclaims Department

Client Services

Customer Service
Technical Support

Loan Status Processing

Columbus, OH 43232

Madison, WI 53704

MI & OH
MN
WI & all other areas

MI & OH
MN
WI & all other areas

M
MN
OH
WI & all other areas

Ml
MN
OH
WI & all other areas

MN
WI & all other areas

Ml
MN
OH
PR
WI & all other areas

Telephone No.

(800) 377-9095
(800) 366-0032
(800) 236-6600

(608) 246-1603
(800) 354-6980

(608) 246-1603

(800) 377-9095
(800) 366-0032
(800) 236-6600

(800) 328-4143
(800) 676-8732
(800) 950-0134
(800) 236-5900

(800) 236-3100
(800) 236-5900

(800) 328-4143
(800) 676-8732
(800) 950-0134
(800) 236-5900

(800) 236-4300
(608) 246-1640
(608) 246-1675

(608) 246-1659

(800) 232-8275
(800) 236-2700

800) 328-4143
800) 236-0051
800) 950-0134
800) 967-6020
(800) 236-5900

—_— e~ — —

(800) 236-5900
(800) 824-8725

(608) 246-1650

www.glhec.org

Fax

(614) 755-7414
(612) 290-8799
(608) 246-1618

(608) 246-1646
(608) 246-1301

(608) 246-1646

(517) 336-0154
(612) 290-8799
(614) 755-7414
(608) 246-1618

(517) 336-0154
(612) 290-8799
(614) 755-7414
(608) 246-1618

(608) 246-1608
(608) 246-1619
(608) 246-1694

(608) 246-1434

(612) 605-7500
(608) 246-1646

517) 336-0154
800) 236-0052
614) 755-7414
787) 281-0836
(608) 246-1618

—_— e~ — —

(608) 246-1618
(612) 605-7966

(608) 246-1694
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Illinois Student Assistance Commission (ISAC)

1755 Lake Cook Road
Deerfield, IL 60015

Telephone Number: (800) 899-ISAC (4722)

Fax Number: (847) 831-8508 - Client Support Services
Fax Number: (847) 831-8515 - Claims and Collections

Question Regarding
Appeals

Application Processing
Deferments and Forbearance
Disbursement Information
Electronic Loan Processing
Guarantee Status

Late Disbursement
Lender/School Reviews
Lender/School Training
Loan Consolidation

Loan Denials

Defaulted Loans

Policy Questions

Regulatory Interpretation
Repayment Information

Student Status Verification (SSCR)
Secondary Market - lllinois

Designated Account Purchase Program
(IDAPP)

Contact/Division

Client Support Services (CSS)
CSS

CSS

CSS

Client Electronic Services
CSS

CSS or Loan Processing
Institutional Review
Client Field Services

CSS

CSS

Claims & Collections Staff
Preclaim

Default

CSS

CSS

CSS

CSS

Telephone Number

800-899-4722

800-899-4722

800-899-4722

800-899-4722

800-899-4722

800-899-4722

800-899-4722

800-899-4722

800-899-4722

800-899-4722

800-899-4722

800-477-4411

800-934-3572

800-899-4722

800-899-4722

800-899-4722

800-899-4722

800-366-5755
800-961-IDAP

(student info)
(4327)
(lender info)
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lowa College Student Aid Commission (ICSAC)
200 10th Street, 4th Floor
Des Moines, IA 50309-3609
Telephone Number: (515) 281-3501
(800) 383-4222
Fax Number: (515) 242-5996

Question Regarding
Application Processing
Disbursement Information
Guarantee Status

Late Disbursement
Lender/School Reviews
Lender/School Training

Loan Consolidation

PLUS/SLS Refinance Loans
Partial Payments/Cancellations
Payment Arrangements/Defaulted Loans
Regulatory/Policy Questions
Scholarships/Grants

Status Changes

Supplies

Contact/Division
Servicing Center
Servicing Center
Servicing Center
Servicing Center

Policy Officer

Client Services

Client Services

Client Services
Servicing Center
Collections Department
Policy Officer

Program Administration
Servicing Center

Client Services

Telephone Number
(515) 221-9802
(515) 221-9802
(515) 221-9802
(515) 221-9802
(515) 242-6710
(515) 281-3501
(515) 281-3501
(515) 281-3501
(515) 221-9802
(515) 281-3501
(515) 242-6710
(515) 281-3501
(515) 221-9802

(515) 281-3501
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Kentucky Higher Education Assistance Authority (KHEAA)
1050 U.S. 127 South
Frankfort, KY 40601-4323
Toll Free: 1-800-928-8926 (plus last four digits from individual’s phone number below)
www.kheaa.com

Senior Management Name Phone Fax Internet

Executive Director & Chief Executive Officer ........... Paul Borden 502/696-7499 502/696-7496 ..........cocveveunene pborden@kheaa.com
Chief Operating OffiCer ..........ccccovuvvivninne . Londa L. Wolanin ... 502/696-7490 .. ... 502/696-7496 .. . Iwolanin@kheaa.com
Director of Federal Relations . Jane Stewart ... ... 502/696-7495 .. ... 502/696-7496 .. .. jstewart@kheaa.com
.. 502/696-7425 ..

Director of Financial Affairs & Chie Laura Kelly ... 502/696-7440 .. . .. Ikelly@kheaa.com
Director of Information Resources & Technology ... . Ron Duvall ... 502/696-7350 .. .. 502/696-7345 .. rduvall@kheaa.com
Director of Legal Services & General Counsel Richard Casey .... 502/696-7290 502/696-7496 .........covevvrrrnnns rcasey@kheaa.com
Director of Loan Program Administration G. Blake Tanner 502/696-7222 502/696-7496 .........cvvvuenne gbtanner@kheaa.com
Director of Student Services Janice Ernst 502/696-7370 502/696-7373 ....ovevverieriein jernst@kheaa.com
Division of Loan Program Administration

Alabama Student Loan Administrator Michael Reynolds 800/721-9720 334/265-9750 ......covvvvnene mreynolds@kheaa.com

Alabama Student Loan Specialist . Jeff Golden....... ... 800/721-9720 .. ... 334/265-9750 .. ... jgolden@kheaa.com

Alabama Loan Services Secretary .. . Lora Kiser ... 800/721-9720 .. v 334/265-9750 .....oovviieei, Ikiser@kheaa.com

Guarantee Services Branch Manager ................ . DeDe Conner ... ... 502/696-7250 .. .. 502/696-7305 .. .. dconner@kheaa.com

Guarantee Operations Section Coordinator Robin Buchholz 800/617-2699 502/696-7305 ......c0cvevennene rbuchholz@kheaa.com

Application ProCeSSING ........cvvevererivirereiinrirereinnens Mary AtKINS ......covvrveeererienns 800/617-2699 502/696-7305 ......coevvvreerenneen matkins@kheaa.com
Cancellation/Consolidation Loan Processing /

InSUrance Billing ........cccvvevriierniennieisieinins Sherry Ping ...coovvevnneinnns 800/617-2699 502/696-7305 ......covirireririirins sping@kheaa.com

EFT Escrow Service “EES” Processing .... Ruth Eigel 800/617-2699 502/696-7305 ......coovvereririrriens reigel@kheaa.com

National Student Loan Data System ... . Janis Eddington . ... 502/696-7212 .. ... 502/696-7305 .. .. jeddington@kheaa.com

NSLDS Lender Manifest ...... . Joseph Hughes ... 502/696-7246 .. .. 502/696-7305 .. .. jnughes@kheaa.com

... 502/696-7305 ..
... 502/696-7305 ..
... 502/696-7305 ..
.. 502/696-7305 ..

SSCR Status Changes ..... . Wilma May ......
Claims Processing Section Supervisor . . Barbara Campbell
Claims Processing Tyammy Fuller ...

... 800/617-2699 ..
... 502/696-7235 ..
... 502/696-7227 ..

..... wmay@kheaa.com
.. bcampbell@kheaa.com
..... tfuller@kheaa.com

Mike Embry ..... ... 502/696-7232 .. . . membry@kheaa.com

Bankruptcy Claims Teri Wiley ... ... 502/696-7224 .. ... 502/696-7305 .. . twiley@kheaa.com
Default Aversion Section Supervisor . Judith Lang . ... 502/696-7225 .. .. 502/696-7305 .. ... lang@kheaa.com
Preclaim Elaine Hurley ... 800/928-5327 502/696-7305 ......ccovvvrererirnens ehurley@kheaa.com
BOrrower AdVOCALES ........c.cevveevieeiiieiceeiesieeneaas Kim Barr 800/928-5327 502/696-7305 ......cccovvvvierrnian kbarr@kheaa.com

Janice Clark ... 800/928-5327 .. .. 502/696-7305 .. .. jclark@kheaa.com
Carolyn Nichols 800/928-5327 502/696-7305 .......ccovvvrienrnnne cnichols@kheaa.com

Policy & Client Services Branch Manager 502/696-7270 502/696-7305
Client Services Section Supervisor .. 502/696-7276 502/696-7305 .......cceuvnnee mmaidlow@kheaa.com

Status Lines for General Financial Aid

& Loan Application Questions 800/928-8926
CONtracts ......coovvvvvrirerirnnns . ... 502/696-7281 ..
Lender Services . i ... 502/696-7282 ..
School Services .. ... 502/696-7277 ..
... 502/696-7273 ..

502/696-7305
... 502/696-7305 .......ccovvvenne rgilpatrick@kheaa.com
... 502/696-7305 .. ... syoung@kheaa.com
... 502/696-7305 .. ...jcosens@kheaa.com
... 502/696-7305 .. .drayborn@kheaa.com
.. 502/696-7305 ..

David Rayborn .

Anita Moore ... ... 502/696-7271 .. ...amoore@kheaa.com
APPEAIS ..o Elaine Brumback 800/988-6333 502/696-7305 ........conenc. ebrumback@kheaa.com
Repurchases Brenda Wilson .... 502/696-7275 502/696-7305 .....c.cvcvvvrverinnns bwilson@kheaa.com

... 502/696-7470 ..
800/668-5772
Cindy Thomas .... 502/696-7474
. Debra Yeary ... ... 800/310-6781 ..
Mary Alice Wilkinson ............ 800/564-6068
Jill Carney 800/564-6068
. Reva Rodgers .. ... 800/564-6068 ..

Default Management Branch Manager ....
Default Administration Section Supervisor ...
Collection Agency Liaison

Default Collections Coordinator
Origination Services Branch Manager
Program Coordinator

PLUS Application Processing

.. 502/696-7305 .. rpetty@kheaa.com
502/696-7305 ........oconenc. damburgey@kheaa.com
502/696-7305 .......cccvvvvnee. cthomas@kheaa.com
... 502/696-7305 .. dyeary@kheaa.com

502/696-7496 ................ mawilkinson@kheaa.com
502/696-7305 ......ccovriverrrrinns jcarney@kheaa.com
... 502/696-7305 .. . rrodgers@kheaa.com
.. 502/696-7305 ..

Stafford Application Processing ... Christy Perkins ... 800/564-6068 .. . . cperkins@kheaa.com
Doug Briscoe .. ... 800/564-6068 .. ... 502/696-7305 .. . dbriscoe@kheaa.com
Kathy Sallee .... ... 800/564-6068 .. ... 502/696-7305 .. ... ksallee@kheaa.com
Marty Haggard ... 800/564-6068 .. .. 502/696-7305 .. ...mhaggard@kheaa.com

Status Lines/Originations Anna Hubbard . ... 800/564-6068 .. ... 502/696-7305 .. ....ahubbard@kheaa.com
.. 502/696-7305 ..

Dana Case ...... ... 800/564-6068 .. ... 502/696-7305 ......ocvevvviiiriiins dcase@kheaa.com

Tasha Sutherland ... 800/564-6068 .. .. 502/696-7305 .. . tsutherland@kheaa.com

Amy Tipton 800/564-6068 502/696-7305 ......ccorvrevrrrnnnns atipton@kheaa.com

Market SErviceS AVISOL .........ovcvevieviieiiiceieeis et Rich Nickel .........ccovvveviieninns 502/696-7493 ................ 502/696-7496 ..........cocernennene. rnickel@kheaa.com
Division of Student Services

Educational Information and Planning Branch Manager .............. Lori Powers 502/696-7378 502/696-7373 ......cvvvvvirerennen Ipowers@kheaa.com

Publications & Promotions SUPErViSor ............ccoeveee. Dahlia Haas 502/696-7372 502/696-7373 .....cooevvieirciens dhaas@kheaa.com

KHEAA Information Systems
GENEIAl QUESHIONS ....vuivvaveieieiiiiets ettt bbbttt 502/696-7350
WebExpress 502/696-7350
Help Desk 502/696-2678
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Louisiana Commission on Student Financial Assistance (LASFAC)
Louisiana Office of Student Financial Assistance (LOSFA)
P.0. Box 91202, Baton Rouge, LA 70821-9202
1885 Wooddale Boulevard, Baton Rouge, LA 70806
Telephone Number: (800) 259-5626 or (504) 922-1012

Questions Regarding
Applications

Bankruptcies

Cancellations

Claim Processing

Cohort Default Rate Appeals
Cure Procedures

Deferment and Forbearance
Guarantee Fee Billing/Refunds
Lender Manifest/Status Changes
Litigation

Loan Consolidation

NSLDS

Ordering Supplies
Post-Claims Information
Pre-Claims Information
Program Reviews
Regulatory/Policy

Student Status Confirmation

Technical Assistance

Training

Chapter 1: Overview—July 1998

Fax Number: (504) 922-1089

Contact/Division
Loan Origination
Legal

Loan Origination
Claims

Program Review
Claims

Loan Servicing
Loan Origination
Loan Servicing
Legal

Loan Processing
Information Systems
Customer Services
Collections
Preclaim
Compliance

Policy Officer

Loan Origination

Compliance
Policy Officer

Customer Services

Telephone Number
(504) 922-1030
(504) 922-1034
(504) 922-1030
(504) 922-1072
(504) 922-1021
(504) 922-1072
(504) 922-1138
(504) 922-1122
(504) 922-1137
(504) 922-1133
(504) 922-1016
(504) 922-1147
(800) 259-5626 x 1012
(504) 922-1086
(504) 922-1076
(504) 922-1092
(504) 922-1093
(504) 922-1136

(504) 922-1092
(504) 922-1093

(504) 922-1012
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Michigan Higher Education Assistance Authority

Mailing Address Street Address
P.0. Box 30047 608 W. Allegan
Lansing, MI 48909 Hannah Bldg, 1st Floor

Lansing, MI 48933

Fax Numbers

1-800-MGA-LOAN Main NUMDBE ..o 517-335-6703
(1-800-642-5626) Audit/Program ReVIEW ..........cccueurererircnnns 517-373-4939

Claims and Collections ... 517-335-5982

517-373-0760 CUSLOMET SEIVICES ..ovvvvvrerrerereiereeeiirinas 517-335-5983

Director’s office ......ooveveveeeciiicee, 517-335-6792

E-Mail address -mga@state.mi.us School & Lender Services .........ccceevevenene. 517-241-0155

MGA units are touch-tone accessible by dialing 1-800-642-5626, then 1 for access and 2 for the extension,
plus the five-digit extension number of the person or unit you are calling.

QUESTIONS REGARDING CONTACT EXTENSION
ADDRESS UPDATE

BOITOWEY ... CUSEOIMET SEIVICES ....eueeaieiisciescisesci sttt 77009
LENAET .o LENABT SEIVICES ....vuveiieiieieieiei bbb 36076
SCNOON ... SCROOI SEIVICES ...euveeaeiieiei s 36051
BANKRUPTCY ..ot RICH ZIBDAIN ...ttt 54539
CLAIMS

Disability and Bankruptey ..........ccecevrrvereerrerrnnnns Tom Montgomery

General and ReSUbBMISSION ........cccovveeevererriinnenns Tom Montgomery

Repurchase .... Tom Montogmery

Return/Rejected Claims ..........ccoevevrreerenieirnnnns Tom Montgomery

Supplemental Payment Requests ...........cccouvvveees Tom Montogmery

COLLECTIONS ... COMBCLIONS ... 55053
CUSTOMER SERVICES

Application Inquiry and Status ...........cceceerrvrrnenns CUSEOMET SEIIVEES ....vvvvvieisrsesesseeessssesesesessssssesesesessssasesesesessssesesessssssssesesesessssssssesesasassssesesesasssssnsesns
Borrower Record Inquiry CUSEOMEE SEIIVEES ...vvvvvrisrsesesseeesssesesesesesssssesesesesssasesesessssssasesesssssssesesesessssssssesesessssssesesesassssnsnsenns
Exception Processing .... .... Customer Serivces ...
QUESLIONS ... CUSEOMEE SEIIVEES ....vvvvvveeisssesesseeessesesesesessssesesesessssssasesesesessssasesesssssssesesesesassssssesesesassnsesesesassssssnsesns
REPOMS o CUSEOMET SEIIVEES ....vvvvvvveisisesesseeessesesesssessssssesesesessssasesesesessssasesesssssssesesesesassssssesesesassssssesesasnssssnseses
DEFAULTS

ADPEAIS ... Audit/Program Review

Rates ... Audit/Program Review ..

