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Via email 

UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

RE: FOIA Request No. 23-00071-F-IG 

February 29, 2024 

This is the final response to your June 29, 2023, Freedom of Information Act (FOIA) request to 
the United States Department of Education (ED), Office oflnspector General (ED OIG) for a 
copy of each of the 28 exhibits from Department of Education Office of Inspector General 
Investigation Case #06-050116, regarding Student Assistance Corporation (SLMA). 

The ED OIG conducted a search and found 369 pages responsive to your request. Information 
has been redacted pursuant to Exemptions (b)(3), (b)(4), (b)(6) and (b)(7)(C) of the FOIA. The 
information withheld under Exemption (b )(3) protects information that has been "specifically 
exempted from disclosure by statute". The information withheld under Exemption ((b)(4) 
protects trade secrets and commercial or financial information obtained from a person [that is] 
privileged or confidential. The information withheld under Exemption (b)(6) and (b)(7)(C) of the 
FOIA protects personal privacy interests. The information withheld under Exemption (b )( 6) and 
(b )(7)(C) includes individual names, addresses, telephone numbers, and other personally 
identifying information. Information being withheld includes an individual's signature. 

Congress excluded three discrete categories of law enforcement and national security records 
from the requirements of the FOIA. See 5 U.S.C. § 552(c) (2006 & Supp. IV 2010). This 
response is limited to those records that are subject to the requirements of the FOIA. This is a 
standard notification that is given to all our requesters and should not be taken as an indication 
that excluded records do, or do not, exist. 

Consistent with the FOIA, the OIG confirms that, if it is providing responsive records, it has 
considered the foreseeable harm standard when reviewing the responsive records and applying 
any FOIA exemptions. See 5 U.S.C. § 552(a)(8)(A). 

If you are not satisfied with my action on this request, you may file an administrative appeal by 
writing within 90 calendar days of the date of this letter to the: 
Inspector General 
U.S. Department of Education 
400 Maryland Avenue, S.W. 
ATTN: FOIA Appeals 

400 MARYLAND AVENUE, S.W., WASHINGTON, DC 20202-1510 

Promoting the efficiency, effectiveness, and integrity of the Department's programs and operations. 
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Washington, DC 20202-1500 
A copy of your initial request, a copy of this letter and your statement of circumstances, reasons, 
and arguments should accompany your appeal letter. You may also submit an appeal by email to 
OIGFOIA@ed.gov. Due to mail delays, email submission is preferred. Please include "FOIA 
Appeal" and your request number in the subject line. If you submitted your initial request through 
the Department's online FOIA portal, you may also submit your appeal through the same portal 
here. 

You also have the right to seek assistance and/or dispute resolution services from our OIG FOIA 
Public Liaison or from the Office of Government Information Services (OGIS). The OIG FOIA 
Public Liaison is responsible, among other duties, for assisting in the resolution of FOIA 
disputes. OGIS, which is outside the Department of Education, offers mediation services to 
resolve disputes between FOIA requesters and Federal agencies as a non-exclusive alternative to 
appeals or litigation. 

You may contact the OIG FOIA Public Liaison or OGIS as follows: 

Mail Lorian Beasley Office of Government Information 
OIG FOIA Public Liaison Services 
Office of the Inspector General National Archives and Records 
U.S. Department of Education Administration 
400 Maryland Ave. , SW 8601 Adelphi Road 
Washington, D.C. 20202-1500 Room 2510 

College Park, MD 20740-6001 

E-mail Lorian.beasley@ed.gov OGIS@nara.gov 

Phone 202-826-4 720 301-837-1996; toll free at 1-877-684-6448 

Fax 202-245-7039 NA 

Seeking assistance from the OIG FOIA Public Liaison or OGIS does not affect your right, or the 
deadline, to pursue an appeal. 

Sincerely, 

ANTIGONE 
Digitally signed by 
ANTIGONE 
POTAMIANOS 

Antigone Pot~~f /1 MI AN Q S D t 2024 02 29 
Counsel to the Inspecto~eneral a e: · · 

15:00:45 -05'00' 
cc: FOIA Service Center 













































































































Sallie Mae 

United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

Corporate Borrower Services 
P.O. Box 4200 
Wilkes-Barre, PA 18773-4200 

Dear Sallie Mae: 

Pursuant to 5 U.S.C. app. 3, sections 4, 6(a)(4), the enclosed subpoena duces tecwn has been issued 
by the Office of Inspector General of the United States Department of Education. The materials 
identified should be produced as indicated on the subpoena. 

This subpoena may be satisfied by mailing the requested documents and a signed copy of the 
attached Declaration of Compliance to the address listed below on or before the specified date: 

Special Agent b6, b7C 

U.S. Department of Education 
Office of Inspector General 
111 N. Canal Street 
Room940 
Chicago, IL 60606 

Failure to provide the requested documents at the time specified in 'the subpoena will be taken by 
this office as a failure to comply with the subpoena, and we will exercise our legal right to seek 
judicial enforcement. 

The subpoena requests that some of the documents be produced in electronic format. Please have 
Sallie Mae or Student Assistance Corporation database administrators contact Special Agent -
MiJf'h> arrange a discussion with Office of Inspector General computer technicians to determine 
the data format and the appropriate manner of providing the data. 

It will be helpful in determining whether you have fully complied with this subpoena if the 
responsive materials are accompanied by an index of the docwnents produced. If for any reason 
any of the required materials are not furnished, list and indicate the location of such materials and 
the reason for nonproduction. In addition, if any document called for is withheld because of a claim 
of attorney-client privilege, identify: (a) the attorney and client involved; (b) all persons or entities 
who were involved in the preparation of the docwnent; ( c) all persons or entities who received the 
docwnent; ( d) all persons or entities known to have been furnished the document or informed of its 
substance; (e) the date of the document; and (f) the subject matter of the document. 

Attached to the subpoena is a Notice to Submitters of Confidential Commercial Information. 



You may contact b6, b7C Thank you for your assistance. 



DECLARATION OF COMPLIANCE WITH SUBPOENA 

I, ____________ _, having knowledge of the facts and circumstances 

relating to the production of documents in response to the subpoena duces tecum issued by the 

United States Department of Education, Office of Inspector General, to Sallie Mae, Corporate 

Borrower Services, dated June 28, 2006, do hereby declare that all of the records commanded by 

the subpoena have been produced to the Office of Inspector General, and that the records 

provided are complete, authentic, and in full compliance with the subpoena and that no document 

required by the subpoena has been destroyed or altered since receipt of the subpoena. Any 

records required by the subpoena that have been withheld from production under a claim of 

privilege or otherwise have been identified on a separate document attached hereto and 

incorporated herein, along with the reason(s) for withholding the records. 

I DECLARE UNDER PENALTY OF PERJURY THAT THE FOREGOING IS TRUE 
AND CORRECT. 

Executed on this_ day of ____ , 20_. 