REPOIS ..o Audit/Program Review

Prevention (Pre-Claims) ..........ccoecveervrererneennnnns DEFAUIL PrEVEINTION ...ttt s st

LRA RESCINAEA .......oocvvveiicericircricsescine DEFAUIE PrEVEITION ...
DEFERMENTS ...t CUSEOMET SETIVEES .....vovveeiisiescisest st 77009
EFT (Electronic Funds Transfer) ..........ccccvvvvnne. JIMUSWISK 1.ttt ettt ettt en 37121
ENTRANCE/EXIT INTERVIEW

INFORMATION

Brochures and FOIMS .........cooevenienicnicnnnes SCROOI SEIVICES ...ttt
Statements of Borrower Accounts .... Customer Services
VIdEOLAPES ..vvvvviecreieiciie e SCNOOI SEIVICES ..uvuveiieeceeieieiieieseietei ettt s et s st s et ses e e st et en s e s es et s nsnrenes
FLASH o AULOMALET LOBN ... Press number 1 twice
(Fast Loan Access System for Help) .........cccouue. INFOTMALION ..ottt to gain system access
System Problems .......cccovveeennirieeessiinnenns TOOLS LAPALA-VICIOISON ...vuvvvieieeiiieieieietisse ettt st se et s s s es st s s enes s 30296
FOREIGN SCHOOLS ......coovvierieirireirieisieisicinnes VICKI® AIAIICH ... 34930
FORMS AND SUPPLIES ......cccoovvviriiirriririenenenenns MAITROOM .ottt ettt ettt e s s et st et n e 34146
FRAUD ..ot AUIt/PIOGIAM REBVIBW .....c.vevieieiiie ettt sttt sttt s st s s nns s 39509
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Michigan Higher Education Assistance Authority (continued)

1-800-MGA-LOAN
(1-800-642-5626)

517-373-0760
E-Mail address -mga@state.mi.us

MGA units are touch-tone accessible by dialing 1-800-642-5626, then 1 for access and 2 for the extension,
plus the five-digit extension number of the person or unit you are calling.

QUESTIONS REGARDING CONTACT EXTENSION
GENERAL PROGRAM INFORMATION. ........c.c...... CUSEOMET SEIVICES ..uvvvvvvveisrsesessesessesesesssessssssesssesesssasesesesesssssesesssssssesesesassssssssesesesassssssesesassssssnsenes 77009
LENDER AND SCHOOL

AUDITS AND REVIEWS ......ooveeerriicieieisiinnenns AUAIt/PIOGIAM REVIBW .......veivveieiiieeeieis ettt sttt s et s st s s s 39509
LENDER SERVICES

ElECErONiIC PrOCESSES ...vvvverecrceeeeeereeseeeesessenns LENAET SEIVICES ...vvvvieisiieieieisiseesetete ettt s ettt et s e sttt et et n et es s e
Issues/Concerns .... .... Lender Services ...

NSLDS Issues.... .. Lender Services ...

SItE VISIES v LENAET SEIVICES ...vvvveieisiieieieisiee ettt ettt s ettt et ettt s et n et es s

LOAN PROCESSING

Application Inquiry and Status ...........cccceerrrrnenns Customer Services
Borrower Record Inquiry ....... .... Customer Services ...
... Customer Services ...

Exception Processing .... .

Questions .........cevuee. ... Customer Services ...

REPOMS oo Customer Services

POLICY QUESTIONS ....coovevirereirieieneeeeeeeeenns AUAIt/PIOGIAM REBVIBW .......ceieveieiiieeie ettt ettt et s st es s s s s 39509
REHABILITATION ... (010 =T 0] 3 TSSOSO 55053
REPORTS

LENAET SEIVICES ...vvvveieiieieieieisissseseietstssssse sttt s ettt ss et et e s et e e s et s s e s e s ns et n e e e st et nsene 36076
School Services

SCHOOL SERVICES

Application Processing SCENArios ...........c.couueeens School Services

ISSues/Concerms ..........ocvvevnne. .... School Services ...

NSLDS Issues.... .... School Services ...

Site VISItS vvvveerereieiiinnns .... School Services ...

WhizKid™ Demonstrations ...........ccoceeeerrnrnenns School Services

SOCIAL SECURITY NUMBER

DISCREPANCIES .....ovvereeeeeiessieeeeens DIANE SIMUN 1.ttt ettt ettt 54976
TRAINING/WORKSHOPS

LENAET v LENAET SEIVICES ...vuvvveieereieieieisieseseiesssssssse sttt s st es et et s e s et et s e s st et et n e neseses s e 36076
SCROOL ... SCNOOI SEIVICES ..uvuvevieieieieiisiseieietetssasese ettt s e sttt e e s s s s e s st et es e s st enas e s b eses s ssnrnnes 36051
WHIZFUND™

New User Inquiries LENAET SEIVICES ...vvvvieiecieieieiiee ettt sttt s et et s sttt n sttt s e

Status of Guarantee Customer Services

WHIZKID™

New User Inquiries School Services

Product SUPPOIt .....c.vveveeeeeieeeeee e USA GIOUP™ .ttt ettt sttt ettt es s

Electronic Services

WhizKid™ is a trademark of USA Group Guarantee Services, Inc.
WhizFund™ is a trademark of USA Group Guarantee Services, Inc.
USA Group™ is a trademark of USA Group, Inc.

(Rev. 2/11/98)
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Missouri Student Loan Program (MSLP)

Main Telephone Number: (573) 751-2361

Information Service Center: (800) 473-6757 or (573) 751-3940

Mailing Address:
P.0. Box 6730

Jefferson City, MO 65102

Department

Administration

Administrative Wage Garnishment

ATOM (Automated Transfer of Money)

Attorney
Audits
Claims
Client Services
Eastern District
Northern and Central District
Communications

Compliance

Information Service Center

Loan Services
Policy
Preclaim
Operations
Recovery

Research

Fax Number: (573) 751-6635
http://www.mocbhe.gov

Street Address:
3515 Amazonas Drive
Jefferson City, MO 65109

Telephone Number

(573) 751-9441
(573) 751-3940

(573) 526-7356
Fax  (573)526-7730

(573) 751-2361
(573) 751-1786
(800) 824-4893
(573) 335-1150
(573) 526-5718
(573) 526-5716
(573) 751-8748

(800) 473-6757
or (573) 751-3940

(800) 824-4893
(573) 751-1767
(800) 824-4893
(573) 751-2361
(800) 824-4893

(573) 751-1775

Chapter 1: Overview—July 1998

49



This Page Intentionally left Blank



Montana Guaranteed Student Loan Program (MGSLP)

Mailing Address: Street Address:
PO Box 203101 2500 Broadway
Helena, MT 59620-3101 Helena, MT 59601-4989

Telephone Number: (406) 444-6594
Fax Number (406) 444-1869
Website: www.mgslp.state.mt.us

Questions Regarding Contact/Division Telephone Number
Applications Customer Support (800) 537-7508
Compliance Email: custserv@mgslp.state.mt.us

Disbursements

Default Prevention
Loan Consolidation

Post-Claims (After Default): Customer Support (800) 322-3086
Loan Rehabilitation Email: postclaims@mgslp.state.mt.us
Subrogation

Wage Garnishment

Administration (406) 444-6594
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New Hampshire Higher Education Assistance Foundation
(NHHEAF)
PO Box 877
44 Warren Street
Concord, NH 03302-0877
(603) 225-6612
(800) 525-2577
FAX (603) 224-2581

Questions Regarding Contact Name/Division Phone

Application Processing Loan Processing Department 603-225-6612
Deferments Loan Processing Department 603-225-6612
Forbearance Loan Processing Department 603-225-6612
Disbursement Information Loan Processing Department 603-225-6612
Guarantee Status Loan Processing Department 603-225-6612
Late Disbursement Loan Processing Department 603-225-6612
Lender/School Reviews Training & Compliance Department 603-225-6612
Lender/School Training Training & Compliance Department 603-225-6612
Loan Consolidation Loan Processing Department 603-225-6612
Loan Denials Loan Processing Department 603-225-6612
PLUS/SLS Refinance Loans Loan Processing Department 603-225-6612
Partial Payments/Cancellations Loan Processing Department 603-225-6612
Payment Arrangements/Defaulted Loans Claims Department 603-225-6612
Policy Questions Training & Compliance Department 603-225-6612
Regulatory Interpretation Training & Compliance Department 603-225-6612
Repayment Information Loan Processing Department 603-225-6612
Student Status Verification Loan Processing Department 603-225-6612
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New Jersey Office of Student Assistance

4 Quakerbridge Plaza

PO Box 540

Trenton, NJ 08625

Telephone Number: 800-792-8670 or 609-588-3200
Fax Number: 609-588-2390

Accounting & Finance Unit:
Guarantee Fee Billing

Audits & Quality Assurance Unit:
ED Form 799 Reporting
Program Review

Client Services Unit:
Application Processing
OSA Update Newsletter
Lender/School Relations
Training

Government Relations Group:
Compliance Issues
Regulatory Interpretation

Loan Processing Unit:

Alternative Loan Program (NJCLASS)
CommonLine

Lender of Last Resort

Lender Reporting

NSLDS

NSLDS Lender Manifest

SSCR Reporting

Preclaim/Claim Unit:

Claim Filing & Review
Closed School

Cohort Default Rate Appeals
Due Diligence

False Certification

Preclaim Assistance

Post-Default Collections/Servicing Unit:

Default Collections
Post-Default Closed School
Post-Default False Certification
Reinstatement/Rehabilitation
Bankruptcy

NJCLASS Servicing

Research Unit:
Research & Statistics

(800) 792-8670 Ext. 4697

(800) 792-8670 Ext. 4026
(800) 792-8670 Ext. 4026

800) 792-8670

800) 792-8670 Ext. 3159
800) 792-8670 Ext. 7346
800) 792-8670 Ext. 3214

P

(800) 792-8670 Ext. 7121
(800) 792-8670 Ext. 7121

(800) 792-8670 Ext. 4020
(800) 792-8670 Ext. 3220
(800) 792-8670 Ext. 3220
(800) 792-8670 Ext. 4600
(800) 792-8670 Ext. 7873
(800) 792-8670 Ext. 7873
(800) 792-8670 Ext. 4600

800
800
800
800
800
800

792-8670 Ext. 3306
792-8670 Ext. 3236
792-8670 Ext. 3238
792-8670 Ext. 3232
792-8670 Ext. 3236
792-8670 Ext. 3240

AAAAAA
o=

800
800
800
800
800
800

792-8670 Ext. 3300
792-8670 Ext. 3882
792-8670 Ext. 3882
792-8670 Ext. 3300
792-8670 Ext. 3315
792-8670 Ext. 4098

AAAAAA
o=

(800) 792-8670 Ext. 7304

Chapter 1: Overview—July 1998

55



This Page Intentionally left Blank



New Mexico Student Loan Guarantee Corporation (NMSLGC)
3900 Osuna NE
P 0 Box 92230
Albuguerque, NM 87199-2230
Telephone Number: (505) 345-8821
(800) 279-3070
Fax Number: (505) 344-3631

Question Regarding Telephone Number
Administration (505) 345-8821 ext. 381
Customer Assistance for Schools and Lenders (800) 279-3070 ext. 471, ext. 387
Customer Assistance for Students (800) 279-5063 ext. 471
Compliance and Program Review (505) 345-8821 ext. 419
Customer Service and Training (505) 345-8821 ext. 384
Claims (505) 345-8821 ext. 334
Post Claim: (800) 279-5063 ext. 461

Loan Rehabilitation

Subrogation

Wage Garnishment

NSLDS (505) 345-8821 ext. 461
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New York State

Higher Education Services Corporation (HESC)

GENERAL TELEPHONE NUMBERS
Information

Application Status Inquiry

Default Prevention and Collection
Servicer Unit

BUREAU OF STUDENT SERVICES

Director

Solutions Team

Loan Processing

Student Certification

Renewed Eligibility for Financial
AID/Title IV Aid (REFA, RETA)

School Information Update

BUREAU OF COLLECTION CONTROL

Assistant Vice President

Director

Lender and School Information and Assistance Unit
Default Repurchases

Litigation and Vendor Collection

BUREAU OF LOAN GUARANTEED FINANCE
Assistant Vice President

Director

Default Purchase

PCA/Claim Processing
Rehabilitation

Servicer Problem Resolution Unit
State and Federal Billing Questions
Lender Manifest Reporting
Consolidation and Refinance
Disability

99 Washington Ave.

Albany, NY 12255

BUREAU OF PROGRAM POLICY AND INSTITUTIONAL REVIEW

Director
Program Policy
Institutional Review

OFFICE OF COUNSEL
Deputy Counsel
Bankruptcy

TRAINING AND INFORMATION SERVICES

Director

Field Services

Training and Outreach

Product Development and Communication Services
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518
800
800
800

473-1574
642-6234
666-0991
808-1790

AAAA
—_——= =

518
518
518
518

473-1680
473-0480
473-1688
473-1677

AAAA
—_—— ==

(518) 473-1688
(518) 474-2211

(518) 402-3207
(518) 473-1632
(800) 224-9710
(800) 224-9710
(800) 926-1112

518) 402-3207
518) 473-1592
518) 473-1675
518) 473-1698
518) 473-8319
518) 473-1670
518) 473-4222
518) 473-1670
518) 473-1670
518) 486-7408

o e o — — —— —— —

(518) 473-1575
(518) 473-3986
(518) 473-3986

(518) 474-1880
(518) 473-1581

518
518
518
518

474-2844
473-3469
473-7197
473-4096

AAAA
—_ ==
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North Carolina State Education Assistance Authority

Guarantee Agency

Inquiries Concerning Students, Schools, Lending and Servicing Prior to Default, Contact

College Foundation Inc.
PO Box 12100
Raleigh, NC 27605
Telephone Number: 919/834-2893
800/532-2832
Fax: 919/821-3118

Prior to Default

Question Regarding Contact/Division

School Inquiries:

Adjustments Interim Servicing
Application Processing Loan Origination
Deferments/Forbearance Repayment Services
Electronic Services Electronic Specialist
Clearinghouse Interim Servicing
CommonLine Electronic Specialist
EFT Electronic Specialist
LineSS Software Electronic Specialist
NSLDS Interim Servicing
NC Student Incentive Grant Grant Coordinator
Repayment Special Collections

School Services:

General Information Program Information

Exit Counseling Financial Aid Information Supervisor

Publications Program Information

Policy/Regulation Inquiries Financial Aid Information Supervisor
Student Status Verification Interim Servicing

Borrower Inquiries;
Prior to Repayment Program Information
Repayment Collection Services

Telephone Number

800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893

800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893
800/532-2832 or 919/834-2893

888/CFI-8400 or 919/821-4771
800/722-2838 or 979/821-4743

Inquiries After A Borrower Has Gone Into Default, Contact

North Carolina State Education Assistance Authority
PO Box 2688
Chapel Hill, NC 27515-8614
800/544-1644
Fax: 919/549-8481

After Default

Question Regarding Contact/Division
Compliance School Questions Mgt. Info. & Comp. Rev.
Loans in Default Collections & Repayment
Accounts in Litigation Legal Services

NSLDS Mgt. Info. & Comp. Rev.

Telephone Number

800/544-1644
800/700-1776
800/544-1644
800/544-1644
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Northwest Education Loan Association (NELA)
500 Colman Building
811 First Avenue
Seattle, WA 98104
Telephone Number: 800-562-3001 or (206) 461-5300
Fax Number: (206) 461-5449 or (206) 461-5488

Question Regarding
LENDER AND SCHOOL QUESTIONS
Guaranty Processing:
Expressway Processing:
Loan Origination
Escrow Dishbursements
Cancellations, Refunds, Loan Adjustment Process (LAP)
Lender and School Reporting
Delinquent Account Reporting
Claim Filing Procedures
Defaulted Accounts
Regulations, Compliance and Policies,
Technical Program Support
Lenders
Schools
Products and Services, Training and Communications

Ordering Applications and Other Program Material

Electronic Services Procedures and Electronic
Operational Training

Modem Connections and Dial-up Procedures

for Electronic Clients

BORROWER QUESTIONS

Application, Disbursement, and Loan History

Repayment, Deferment, and Consolidation Information

Borrowers with Delinquency Reported by Lenders

Defaulted Loans
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Contact/Division

Guaranty Processing
Expressway Services
Expressway Services
Disbursement Services
Guaranty Services
Pre-claims Assistance
Claims Processing

Collections

Policy and Program Assistance

Client Services
Program Services

System Services

System Services

Loan Information

Loan Repayment Hotline

Pre-Claims Assistance

Default Collections

Extension

ext. 471
ext. 362
ext. 418
ext. 480
ext. 369
ext. 389
ext. 346

ext. 401

ext. 323
ext. 325

ext.351
ext. 331

ext. 426

ext. 493

(800) 732-1077 or
(206) 461-5470

(800) 356-6924 or
(206) 461-5452

(800) 552-6642 or
(206) 461-5464

(800) 552-0686 or
(206) 461-5460
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Question Regarding
Application Processing
Claim Filing and Review
Customer Service

Closed School Discharge
Cohort Default Rate Appeals

Collection of Defaulted Loans

NSLP, Inc.

Street: 1300 “O” Street, Lincoln, NE 68508

Mailing: P O Box 82507
Lincoln, NE 68501-2507

Telephone Number: (800) 735-8778 or (402) 475-8686

Fax Number: (402) 479-6658

Email address: NSLPCS@NEBFEF.COM

Contact/Division

Customer Service

Claims

Customer Service

Program Review/Compliance
Program Review/Compliance

Collections

Electronic Loan Processing (ELITE, CommonLine)  Lender/School Relations

Electronic Products and Interfaces
False Certification

Form and Publication Order
Guarantee Fee Billing

Guarantee Processing

Guarantee Status

Lender Participation

Lender/School Relations

Lender and School Reporting
Lender/School Reviews
Lender/School Training

National Student Loan Clearinghouse
National Student Loan Data System
Policy Development

Preclaim Assistance

School Participation

Student Status Change Reporting

Chapter 1: Overview—July 1998

Systems Administration
Program Review/Compliance
Customer Service
Accounting and Finance
Customer Service

Customer Service
Lender/School Relations
Lender/School Relations
Customer Service

Program Review/Compliance
Lender/School Relations
Systems Administration
Systems Administration
Policy and Planning

Preclaim

Lender/School Relations

Systems Administration

Telephone Extension
6300
6855
6300
6410
6718
6380
6934
6847
6410
6300
6637
6300
6300
6936
6916
6300
6707
6823
6850
6847
6837
6800
6916
6850
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Oklahoma State Regents for Higher Education
Oklahoma Guaranteed Student Loan Program

Mailing Address: Street Address:
P.0. Box 3000 999 NW Grand Blvd., Suite 300
Oklahoma City, OK 73101-3000 Oklahoma City, OK 73118

Telephone Number: (405) 858-4300
1-800-247-0420
Fax Number: (405) 858-4390

Question Regarding
Application Processing
Bankruptcy

Claim Processing

Customer Service - Schools/Lenders

Customer Service - Students
Deferments and Forbearance
Defaulted Loans
Disbursement Information
Electronic Products and Services
Fee Billing

Forms and Supplies
Guarantee Status

Late Disbursement
Lender/School Training

Loan Consolidation
Policy/Regulatory Questions
Pre-Claims Information
Program Reviews

Repayment Information

Student Status Confirmation Report
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Contact/Division
Student Services
Claims Review

Claims Review
School/Lender Services
Student Services
School/Lender Services
Recoveries

Student Services
School/Lender Services
Student Services
School/Lender Services
Student Services
Student Services
School/Lender Services
School/Lender Services
School/Lender Services
Default Prevention
Compliance

Student Services

Student Services

Telephone Number
1-800-247-0420 ext. 340
1-800-247-0420 ext. 332
1-800-247-0420 ext. 332
1-800-247-0420 ext. 329
1-800-442-8642
1-800-247-0420 ext. 329
1-800-247-0420 ext. 375
1-800-247-0420 ext. 340
1-800-247-0420 ext. 329
1-800-247-0420 ext. 330
1-800-247-0420 ext. 329
1-800-247-0420 ext. 340
1-800-247-0420 ext. 331
1-800-247-0420 ext. 329
1-800-247-0420 ext. 329
1-800-247-0420 ext. 329
1-800-358-5460
1-800-247-0420
1-800-247-0420 ext. 340

1-800-247-0420 ext. 330
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Oregon State Scholarship Commission (0SSC)
1500 Valley River Drive, Suite 100
Eugene, OR 97401
Telephone Number: (800) 452-8807
Fax Number: (541) 687-7426

Question Regarding Telephone Number
Agency Administration (541) 687-7400
Agency Administration and Grants FAX (541) 687-7419
Agency General Toll Free (800) 452-8807
Collections (541) 687-7366
Collections Toll Free (800) 457-0135
Default Prevention/Claims (541) 687-7458
Default Prevention/Claims Toll Free (800) 261-4524
Grants and Scholarships (541) 687-7395
Loan Program (541) 687-7375
Loan Program, Default, and Collections FAX (541) 687-7426
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Pennsylvania Higher Education Assistance Agency

Questions Regarding

Application Corrections/Appeals

Application Processing

Bankruptcy

Claim Payment/Cure Procedures

Default Collections

Delaware Education Loan Services

KeystoneL/NK

(Automated Loan Processing Services)

Lender Manifest

Guarantee Fee Reconciliation

Loan Consolidation

Ordering Program Materials

PHEAA Fund Transfer Service

Preclaim Aversion

Program Reviews/Institution Eligibility

Skiptracing

Student Status Confirmation Report

Pennsylvania Financial Aid Training Programs

West Virginia Education Loan Services
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1200 North 7th Street » Harrisburg, PA 17102-1444

Division

Guaranty

Guaranty

Reinsurance

Reinsurance

Default Collections and Prevention

Compliance & Development

Special Services

Guaranty

Guaranty

Network Consolidation

Guaranty

Guaranty

Default Collection and Prevention

Compliance and Development

Default Collections and Prevention

Guaranty

Special Services

Compliance & Development

Fax -

Fax -

Fax -

Fax -

Fax -

Fax -

Fax -

Fax -

Fax -

Fax -

Fax -

Fax -

Fax -

Fax -

Fax -

Fax -

Fax -

Phone Number

1-800-443-0646
(717) 720-3907

1-800-443-0646
(717) 720-3907

1-800-892-7576
(717) 720-3908

1-800-892-7576
(717) 720-3908

(717) 720-3400
(717) 720-3909

(302) 577-6055
(302) 577-6765

1-800-699-2908
(717) 720-3904

1-800-443-0646
(717) 720-3907

1-800-443-0646
(717) 720-3934

1-800-338-5000
(717) 720-3910

1-800-443-0646
(717) 720-3907

1-800-443-0646
(717) 720-3934

(717) 720-3400
(717) 720-3909

(717) 720-2740
(717) 720-3933

(707) 720-3400
(717) 720-3909

1-800-443-0646
(717) 720-3907

(717) 720-3600
1-800-437-3692

or 304-345-7211
(304) 345-7215
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Rhode Island Higher Education Assistance Authority (RIHEAA)

Questions Regarding

Appeals

Applications Processing
Claims

Deferments

Forbearance
Disbursement Information
Guarantee Status

Late Disbursement

Late Guarantee
Lender/School Reviews
Lender/School Training
Loan Consolidation

Loan Denials

Loan Updates/Changes
PLUS/SLS Refinance Loans

560 Jefferson Boulevard
Warwick, Rl 02886
(401) 736-1100
FAX (401) 737-8838

Contact Name/Division

Marcia Larson
Guarantee Service Dept.
Charles Totoro
Guarantee Service Dept.
Guarantee Service Dept.
Guarantee Service Dept.
Guarantee Service Dept.
Marcia Larson
Guarantee Service Dept.
Steve Mollica

Marcia Larson

Gail Bessette

Guarantee Service Dept.
Diane Carlin

Guarantee Service Dept.

Phone
401-736-1161

401-736-1160
401-736-1141
401-736-1160
401-736-1160
401-736-1160
401-736-1160
401-736-1161
401-736-1160
401-736-1151
401-736-1161
401-736-1190
401-736-1160
401-736-1162
401-736-1160

Partial Payments/Cancellations Diane Carlin 401-736-1162
Payment Arrangements/Defaults Trish Tedeschi 401-736-1121
Policy Questions Marcia Larson/Gregory Silva 401-736-1160
Regulatory Interpretation Marcia Larson/Gregory Silva 401-736-1160
Repayment Information Guarantee Service Dept. 401-736-1160
Student Status Verification Guarantee Service Dept. 401-736-1160
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South Carolina Student Loan Corporation
P.0. Box 21487
Columbia, S.C. 29221
Telephone Number: (803) 772-9480
Fax Number: (803) 772-9410

Questions Regarding Telephone Number
Customer Assistance for School (800) 488-9875
Customer Assistance for Students
Application Processing (803) 798-0916
Repayment Information (800) 347-2752
Defaulted Loans (800) 347-2752
All other areas (803) 798-0916
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Student Loan Guarantee Foundation of Arkansas (SLGFA)

Question Regarding

219 South Victory
Little Rock, AR 72201-1884

Telephone Number: (800) 622-3446

(501) 372-1491

Fax Number: (501) 688-7675

Contact/Division

Telephone Number*

Application Processing Applications Department ext. 651
Bankruptcy Bankruptcy/AWG Unit ext. 639
Claims Processing Claims Department ext. 640
Cohort Rate Appeals Claims Department ext. 640
Corporate Communications Public Affairs Department ext. 638
Default Prevention Assistance Default Prevention Department ext. 690
Disbursement Services Client Services Department ext. 631
IRS Offset Collection Division ext. 683
Legislative Information Public Affairs Department ext. 638
Default Collections Collection Division ext. 680
Products and Services Client Services Department ext. 631
Program Review/Compliance Technical Assistance and Program ext. 636
Development Department
SSCR Status Control Department ext. 665
Supplies Office Administration Department ext. 650
Training and Technical Program Support Technical Assistance and Program ext. 636
Development Department
Wage Garnishment Bankruptcy/AWG Unit ext. 639
Lender Fee Billings Financial Management ext. 621

*Extensions may be reached by contacting the operator through the (800) number. To reach an extension directly,

dial (501) 688-7 and the 3-digit extension listed.
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Student Loans of North Dakota (SLND)

P.0. Box 5524
Bismarck ND 58506-5524
Telephone Number: (800)472-2166
TDD:(800)643-3916
Fax Number: (701)328-5632

SLND-ADMINISTRATION

Director

Administrative Assistant

Program Development Coordinator
Program Development Coordinator

Julie Kubisiak .................. 1-701-328-5621
Karen Gross .......cccoceveververeesnenns 328-5791
Beth EIKiNw.vvvevevece e, 328-5653
JOANN SteckIer ......ccovvevvverirennns 328-5619

SLND-GUARANTOR

Associate Director Wally Erhardt.......cooevevvriernnenn, 328-5654
Program Reviews Char Feist......ccovvveieriviriecinienns 328-5753
Claim Processing Diane Sperle ......cccovvveivrvreriene, 328-5669
Data Processing Coordinator Karen IVErson ........c.occeevrvreruenens 328-5663
Processing:
Applications, deferments, loan transfer Tam Weigel .....ccovevvevevrnrerieennne, 328-5754
statements, repayment manifests and
updates to enrollment status for lenders and
schools
Applications, cancellations and Elaine FiSCher........ccovvvvevrvnenns 328-5755
disbursements for lenders and schools
New Loans:
Supervisor Holly Schirado ......ccocvevevririnnee. 328-5751
Sr. New Loans Specialist Marla Belohlavek...........ccco....... 328-5774
Cancellations/Revisions Trudi HOQUE ....veveeveeceeeeicee 328-5761
General New Loans Information e 328-5763
Collections:
Supervisor David PIUM ...cvvvevr e 328-5707
Preclaim Assistance Pam Wagner .......c.ccoevvrevrnnennns 328-5680
Sharon Hoffman .........c.cccovvenne. 328-5655
Postclaim Wage Garnishments Leslie Schmit .......cccooeevevvirine, 328-5708
Bankruptcy Lisa Lang ...ccoveervrrrerieeenererinnens 328-5765
Skip Tracing Lori Sackmann ..........c.cccvevverennen 328-5757
COLLEGE INFORMATION SERVICE
1-800-554-2717
LIN@ AIDEIY ..t 328-5835
DA HUBSKE ...t 328-5657

79

Chapter 1: Overview—July 1998

INTERNET ADDRESSES

kubisiak@pioneer.state.nd.us
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efischer@pioneer.state.nd.us
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Tennessee Student Assistance Corporation
Parkway Towers, Suite 1950
404 James Robertson Parkway
Nashville, TN 37243-0820
Telephone Number (615) 741-1346
(800) 257-6526
Fax Number (615) 741-6101

Questions Regarding Contact/Division Telephone Number
Application Processing InTuition, Inc. (800)257-6528
Disbursement Information InTuition, Inc. (800)257-6528
Guarantee Status InTuition, Inc. (800)257-6528
Late Disbursement InTuition, Inc. (800)257-6528
Lender/School Reviews Compliance Officer (615)532-3499
Lender/School Training Training Officer (615)741-1346
Loan Consolidation InTuition, Inc. (800)257-6528
PLUS/SLS Refinance Loans InTuition, Inc. (800)257-6528
Partial Payments/Cancellation InTuition, Inc. (800)257-6528
Payment Arrangements/Defaulted Loans InTuition, Inc. (800)257-6528
Regulatory/Policy Questions Loan Program Administrator (615)741-1346
Scholarships/Grants Grant Program Administrator (615)741-1346
Status Changes InTuition, Inc. (800)257-6528
Supplies InTuition, Inc. (904)281-7277
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Texas Guaranteed Student Loan Corporation (TG)

U.S. Mail:
P.0. Box 201725
Austin, TX 78720-1725

Question Regarding
Annual Report
Application Processing/Resolution
Applications with Prior Defaults
Guarantee Inquiries
Reinstated Eligibility
Bankruptcy
Borrower Change Report
Cancellations
Claims
Closed School Discharge
Cohort Default Information
Cohort Rate Appeals
Collections
Consolidation
Technical Information

Borrower Information

Cures/Rejects/Recalls
Status Inquiries

Default Prevention

Deferments
Technical Information
Borrower Information

Demographic Update

Electronic Applications/Services
General Information

Technical Support

(Continued on Next Page)

Overnight Mail:

2929 Longhorn Blvd., Ste. 106

Austin, TX 78758

Telephone Number: (800) 252-9743

(512) 219-5700

Fax Number: (512) 219-4525

Contact/Division
Communications

Loan Guarantee Operations
Customer Assistance
Collections

Collections

Loan Guarantee Operations
Accounting

Claims

Customer Assistance
Customer Services
Compliance Administrative Operations
Collections

Customer Services
Customer Assistance

Claims
Customer Assistance

Default Prevention
Customer Services
Customer Assistance

Loan Guarantee Operations

Customer Services
Product Support

Visitors:

13809 N. Hwy. 183, Ste. 100
Austin, TX 78750-1240

Telephone Number

(800) 252-9743

(800) 446-5616

(800) 845-6267

(800) 222-6297

(800) 222-6297

(800) 446-5616

(800) 252-9743

(800) 252-9743

(800) 845-6267

(800) 252-9743, ext. 4444
(800) 252-9743

(800) 222-6297

(800) 252-9743, ext. 4444
(800) 845-6267

(800) 252-9743
(800) 845-6267

(800) 338-4752
(800) 252-9743, ext. 4444
(800) 845-6267
(800) 446-5616

(800) 252-9743, ext. 4444
(800) 252-9743, ext. 2222

Fax Number

(512) 219-4739
(512) 219-4641
(512) 219-4633
(512) 219-4739
(512) 219-4741
(512) 219-4641
(512) 219-4513
(512) 219-4514
(512) 219-4633
(512) 219-4525
(512) 219-4619
(512) 219-4739
(512) 219-4525
(512) 219-4633

(512) 219-4514
(512) 219-4633

(512) 219-4630
(512) 219-4525
(512) 219-4633
(512) 219-4641

(512) 219-4525
(512) 219-4525
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Electronic Funds Transfer
General Information
Technical Support

False Certification

Fee Billings

Forms/Publications

Government Liaison

Institutional Data Reports

Interest Rates

IRS Offset

Lender Manifest

Lender of Last Resort
Lottery Garnishment
Mapping Your Future

Media and Public Information

National Student Loan Data System

SSCR
Participation Agreements
Potential Fraud
Preclaims Assistance (RFAS)
Professional Licensing Renewals
Research and Statistical Reports
Special Allowance Rates
Texas Awareness Initiatives
Events
Product Orders
Training

Wage Garnishment

Texas (continued)

Customer Services
Product Support

Compliance Administrative Operations

Accounting
Customer Services
Governmental Affairs
Customer Services
Customer Services
Collections

Operations

Loan Guarantee Operations
Collections

Mapping Your Future
Communications

Operations
Operations

Compliance Administrative Operations

Internal Audit/Investigations
Default Prevention

Collections

Business Support and Analysis

Customer Services

Customer Services

Customer Assistance

Customer Services

Collections

(800) 252-9743, ext. 4444
(800) 252-9743, ext. 2222

(800) 252-9743
(800) 252-9743
(800) 252-9743, ext. 4546
(800) 252-9743
(800) 252-9743, ext. 4444
(800) 252-9743, ext. 4444
(800) 222-6297

(800) 252-9743, ext. 4570
or 2852

(800) 446-5616
(800) 222-6297
(800) 252-9743, ext. 4539
(800) 252-9743

(800) 252-9743, ext. 4570
(800) 252-9743, ext. 2852

(800) 252-9743
(800) 252-9743
(800) 338-4752
(800) 222-6297
(800) 252-9743
(800) 252-9743, ext. 4444
(800) 252-9743, ext. 4444
(800) 845-6267
(800) 252-9743, ext. 4444

(800) 222-6297

(512) 219-4525
(512) 219-4525

(512) 219-4619
(512) 219-4513
(512) 219-4525
(512) 219-4932
(512) 219-4525
(512) 219-4525
(512) 219-4829

(512) 219-4603

(512) 219-4641
(512) 219-4741
(512) 219-4528
(512) 219-4739

(512) 219-4603
(512) 219-4603

(512) 219-4619
(512) 219-4619
(512) 219-4630
(512) 219-4829
(512) 219-4634
(512) 219-4525
(512) 219-4525
(512) 219-4633
(512) 219-4525