By: 
(Signature) 

(Name) 

(Title) 

(Organization) 

1 



United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

NOTIFICATION TO SUBMITTERS OF 
CONFIDENTIAL 

CONIMERCIAL INFORMATION 

You have or may be asked to submit to the Office of Inspector General (OIG), U.S. Department of Education, 
information in connection with an investigation, audit, inspection or other inquiry pursuant to the Inspector General Act of 
1978, as amended, 5 U.S.C. app. 3, sec. 1 et~- This is to notify you that if you deem any of this information to be 
"confidential commercial information," you may take steps to so designate that information to protect its confidentiality if 
at a future point in time a request is made for disclosure of this information under the Freedom of Information Act 
(FOIA). 

"Confidential commercial information" means records that may contain material exempt from release under 
Exemption 4 of the FOIA (pertaining to trade secrets and commercial or financial information that is privileged or 
confidential), because disclosure could reasonably be expected to cause substantial competitive harm. 

You may use any reasonable method you believe appropriate and which is acceptable to the OIG to indicate 
which documents and information you deem to fall into the category of confidential commercial information. Please be as 
specific as possible in segregating the information that you consider to be "confidential commercial information" from any 
other information you are providing to the OIG. This may be done before such information is provided to the OIG if 
feasible, but only if it will not delay or interfere with production of the information or delay or interfere with the OIG's 
investigation, audit, inspection or other inquiry. Otherwise, you may so designate this information within a reasonable 
period of time after the information is provided to the OIG. 

If an FOIA request is received by the OIG for information you have designated as confidential commercial 
information, the OIG is nevertheless required by law to make its own independent determination of whether the FOIA 
requires disclosure of the information or whether it should be withheld pursuant to Exemption (b)(4) or any other 
exemption of the FOIA. If the OIG determines that it may be required to disclose pursuant to the FOIA that information 
you have designated or other information that the OIG has reason to believe could reasonably be expected to cause 
substantial competitive harm, to the extent permitted by law, we will make a good faith effort to notify you and provide 
you with a reasonable opportunity to object to such disclosure and to state all grounds upon which you oppose disclosure. 
We will give careful consideration to all specified grounds for nondisclosure prior to making our final decision. 

If we nonetheless believe that disclosure is required, we will provide you with a statement explaining why your 
objections were not sustained and specifying a disclosure date. To the extent permitted by law, this statement will be 
provided to you in a reasonable number of days prior to the specified disclosure date. Furthermore, if disclosure of the 
designated information is denied pursuant to an exemption under the FOIA and an administrative or judicial appeal is 
taken by the FOIA requester, we will make a good faith effort to notify you promptly. 

The procedures outlined in this notice are intended only to improve the internal management of the OIG and are 
not intended to create any right or benefit, substantive or procedural, enforceable at law by a party against the United 
States, its agencies, its officers, or any person. 



United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

SUBPOENA DUCES TECUM 

TO: Sallie Mae 
Corporate Borrower Services 
P.O. Box 4200 
Wilkes-Barre, PA l 8773-4200 

b6, b?C YOU ARE HEREBY COMMANDED TO APPEAR BEFORE Special Agent a 
duly authorized representative of the Office oflnspector General, U.S. Department of Education, 
at 111 N. Canal Street, Room 940, Chicago, IL 60606, by the 31st day of July, 2006, and 
produce certain documentary evidence specified below which is necessary in the performance of 
the responsibility of the Inspector General to conduct and supervise investigations, audits, and 
perform such other functions as are necessary to promote economy, efficiency, and effectiveness 
in the administration of, and to prevent and detect fraud, waste, and abuse in and relating to, the 
programs and operations of the U.S. Department of Education. 

YOU ARE FURTHER COMMANDED to bring with you and produce and provide at said 
time and place the following: 

Records of the Student Assistance Corporation, see Attachment B. 

Please direct all inquires about this subpoena to: 

Special Agent b6 , b?C 
U.S. Department of Education 
Office of Inspector General 
111 N. Canal Street 
Room 940 
~6 

~ 

ISSUED UNDER THE AUTHORITY OF THE INSPECTOR GENERAL ACT, TITLE 5 
U.S.C. APP. 3, SECTIONS 4, 6(a)(4). 



United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

RETURN OF SERVICE 
(PERSONAL SERVICE) 

I hereby certify that on _..J ______ , 20_, I personally served this SUBPOENA 
DUCES TECUM on by handing him/her a true copy 
hereof. 

(Signature of person making return) 

RETURN OF SERVICE 
(SERVICE BY MAIL) 

Name and Official Title 

Date 

I hereby certify that on :Iu ~& .2. ~ , 20ci, I served this SUBPOENA DUCES 
TECUM on Vf u..,,,r MAIi' ~~ 6~ $t.fwe-A , by causing to be mailed, postage prepaid, 
return receipt :equested, a trne copy hereof addressed to 

CscFe i<GfUfl..J il ~&-1Pr) 

(Signature of person making return) 

b6 , b?C 
~ 

Name and Official Title 

tid 



SALLIE MAE 
ATTACHMENT A 

INSTRUCTIONS 

The following instructions are expressly incorporated into each specific demand for 
production as if fully stated therein: 

A Relevant Time Period. Unless otherwise specified, the scope of this subpoena 
includes all documents concerning the period from July 1, 2002 through 
September 30, 2005. 

B. Duty To Supplement. The obligations created by this subpoena are continuing, 
and you shall supplement your responses if you locate additional responsive 
documents in your possession. 

C. You shall produce the specified materials to the Department of Education, Office 
of the Inspector General as they are kept in the usual course of business or you 
shall organize and label them to correspond to the categories in this subpoena 
duces tecum. 

DEFINITIONS 

The following definitions are expressly incorporated into each specific demand for 
production as if fully stated therein: 

A Sallie Mae. The term "Sallie Mae" refers to the SLM Corporation, headquartered 
in Reston, Virginia, and all subsidiaries, affiliates, divisions, and any other related 
corporation, partnership, proprietorship, association, or organization, and its 
officers, directors, employees, partners, consultants, agents, representatives, 
accountants. 

B. SAC Las Vegas. The term "SAC Las Vegas" refers to the Student Assistance 
Corporation, a subsidiary of SLM Corporation, located in Las Vegas, Nevada, and 
all subsidiaries, affiliates, divisions, and any other related corporation, 
partnership, proprietorship, association, or organization, and its officers, directors, 
employees, partners, consultants, agents, representatives, accountants. 

C. SAC Indiana. The term "SAC Indiana" refers to the Student Assistance 
Corporation, a subsidiary of SLM Corporation, located in the State of Indiana, 
and all subsidiaries, affiliates, divisions, and any other related corporation, 
partnership, proprietorship, association, or organization, and its officers, directors, 
employees, partners, consultants, agents, representatives, accountants. 

D. USAF. The term USAF refers to United Student Aid Funds located in 
Indianapolis, Indiana, and all subsidiaries, affiliates, divisions, and any other 



related corporation, partnership, proprietorship, association, or organization, and 
its officers, directors, employees, partners, consultants, agents, representatives, 
accountants. 