(512) 219-4741
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United Student Aid Funds, Inc. (USA Funds)

www.usagroup.com

Arizona
P.0. Box 3028
Chandler, AZ 85244-3028

Indiana
P.0. Box 6180
Indianapolis, IN 46206-6180

25 South Arizona Place
Chandler, AZ 85225

11100 USA Parkway
Fishers, IN 46038-9213

(317) 849-6510
(800) 428-9250

(800) 824-7044

Question Regarding
Annual Report

Claims

Closed School Discharge
Cohort Default Rates
Common Manual
CommonLine
Consolidation

Cures/Rejects/Recalls

Contact/Division
Public Affairs

Claim Management
Claim Management
Compliance Operations
Policy Development
School & Lender Support
Loan Consolidation

Claim Management

Telephone Number

(317) 951-5495
(317) 578-6937
(317) 578-6937
(317) 595-1352
(317) 595-1313
(800) 348-4006
(800) 448-3533

(317) 578-6937

Fax Number

(317) 951-5499
(317) 578-6289
(317) 578-6289
(317) 595-1417
(317) 595-1299
(317) 578-6829
(317) 576-6481

(317) 578-6289

Customer Assistance Customer Assistance IN (800) 824-7044 IN (317) 595-1239
AZ (800) 824-7044 AZ (602) 814-1855
Default Prevention Default Prevention (800) 635-3786 (317) 578-6206
Default Collections Default Collections (800) 537-0837 (317) 595-1265
Education Resource Center Education Resource Center (317) 578-6883 (317) 578-6311
Electronic Services School & Lender Support (800) 348-4606 (317) 578-6829
Electronic Funds Transfer Loan Disbursement Operations (317) 595-1328 (317) 578-6848
(Whiz Fund™)
False Certification Compliance Operations (317) 595-1418 (317) 5951417
Fee Billing Fee Billing (317)578-6168 (317) 578-6679
Forms/Supplies Request
Applications Application Orders IN (317) 578-6569 IN (317) 595-1239
AZ (602) 814-1892 AZ (602) 814-1855

All Other Forms

Fraud

Government Official Inquiries

Guarantor Services
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Procurement
Compliance Operations
Policy Development

Guarantor Services

(317) 578-6677
(317) 595-1248
(317) 578-6935

(317) 578-6358

(317) 578-6860
(317) 595-1417
(317) 595-1299

(317) 578-6862



Question Regarding
Interest Rates
Lender Participation

Lender Manifest

Marketing

Media

Operations Bulletin
Policy/Regulation Inquiries
Post Claim Assistance
Preclaim Assistance

Program Reviews

School Participation
Spanish Hotline
Special Allowance Rates

SSCR

Training
Wage Garnishment

WhizKid™

United Student Aid Funds, Inc. (continued)

Contact/Division
Policy Development
Marketing

Status Management

Marketing

Public Affairs

Policy Development
Policy Development
Post Claim Operations
Default Prevention

Compliance Operations

Marketing
Customer Support
Policy Development

Status Management

Education Resource Center
Post Claim Operations

School & Lender Support

WhizFund and WhizKid are trademarks of United Student Aid Funds, Inc.
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IN
AZ

IN
AZ

IN
AZ

Telephone Number
(317) 578-6935
(317) 578-6560

(317) 595-1521
(602) 814-1813

(317) 578-6560
(317) 951-5495
(317) 595-1313
(317) 595-1313
(800) 331-2314
(800) 635-3786

(317) 595-1248
(602) 814-1808

(317) 578-6560
(800) 635-3783
(317) 595-1313

(317) 595-1521
(602) 814-1813

(317) 578-6883
(800) 331-1234

(800) 348-4006

IN
AZ

IN
AZ

IN
AZ

Fax Number
(317) 595-1299
(317) 578-6875

(317) 595-1410
(602) 814-1855

(317) 578-6875
(317) 951-5499
(317) 595-1299
(317) 595-1299
(317) 595-1265
(317) 578-6026

(317) 595-1417
(602) 814-1801

(317) 578-6875
(317) 595-1239
(317) 595-1299

(317) 595-1410
(602) 814-1855

(317) 578-6311
(317) 595-1265

(317) 578-6829



Utah Higher Education Assistance Authority (UHEAA)
355 W. North Temple, 3 Triad Center, Suite 550
Salt Lake City, UT 84180-1205
Telephone Number: (800) 418-8757
(801) 321-7200
Fax Number: (801) 321-7299
(801) 321-7198

Question Regarding
Appeals

Application Processing
Research and Administration
Deferments and Forbearance
Policy

Lender/School Reviews

Guarantee Operations

Lender Training
System Operations
School Training
Default Prevention

Claims Processing

Loan Denials

Defaulted Loans

Regulatory Interpretation

Student Status Verification (SSCR)

Secondary Market - Utah

Contact/Division
Compliance
Guarantee Operations
Administration
Default Prevention
Policy and Training
Compliance

Guarantee Operations

Lender Services

System Operations
Policy and Training
Default Prevention

Claims Department

Guarantee Operations
Post-Claim Operations
Policy and Training

Guarantee Operations

Loan Purchase Program

Telephone Number
(801) 321-7220
(801) 321-7222
(801) 321-7206
(801) 321-7246
(801) 321-7166
(801) 321-7220

(801) 321-7223
(801) 321-7222

(801) 321-7295
(801) 321-7216
(801) 321-7166
(801) 321-7246

(801) 321-7224
(801) 321-7225

(801) 321-7222
(801) 321-7252
(801) 321-7166
(801) 321-7223

(801) 321-7286

Fax Number

(801) 321-7299
(801) 321-7198
(801) 321-7299
(801) 321-7198
(801) 321-7299
(801) 321-7299

(801) 321-7198

(801) 321-7160
(801) 321-7198
(801) 321-7299
(801) 321-7198

(801) 321-7299

(801) 321-7198
(801) 321-7198
(801) 321-7299
(801) 321-7198

(801) 321-7198
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Vermont Student Assistance Corporation (VSAC)
1 Main Street, The Champlain Mill
P.0. Box 2000
Winooski, Vermont 05404-2601
(802) 655-9602
1-800-642-3177
FAX: (802) 654-3765
TTD: (802) 654-3766
TTD in State: 1-800-281-3341
Web Site: www.vsac.org

EDUCATION LOAN SERVICES PROGRAM (1-800-642-3177)

Function Contact Phone/Ext/Internet
School Services School Services Phone Group 1-800-307-8722

Pam Chisholm Ext. 660 chisholm@vsac.org
School Compliance Marcia Vance Ext. 273 vance@vsac.org
Lender Compliance Jaye O’Connell Ext. 388 oconnell@vsac.org
Borrower Services Loan Counseling Group 1-800-798-VSAC (1-800-798-8722)
PLUS Applicant Credit Review Credit Counseling Team Ext. 511

DEFAULT COLLECTIONS PROGRAM (1-800-642-3177)

Function Contact Phone/Ext/Internet
Program Policies and Issues Linda Viau Ext. 223 viau@vsac.org
Specialized Programs for Defaulted Borrowers ~ Rose Bean Ext. 278 bean@vsac.org

(Loan rehabilitation, Loan consolidation,
Renewed Title IV Eligibility)
Preclaim and Supplemental Preclaim Issues Christine Quinn-Kuck Ext. 211 kuck@vsac.org

VSAC FINANCIAL AID SERVICES (1-800-357-9171)
Function Contact Phone/Ext/Internet
Financial Aid Services Yvonne Whitaker Ext. 269 whitaker@vsac.org

GRANT PROGRAM (1-800-642-3177)

Function Contact Phone/Ext/Internet
Policies and Operations Marilyn Cargill Ext. 201 cargill@vsac.org
Marcia Corey Ext. 206 corey@vsac.org

OUTREACH PROGRAM (1-800-642-3177)
Function Contact Ext/Internet
Policies and Programs Diane Girard-diCarlo Ext. 232 dicarlo@vsac.org
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2.1
The Federal Family Education Loan
Program (FFELP)

Chapter 2 provides general information about the FFELP,
the types of loans that are available in the program, and the
various stages that comprise the “life” of a FFELP loan.
This chapter also lists other resources a school, lender, or
servicer may wish to consult for more information about the
FFELP.

2.1.A.
Overview

The Federal Family Education Loan Program (FFELP) is
authorized in Part B of Title IV of the Higher Education Act
of 1965, as amended. Under the FFELP, students and their
parents can obtain low-cost education loans to help pay for
the cost of higher education.

FFELP loans are made to students and parents by lenders.
The lender cannot require the borrower to provide collateral
for the loan—and, in most cases, the lender does not require
the borrower to be creditworthy. To protect the lender from
loss in the event of the borrower’s death, disability,
bankruptcy, or default, the loan is guaranteed by a
guarantor. In certain circumstances, the lender also is
protected if the student attends a school that closes or if the
school falsely certifies the borrower’s loan application. The*
guarantor is reinsured by the U.S. Department of Education
(the Department).

[HEA 427(a)(2)(A)]

2.1.B.
Types of Loans Available

All FFELP loans have flexible terms—»both during the
period when the student is in school and during the period,
when the loan must be repaid. During repayment, a
borrower may be entitled to defer payments on the loan in
certain circumstances, such as during periods of
unemployment, economic hardship, or further study.

There are several types of education loans currently offered
by lenders under the FFELP:

A subsidized Federal Stafford loaris available to an
eligible student attending a participating postsecondary
school. A student who demonstrates financial need is
eligible to have the federal government pay the interest
on the loan to the lender until repayment of the loan
begins and during any deferment periods. The student
is allowed a grace period (usually six months) after
leaving school or dropping below half-time attendance
before repayment begins. Repayment of the loan is
scheduled over a maximum 10-year period.

An unsubsidized Federal Stafford loaris available to
an eligible student attending a participating
postsecondary school. A student who does not
demonstrate sufficient financial need is typically
eligible for an unsubsidized Stafford loan. An
unsubsidized Stafford loan can also be used to
supplement a subsidized Stafford loan. An
unsubsidized Stafford loan borrower does not have any
interest paid on his or her behalf by the federal
government; such a borrower is responsible for paying
to the lender all interest that accrues on the loan from
the time the loan is disbursed until it is paid in full.
Otherwise, the terms of an unsubsidized Stafford loan
are the same as those for a subsidized Stafford loan.

A Federal PLUS loanis available to an eligible parent

or legal guardian of a dependent undergraduate student
attending a participating postsecondary school. A

PLUS loan borrower must be creditworthy or must
obtain a creditworthy endorser on the loan. The parent
is responsible for paying to the lender the interest that
accrues on the loan from the time the loan is disbursed
until it is paid in full. Repayment of the loan is
scheduled over a maximum 10-year period.

A Federal Consolidation loanis available to a

borrower who wants to combine his or her outstanding
education loans into a single loan with a single monthly
payment. In most cases, the borrower is responsible for
paying to the lender the interest that accrues on the loan
until the loan is paid in full. Consolidation loans

usually have a longer repayment period and a lower
monthly payment than is available on the underlying
education loans.
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Before July 1, 1994:ederal SLS loanswvere available to 2.2.A.
eligible students attending participating postsecondary Origination
schools. An SLS borrower must pay to the lender all interest

that accrues on the loan from the time the loan is dlsburse%\ potential borrower may obtain an application for a FFELP

until it is paid in full. The Federal SLS Loan Program was :
. . ; . loan from a school, lender, or guarantor. Once an applicant
discontinued effective July 1, 1994. At the same time, loan : S
completes the borrower portion of the loan application—

limits on unsubsidized Stafford loans were increased by th%nd it applicable. the student for Whom a parent is
amounts previously available to SLS borrowers. All SLS - 11 app ! P

loans first disbursed before July 1, 1994, retain the terms (s)grt':(inlgllTgkaegtgf?r;?z?ecﬂ:]cp>|rietiensai?ne s;u;j; r;:osrzc;o;ﬁge
and conditions established under the Federal SLS Loan P 9 g

Program. loan by certifying the eligibility for the loan.

More information about each of these types of loans, the School Certifies Loan Eligibility

process a borrower follows to obtain a loan, the terms of th,gOr a Stafford loan. the school certifies:
loan, and how schools and lenders are to handle FFELP ' '

loans is included in this manual. . The students eligibility.

2.2 ) *  The maximum amount of loan for which the applicant
The Life of a FFELP Loan is eligible.

The life of a FFELP loan begins with the borrower’s *  The maximum amount of loan on which the
application and the school’s certification of the borrower’s Department will pay interest benefits, if applicable.

eligibility. It ends when the loan is paid in full—or, in
certain circumstances, when the loan is discharged. The life  The enrollment period, grade level, and anticipated
of a Stafford or PLUS loan spans three phases: graduation date.

Phase 1: Origination * Adisbursement schedule for the loan.
The school certifies the applicant’s eligibility, and the
lender approves the loan and applies for the guarantee.  Other information used by the lender to determine
whether or not to make the loan.

Phase 2: The Interim Period
The school and lender manage the loan while the For a PLUS loan, the school certifies the preceding
borrower or student is in school, and during any graceinformation and the parent’s eligibility for the loan.
period to which the borrower is entitled.

The school sends the loan eligibility information to the
Phase 3: Repayment lender or to the guarantor on the lender’s behalf. Usually,
The lender maintains, or services, the loan from the loan eligibility information is transmitted electronically.
time the borrower is to begin making payments on the
loan until the loan is paid in full by the borrower or by For more information on eligibility requirements and the
the guarantor as a claim. school’s certification of loan applications, see chapter 5.

During these three phases, the school and lender each have
responsibilities for ensuring that the loan is handled

properly.

The two flow charts on the following pages depict the life
of a Stafford loan and the life of a PLUS loan.
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THE LIFE OF A STAFFORD LOAN

Phase 1 Applicant submits
Origination loan application

School certifies
loan eligibility

School sends application
information to lender

School sends application
information to guarantor

Lender reviews application,
approves loan, and applies
for guarantee

Guarantor guarantees loan
and sends guarantee/
disclosure to lender

Lender provides disclosure to
borrower and sends
disbursement to school

School releases proceeds School returns proceeds Lender cancels loan and

to the borrower to the lender notifies guarantor
Ph ase 2 Borrower enters grace
. . period upon dropping
Interim Period below half-time status
Phase 3 Bolrr_ower may become Borrower enters
R t eligible for deferment  |— repayment status
epaymen or forbearance
Borrower pays
loan in full
Borrower enters Borrower files b Borrovzetr I BoITower's Borrower’s
delinquency and bankruntc Borrower dies e(;:omes 0 at?/ school closes school falsely
defaults picy an §|es ggﬁ;ljen y certifies loan

Lender files claim
with guarantor
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THE LIFE OF A PLUS LOAN

Phase 1 Applicant submits
Origination loan application

School certifies
loan eligibility

School sends application

information to lender

Lender reviews credit history,
approves loan, and applies
for guarantee

Guarantor guarantees loan
and sends guarantee/
disclosure to lender

Lender provides disclosure
to borrower and sends
disbursement to school

Lender cancels loan and
notifies guarantor

School returns proceeds
to the lender

School releases proceeds
to the borrower

phased  [Temm ] [ s s
Repayment or forbearance repayment status

Borrower pays

loan in full
Borrower ,
Bor_rower enters Borrower files Borrower or becomes totally Student’s Student’s
delinquency and . school falsely
bankruptcy student dies and permanently school closes o
defaults disabled certifies loan

Lender files claim

Note: Phase 2, Interim Period, does not apply to PLUS loans with guarantor
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Lender Reviews and Approves the Loan Application Lender Disburses the Loan

After the school certifies eligibility, the loan applicant The lender reviews the guarantee disclosure for accuracy

submits—or directs the school to submit—the application tand provides a disclosure to the borrower on or before the

an eligible lender of the applicant’s choice. The lender is date of the first disbursement. The lender keeps a record of

responsible for reviewing the loan application to determinethe guarantee.

whether a loan should be made based on its lending

practices. For a PLUS loan, this includes determining The lender disburses the loan proceeds to the borrower

whether the applicant is creditworthy by obtaining and according to the dates reflected on the guarantee disclosure

reviewing a credit report. If the lender determines that the and sends the loan proceeds to the school (unless the

loan application is complete and that the applicant is eligibleorrower is attending a foreign school or studying abroad).

for a loan, the application information is submitted to the The lender may disburse the loan by issuing an individual

guarantor for guarantee. check, by sending a master check that combines the loan
proceeds of several borrowers into a single check, or by

The guarantor often reviews and approves loan applicatiortsansmitting the loan funds via electronic funds transfer.

on a lender’s behalf, where such arrangements have been

made between the guarantor and the lender. The lender may make arrangements with a guarantor or
servicer to disburse the loan on the lender’s behalf.

For more information on how the lender reviews and

approves the loan application, see chapter 6. For more information on disbursement, see chapter 6.

Guarantor Reviews the Application and Guarantees the Loan School Delivers the Loan Proceeds to the Borrower

Upon receiving the loan application information, the The school delivers the loan proceeds to the borrower
guarantor: promptly after verifying that the borrower remains eligible
for the loan. The school credits the funds to the student’s
* Reviews the information provided to see if it is account or delivers the funds to the borrower, as
complete and accurate. appropriate. At the borrower’s written request, a school may

also retain and deliver funds periodically to help the student

» Enters the application information on its system to manage his or her loan funds and attendance costs.
process the guarantee.