CLASS system loan history. The term "CLASS system loan history" refers to 
Sallie Mae's mainframe internal platform that holds all borrower account 
information and the entire loan history for each loan held by Sallie Mae, including 
borrower identifying information, secondary contact information, loan origination 
information, payment history, all inbound and outbound contacts with the 
borrower, correspondence, and forbearances or deferments granted, among other 
information. 

F. Borrower Pursuit System (BPS) records. The term "Borrower Pursuit System 
(BPS) records" refers to the electronic records that contain borrower delinquency 
history and SAC/borrower contact information. 

G. Concerning. The term "concerning" means referring to, describing, evidencing, 
or constituting. 

H. Document. The term "document" refers to correspondence, agreements, 
memoranda, notes, electronic mailings, calendar and diary entries, memoranda of 
conversations and of meetings, studies, reports, offers, inquiries, bulletins, 
summaries, newsletters, compilations, maps, charts, graphs, photographs, film, 
microfilm, articles, announcements, books, books of account, ledgers, vouchers, 
canceled checks, invoices, bills, opinions, certificates, and all other tangible 
things upon which any handwriting, typing, printing, drawing, representation, 
magnetic or electrical impulses, or other form of communication is recorded, 
including audio and video recordings and computer-stored information. 

I. Person. The term "person" is defined as any natural person or any business, legal, 
or governmental entity or association. 

J. Possession. The term "possession" denotes actual or constructive possession. For 
example, a document is in your possession if it is within the your custody or 
control, if you have a legal or equitable right to obtain such document from 
another person, or if it is in the possession of any present or former officer, 
director, employee, partner, corporate parent, subsidiary, or affiliate thereof. 

K. And/Or. The terms "and" and "or" are used interchangeably herein, operating 
both as conjunctive and disjunctive conjunctions. The singular and plural forms 
of nouns and pronouns are likewise used interchangeably herein. 

L. Refer. "Refer" means to discuss, report on, review, consider, evaluate, or explain 
by direct mention of the subject matter of the request. 



M. Relate. "Relate" means to comprise, explicitly or implicitly, refer to, be reviewed 
in conjunction with, or be generated as a result of the subject matter of the 
request, or to reflect, record, memorialize, discuss, evaluate, consider, review or 
report on the subject matter of the request. 



SALLIE MAE 
ATTACHMENTB 

1. Electronic records that identify by name and Social Security Number all student loan 
borrowers who received verbal forbearances granted by SAC Las Vegas from November 
2002 through September 2005, the lender and guarantor of the underlying loans, the date 
or dates of the verbal forbearance(s), and the SAC employee responsible for each verbal 
forbearance. 

2. Entire CLASS system loan history of borrowers who received a verbal forbearance from 
a SAC Las Vegas representative from November 2002 through September 2005 in 
electronic format. 

3. Electronic Borrower Pursuit System (BPS) records of all borrowers who received a verbal 
forbearance from a SAC Las Vegas representative from November 2002 through 
September 2005 in electronic format. 

4. All email notifications by SAC Las Vegas to USAF, SLMA or SAC, Indiana, of verbal 
forbearances granted for borrowers from November 2002 through September 2005, active 
or archived, as well as company policies on the retention or destruction of emails. 

5. Documents identifying all default aversion specialists/associates and supervisors 
employed by SAC Las Vegas from July 2002 through September 2005, including their 
position, dates of employments, Social Security Number, address, and telephone number. 
(In lieu of all responsive documents, a listing containing the requested information may 
be provided.) 

6. Time and attendance records for all default aversion specialists/associates employed by 
SAC Las Vegas from July 2002 through September 2005. 

7. Monthly records of defaults averted by each SAC Las Vegas team and employee from 
July 2002 through September 2005. 

8. Records of all bonuses, awards, or recognitions received by SAC Las Vegas default 
aversion specialists/associates and supervisors from July 2002 through September 2005. 

9. All SAC quality control reports concerning default aversion performed by SAC Las 
Vegas from July 2002 through September 2005. 

10. Documents relating to all employment actions including terminations, suspensions, or 
reprimands against SAC Las Vegas default aversion specialists/associates and supervisors 
and related SAC quality control audio recordings from July 2002 through September 
2005. 

11. All independent audits of SAC from July 2002 through September 2005. 

12. Records of all default aversion fees paid by the United States Department of Education to 
USAF from July 2002 through September 2005. 



13. Records of all default aversion fees paid by USAF to SAC from July 2002 through 
September 2005. 

2 



APPENDIX A 

United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

REQUEST FOR ISSUANCE OF OIG ADMINISTRATIVE 
SUBPOENA 

MEMORADUM 

TO: b6, b7C 

FROM: b6, b7C 

DATE: June 16, 2006 

I request that the attached IG subpoena be approved in the matter described below. 

1. What is the OIG Reference Number associated with your investigation? 

06-050116 

2. Who is/are the target(s) of your investigation? Please indicate any corporate status. 

Student Assistance Corporation (primary target) 
Sallie Mae Corporation (secondary target) 

3. Describe the nature of your investigation including whether the inquiry is primarily criminal, 
civil or administrative and whether the target(s) is aware of the investigation. Copy of case 
opening memo may be provided if this helps to summarize the investigation. An accurate and 
complete description will facilitate and expedite subpoena review and authorization. 

0/ Manual Chapter 1220 March 6, 2006 



,b6, b7C On January 3, 2006 SAIC Fox and ASAIC Utz notified Special Agentslml-m hat a 
former Sall.ie Mae Corporation employee had filed j~ui tam awsuit and the U.S. Department of Justice requested 
that ED-OIG review the filing. Special Agen•dwliYJl.,d • • • ere assigned to review the lawsuit The qui 
tam was and remains under seal as ohhls date, the targets are not aware of the qui tam. At this time this 
investigation is primarily civil. 

The qui tam relator alleged that between 2002 and 2005 the Student Assistance Corporation (SAC), a subsidiary of 
student loan lender Sallie Mae Corporation (Sallie Mae), falsified borrower forbearances in an effort to avoid student 
defaults. The relator alleged that in 2000 Sallie Mae purchased SAC from USA Group. USA Funds (USAF), Sallie 
Mae's largest student loan guarantor and also part of USA Group, remained independent. The purpose of SAC was 
to bring loans current which were 60 to 120 days delinquent. The HEA requires that a lender (in this case, Sallie 
Mae) request "default aversion assistance" from its guarantee agency (USAF) for loans that are 60 to 120 days 
delinquent. USAF contracted with SAC to perform default aversion assistance. This contract between USAF and 
SAC resulted in SAC performing default aversion assistance for its parent company, Sallie Mae. 

In November 2002 the U.S. Department of Education (ED) began allowing student loan servicing companies such as 
SAC to accept "verbal" forbearances from delinquent borrowers. In practice, this allowed SAC to contact a 
delinquent borrower and ask the borrower if he or she would like forbearance on the collection of the loan. If the 
borrower accepted the forbearance the SAC representative would notify USAF and the loan would no longer be 
delinquent. It was important to USAF to keep its default rate low to qualify for 100% reinsurance from ED for loans 
that did default. 

The relator alleged that between 2002 and 2005, as a result of the ED's "verbal forbearance" allowance, employees 
of SAC routinely fabricated telephonic contacts with delinquent borrowers and their acceptance of forbearances. The 
result of the fabricated forbearances was an artificial lowering of the default rates of Sallie Mae and USAF and an 
increase in default aversion fees paid by the federal government to USAF, which passed some of those fees on to 
SAC. An additional loss to the federal government was the increase in the outstanding loan balance that borrowers 
accrued during the duration of the forbearance. During forbearance interest accrues and is capitalized, and the 
federal government ultimately pays this amount if the borrower defaults. 

In March 2006 ED-OIG Special Agents interviewed current and former SAC Las Vegas employees (default aversion 
specialists.) Those employees generally confirmed the allegations of the relator, specifically that SAC default 
aversion specialists falsified borrower verbal forbearances. The U.S. Department of Justice attorney assigned to the 
relator's qui tam suit agreed that with the employee interviews there was enough evidence to proceed with the 
investigation. The next step in the investigation will be to subpoena borrower contact data from SAC. 

This is a Priority 1 investigation due to the scope of the potential loss to the government. 

4. What is the name and address of the individual/entity you wish to subpoena (subpoenaed 
party)? 

Corporate Borrower Services 
Sallie Mae 
P.O. Box 4200 
Wilkes-Barre, PA 18773-4200 

5. What is the relationship between the subpoenaed party and the target of the investigation? 

The subpoenaed party is the target of the investigation. 

0 / Manual Chapter 1220 2 March 6, 2006 



6. What type of documents are you requesting? Explain how these documents are relevant 
and necessary to your investigation? 

The documents will be in paper and electronic form. See Attachment A. The records include those of 
all borrowers who received verbal forbearances from SAC and the entire SAC contact history with the 
borrowers. Also requested are employee records including monthly performance charts and employee 
Lists. All of these records will allow us to focus on those employees who had an unusually high number 
of verbal forbearances and research those borrowers who received verbal forbearances from those 
employees, which may have been falsified. The relator has provided advice and guidance on what to 
look for in the employee and borrower records. 

7. Explain steps you have taken to obtain the documents without the use of a subpoena. If 
you believe the documents will not be released without a subpoena, explain basis for this 
belief? 

Some of the records may be obtained without a subpoena because they affect the operations of the 
Department, however, other records, such as employee infonnation, must be requested by subpoena. 
Using a subpoena to request all of the records will be more efficient. 

8. Does the subpoenaed party have custody of, or control over the requested documents? 
Explain the degree of such custody/control? 

SAC has custody and control of all the records requested. 

9. Have prior subpoenas been issued in this investigation? Briefly summarize them. 

None. 

10. Do the requested documents relate to legal representation or are the documents the work 
product of any attorney? 

No. 

11. Have you discussed the investigation with a United States Attorney's Office or with the 
Department of Justice? Is the matter under investigation before a grand jury? 

b6, b7C The investigation is being overseen by 
Department of Justice, Washington, DC. 

an attorney with the Civil Division of the U.S. 

12. Do you anticipate that the subpoenaed party might refuse to comply with subpoena due to 
state privacy law, costs associated with producing documents or for any other reason? If 
so, explain. 

No. 

13. Are there significant time constraints affecting the issuance of the subpoena? If so, explain 
fully. 

No. 

14. Are there any other issues affecting the subpoena (i.e., parallel inquiries/investigations, 
media interest.) 

We anticipate media interest when the qui tam is unsealed. 

DI Manual Chapter 1220 3 March 6, 2006 
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United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

MEMORANDUM Date: December 12, 2006 

TO: SA 

FROM: 
Assistant Counsel to the Inspector General 

SUBJECT: Request for Issuance of Inspector General Subpoena 

Please note the following comments regarding your subpoena addressed to: 
Sallie Mae !Mf fflui tam}. 

1. 

2. 

3. 

__ Contents of subpoena approved withouL further modification. 

X Contents of subpoena should be modified as indicated on attached copy of 
subpoena prior to service. ~ ~ 

__ The following additional documents should accompany the subpoena: 

Cover letter. 

_ _ Subpoena recipient Declaration of Compliance. 

_x_ FOIA Notice to Submitters of Confidential Commercial 
Infonnation. 

_ _ Privacy Act Notice. 

• 

___ It appears that the subpoena may seek customer records covered by the 
Right to Financial Privacy Act ("RFPA"); accordingly: 

-~ You are required to give notice to the customer, and the records may 
only be obtained from the financial institution after the customer's right to 
challenge has been waived or a court has rejected any such challenge. 
Thereafter, a certificate of compliance with the RFPA should be provided to the 
financial institution prior to production. 

_ _ · Notice to the customer is not required pw-suant to the following 
exemption: - - - ----- --- - - -------A Certificate of Compliance with the RFPA should be attached to the subpoena. 

• As soon as possible, provide a copy of the finalized si2ned subpoena to Counsel's Office. 

400 maryland avenue, s. w ., washlogton, d.c. ZOZOZ-1510 

13SNfi0~ ~IO <ra 6tOL StZ ZOZ IVd 6t:tt rulJ. 900Z/ Zl / Zl 



SALLfEMAE 
ATTACHMENT B 

DECEMBER U, 2006 

All personnel records for the following e!llployees of Student Assistance Corporation including 
but not limited to applications for employment, evaluations, records of awards, salary 
adjustments, counseling memoranda, disciplinary or termination actions, and end of employment 
agreements from July 1, 2002 through September 30, 2005: 

1. b6, b?C 
2. b6, b?C 
3. b6, b?C 
4. b6, b7C 
5. b6, b?C 
6. b6, b?C 
7. b6, b?C 
8. b6, b?C 

9. b6, b?C 
10. b6, b?C 
11. b6, b?C 

12. b6, b?C 
13 b6, b?C 

,a:sN110:::> ~10 aa: 6£0L StG GOG XVd 6t:11 8TI.L 900Z / Gl/ Zl 



12/12/2006 TUE 11:49 FAX 202 245 7039 ED OIG COUNSEL 

z 

8Lq 'gq 

8LQ 'gq 

8LQ 'gq 

8LQ 'gq 

8LQ 'gq 

8Lq 'gq 

8Lq 'gq 

~004 

·oz 

"61 

'81 

"ll 

·91 

-~I 

'tl 



United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

FACSIMILE TRANSMISSION COVER SHEET 

DATE: 
""' - ' 

TO: b6, b7C 
,, 

FAX NO: 

I 

FROM: b6, b7C 
Assistant Counsel to the Inspector General 

VOICE NO: b6, b?C FA)C"NO. (202) 245-7039 

NUMBER OF PAGES INCLUDING COVER SHEET: L} 

RE: 
l 

COMMENTS: 

IMPORT ANT NOTICE: This facsimile transmission is intended only for the use of the individual or entity to 
which it is addressed and may contain inforrnation that is PRIVILEGED. CONFIDENTIAL OR EXEMPT FROM 
DISCLOSURE under applicable law. If the reader of this message is not the intended recipient, or employee 
or agent responsible for delivering the message to the intended recipient, you (:Ire hereby notifiecl that any 
dissemination. distribution or copying of U1i:$ communication IS strictly prohibited. If you have received this 
communication in error, please notify us immediately and return the original message to us at the address 
listed below via the United Statf:!s Post Office. 
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United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

December 13, 2006 

Mr. Eric D. Reicin 
Vice President & Associate General Counsel 
Sallie Mae, Inc. 
12061 Bluemont Way 
Reston, VA 20190 

Dear Mr. Reicin: 

Pursuant to 5 U.S.C. app. 3, sections 4, 6(a)(4), the enclosed subpoena duces tecum has been issued 
by the Office of Inspector General of the United States Department of Education. The materials 
identified should be produced as indicated on the subpoena. 