Sometimes, a borrower receives additional financial aid
If the application information indicates that the applicant is after his or her eligibility for a Stafford or PLUS loan has
eligible, the guarantor notifies the lender that the loan has been certified by the school. When this happens, an
been guaranteed. When the loan is guaranteed, the guaraot@raward may occur. Under certain circumstances, the
produces a guarantee disclosure to provide the borrower aszthool must return all or a portion of the undelivered
lender with important information about the loan. Stafford or PLUS disbursements to the lender to reduce or
Information on the guarantee disclosure includes the loan eliminate the overaward.
amount, interest rate, scheduled disbursement dates, and
loan fees. Many guarantors also notify the school when thdf the borrower has lost eligibility for the Stafford or PLUS

loan is guaranteed. loan, the school must promptly return any undelivered
proceeds to the lender. Typically, the loan disbursement is

For more information on how the guarantor reviews then canceled by the lender. Under certain circumstances, a

applications and guarantees loans, see chapter 6. borrower may still be able to obtain the loan proceeds as a

late disbursement.

For more information on school delivery of loan proceeds,
see chapter 6.
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2.2 B. Student Leaves School

The Interim Period If the student leaves school before the end of the loan
period, the school may need to refund tuition and fees. The
school must determine whether any portion of the refund is

Each Stafford loan borrower is entitled to an “ interim due the Stafford or PLUS loan borrower, then prompily
send the refund to the lender.

period.” This period includes the time when the student is in

school and the grace period before the borrower is requireg\/hen the student leaves school or drops to less than half-
to begin making payments. During the in-school and grace

. L time enrollment, the school must provide exit counseling
periods on a subsidized Stafford loan, the federal . )
information to the borrower. The school also must report the

government pays th_e interest due the Iende.r on behalf of tr%?udent’s last date of at least half-time attendance to the
student. During the in-school and grace periods on an

. : . guarantor and/or lender. The lender credits any refund from
unsubsidized Stafford loan, the lender is responsible for ,
. o the school and records the student’s last date of attendance.
collecting or capitalizing interest due from the borrower.

In-School and Grace Periods

For more information on the school’s responsibilities when

The in-school period is the period during which the Sthe student leaves school, see chapters 4 and 6.

borrower is enrolled at least half time in school. During thi
period, the school—in addition to providing the education
or training that the borrower paid for—keeps track of and
reports on the student’s enrollment status, anticipated
graduation date, and changes in address.

Occasionally, a borrower may repay some or all of his or
her student loan early. Any funds received by the lender
before repayment is scheduled to begin are treated as a
prepayment and are generally applied to the principal

After the student leaves school or drops to less than half- balance of the borrower's loan.

time enrollment, the grace period on a Stafford loan beginﬁ:
During the grace period, the lender begins preparing for the
borrower to enter repayment.

or more information on prepayments, see chapter 7.

School’s Responsibilities during the Interim Period

The _Iender may arrange with ?ther program participants toTlhe school’s responsibilities during the interim period
service the loan on the lender’s behalf or may choose to sel

include:
the loan to another lender or secondary market.

Monitoring and reporting the student’s enrollment

The interim period is not applicable on PLUS loans. A
P P status to the guarantor or lender.

PLUS loan borrower enters repayment immediately upon
full disbursement of the loan. The borrower may postpone
payment of principal on a PLUS loan if he or she is eligible
for a deferment. The lender is responsible for collecting or
capitalizing interest due from the borrower during the
deferment period.

Reporting demographic data to the guarantor or lender.
Providing exit counseling information to the student.

* Reporting required information to the guarantor.

For more information on school and lender responsibilities |

during the interim period, see chapter 7. Calculating any refunds due the student and providing

them to the lender.

For more information on the school’s responsibilities, see
chapter 4.
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Lender’s Responsibilities during the Interim Period 2.2C.

The lender’s responsibilities during the interim period Repayment

include:

Borrower Enters Repayment
Reporting disbursements made. A Stafford loan borrower enters repayment when the grace
period ends. A PLUS loan borrower enters repayment at the

Remitting guarantee fees to the guarantor. time the loan is fully disbursed.

Accruing, collecting, or capitalizing interest due on the

loan The lender must notify the borrower of the terms and

conditions for repayment of the loan before payments are
scheduled to begin. These terms and conditions include the
total amount to be repaid, the number of payments, the
payment amount, the interest rate, the payment due date,
and any interest amounts that are being capitalized.
Borrowers are responsible for paying the interest that
accrues on their loans during repayment. A Stafford, PLUS,
or SLS loan borrower may consolidate two or more
education loans into one debt. Consolidation can help the
borrower more easily manage his or her debts, and may
lower the total monthly payment on those debts.

Monitoring student enrollment status or confirmation
reports for changes in borrower or student status or
demographic data.

Reporting loan status information to the guarantor.
Reporting loan information to a credit bureau.
Reporting disbursement and loan information to the
Department.

Collecting, reporting, and paying origination fees to theDunng the repayment period, the lender is responsible for:
Department, * Notifying the borrower of his or her repayment terms.

Requesting interest and special allowance benefits from

the Department. Converting the loan to repayment.

Collecting and applying loan payments.

The lender may arrange to have other program participanté
service loans on the lender’s behalf.

» Processing deferments and forbearances.

For more information on the lender’s responsibilities, see |
chapters 3, 6, and 7, and appendix A.

Reporting loan status changes to the guarantor.

* Reporting loan information to the Department.
» Reporting loan information to a national credit bureau.

» Requesting interest and special allowance payments
from the Department.

The lender may arrange to have other program participants
service loans on the lender’s behalf.

For more information on how the lender converts loans to
repayment and services loans during the repayment period,
see chapter 7.
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Deferment and Forbearance Borrower Does Not Pay the Loan in Full

A borrower in repayment is entitled to defer payments of If a loan is not paid in full by the borrower, or if the
principal if the borrower meets certain criteria. There are borrower is eligible to have his or her loan discharged, the
many different types of deferments available to borrowers,guarantor will reimburse the lender for its loss—provided

including deferments for periods of unemployment, the lender has complied with the requirements for making,
economic hardship, or further study. servicing, and collecting the loan. The lender requests a

claim payment on the loan from the guarantor. Following a
A borrower in repayment may experience a period of default claim payment to the lender, the guarantor will

temporary economic hardship but may not be eligible for acontinue attempting to collect the loan from the borrower.
deferment. If this occurs, the borrower may request

forbearance from the lender. With a forbearance, the lendeA lender may be eligible for reimbursement of a loan under
and borrower can reduce or postpone payments on the loamy of the following circumstances:

Subsidized Stafford loan borrowers, and certain other * The borrower fails to repay the loan when it is due.
borrowers, are eligible to have the federal government pay

the interest during a deferment period or post-deferment ¢  The borrower or student dies before the loan is paid in
grace period. An unsubsidized Stafford, PLUS, or SLS loan  full.

borrower must make arrangements with the lender to pay or

capitalize the interest due during a deferment or forbearanee The borrower becomes totally and permanently

period. disabled.

For more information on deferment and forbearance, see « The borrower files for debt collection protection under
chapter 7. bankruptcy laws.

Borrower Pays the Loan in Full » The school closes while the student is attending.

Ideally, the borrower makes all loan payments as scheduled The school falsely certifies the borrower’s eligibility

and repays the loan in full. To confirm a borrower’s paid-in-  for the loan.

full status when repayment is completed, the lender must

provide certain documents and notices to the borrower, thdn each of the preceding cases, the lender must submit a

guarantor, and other parties. claim reimbursement request to the guarantor within
specified time frames. The lender must provide all required

For more information on how to handle loans that have  documentation with the Claim Form to demonstrate the

been paid in full, see chapter 7. lender’s or borrower’s eligibility for reimbursement on, or
discharge of, the loan obligation.

For more information on the lender’s responsibilities when
the borrower is unwilling or unable to make payments, see
chapter 8.
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2.3
Other FFELP Resources

FFELP participants may consult several resources for mor

information on the program:

The U.S. Department of Education provides several

publications on various aspects of the FFELP. Many o

these publications are described in the following two
subsections. A guarantor can provide many of the
resources listed or can assist a school or lender in
locating them. See chapter 1 for information on
contacting guarantors.

Schools and lenders also may consult the Departmen

for guidance or additional reference materials. Contact

information for the Department’s regional offices is
included in appendix D.

Several student loan organizations make FFELP
information available. Schools and lenders may conta
guarantors for more information about these
organizations and the publications they offer.

2.3.A.
Federal Statute, Regulations, and Dear
Colleague Letters

FFELP guidance for schools, lenders, servicers, and
guarantors is included in amendments to the Higher
Education Act, the federal student aid regulations, and the
Department’s Dear Colleague Letters. These are essential
references for schools and lenders that participate in the
FFELP.

The Higher Education Act of 1965, as Amended

This statute governs student financial aid programs. Like

Student Financial Aid Regulations

Volume 34 of theCode of Federal Regulatioti34 CFR)
contains many of the regulations that govern the student
financial assistance programs authorized by the Higher
Education Act. The Department publishes regulations that
govern how schools, lenders, servicers, and guarantors

dminister the student financial assistance programs.

egulations are updated annually on July 1. Federal
regulations may be ordered as follows:

Contact:

U.S. Superintendent of Documents
Washington, D.C. 20202

; Phone: (202) 512-1800

Request:

34 CFR Part 400 to End

Another publication—entitle@ompilation of Student Aid
Regulations 34 CFR-and copies of individual chapters of
(Hﬁe federal regulations are available from the Department.
Copies may be requested by calling (800) 4-FED-AID.

Dear Colleague Letters (DCLS)

These letters are sent by the Department to schools, lenders,
servicers, and guarantors to provide interpretive guidance
about student financial assistance programs. Typically, the
letters are issued by the Department to provide interim
guidance after Congress amends the Higher Education Act
until the Department publishes regulations. To obtain a

|DCL, a program participant may call the Department at

(800) 4-FED-AID or may contact a guarantor.

Regulatory Waivers

Occasionally, the Secretary uses his authority under
8432(a)(6) of the Higher Education Act of 1965, as

any other law, the Act is amended by Congressional action@Mended, and 34 CFR 682.406(b) and 682.413(f) of the

and the amendments are signed into law by the President
This document is updated periodically by the
Superintendent of Documents. A program participant may

obtain a copy of the Act as follows:

Contact:

Congressional Desk

U.S. Superintendent of Documents
Washington, D.C. 20202

Phone (202) 512-1808

Request:
Volume 1lI Higher Education
Compilation of Federal Education Laws

regulations, to provide relief to FFELP borrowers, schools,
lenders, or guarantors from certain regulatory provisions.
For example, if an area has been designated a disaster area
by the President of the United States or Mexico, the Prime
Minister of Canada, or a governor of a state, certain
regulations may be waived. The Department will issue
guidance to notify program participants of the regulations
being waived. This guidance will specify time frames and
other conditions applicable to these waivers, such as
military mobilizations.
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2.3.B. aid. It is generally published annually.

U.S. Department of Education Publications g
Counselor's Handbook - Postsecondary Edition
The following Department publications are available upon

request, by calling (800) 4-FED-AID. This publication is intended to assist student financial aid

counselors at postsecondary schools in providing
information to applicants about the student financial aid

The Federal Student Financial Aid Handbook (SFA) . :
process. It is generally published annually.

This publication provides guidance to schools and lenders
that offer student financial assistance to students and
borrowers. It is updated annually by the Department.

Counselor's Handbook - High School Edition

This publication is intended to assist high school counselors
in providing information to students and families about the
student financial aid process. It is generally published
annually.

Trainee Guide: Delivery System Training Workshop

This annual publication includes guidance to schools on
delivering student financial aid. The Department typically
hosts regional workshops to provide this information to
schools. Workshop materials and videotapes are available
from the Department.

Audit Guide (School)

This publication is provided to assist schools with required
audits of their student loan programs.

Enclosure B: Information on School FY 1993 Cohort

Default Rates Audit Guide (Lender)

This publication is provided to help schools understand an his pu blication 'S update(_j perlodl_c ally by _the Depqrtment
0 assist lenders in preparing required audits of their student

respond to the release of school cohort default rates. It is loan Broarams
generally published annually, at the time cohort default rates prog '

are released. Self-Instructional Workbook for the ED Form 799

Pre-Publication Review Booklet 1995 - FY 1993 Cohort

Default Rate Data This publication is provided to assist lenders in reporting

loan information and collecting interest benefits and special
allowance payments on FFELP loans. This document also is
ﬁ\vailable from the Department'’s regional offices. Contact
information for these offices is included in appendix D.

This publication is provided to assist schools with
calculating and analyzing the data on which the draft coho
default rate is based. It also includes information about
deadlines and the process for challenging cohort default rate
data. The Department plans to publish this booklet annually
before cohort default rates are released.

The Verification Guide

This publication is provided to assist schools in verifying
information supplied by students and families when they
apply for student financial aid. It is generally published
annually.

The Expected Family Contribution Formula Book
This publication is provided to inform schools of how the

expected family contribution (EFC) is calculated for
students and families when they apply for student financial
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Chapter 3 explains the eligibility requirements, restrictions,»
and responsibilities of lenders participating in the Federal
Family Education Loan Program (FFELP). Additional
information on lender participation in the Federal .
Consolidation Loan Program is contained in chapter 9.

3.1
Eligible Lenders

Eligible lenders patrticipate in the FFELP on a voluntary
basis. An eligible lender can be any of the following:

« Anational or state chartered bank, mutual savings
bank, savings and loan association, stock savings bank,
or credit union. To be considered eligible to participate
in the FFELP, the lender must meet both of the
following criteria:

- The lender is subject to examination and
supervision in its capacity as a lender by an agency
of the United States or the state in which its
principal place of operation is established.

- The lender does not have as its primary consumer
credit function the making or holding of FFELP
loans to students and parents. FFELP loans may
not represent more than 50% of the lender’s
consumer credit loan portfolio (including home
mortgages). A lender is exempt from this
requirement in either of the two following
scenarios: (1) the lender is a bank wholly owned
by a state, or a bank that is subject to examination
and supervision by an agency of the United States;

A pension fund, as defined in the Employee Retirement
and Income Security Act.

An insurance company that is subject to examination
and supervision by an agency of the United States or a
state.

A single state agency or a single nonprofit private
agency designated by the state.

The Student Loan Marketing Association (Sallie Mae),
for purposes of making refinanced PLUS and SLS
loans, Federal Consolidation loans, and loans made
under Lender of Last Resort provisions—and for the
purpose of purchasing and holding loans made by other
eligible lenders.

A Rural Rehabilitation Corporation that has received
federal funds under Public Law 499-81.

A state agency functioning as a secondary market, for
purposes of purchasing and holding loans made by
other eligible lenders.

A nonprofit private agency functioning in any state as a
secondary market, for purposes of making Federal
Consolidation loans.

A guarantor, for purposes of making loans permitted by
the Higher Education Act, Sections 428(h) and 428(j).

An eligible school (see section 3.2).
[8682.200(b); HEA 435(d)(1)]

makes student loans as a trustee pursuant to an : .
) Any of the preceding entities may be further regulated or
express trust; and has operated as a lender under

the loan programs before January 1, 1975, and he‘%efmed by sta_lte I_a W, as apphcgble. Fc_)r exarr_lp_le_, _Texas state
. aw and practice impose certain additional eligibility
met these requirements before the enactment of

the Higher Education Amendments of 1992; or requirements on some lenders.
(2) the lender is a single, wholly owned subsidiary

of a bank holding company that does not have as

its primary consumer credit function the making or

holding of student loans.
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3.2

3.3

Schools Acting as Lenders Approval for Participation

An eligible school may act as a lender under the Federal A lender must meet the following requirements to
Stafford Loan Program and Federal PLUS Loan Program iparticipate in the FFELP under a guarantor’s loan programs:
it meets all of the following criteria:

» The lender must meet the federal and state definitions
The school does not make loans that would be of an eligible lender.
outstanding to more than 50% of the undergraduate
students attending the school on at least a half-time «  The lender must execute an agreement to guarantee
basis—unless the school has received a waiver on this  loans with the guarantor and meet any other guarantor
limit from the Department. requirements (see subsection 3.3.A.).

The school does not make a loan to, or on behalf of, am  The lender must obtain a lender identification number
undergraduate student unless the student has previously (LID) from the Department.
received a loan from the school or provides evidence
that a loan has been denied by a commercial lender. A lender that is obtaining an LID for the first time requests
its number through the guarantor. The lender must provide
The school separates the lending function from other the guarantor with its name, address, and employer
school functions. The school must employ at least oneidentification number (the 9-digit identification number
person whose full-time responsibilities are limited to  assigned to the lender by the Internal Revenue Service for
the administration of the school’s Student Financial reporting federal income taxes withheld). The Department
Assistance (SFA) programs. The school also must  will issue an LID after receiving this information from the
employ at least one person whose responsibilities are guarantor. The lender must use its LID on all forms and
limited to the lending function. reports submitted to the Department or the guarantor.

The school uses the proceeds from its interest benefitdJpon receiving a confirmation letter of the assigned LID,
and special allowance payments for need-based grantthe Department will forward a Lender Participation
programs, except for reimbursement of reasonable  Questionnaire (LPQ) to the lender. The lender must

direct administrative expenses. complete and return the LPQ to the Department. Once the
lender receives confirmation from the Department that its
The school is not a correspondence school. LPQ has been approved, the lender is eligible to begin

making Stafford and PLUS loans.
The school has not had cohort default rates that exceed

15% for each of the two most recent fiscal years—  An insurance company that participates as a lender in a
unless it has received a waiver on this restriction from guarantor’s program must agree not to require a borrower to
the Department. purchase an insurance policy as a prerequisite for receiving
[8682.200(b); §682.601; HEA 435(d)(2)] a FFELP loan.

A school that participates as a lender must agree to comply
with all requirements associated with participation in the
FFELP as a lender.

[8682.601(a)(1)]
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3.3.A. 3.4
Agreement to Guarantee Loans Lender Responsibilities

A lender must meet the guarantor’s eligibility requirements To maintain its eligibility to participate in the FFELP under
and execute an agreement to guarantee loans with that  a guarantor’s programs, a lender must administer its loan
guarantor. The agreement defines the terms and conditionportfolio in compliance with the following:
of the lender’s participation in the FFELP under the
guarantor’s loan programs. A separate agreement may bee  The Higher Education Act of 1965, as amended.
required for each program in which a lender participates.

» Federal regulations promulgated by the Department.
A lender also may execute other agreements or addenda to
take advantage of various products and services offered by  Federal directives, including Department guidance
the guarantor to simplify loan origination. such as Dear Colleague Letters.

Some guarantors have requirements known as One-Lender Guarantor policies, as outlined in this manual.

and One-Holder Rules. These requirements are noted in

appendix C. »  Other requirements and procedures provided by the
guarantors with which the lender participates.

3.3.B.

Assignment of Loans If a lender fails to comply with any of the preceding
requirements, a guarantor may limit, suspend, or terminate

The assignment of a loan may occur only between Iendersthe lender’s eligibility to participate in the guarantor's

and holders that are eligible to participate in the loan programs (see chapter 12).
program and guarantor program applicable to the type of
loan being assigned. For example, a PLUS loan may be
assigned only if the assigning lender and the new holder a
both eligible to participate in the Federal PLUS Loan
Program under the guarantor of the loan to be assigned.

General Responsibilities

K lender is required to respond to any inquiry from a
borrower or endorser on a loan within 30 days of the date
on which the lender receives the inquiry.

Additional requirements on the assignment of loans are [5682.208(C)(1)]

described in subsections 3.4.8. and 3.5.E. If a lender delegates the making, servicing, collection, or

assignment of its loans to any servicer or other party, the
lender must ensure that the other entity meets all
requirements described in this section.

A lender that holds loans as a trustee assumes responsibility
for complying with all statutory, regulatory, and guarantor
requirements imposed on any other holders of a loan.
[8682.203(b)]
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3.4.A. .
Recordkeeping Requirements

A lender is required to keep current, complete, and accurate
records for each FFELP loan it holds. Special recordkeeping
requirements for the application and promissory note are
explained irRequired Records All other records may be
stored in hard copy or on microform (e.g., microfilm or
microfiche), computer file, optical disk (e.g., electronic
optical image), CD-ROM, or other media formats.

All records must be retrievable in a coherent hard copy
format or in other media formats such as microform,
computer file, optical disk, or CD-ROM. Any imaged media
format used must be capable of reproducing an accurate,
legible, and complete copy in approximately the same size
as the original document, and which does not permit
additions, deletions, or changes without leaving a record of
such additions, deletions, or changes. The media format ’
must record and maintain the original document so that it
can be certified as a true copy of the original in order to be”
admissible in a court of law, if such becomes necessary. If a
document contains a signature, seal, certification, or any
other validating mark, it must be maintained in original hard
copy or in another media format that can produce a copy of
the document (e.g., microform, optical disk, CD-ROM).

Required Records

Federal regulations require that the lender maintain the
following documentation for each loan:

» Copies of the loan application and the signed
promissory note (whether combined or separate
documents). The original promissory note (until fully
repaid or assigned to the Department) and the original
application must be retained by either the current
holder of the loan or the guarantor on the holder’s
behalf.

Notice of address changes for the borrower or
references.

Documentation of all repayment terms established with
the borrower, including the repayment start date of the
loan and the amount and number of installments.

A record of all payments received, including the dates,
amounts, and way in which each payment was applied
to the principal, interest, and other outstanding balances
on the loan.

Evidence of any deferment eligibility, including the
beginning and ending dates for each deferment.

Documentation of any forbearance granted, including
the beginning and ending dates for each forbearance.

Documentation of all due diligence efforts.

A record of each communication on the loan—other
than regular reports by the lender showing that an
account is current—between the lender and a credit
bureau.

Documentation of any assignments, sales, or purchases
on the loan—including evidence that a notice of loan
assignment was sent to the borrower, if applicable.

Audit trails sufficient to support the lender’s payment
of origination fees and billings of interest benefits and
special allowance to the Department.

Any additional records necessary to document the
validity of a claim against the guarantee (see subsection
8.3.B.).

[8668.24(d)(3)(i) through (iv); §682.414(a)(4)

through (5)]

Record Retention Time Frames

* The guarantee disclosure for each loan, with a record
any changes to the disclosure.

» Evidence of disbursement.

%e preceding records for each loan must be retained for at
least 5 years after the date the loan is paid in full or
purchased as a claim. A lender that sells a loan to another

lender remains subject to this 5-year retention requirement
Documentation of the lender’s handling of any refundsfor all documentation generated through the date it sells the
: : loan. A lender that purchases a loan from another lender is
issued by the student’s school. . . .

subject to the 5-year retention requirement for all
documentation generated from the time of the loan’s
origination through the date the purchasing lender no longer
holds the loan.

Documentation of the date on which the student was r{§682'414(a)(4)("')]
longer enrolled at least half time and the schools
attended by the student.

Documentation supporting any social security number
change.

When a loan is paid in full by the borrower, the holder or
guarantor shall either return the original promissory note to
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the borrower or notify the borrower by an alternate

The lender must send the preceding information to the

procedure acceptable under state law that the loan is paid Ioorrower within 45 days after the transfer is completed.

full. The holder or guarantor must retain a copy of the
promissory note for a period of not less than 5 years

[§682.208(h)]

following the date the loan is paid in full by the borrower orDocumentation Requirements

the lender is reimbursed on a claim.
[8682.414(a)(5)(ii)]

3.4.B.
Notice to Borrower of Loan Sale or Transfer

A borrower must be natified if his or her loan is sold or
transferred from one lender to another—if the loan is in

grace or in repayment—and the transaction causes a cha éﬁ

nge

Although guarantors do not require that a copy of the notice
of loan sale or transfer be included in a claim file, the lender
must be able to provide evidence that the notice was
provided to the borrower. For this reason, the lender must
ensure that it retains a record of the notice for at least

5 years from the date the loan is paid in full or purchased as
a claim. This documentation may be stored on microfilm,
optical disk, or other machine-readable format, and must be
ailable for program compliance reviews.

in the party to which the borrower must send future
payments and communications.

[§682.414(a)(3)(ii) and (iii)]

Some guarantors have additional requirements related to the

Loan Sales sale and transfer of loans. These requirements are noted in
Both the buying and selling lenders must notify the appendix C.
borrower—either jointly or separately—of a loan’s sale. 3.4.C

This notification must include the following information:

Prohibited Activities

» The identity of the buying lender and/or the new
servicer.

The following activities are prohibited by federal

regulations and may result in a loss of FFELP eligibility:

e The address to which the borrower’s subsequent
payments and communications should be sent. .

* The telephone numbers of both the buying and selling
lenders—or, if either lender utilizes a loan servicer, the
telephone number of each servicer.

Both lenders must send the preceding information to the
borrower within 45 days after the sale is legally completed.
If each lender provides separate notification to a borrower,
each must include in its notice a statement that the other
lender will be sending a similar notice under separate cover.

Loan Transfers

In some cases—such as a servicer transfer or branch
transfer—a FFELP loan that is in grace or in repayment is
not sold, but there is a change in the identity of the party to
whom the borrower must send subsequent payments or
communications. If this occurs, the loan holder must notify
the borrower that the loan has been transferred and must
provide the following information:

» The name of the new servicer, if applicable.
» The telephone number and address of the servicer or

branch to which the borrower’s subsequent payments
or communications should be sent.

Receiving points, premiums, payments, additional
interest, or any other form of compensation from
another entity to obtain funds with which to make loans
or to induce the lender to make loans either to a student
or a parent borrower from a particular school or to any
particular category of student or parent. Examples of
such prohibited incentive payments include:

- Cash payments made to a lender by or on behalf of
a school.

- The maintenance of a compensating balance with
a lender by or on behalf of a school.

- Payments to a lender by or on behalf of a school
for servicing costs on loans that the school does
not own.

- Payments to a lender by or on behalf of a school
for unreasonably high servicing costs on loans
owned by the school.

- Purchase of a lender’s stock by or on behalf of a
school.

- Payments ostensibly made for other purposes.
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» Refusing to make, purchase, consolidate, or refinance®.4.D.
loan because of the borrower’s race, national origin, Borrower Defenses
religion, sex, marital status, age, or disability.

In some cases, a loan may be subject to borrower claims
and defenses (such as poor quality of education). This may
result in the borrower being released from his or her
obligation to repay the loan, if the loan meets either of the
following criteria:

o Offering—directly or indirectly—points, premiums,
payments, or other inducements to any school or
individual to secure applicants for loans.

e Conducting unsolicited mailings of student loan
application forms to potential borrowers who had not |

previously borrowed student loans from that lender. The loan was made by a for-profit postsecondary

school.

»  Offering loans—directly or indirectly—as an .
inducement to a prospective borrower to purchase an
insurance policy or other product.

The proceeds of the loan were used to pay tuition and
other charges at a for-profit postsecondary school that
refers loan applicants to the lender—or that is affiliated
with the lender by common control, contract, or

» Engaging in fraudulent or misleading advertising with business arrangement.

respect to its FFELP activities.

» Discounting the sale or transfer of notes, or any intere§'4'E'
in notes, if the underlying FFELP loans were made by @harges to Borrowers
school or lender having common ownership with a
school—except when purchased by the Student Loan A lender may impose the following charges on borrowers,
Marketing Association, a state agency functioning as aas provided by the terms of the borrower’s promissory note
secondary market, or in other circumstances approvedand as permitted by federal and state law:
by the Department.
e Guarantee and origination fees.
» Using a FFELP loan as collateral for any loan bearing
aggregate interest and other charges in excess of the ¢ Interest (not to exceed the applicable statutory rate).
sum of the applicable interest rate and the current
special allowance rate—except to secure a loan from ¢  Capitalized interest.
the Student Loan Marketing Association, a state agency
functioning as a secondary market, or in other * Late charges.
circumstances approved by the Department.
» Reasonable collection costs, such as court costs and
These prohibitions do not preclude a lender—when buying  attorney fees incurred by the lender or its servicer in
loans that were originally made by a school—from collecting a delinquent loan.
obtaining a warranty from the seller to cover future
reductions by the Department or a guarantor in computing If an ineligible borrower receives a loan solely as a result of
the amount of loss payable on default claims caused by a his or her error or false statements, the lender also may
seller’s or previous holder’s act or failure to act. charge the borrower the amount of special allowance that
was paid by the Department through the most recently
If warranted, the Department or a guarantor will notify a  ended fiscal quarter.
lender that an action is pending to terminate its eligibility to

participate in the FFELP. The lender will be given an If a borrower refinances a fixed interest rate PLUS or SLS
opportunity to appeal such an action. For more informationloan to obtain a variable interest rate, the lender may charge
on termination actions, see chapter 12. the borrower a fee of up to $100 to cover the costs of

conversion. For more information on refinancing PLUS and
A lender is considered ineligible to participate in the FFELFSLS loans, see appendix B.
if any principal employee or affiliate of the lender is
debarred or suspended under Executive Order 12549 or the
Federal Acquisitions Regulations.
[8682.200; §682.212(a); HEA 435(d)(5)]
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Nonpermissible Charges Deactivation for Failure to Pay Origination Fees

A lender may not charge the borrower either of the A lender that fails to report and pay origination fees may be

following: deactivated from participation in the FFELP. If the lender
fails to submit an ED Form 799 for two consecutive

» Additional fees for making a loan, such as lender guarters, the Department will notify the lender that it is a

application fees or the cost of credit checks performedcandidate for deactivation. The lender will be provided
on a borrower (federally authorized guarantee and 60 days to respond to the pending action. A lender that does
origination fees are permissible). not successfully resolve reporting and payment issues with
the Department within 60 days will have its six-digit lender
» Normal collection costs, such as costs associated withidentification number (LID) deactivated in the Department’s
the preparation and mailing of notices or letters or the Interest Payment Subsystem. The Department also will

making of telephone calls. instruct guarantors to stop guaranteeing new FFELP loans
[8682.202] for the deactivated LID.
3.5 Loans on which origination fees have not been paid are
Lender Reporting ineligible for claim payment. In addition, the Department

will not pay interest benefits or special allowance on any
part of a lender’s portfolio from the date on which the

A Ie_nder_mus_t comply with all the reporting requwemgnts lender is deactivated until the date on which the lender is
outlined in this section. A lender also must comply with any

) . : reactivated.
applicable consumer loan reporting requirements, as

outiined in various federal and state laws. To have its LID reactivated, a deactivated lender must

submit payment for all outstanding federal origination fees

3.5.A. o . to the Department, along with a letter certifying that all
Federal Origination Fee Payment and origination fees have been paid. After reactivation, the
Reporting lender may not retroactively bill for interest benefits and

special allowance payments for the period of deactivation.

A lender must pay an origination fee to the Department for[DCL 94-L-170]

each loan it makes. The lender reports the amount of

origination fees due each quarter on a Lender’s Interest arfgor more information on deactivation and additional
Special Allowance Request and Report (ED Form 799). Fdiequirements for reactivation, see subsection A.3.D.
more information on ED Form 799, see section A.3. 358

Origination fee payment is the responsibility of the Interest Benefits and Special Allowance
originating lender. Before purchasing a loan, a lender shou’;geporting

obtain confirmation that origination fees have been paid.

A lender requests payments of interest benefits and special
allowance from the Department by submitting an

ED Form 799 each quarter. For more information on
requirements related to interest benefits and special
allowance and on the ED Form 799, see appendix A.

Chapter 3: Lender Participation—July 1998 113



3.5C. If a borrower or endorser requests that the lender provide
Credit Bureau Reporting information on the repayment status of his or her loan to a
credit bureau, the lender must do so within 30 days of the
request. If a consumer dispute has been filed with a credit
bureau, the lender must respond to a borrower’s or
endorser’s request for information within 30 days.

A lender must report information on each FFELP loan it
makes or holds to at least one national credit bureau.
Federal regulations require that the following information

be reported within the specified time frames, as applicable: . .
P P P A guarantor will report each loan it purchases as a default

claim to all national credit bureaus.
* The total amount of loans made to the borrower (to be

reported within 90 days of each disbursement). [5682.410(b)(5)]

» The outstanding balance of the borrower’s FFELP 3.5.D. )
loans held by the lender. Reporting Loan Status Changes

* The repayment status of delinquent loans. The A lender must report student enrollment and loan status
minimum frequency a lender must report status changes to the guarantor. A guarantor will accept a status
changes to at least one national credit bureau is change in any form or medium—as long as it includes the
guarterly. To avoid unnecessarily confusing the borrower’s name and social security number, status change

borrower and damaging the borrower’s credit history, aand effective date, loan account number or ID number, and
lender is strongly encouraged to wait until a borrower any other pertinent information.
is at least 60 days delinquent before reporting the
delinquency to a credit bureau. A Lenders may contact individual guarantors for more
information on reporting loan status changes. See
* The date the loan is paid in full by or on behalf of the section 1.5 for contact information.
borrower (to be reported within 90 days of the date the
loan is paid in full). For information on reporting student enroliment changes,
see subsection 7.3.B.
* The date the loan is discharged due to the borrower’s
death, disability, or bankruptcy (to be reported within 3.5 E.

90 days of the date the loan is discharged). Reporting Loan Sales and Transfers

* The date the loan is discharged due to a closed schoo
or false certification (to be reported within 30 days of
the date the lender is notified that the loan is
discharged). The lender also must request that the
credit bureau remove any negative information
regarding a loan discharged due to a closed school or
false certification. For more information on closed
school and false certification claims, see subsections
8.2.G. and 8.2.H.

|f a lender sells a loan to another lender, the buying lender
must notify the guarantor of the change within 45 days of
the sale. The notification should provide the buying lender’s
name, lender identification number (LID), address, and
telephone number.

If a lender transfers the servicing on a loan from one entity
to another, the lender must report the change to the
guarantor within 45 days of the transfer. A lender with more
than one lender identification number (LID) must notify the
guarantor if it transfers a loan from one of its LIDs to
another of its LIDs.