This subpoena may be satisfied by mailing the requested documents and a signed copy of the 
attached Declaration of Compliance to the address listed on the subpoena on or before the specified 
date. 

With regard to items subpoenaed in June 2006 and held in abeyance, I am requesting compliance 
with items numbered 6 and 8 for only those individuals listed in Attachment B in this current 
subpoena. I am also requesting compliance with items numbered 9 and 11 from the items 
subpoenaed in June 2006 and held in abeyance. Attached to this subpoena is a copy of Attachment 
B from the June 2006 subpoena. 

Failure to provide the requested documents at the time specified in the subpoena will be taken by 
this office as a failure to comply with the subpoena, and we will exercise our legal right to seek 
judicial enforcement. 

It will be helpful in determining whether you have fully complied with this subpoena if the 
responsive materials are accompanied by an index of the documents produced. If for any reason 
any of the required materials are not furnished, list and indicate the location of such materials and 
the reason for nonproduction. In addition, if any document called for is withheld because of a claim 
of attorney-client privilege, identify: (a) the attorney and client involved; (b) all persons or entities 
who were involved in the preparation of the document; ( c) all persons or entities who received the 
document; ( d) all persons or entities known to have been furnished the document or informed of its 
substance; ( e) the date of the document; and ( f) the subject matter of the document. 



Attached to the subpoena is a Notice to Submitters of Confidential Commercial Information. 

Thank you for your assistance. 

Special Agent in Charge 



United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

NOTIFICATION TO SUBMITTERS OF 
CONFIDENTIAL 

COMMERCIAL INFORMATION 

You have or may be asked to submit to the Office oflnspector General (OIG), U.S. Department of Education, 
information in connection with an investigation, audit, inspection or other inquiry pursuant to the Inspector General Act of 
1978, as amended, 5 U.S.C. app. 3, sec. 1 et This is to notify you that if you deem any of this information to be 
"confidential commercial information," you may take steps to so designate that information to protect its confidentiality if 
at a future point in time a request is made for disclosure of this information under the Freedom of Information Act 
(FOIA). 

"Confidential commercial information" means records that may contain material exempt from release under 
Exemption 4 of the FOIA (pertaining to trade secrets and commercial or financial information that is privileged or 
confidential), because disclosure could reasonably be expected to cause substantial competitive harm. 

You may use any reasonable method you believe appropriate and which is acceptable to the OIG to indicate 
which documents and information you deem to fall into the category of confidential commercial information. Please be as 
specific as possible in segregating the information that you consider to be "confidential commercial information" from any 
other information you are providing to the OIG. This may be done before such information is provided to the OIG if 
feasible, but only if it will not delay or interfere with production of the information or delay or interfere with the OIG's 
investigation, audit, inspection or other inquiry. Otherwise, you may so designate this information within a reasonable 
period of time after the information is provided to the OIG. 

If an FOIA request is received by the OIG for information you have designated as confidential commercial 
information, the OIG is nevertheless required by law to make its own independent determination of whether the FOIA 
requires disclosure of the information or whether it should be withheld pursuant to Exemption (b)(4) or any other 
exemption of the FOIA. If the OIG determines that it may be required to disclose pursuant to the FOIA that information 
you have designated or other information that the OIG has reason to believe could reasonably be expected to cause 
substantial competitive harm, to the extent permitted by law, we will make a good faith effort to notify you and provide 
you with a reasonable opportunity to object to such disclosure and to state all grounds upon which you oppose disclosure. 
We will give careful consideration to all specified grounds for nondisclosure prior to making our final decision. 

If we nonetheless believe that disclosure is required, we will provide you with a statement explaining why your 
objections were not sustained and specifying a disclosure date. To the extent permitted by law, this statement will be 
provided to you in a reasonable number of days prior to the specified disclosure date. Furthermore, if disclosure of the 
designated information is denied pursuant to an exemption under the FOIA and an administrative or judicial appeal is 
taken by the FOIA requester, we will make a good faith effort to notify you promptly. 

The procedures outlined in this notice are intended only to improve the internal management of the OIG and are 
not intended to create any right or benefit, substantive or procedural, enforceable at law by a party against the United 
States, its agencies, its officers, or any person. 



DECLARATION OF COMPLIANCE WITH SUBPOENA 

I, ------------~ having knowledge of the facts and circumstances 

relating to the production of documents in response to the subpoena duces tecum issued by the 

United States Department of Education, Office of Inspector General, to Sallie Mae, Inc., dated 

December 11, 2006, do hereby declare that all of the records commanded by the subpoena have 

been produced to the Office of Inspector General, and that the records provided are complete, 

authentic, and in full compliance with the subpoena and that no document required by the 

subpoena has been destroyed or altered since receipt of the subpoena. Any records required by 

the subpoena that have been withheld from production under a claim of privilege or otherwise 

have been identified on a separate document attached hereto and incorporated herein, along with 

the reason(s) for withholding the records. 

I DECLARE UNDER PENALTY OF PERJURY THAT THE FOREGOING IS TRUE 
AND CORRECT. 

Executed on this_ day of ____ , 20_. 

By: 
(Signature) 

(Name) 

(Title) 

(Organization) 

1 



United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

SUBPOENA DUCES TECUM 

TO: Mr. Eric D. Reicin 
Vice President & Associate General Counsel 
Sallie Mae, Inc. 
12061 Bluemont Way 
Reston, VA 20190 

YOU ARE HEREBY COMMANDED TO APPEAR BEFORE Special Agent~ 
duly authorized representative of the Office of Inspector General, U.S. Department of Education, 
by the 19th day of January, 2007, and produce certain documentary evidence specified below 
which is necessary in the performance of the responsibility of the Inspector General to conduct 
and supervise investigations, audits, and perform such other functions as are necessary to 
promote economy, efficiency, and effectiveness in the administration of, and to prevent and 
detect fraud, waste, and abuse in and relating to, the programs and operations of the U.S. 
Department of Education. 

YOU ARE FURTHER COMMANDED to bring with you and produce and provide at said 
time and place the following: · 

Records of the Student Assistance Corporation, see Attachment B. 