»  Other information required by federal or state law.
[8682.208(b); DCL 96-L-186/96-G-287, Q&A #16]

A lender purchasing a FFELP loan must report the
preceding information, as applicable, to a national credit
bureau within 90 days of purchasing the loan. The lender
must retain evidence of its credit bureau reporting.
[8682.208(b)(2)]
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The sale or transfer of a loan should be reported on the
appropriate guarantor form or by an equivalent tape
exchange. If the lender wants to report a sale or transfer
using its own form or listing, the format must contain all
data elements required by the guarantor. If a lender is
acquiring the entire portfolio of another lender due to a
merger, acquisition, bank closing, or similar situation, it

The lender must retain a copy of the document
substantiating the SSN change. This documentation may be
requested in a program review or may be required in a claim
submission. The guarantor reserves the right to request this
or other supporting documentation or information before
changing a social security number on its system.

may not need to complete a guarantor form nor list each off a lender identifies an SSN discrepancy, exhausts its

the loans being sold.
[8682.208(e)]

A Lenders may contact individual guarantors for more
information on alternative reporting options. See
section 1.5 for contact information.

efforts to verify the correct SSN, and fails to obtain a copy

of an acceptable source document, the lender should notify
the guarantor of the discrepancy. The guarantor may be able
to offer assistance.

3.5.G.
NSLDS Reporting

Loans that are sold or transferred should not be reported to a

guarantor as paid in full.

3.5.F
Social Security Number Change Reporting

The National Student Loan Data System (NSLDS) is a
national data base of information on Title IV student aid,
including FFELP loans. The NSLDS was developed to
provide current loan-level information on Title IV aid, and
to provide an integrated view of Title IV programs in terms

If a lender becomes aware of a discrepancy in a borrower’sf aid approval, disbursements, repayments, delinquencies,
social security number (SSN) at any time during the life of and school closings. The overall goals of the NSLDS are to
the loan, or it discovers that it had previously reported an improve the efficiency of the Title IV delivery system and
incorrect SSN, the lender must report the correct SSN to the support research on improving program administration.

guarantor and appropriate credit reporting agencies.

A guarantor considers any of the following documents a
valid source for initiating and reporting an SSN change:

»  Social security card or other Social Security
Administration document.

* Income tax return or W-2 form.
»  Official military orders, documents, or papers.

» Loan application (if the discrepancy resulted from a
data input error).

»  State driver’s license or a state-issued identification
card for those states in which the social security
number is listed on the license or identification card.

Each quarter, a lender must report NSLDS data on each
FFELP loan it holds to the appropriate guarantor. A lender
may arrange for a designated servicer to report on its behalf.

A lender reports NSLDS data to the guarantor using the
NSLDS Lender Manifest, a common report format
developed by the National Council of Higher Education
Loan Programs (NCHELP). Although this record layout
will be used throughout the program, specific data
requirements may vary slightly among guarantors.

Instructions for the NSLDS Lender Manifest provide
complete details on lender reporting requirements. A lender
will receive reporting instructions from each guarantor
represented in its portfolio of FFELP loans. It is critical that
the lender review each guarantor’s instructions carefully;
the required frequency of reporting and requirements for
reporting certain fields may vary among guarantors.

[DCL 95-L-177]
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3.5.H. Lender Requirements
Reporting Loans Paid in Full A lender that contracts with a third-party servicer must meet

. . the following requirements:
A lender must report to the guarantor each loan that is palé greq

in full, including the date that the loan was paid in full.
The transaction should be reported on the appropriate
guarantor form or by an equivalent tape exchange. If the
lender wants to report a loan that has been paid in full using
its own form or listing, the format must contain all data
elements required by the guarantor.

The lender may not enter into a contract with a third-
party servicer that the Department has determined does
not meet the administrative capability and financial
responsibility requirements for third-party servicers.

* The lender must provide the Department with the name
and address of each third-party servicer with which the
lender enters into a contract. The lender must provide a
copy of its contract with the third-party servicer, if the
Department requests it.

If a loan is paid in full as a result of the borrower obtaining
a Consolidation loan, the lender must note this in its
reporting and provide the date on which the loan was paid
in full by consolidation. A guarantor must differentiate
between loans paid in full by consolidation and those paid
in full by other means (such as borrower payments) in its
NSLDS reporting. When a loan is paid in full by the
borrower, the lender must notify the borrower that the loan
is paid in full in a format acceptable under applicable state

Servicer Requirements

If a third-party servicer performs, on behalf of a lender, any
activity for which the records identified under the
recordkeeping requirements section of this chapter (see

law. subsection 3.4.A.) are relevant, the servicer must maintain
complete and accurate records pertaining to the servicing of

3.6 each loan in its portfolio. The records must be maintained in

Third-Party Servicers a system that allows ready identification of each loan’s

current status.
A third-party servicer is any organization or individual that [8682.416(f)]
enters into a contract with a lender to administer any aspect
of the lender’'s FFELP activities as required under any of th@ third-party servicer may be subject to mandatory annual
following: audits. For more information on audit requirements for
servicers, see subsection 3.8.D.
» Astatutory provision of, or applicable to, Title IV of
the Act. In addition, the Department may review a third-party
servicer to determine whether it meets the administrative
«  Aregulatory provision prescribed under Title IV of the capability and financial responsibility standards outlined in
Act. the following subsections 3.6.A. and 3.6.B.
[8682.416(c)]
» Anarrangement, agreement, or limitation with the
Department or guarantor entered into under the
authority of statutes applicable to Title IV of the Act.

Some examples of activities a third-party servicer may
perform on a lender’s behalf include originating,
monitoring, processing, servicing, and collecting loans, and
billing for interest benefits and special allowance.
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3.6.A. For-Profit Servicers
Administrative Capability A for-profit servicer must meet the following additional

: o . - _ criteria—in addition to the general criteria noted at the
A third-party servicer is considered administratively Capabl%eginning of this subsection—in order to be considered

if it meets the following criteria outlined by the Department:f. . .
inancially responsible:
The servicer provides the services and administrative
resources necessary to fulfill its contract with a lender
and conducts all of its contractual obligations
applicable to the FFELP in accordance with program
regulations.

The servicer had an acid test ratio of at least 1:1 at the
end of its latest fiscal year. This ratio is determined by
dividing the servicer’s cash, cash equivalents, and
current accounts receivable—excluding any unsecured
or uncollateralized related party receivables—by the

. . sum of total current liabilities.
» The servicer has business systems (automated and/or

manual) that are capable of meeting the requirements |
of the Act and federal regulations, with respect to the
FFELP.

The servicer has not had operating losses in either or
both of its two most recent fiscal years that, in sum,

result in a decrease in tangible net worth in excess of
10 percent of the servicer’s net worth at the beginning

* The servicer has adequate personnel, who are of the first year of the two-year period.

knowledgeable about the FFELP.

[8682.416(a)] » The servicer had a positive net worth for its latest fiscal
year.
3.6.B.
Financial Responsibility «  The servicer can demonstrate to the Department's

satisfaction that it has currently issued and outstanding
A third-party servicer is considered financially responsible debt obligations (without credit enhancements) at or
if it meets the following criteria outlined by the Department:  above the second highest credit rating level.
[8668.15(b)(7)]
» The servicer provides the services described in its
official publications and statements. Nonprofit Servicers

« The servicer provides the administrative resources A nonprofit servicer must meet the following additional
necessary to comply with the program requirements. criteria—in addition to the general criteria noted at the
beginning of this subsection—in order to be considered
e The servicer meets all of its financial obligations, financially responsible:
including refunds it is required to make (if applicable)
and payments owed to the Department for program ¢  The servicer prepares a classified financial statement in
liabilities and debts. accordance with generally accepted accounting
principles or provides the required information in notes
» The servicer is current on its debt payments. A servicer  to financial statements.
is not considered current if it is in violation of any loan
agreement at the end of its fiscal year, as disclosed ina  The servicer had an acid test ratio of at least 1:1 at the
note to its audited financial statements. A servicer is not  end of its latest fiscal year. This ratio is determined by
current if it fails to make a payment in accordance with  dividing the servicer’s cash, cash equivalents, and
existing debt obligations for more than 120 days, and at ~ current accounts receivable—excluding any unsecured
least one creditor has filed suit to recover those funds. or uncollateralized related party receivables—by the
[8668.15(b)(1)—(4)] sum of total current liabilities.
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The servicer had, at the end of its latest fiscal year,

Criteria For Determining That A Servicer Is Not Financially

either a positive unrestricted fund balance or positive Responsible

unrestricted net assets—or the servicer has not had an

excess of current fund expenditures over current fund A third-party servicer is not considered financially

revenues over both of its two latest fiscal years that
results in a decrease exceeding 10 percent of either the
unrestricted current fund balance or the unrestricted net
assets at the beginning of the first year of the two-year
period.

The servicer can demonstrate to the Department’s
satisfaction that it has currently issued and outstanding
debt obligations (without credit enhancements) at or
above the second highest credit rating level.
[8668.15(b)(8)]

responsible if any of the following criteria apply:

Any individual affiliated with the servicer (as defined
below) has been convicted of—or has pletb
contenderer guilty to—a crime involving the
acquisition, use, or expenditure of federal, state, or
local government funds, or has been administratively or
judicially determined to have committed fraud or any
other material violation of law involving such funds.

An affiliated individual can be:

- The servicer’s owner, majority shareholder, or

Public Servicers chief executive officer.
A public servicer must meet the following additional -
criteria—in addition to the general criteria noted at the
beginning of this subsection—in order to be considered
financially responsible:

Any person employed by the servicer in a capacity
that involves the administration of a Title IV
program or receipt of Title IV funds.

The servicer has its obligations backed by the full faith
and credit of a state or an equivalent governmental
entity.

The servicer has a positive unrestricted fund balance, if
reporting under the Single Audit Act.

The servicer has a positive unrestricted current balance
in the state’s higher education fund, as presented in the
general purpose financial statements.

The servicer submits to the Department a statement
from the Auditor General indicating that the servicer
has, in the past year, met all of its financial obligations
and continues to have sufficient financial resources to
meet its financial obligations.

The servicer can demonstrate to the Department’s
satisfaction that it has currently issued and outstanding
debt obligations (without credit enhancements) at or
above the second highest credit rating level.
[8668.15(b)(9)] .

- Any person or entity—or officer or employee of
an entity—with which the servicer contracts to
administer any portion of the Title IV program or
receive Title IV program funds.

The preceding requirement does not apply if any of the
following has occurred:

- The funds that were fraudulently obtained—or
criminally acquired, used, or expended—have
been repaid to the United States, and any related
penalty has been paid.

- The persons who were convicted of—or who pled
nolo contenderer guilty to—a crime involving
the acquisition, use, or expenditure of the funds are
no longer incarcerated for that crime.

- At least five years have elapsed from the date of
the convictionpolo contenderglea, guilty plea,
or administrative or judicial determinations.

The servicer, or any principal or affiliate of the servicer,
is debarred or suspended under Executive Order 12549
or engaging in any activity that is cause for debarment
or suspension.
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» Upon learning of a conviction, plea, or administrative 3.7.C.
or judicial determination described previously in this How the LLR Program Works
subsection, the servicer does not promptly remove the
person, agency, or organization from any involvement
in the administration of the servicer’s participation in
Title IV programs, including, as applicable, the
removal or elimination of any substantial control over

If a student who is eligible for a subsidized Stafford loan is
unable to find a lender willing to make a loan—or is
attending a school that has been designated as an LLR
school—the student should contact the guarantor in the

Eggssze ;Vi%i;)] student’s state of residence, or the guarantor in the state in
' which the student’s school is located, to request the loan.
3.7 Within 60 days of receipt of an original, complete

application, the guarantor must respond to the student with

Lender of Last Resort an approval or denial. If the LLR loan is approved, the
guarantor will either designate an eligible lender to make

Lender of Last Resort (LLR) programs are authorized by the LLR loan or serve as the lender under the LLR program

the Act and federal regulations to facilitate full access to itself.

postsecondary education for all eligible students. The

principal guarantor for each state is responsible for Some guarantors have different interpretations of what is
developing rules and procedures for its LLR Program. required within 60 days of receiving a student’s request for an
[8682.401(c)] LLR loan. These interpretations are noted in appendix C.
3.7.A An LLR loan may not exceed the borrower’s need nor be
Eligible Lenders for an amount less than $200. A lender under the LLR

program may refuse to make a loan if the borrower fails to

The following entities may make LLR loans in any given meet the lender’s credit standards.

state: Although not required, some guarantors offer unsubsidized

Stafford loans (in addition to the required subsidized
Stafford loans) through LLR programs. In cases where a
guarantor does not make unsubsidized Stafford loans in its
QLR program, the Department may authorize the Student
Loan Marketing Association to make unsubsidized Stafford
loans. A lender will receive the same benefits for
unsubsidized Stafford loans made in an LLR program as it
does for such subsidized Stafford loans (see preceding
subsection 3.7.B.).
I{PCL 94-L-164;The Federal Student Financial Aid
Handbook

» The principal guarantor of FFELP loans in the state.

or a nonprofit private agency designated by the state.

* Any eligible FFELP lender, through arrangement with
either of the eligible entities identified above.

If the Department determines that an eligible borrower is
unable to obtain a subsidized Stafford loan through the LL
program for the state, the Student Loan Marketing
Association (Sallie Mae) may be authorized to make an
LLR loan for the borrower.

[HEA 439(q)]

For More Information

A Alender may contact individual guarantors for more
information on specific LLR operating procedures. See
section 1.5 for contact information.

3.7.B.
Benefits of Participation

A lender that makes LLR loans receives the following
benefits:

* LLR loans are eligible for 100% insurance coverage.
* Defaults on LLR loans will not be counted in the

lender’s cohort default rate calculation.
[DCL 93-L-161; DCL 94-L-165]

. ________________________________________________________________________________________________________________________|]
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3.8. A lender must have completed its initial audit (or audits) by
Independent Audits September 30, 1995. If the lender was required to submit its

audit report, the report must have been submitted to the
SI?epartment by September 30, 1995. A lender is required to
submit the compliance audit report to the Department if, for
the fiscal year being audited, it made or held:

Lenders, secondary markets, and third-party servicers mu
undergo independent compliance audits to continue
eligibility to participate in the FFELP. These audits, which
are required by federal law and regulation, are described in
this section.

[8682.305(c); HEA 428(b)(1)(U)]

FFELP loans totaling $10 million or more.

*  More than $5 million but less than $10 million in
FFELP loans and its compliance audit report identifies
3.8.A. findings of noncompliance.
Annual Compliance Audits
A lender who made or held FFELP loans totaling more than
A lender that makes FFELP loans is subject to a complian&5 million but less than $10 million for the fiscal years
audit at least once a year. The audit must be conducted orb&ing audited and whose report does not disclose findings
fiscal-year basis by a qualified independent organization oof noncompliance must retain those reports for a period of
person, in accordance with standards established for the 5 years and submit them to the Department only if
audit of governmental organizations and programs by the requested. A lender who made or held less than $5 million
U.S. Comptroller General. The audit must cover the periodin FFELP loans historically has been delayed from meeting
since the most recent audit. the requirements to submit an annual compliance audit.
However, lenders should consult the Department’s office in
The audit must examine the lender’s compliance with the their region to confirm the status of this provision.
Act and applicable regulations and must examine the [HEA 428(b)(1)(U); DCL 95-L-176; DCL LS-97-01]
lender’s financial management of its FFELP activities. If the
lender is required to submit the audit report to the 3.8.B.

Department, the report must be submitted within 30 days OAudits for Lenders That Do Not Make or

the report’s completion—but no later than 6 months after .
the close of the audit period. Pur_Cha‘_S’e Loans with Tax-Exempt
Obligations

A lender’s first audit under the requirement for annual
compliance audits was to have covered the lender’s first If a lender does not make or purchase FFELP loans with
fiscal year that began after July 23, 1992. Submission of thi@x-exempt obligations, its annual compliance audit must be
audit report was required within six months of the end of conducted in accordance with Bevernment Auditing
the audit period. In March 1995, the Department publishedStandardsssued by the U.S. General Accounting Office
an audit guide on annual compliance audits. The following (GAO).
provisions were included in the initial instructions published
with the audit guide for lenders: If the lender is a governmental entity, the audit must be
conducted in accordance with 31 U.S.C. 7502 and
» Forinitial audits, a lender with a fiscal year ending 34 CFR Part 80, Appendix G.
July 23 through December 31 was required to choose
between having separate audits for fiscal years 1993 If the lender is a nonprofit organization, the audit must be
and 1994 or a combined audit for the two years. conducted in accordance with OMB Circular A-188dit
of Institutions of Higher Education and Other Nonprofit
» The initial audit for a lender with a fiscal year ending Institutions as incorporated in 34 CFR 74.61(h)(3). If a
January 1 through July 22 must have covered fiscal nonprofit lender qualifies for and chooses the option of a
year 1994. program-specific audit as provided for in Circular A-133,
the program-specific audit must be an independent annual
* Alender with a fiscal year ending January 1 through compliance audit conducted by a qualified independent
March 31 might have chosen to have a combined initiadrganization or person.
audit for fiscal years 1994 and 1995.

. ________________________________________________________________________________________________________________________|]
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If a lender already has been audited in accordance with  3.8.D

31 U.S.C. 7502 for other purposes, the Department may Third—Party Servicer Audits
determine that the lender has met the independent
compliance audit requirements if the lender submits the
results of the audit to the Department for review.
[8682.305(c)]

A third-party servicer must arrange for an independent audit
of the administration of its FFELP portfolio—unless the
servicer contracts with only one lender and the lender’s
compliance audit involves every aspect of the servicer’s
administration of its FFELP portfolio. A third-party servicer
that contracts with more than one lender must have
performed a compliance audit that covers the servicer’s
administration of Title IV programs for all the lenders for
which it services. This requirement may be satisfied with a
single audit of all the servicer’s functions if the audit
encompasses all the services provided for the lenders for
which it provides such services. An audit of a third-party
servicer must meet the following requirements:

Specific audit procedures are contained in the audit guide
developed and published annually by the Department. For
information on how to obtain an audit guide, see
subsection 2.3.B.