Please direct all inquires about this subpoena to: 

Special Agent 
U.S. Department of Education 
Office of Inspector General 
111 N. Canal Street 
Room 940 

~6 -
Special Agent 
U.S. Department of Education 
Office of Inspector General 
500 West Madison Street 
Room 1414 

Chica,LL 60611 

1;a, 1:•■ 
ISSUED UNDER THE AUTHORITY OF THE INSPECTOR GENERAL ACT, TITLE 5 
U.S.C. APP. 3, SECTIONS 4, 6(a)(4). 



United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

RETURN OF SERVICE 
(PERSONAL SERVICE) 

I hereby certify that on _______ , 20_, I personally served this SUBPOENA 
DUCES TECUM on by handing him/her a true copy 
hereof. 

(Signature of person making return) 

Name and Official Title 

Date 

RETURN OF SERVICE 
(SERVICE BY MAIL) 

I hereby certify that on .Oc'"C.(5?16~7- 12 
TECUM on -tfil.rc ~~1c1,,,v Stfc.L.l ls"' rtfe 
return receipt requested, a true 

/J11?.. efl" c_ J_<Y7 (J" -V . 

~.ALL tt-T ~A"': ,,,,.,,~_ 

I 2 c {g I ~ (....J/4~ <MIT l./A.Y 

;c...n-;-~,.1
1 
✓ A ~<>1 9o 

20~ I served this SUBPOENA DUCES 
, by causing to be mailed, postage prepaid, 

copy hereof addressed to 

b6, b7C 
(Signature of person making return) 

b6, b?C 
.5? en!. r /I c.. A '-'-" ;:-

Name and Official Title 

1fr~~ 
Date 



SALLIE MAE 
ATTACHMENT A 

INSTRUCTIONS 

The following instructions are expressly incorporated into each specific demand for 
production as if fully stated therein: 

A. Relevant Time Period. Unless otherwise specified, the scope ofthis subpoena 
includes all documents concerning the period from July 1, 2002 through 
September 30, 2005. 

B. Duty To Supplement. The obligations created by this subpoena are continuing, 
and you shall supplement your responses if you locate additional responsive 
documents in your possession. 

C. You shall produce the specified materials to the Department of Education, Office 
of the Inspector General as they are kept in the usual course of business or you 
shall organize and label them to correspond to the categories in this subpoena 
duces tecum. ----

DEFINITIONS 

The following definitions are expressly incorporated into each specific demand for 
production as if fully stated therein: 

A. Sallie Mae. The term "Sallie Mae" refers to the SLM Corporation, headquartered 
in Reston, Virginia, and all subsidiaries, affiliates, divisions, and any other related 
corporation, partnership, proprietorship, association, or organization, and its 
officers, directors, employees, partners, consultants, agents, representatives, 
accountants. 

B. SAC Las Vegas. The term "SAC Las Vegas" refers to the Student Assistance 
Corporation, a subsidiary of SLM Corporation, located in Las Vegas, Nevada, and 
all subsidiaries, affiliates, divisions, and any other related corporation, 
partnership, proprietorship, association, or organization, and its officers, directors, 
employees, partners, consultants, agents, representatives, accountants. 

C. SAC Indiana. The term "SAC Indiana" refers to the Student Assistance 
Corporation, a subsidiary of SLM Corporation, located in the State of Indiana, 
and all subsidiaries, affiliates, divisions, and any other related corporation, 
partnership, proprietorship, association, or organization, and its officers, directors, 
employees, partners, consultants, agents, representatives, accountants. 



D. Concerning. The term "concerning" means referring to, describing, evidencing, 
or constituting. 

E. Document. The term "document" refers to correspondence, agreements, 
memoranda, notes, electronic mailings, calendar and diary entries, memoranda of 
conversations and of meetings, studies, reports, offers, inquiries, bulletins, 
summaries, newsletters, compilations, maps, charts, graphs, photographs, film, 
microfilm, articles, announcements, books, books of account, ledgers, vouchers, 
canceled checks, invoices, bills, opinions, certificates, and all other tangible 
things upon which any handwriting, typing, printing, drawing, representation, 
magnetic or electrical impulses, or other form of communication is recorded, 
including audio and video recordings and computer-stored information. 

F. Person. The term "person" is defined as any natural person or any business, legal, 
or governmental entity or association. 

G. Possession. The term "possession" denotes actual or constructive possession. For 
example, a document is in your possession if it is within the your custody or 
control, if you have a legal or equitable right to obtain such document from 
another person, or if it is in the possession of any present or former officer, 
director, employee, partner, corporate parent, subsidiary, or affiliate thereof. 

H. And/Or. The terms "and" and "or" are used interchangeably herein, operating 
both as conjunctive and disjunctive conjunctions. The singular and plural forms 
of nouns and pronouns are likewise used interchangeably herein. 

I. Refer. "Refer" means to discuss, report on, review, consider, evaluate, or explain 
by direct mention of the subject matter of the request. 

J. Relate. "Relate" means to comprise, explicitly or implicitly, refer to, be reviewed 
in conjunction with, or be generated as a result of the subject matter of the 
request, or to reflect, record, memorialize, discuss, evaluate, consider, review or 
report on the subject matter of the request. 



SALLIE MAE 
ATTACHMENTB 

DECEMBER 12, 2006 

I . All personnel records for the following employees of Student Assistance Corporation 
including but not limited to applications for employment, evaluations, records of awards, salary 
adjustments, counseling memoranda, disciplinary or termination actions, and end of employment 
agreements from July 1, 2002 through September 30, 2005. 

b6, b7C 
b6, b?C 
b6, b7C 

b6, b?C 
b6, b7C 
b6, b?C 
b6, b7C 

b6, b?C 
b6, b7C 
b6, b?C 

b6, b?C 

b6, b?C 

b6, b?C 



b6, b7C 
b6, b?C 

b6, b7C 

b6, b7C 
b6, b7C 

b6, b7C 

b6, b7C 
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SALLIE MAE 
ATTACHMENT B June 28, 2006 

1. Electronic records that identify by name and Social Security Number all student loan 
borrowers who received verbal forbearances granted by SAC Las Vegas from November 
2002 through September 2005, the lender and guarantor of the underlying loans, the date 
or dates of the verbal forbearance(s), and the SAC employee responsible for each verbal 
forbearance. 

2. Entire CLASS system loan history of borrowers who received a verbal forbearance from 
a SAC Las Vegas representative from November 2002 through September 2005 in 
electronic format. 

3. Electronic Borrower Pursuit System (BPS) records of all borrowers who received a verbal 
forbearance from a SAC Las Vegas representative from November 2002 through 
September 2005 in electronic format. 

4. All email notifications by SAC Las Vegas to USAF, SLMA or SAC, Indiana, of verbal 
forbearances granted for borrowers from November 2002 through September 2005, active 
or archived, as well as company policies on the retention or destruction of emails. 

5. Documents identifying all default aversion specialists/associates and supervisors 
employed by SAC Las Vegas from July 2002 through September 2005, including their 
position, dates of employments, Social Security Number, address, and telephone number. 
(In lieu of all responsive documents, a listing containing the requested information may 
be provided.) 

6. Time and attendance records for all default aversion specialists/associates employed by 
SAC Las Vegas from July 2002 through September 2005. 

7. Monthly records of defaults averted by each SAC Las Vegas team and employee from 
July 2002 through September 2005. 

8. Records of all bonuses, awards, or recognitions received by SAC Las Vegas default 
aversion specialists/associates and supervisors from July 2002 through September 2005. 

9. All SAC quality control reports concerning default aversion performed by SAC Las 
Vegas from July 2002 through September 2005. 

10. Documents relating to all employment actions including terminations, suspensions, or 
reprimands against SAC Las Vegas default aversion specialists/associates and supervisors 
and related SAC quality control audio recordings from July 2002 through September 
2005. 

11. All independent audits of SAC from July 2002 through September 2005. 

12. Records of all default aversion fees paid by the United States Department of Education to 
USAF from July 2002 through September 2005. 



13. Records of all default aversion fees paid by USAF to SAC from July 2002 through 
September 2005. 

2 
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UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE INTERVIEWED: 

PERSON INTERVIEWED: 

INTERVIEWED BY: 

LOCATION: 

REFERENCE: 

CASE NUMBER: 

03/15/2006, ED/OIG Special A 
, at her residence 

March 13, 2006 

b6, b?C 

Special Agents IHWM and 
(b)(6), (b)(7)(C) 

(b )(6), (b )(7)(C) 

Qui Tam-1QIJ1 
06-050116 

b6, b?C 

entity 
. ••■ o owing: 

She worked at Sallie Mae as a~ for almost four years before she quit in 
July 2005. - worked on th~ce Team (HBT). The HBT handled loan 
accounts w7tii""$25,ooo or more. Sallie Mae had about seven collection teams. -
stated that the collectors had a couple of payment options to offer to the studen~ 
as, deferment, or forbearance. 

identified some of her HBT co-workers: 
further i en 1 Ie co ec ors a were 

c ea mg on ver a or earances m oraer to get bonus mone . In fact, she believed that 
the whole team cheated. ~ and received the ma·ority of 
the complaints for cheatin~eate on any rbearance. 
stated that all the collectors, including her supervisor(s) , & 
b6, b?C were aware that collectors were cheating on verbal forbearance. 

The main goal was to make money - everyone was involved in trying to meet the team 
goals in order to theiilito the bonus money. The bonuses ranged from $250 to 
$1,000 per person . • • • stated that in a span of three months - Sall ie Mae processed 
60 M to 80 M in loans. e quota system goals are set by USAF or bosses. 

Date Prepared: March 20, 2006 Case No: 06-050116 

TI1is repo1t is the property of the Office of Investigation Services and is loaned to your agency; it and its contents may not be 
reproduced without written pemiission. The repo,t is FOR OFFICIAL USE ONLY and its disclosure to unauthorized 
pe1·sons is p1·ohibited. Public availability to be determined by 5 U.S.C. 552. 

OIG-301 (7/94) Page 1 of2 



Person Interviewed: Case No: 06-050116: 

Date Prepared: March 21, 2006 S/A Case No: 06-050116

This report is the property of the Office of Investigation Services and is loaned to your agency; it and its contents may not be 
reproduced without written permission.  The report is FOR OFFICIAL USE ONLY and its disclosure to unauthorized 
persons is prohibited.  Public availability to be determined by 5 U.S.C. 552.

OIG-301 (7/94) Page 2 of 2

 stated that Sallie Mae’s phone system had an auto dialer feature that assigned 
in-coming calls to a collector. Sallie Mae also has a Borrower Pursuit System that was 
used to help them locate the borrowers.  stated that the environment at the office 
was pressure-filled because everyone wanted to meet his or her goals.  
suggested that a copy of the collectors phone dialogue might be a good place to start in 
order to find out who is telling the truth.
 

 stated that her numbers were towards the bottom of the HBT.  She was not a top 
producer.

b6, b7C

b6, b7C

b6, b7C
b6, b7C

b6, b7C

b6, b7C

- - -
-

-



Date: 3/20/06 

UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE 

PERSON INTERVIEWED 

INTERVIEWED BY 

LOCATION 

REFERENCE 

CASE NUMBER 

: March 14, 2006 

: SA 
SA 

b6, b7C 
b6, b7C 

b6, b7C 
: Student Assistance Cmporation 

: 06-050116 

1. On Tuesda)", March 14, 2006~ nately 11:50 ~Ill. , 

Special A ents and- interviewed-residence 
inliiiimiiil . The agents identified themselves, presented their official credentials, 
and stated that the purpose of the interview was to discuss lmtliYft employment with 
Student Assistance Corporation (SAC). P!ffl -igreed to speak with the agents and 
stated in essence the following: 

2. P!ffl •·esponded to a newspaper ad and was hired by SAC to work in a departm ent 
known as "the dark side." The depaitment was responsible for attempting to collect on 
student loans that had been in default for over 20 yeai·s. The depaitment closed in Mai·ch 
2002 anrt P!ffl was moved to default aversion. 

3. As a default aversion specialist (DAS), •• • duties consisted primarily of talking 
with bon-owei,; who were behind in their payments. • • • sat a • terminal that 
was linked to an autodialer. After the autodialer dialed an account, • • • was 
connected to the telephone line and the bon ower 's infonnation simu taneously appeared 
on her computer screen. Once IDliJ contacted a bonower, she would tiy and 
detennine whys/he was behin~g payments and either Wimise to pay, or 
grant the bon ower a defennent or forbeai·ance if s/he qualified. • • • also manually 
dialed accounts using lists that contained bonower names and Social Security numbers. 

S/A:11 Case#: 06-050116 

This report is the property of the Office of Investigation Services and is loaned to your agency; it and its contents may not be reproduced 
without written permission. The repo1t is FOR OFFICIAL USE ONLY and its disclosure to unauthorized persons is prohibited. 
Public availability to be detennined by 5 U.S.C 552. 

OIG-301 (7/94) 



CONTINUATION OF 301 RE: 

OIG-301 (7/94) PAGE 2

4. stated there were lots of problems with “cheating.”  With regard to verbal 
forbearances, DASs would talk to an unauthorized relative or just let the line go “dead” 
and issue a verbal forbearance while noting that the borrower had agreed.   said 
she knew this practice was going on, but could not recall any first hand knowledge of 
specific instances where it happened.  told one of the managers, , 
that verbal forbearances were a bad idea and SAC should not be doing them, but nothing 
changed.  said that cheating associated with verbal forbearances was “rampant.”

5.  said there was another form of cheating involving faxes.  DASs would forge 
borrowers signatures on deferment and forbearance paperwork and fax in the paperwork 
as if it came from the borrower.   used to carry around a folder that 
contained fraudulent deferments and forbearances.   had somebody pretend to be 
the borrower and fax the paperwork to SAC.  SAC found out about it and fired   
Then a special fax team was created to handle all of the incoming faxes and that team 
was headed by  (SP?).