3.8.C.

Audits for Authorities That Make or
Purchase Loans with Proceeds of Tax-
Exempt Obligations

The audit must examine the servicer’s compliance with

If a governmental entity or a nonprofit organization makes ' . .
9 ty P 9 the Act and applicable regulations.

or purchases FFELP loans with tax-exempt obligations, its
lending and loan purchasing program must be audited for |
compliance with its Plan for Doing Business and the
provisions of CFR 682.801

The audit must examine the servicer’s financial
management of its FFELP activities.

The audit must be conducted in accordance with the
Standards for Audit of Governmental Organizations,
Programs, Activities, and Functiorssued by the

An audit for a governmental entity must be conducted in
accordance with 31 U.S.C. 7502 and 34 CFR Part 80,

Appendix G.

An audit for a nonprofit organization must be conducted in .
accordance with OMB Circular A-133 and any
supplementary compliance guidelines issued by OMB and
the Department. If the organization qualifies for and .
chooses the option of a program-specific audit as provided
for in Circular A-133, the audit must be conducted in
accordance with theovernmental Auditing Standards
issued by the U.S. General Accounting Office (GAO) and

U.S. General Accounting Office (GAO)

If the servicer is a governmental entity, the audit must
be conducted in accordance with the Single Audit Act.

If the servicer is a nonprofit organization, the audit
must be conducted in accordance with
OMB Circular A-133.

Fxcept for the initial audit, an audit must be completed

annually and submitted no later than 6 months after the end

of the servicer’s fiscal year. The initial audit must cover the
ervicer’s first full fiscal year beginning on or after July 1,
994. Regulations require that the initial audit be submitted

the provisions outlined in the Department’s applicable audi
guide.
In addition to submitting its audit to the appropriate region

zglr?er(?;i tt T)? gﬁizg?:?r:gr?}z\grsngergihe;stg IngaELP within 6 months of the end of the audit period. However,
P g P delays in the publication of the servicer audit guide resulted

loans with tax-exempt obligations must submit its audit to .

to the principal guarantor consulted by the Governor in
approving that Plan.
[8682.830]

the Governor who approved its Plan for Doing Business ang the Departments allowing servicers to submit the first
P 9 audit by May 31, 1997. Periods covered by the initial audit

depend on when the lender servicer’s fiscal year ends:

If the fiscal year ends June 30 through October 31, the
lender servicer may combine the annual compliance
audit for fiscal years 1995 and 1996 or may have
separate audits performed for each of those years.

If the fiscal year ends November 1 through
December 31, the lender servicer is required to have its
initial compliance audit performed for fiscal year 1995.

Chapter 3: Lender Participation—July 1998
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» Ifthe fiscal year ends January 1 through June 29, the 3.9 A.
lender servicer is required to have its initial compliance.;L\‘pp|yiﬂg for the Designation

audit performed for fiscal year 1996.
[8668.23(c); §682.416(e); DCL LS-97-01]

If a servicer had an independent audit performed of its
servicing functions for fiscal years 1995 and 1996 to
support the lender audit requirement, the servicer may
submit those audits to the Department in order to meet its '
servicer audit requirement for those fiscal years, provided

those audits meet certain standards. Servicers should consult

the Audit Guide: Compliance Audits (Attestation
Engagements) for Lenders and Lender Servicers
Participating in the Federal Family Education Loan
Program, published December 1996.

3.9
Exceptional Performer Designation

A lender or lender servicer may seek an exceptional
performer designation from the Department. An exceptional
performer will receive 100% reimbursement on all loans
submitted for claim payment during the 12-month period
following its receipt of a notice of designation. The receipt «
date for the exceptional performer notice of designation is
assumed to be no later than 3 days after the date the notice
is mailed—unless the lender or servicer is able to prove
otherwise.

An exceptional performer designation for a lender or

servicer with two or more site locations covers all of its site
locations. Exceptional performer designations for individual
site locations of such a lender or servicer are not permitted.

An exceptional performer designation is based only on the
loans that the exceptional performer services directly. If a
lender contracts with a servicer to fulfill a portion of its
responsibilities under the FFELP, the lender may not obtain
a designation based on functions performed by its servicer.
A designation applies to all loans serviced by the

To apply for an exceptional performer designation, a lender
or servicer must submit the following information to the
Department and to each appropriate guarantor:

A written request with the applicant’s name and
address; the name of a contact person; the lender
identification number (LID), if applicable; and the
name and address of each applicable guarantor.

A copy of an annual financial audit conducted in
accordance with the Audit Guide developed by the
Department. A lender may submit a copy of an annual
audit required under 34 CFR 682.305(c) if the audit
period ends no more than 90 days before the date the
lender submits its request for designation. A servicer
may submit a copy of the annual financial audit, as
defined in 34 CFR 682.416(e), if the audit period ends
no more than 90 days before the date the servicer
submits its request for designation.

A compliance audit of its loan portfolio, conducted by
an independent organization, that yields a compliance
performance rating of 97% or higher with respect to all
due diligence requirements (such as skip tracing,
conversion to repayment, timely claim filing). The
period covered by this audit may end no more than

90 days before the date the lender or servicer submits
its request for designation. A servicer may satisfy this
requirement by submitting its annual compliance audit
as outlined in 34 CFR 682.416(e), if the servicer
includes in its report a measure of its compliance
performance rating required under

34 CFR 682.415(a)(2)(iii)(A), and the audit is
performed in accordance with an audit guide developed
by the Department.

If the applicant is a servicer, it must include with the

exceptional performer—uwith the exception of defaulted

preceding information a statement from its owner or chief

loans that have not been serviced by the exceptional
performer for the last 180 days before default.

executive officer certifying that the servicer meets the
definition of a servicer for the purposes of exceptional
performer designations.

. ________________________________________________________________________________________________________________________|]
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3.9.B.
Department Determination of Request for
Designation

In determining whether to grant an exceptional performer
designation, the Department considers the following:

» Information provided by the applicant.
» Information provided by a guarantor.

* Any other information in the Department’s
possession—including information submitted by any
other agency or office of the federal government.

The Department will notify the lender or servicer and each
appropriate guarantor of the approval or denial. If the
request is denied, the reasons for denial will be provided.

To maintain its exceptional performer designation, a lender
or servicer must undergo a quarterly compliance audit. A
designation will be revoked if the audit indicates that a
lender or servicer failed to maintain at least 97%
compliance for two consecutive months or 90% for one
month. If a lender or servicer is designated an exceptional
performer for at least 15 months, it may petition the
Department to have future quarterly compliance audits, as
required under 34 CFR 682.415(b)(6)(i), conducted by the
lender’s or servicer’s internal auditor.

[8682.415; HEA 428I]
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Chapter 4 outlines general requirements for schools
participating in the Federal Family Education Loan
Program (FFELP). These procedures and criteria reflect
both federal regulations and guarantor policies. Although

included in some sections for reference.

SLS loans are no longer being made, information on them

4.1.A.
Establishing Eligibility
To participate in any Title IV program, a school must

&tablish its eligibility under the Higher Education Act of

1965, as amended, by following the procedures specified by

In addition to meeting the terms and conditions of its
Program Participation Agreement with the Department, a
participating school must comply with:

34 CFR Part 99 (Family Educational Rights and
Privacy), 34 CFR Part 600 (Institutional Eligibility),
34 CFR Part 668 (General Provisions), and 34 CFR
Part 682 (FFELP)—as well as other Department
directives.

State licensing requirements.

Guarantor policies, procedures, and requirements.

Accrediting agency requirements.

All other related requirements for schools, as specified,

in the Higher Education Act of 1965, as amended.

A participating foreign school is required to comply with
the provisions of the regulations, except to the extent that

the Department states in the regulations, or in other official
publications or documents, that foreign schools are exempt

from certain provisions.
[8682.611]

4.1
Institutional Eligibility

The following types of schools may apply for participation
as an eligible institution:

»  Public or private nonprofit institutions of higher
education.

»  Proprietary institutions of higher education (private and

for-profit).

»  Public or private nonprofit postsecondary vocational
institutions.
[8600.4; §8600.5; §600.6]

the Department.

The school may begin participating in Title IV programs on
or after the date the Department signs a Program
Participation Agreement with the school and one of the
following occurs:

The school completes the Title IV program training
provided by the Department.

The Department conducts an on-site Title IV
certification review of the school.

By entering into a Program Participation Agreement, the
school agrees to comply with all requirements specified in
statute and federal regulations, including:

The school will not charge a student a fee for
processing or handling any application, form, or data
required to determine the student’s eligibility for
assistance, including the amount of the Title IV
assistance.

The school will inform eligible Stafford and PLUS loan
borrowers of the availability of state grant assistance
from the state in which the school is located, and will
inform out-of-state borrowers of the source of
information for assistance in the student’s home state.

The school will not certify a loan that exceeds the
borrower’s eligibility.

The school will submit all required reports within the
time frames specified.

If the school advertises job placement rates as a means
of attracting students to enroll, the school will make
available to all prospective students—at or before the
time of application for admission—the most recent data
concerning employment statistics, graduation statistics,
and any other information necessary to substantiate
these advertisements.

Final Regulations published by the Department on November 25, 1997, describe new financial responsibility standards for schools effective
July 1, 1998. Further guidance received by the Department on April 16, 1998, delayed planned revisions at the time the Common Manual went
to print. Therefore, section 4.3 does not thoroughly address the new financial responsibility standards. Until incorporated with the next printing,
please refer to guarantor bulletins for policy changes resulting from the new financial responsibility standards.
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The school will operate a drug abuse prevention
program that is available to any officer, employee, or
student of the school.

The school will not impose any penalty—such as
assessing late fees, denying access to classes, librar
or other school facilities, or requiring the student to
borrow additional funds for which interest or other
charges are assessed—on any student because of th
student’s inability to meet his or her financial
obligations to the school as a result of the delayed
disbursement of Title IV loan proceeds due to

compliance with statutory and regulatory requirements

applicable to the Title IV programs, or delays
attributable to the school.
[8668.14]

The Department will notify a school in writing whether the
school qualifies in whole or in part as an eligible institution
The school also is notified of the Title IV programs in
which it is eligible to participate.

If only a portion of the school qualifies as an eligible
institution, the Department will specify in the notice each
location and/or educational program that qualifies.

Upon being approved by the Department, a school becomes

eligible to apply for participation in the FFELP with the
guarantor. For any school, the guarantor must be satisfied
that the school has the ability to properly administer the
FFELP according to federal regulations and the guarantor
policies before it will approve the school for participation
under its guarantee.

A Schools may contact individual guarantors for more
information on specific eligibility procedures and
required supporting documentation. See section 1.5 f
contact information.

A school may patrticipate in the Federal Direct Student Loan

Program (FDLP) and the FFELP at the same time.
However, a school is prohibited from certifying a loan of

the same type (Stafford, PLUS) under both programs for th

same borrower for the same loan period. The parent of an
eligible student may borrow only under the program
(FFELP or FDLP) from which the student borrowed, or
would have borrowed if the student had received a loan.

's

4.1.B.
Written Agreements between Schools

A written agreement may be made between two or more
eligible schools, or between eligible and ineligible schools,

es

in‘'which one school agrees to have a portion or all of its
educational program provided at or by the other school(s). A
éstudent may take courses at a school that is party to the
contract and have those courses count toward the degree or
certificate that is granted by the home school. The
agreement applies to any courses for which a student has

been certified as eligible for Title IV assistance.

An eligible school must award credit to students in any
contracted portion of the program on the same basis as if it
provided that portion itself.

If the agreement is with an ineligible school, one of the
‘following criteria must be met:

The contracted portion of the program provided by the
ineligible school must not exceed 25% of the student’s
total program of study.

The contracted portion of the program must not exceed
50% of the total program of study if the ineligible
school is not owned or controlled by the same
individual or company as the eligible school and the
eligible school’s accrediting agency or the state agency
that approves public postsecondary vocational
education determines that the written agreement is in
accordance with the agency’s standards.

Also, the ineligible school must not have been terminated
from participation in Title IV programs and may not have
withdrawn from participation in Title IV programs under a

(0) . . .. .
{ermlnatlon, show-cause, suspension, or similar proceeding.

The contracted portion of an educational program may
cover many situations—for example, a study-abroad
program, or a cosmetology training program given wholly
by an ineligible cosmetology school under contract with an
eligible community college, vocational school, or technical
school. A baccalaureate institution does not jeopardize its
eligible programs if no more than one academic year is
spent by students at an ineligible institution, such as a
foreign school under the junior-year-abroad concept. At
predominantly associate degree—granting institutions,
eligible programs are not jeopardized if students spend no
more than one semester or one quarter (25% of the total
program of study) studying under contract at an ineligible
institution.
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A school may contact the Department’s Institutional .
Participation Division for a determination of the eligibility
of a program based on a written agreement.

The content of a written agreement may vary widely, .
depending on the interests of the schools involved and the
accrediting agency or state agency standards. Certain
information should be included in all agreements: which
school will consider the student enrolled; how much the
student’s tuition, fees, and room and board will cost at each
school; what the student’s enrollment status will be at each
school; and how reporting the student’s enrollment status
will be handled. Procedures for calculating financial aid
awards, disbursing aid, keeping records, and processing
Title IV refunds also should be included in the agreement.
The school that the student pays is responsible for issuing
Title IV refunds. Additional information on written
agreements between schools can be found in 34 CFR 600.9
and inThe Federal Student Financial Aid Handbook .

Upon request, a school must provide to the guarantor—in a
timely manner—copies of any written agreement between ¢
one of its eligible schools and another organization where
the other organization provides all, or part of, the
educational program for students enrolled in the school. <
[8600.9]

4.1.C. .
Maintaining Eligibility

To maintain its eligibility to participate, a school must
continue to meet all school eligibility requirements and
must administer its loan programs in accordance with all
requirements outlined in federal law and regulation, and inA
guarantor policies and procedures. A guarantor reserves the
right to limit, suspend, or terminate a school’s eligibility for
failure to meet these requirements (see chapter 12).

Notification Requirements
A school must notify the Department and each applicable
guarantor in writing—within 10 days—if any of the

following occurs:

* The school or a location of the school changes
ownership, and a change in control results.

» The school undergoes a change in person(s) exercising
substantial control.

pr

The school changes its name or address, or the name or
address of another location of the school where it offers
at least 50% of an educational program.

The school opens or closes a location (such as a branch
campus) of the school at which it offers at least 50% of
an educational program. A branch campus is defined as
a permanent location of a school that is geographically
apart and independent of the main campus; that offers
courses leading to a degree, certificate, or other
recognized educational credential; that has its own
faculty and administration or supervision; and that has
its own budgetary and hiring authority. A branch
campus is one type of “additional location” at which
schools may offer instruction to students. A school

must establish eligibility for each of its locations (see
subsection 4.1.A.).

The school changes the percentages of the educational
programs offered at each location.

The school adds, deletes, or modifies programs of
study.

The school changes its status (for profit, private
nonprofit, or public).

The school changes the way it measures program
length (clock hours or credit hours).

The school revises a written agreement with another
school or organization that provides all or a portion of
the school’s educational instruction.

school’s eligibility does not automatically continue if the
eceding types of changes occur. The Department will
notify the school if any reported change affects its eligibility
and will provide the effective date of such a change in

eligibility.

A school’s failure to inform the Department and each
applicable guarantor of any of the preceding changes may
result in adverse action against the school, including loss of
eligibility.

[8600.2; 8600.30; §600.9]
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Change of Ownership Resulting in Change of Control

A school is not always required to notify the Department of
the addition of new programs. The school itself may

If a school undergoes a change of ownership that results ilatermine the program'’s eligibility in either of the following

change of control, the school’s Program Participation

Agreement with the Department expires immediately upon

cases:

the change in control, and the school ceases to qualify as an The additional program leads to an associate,

eligible institution for participation in Title IV programs. A
school that undergoes such a change must notify the

Department of the date of the change and must submit the

following documentation:
Any required Department forms.

A letter from the accrediting agency stating that
accreditation is continued under the change.

Documentation of state licensing approval of the
change.

A statement certifying the new owner’s (or both the
new and previous owners’) assumption of liability for
the previous owner’s administration of Title IV
programs.

If the documentation submitted is satisfactory, the school

bachelor’s, professional, or graduate degree, and the
Department has already approved the school for
programs at that level.

The additional program prepares students for gainful
employment in the same or a related recognized
occupation as an educational program that the
Department has designated as eligible at the school,
and the added program is at least 8 semester hours,
12 quarter hours, or 600 clock hours in length.

If a school determines incorrectly that an additional
program of study satisfies eligibility requirements and does
not apply to the Department for approval, the school is
liable for repayment of all Title IV funds received by the
school for the ineligible program as well as for all funds
received by or on behalf of students enrolled in the
ineligible program of study from the date of the school's
addition of the program.

will be issued a new Program Participation Agreement. The

school also will be required to reestablish eligibility with
each applicable guarantor.
[8600.31]

Eligibility for New or Modified Program of Study

Eligible Programs

To qualify as an eligible institution, a school must offer at
least one eligible program,