6. Cheating also occurred with deferments.  DASs had access to an online clearing 
house where they could determine if a borrower was currently enrolled in school.  DASs 
would then log into Sallie Mae Corporation’s (SLM) system as if they were the borrower 
and sign up for inschool deferments.  DASs received credit for these fraudulent 
deferments because the system should that the loans were cured.

7. There was also cheating with regard to bonus incentives involving “speed pay,” or 
automatic payments from borrower’s checking accounts.  DASs would input bogus 
account information for a borrower and indicate that the borrower had signed up for 
speed pay in order to get credit for curing the loan.  Subsequently, DASs would go back 
into the system and delete the speed pay information after the bonuses were awarded.

8.  worked 12 to 13 hours per day and made her numbers because she worked 
hard.  Others accused of cheating to make her numbers and described the 
work environment as hostile.  After moving to  team in September or 
October 2004,  felt pressure, but did not succumb, to participate in the socializing 
that occurred among team members.  

9. thought that the various bonus incentives created pressure that may have led 
some to cheat.  did not think it was right that more than one DAS could get credit 
for the same loan by obtaining an additional promise to pay, deferment or forbearance.  

 said her company e-mail account might have evidence of cheating because she 
sent e-mails notifying management of instances involving individuals or particular 
circumstances that she suspected as involving cheating.  left SAC on disability 
on July 26, 2005.

10. provided the following information about individuals employed by SAC:

•  – told that she was fired because of cheating with verbal 
forbearances.

b6, b7C

b6, b7C

b6, b7C

b6, b7C b6, b7C

b6, b7C

b6, b7C

b6, b7C
b6, b7C

b6, b7C

b6, b7C

b6, b7C
b6, b7C b6, b7C

b6, b7C
b6, b7C

b6, b7C
b6, b7C

b6, b7C

b6, b7C

b6, b7C

b6, b7C b6, b7C
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CONTINUATION OF 301 RE: 

OIG-301 (7/94) PAGE 3

• and  (last name began with a ) - were 
fired for cheating.

• , and  – cheated with verbal forbearances.
•  – ran a high balance team and left after mandatory drug testing was 

implemented.
•  – currently employed as a supervisor and things are not right on her 

team.
•  who  told whenever she came 

across problems with bad promises to pay.
•  – was a member of  team thought to have engaged in cheating 

when borrowers were not on the phone.

b6, b7C

b6, b7C b6, b7C b6, b7C

b6, b7C b6, b7C
b6, b7C

b6, b7C

b6, b7C b6, b7C

b6, b7C b6, b7C
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Date: 3/20/06 

UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE 

PERSON INTERVIEWED 

INTERVIEWED BY 

LOCATION 

REFERENCE 

CASE NUMBER 

: March 14, 2006 

: SA 
SA 

b6, b7C 
b6, b7C 

: Student Assistance Cmporation 

: 06-050116 

1. On Tuesda , March 14, 2006, from approximatel~ :25 a.m. , Special 
A ents • • • and interviewed- residence in■ 
• • • The agents identified themselves, presented their official credentials, and 
stated that the pmpose of the interview was to discuss- s employment with the 
Student Assistance Corporation (SAC). - agreed to discuss the matter and stated in 
essence the fo llowing: 

2. - first heard about SAC at a job fair in 2000. - was coming off of 36 months 
of COBRA and needed health benefits. - applied for and was hired as a default 
aversion specialist with SAC and was initially paid $9.13 per how-. - worked 1 day 
for United Student Aid Funds (USAF), but they were bought out by the Sallie Mae 
Corporation (SLM) and then she worked for SLM. 

3. Mlffl job duties consisted of contacting boITowers who were 90 days delinquent on 
their student loans. lilllgave the delinquent bo1rnwers advice on how to bring their 
loans cmTents. Dep~ on the individual's circumstances, . would tiy to get the 
boITower to make a payment or grant a defe1ment or forbearance to those who qualified. 
- stated that at first she could only speak to the boITower, but SAC was constantly 
increasing the nmnber of people she could speak with, i.e. a parent or spouse. 
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4.  said she did well at her job because she did not care about making her numbers.  
She was older and had put 2 kids through college and therefore understood the financial 
aid process and how student loans worked.  She also possessed a degree in finance, and 
that background gave her the necessary skills and credibility to succeed in curing 
delinquent loans.  completed the management track program, but never became a 
manager.

5.  described a practice at SAC that she referred to as “cheating.”  Cheating was 
when a default aversion specialist (DAS) granted a forbearance to a delinquent borrower 
without actually contacting the borrower or obtaining his/her consent.  DASs would stay 
on a “dead” line and pretend to speak with the borrower, or would speak with an 
unauthorized individual who answered the phone and subsequently grant a verbal 
forbearance.   knew this happened because she could overhear the telephone 
conversations of DASs.  did not cheat because she did not care that much about her 
numbers; that is how many loans she cured.

6. In addition to the cheating described above in paragraph 5, which related to calls 
made using an automatic dialer, cheating also took place when DASs manually dialed 
numbers using lists.  Managers supplied DASs with lists that contained borrowers’ names 
and Social Security numbers (SSN).  The lists containing the same names and SSNs were 
distributed to each team member who was working a particular shift.  DASs would 
manually pull up a borrower’s account in the computer from the list and attempt to cure 
that borrower’s loan by contacting them manually.   said that sometimes she would 
pull up an account only to find that somebody else on her team had already cured the loan 
by granting a verbal forbearance.  Evidence of cheating existed when the account history 
reflected a series of failed attempts to contact the borrower—i.e. bad phone numbers or 
the borrower was no longer residing there—and then miraculously a DAS granted a 
verbal forbearance to the borrower at the same bad contact number.  personally 
pulled up borrowers’ accounts and discovered that forbearances had been granted at bad 
contact numbers.

7. The policy at SAC was that DASs were audited 3 times per month.  The quality 
department is currently headed by .  Each time that  found an issue 
with a cured loan she produced a quality report that was provided to management.   
believes those reports are still at SAC.   was previously employed in the 
quality department, but he is no longer there.

8.  thought several factors contributed to the cheating that took place at SAC.  One 
such factor was the bonus structure.  Bonuses were given to DASs based upon their 
overall performance.  In addition, team leaders received bonuses based upon the 
performance of the entire team.  Therefore,  thought an incentive existed for both 
individual DASs to cheat and for team leaders to “look the other way” in order to ensure 
that they received their personal bonuses.  Another factor that contributed to cheating was 
the pressure that existed for individual DASs to make their numbers.  In order to keep 
their jobs, DASs were required to cure a specific dollar amount of loans per month.  An 
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CONTINUATION OF 301 RE: b6, b7C 

additional factor was the quality of employees, which went downhill because SAC did 
not pay a lot of money. 

9. -usually began her shift at 5 a.m . On occasion, she would anive ejl'lC about 
4:40 a.m. and people were aheady at their computers and the fax machine. '' ' 
interpreted this as an additional sign of cheating- why would anybody need to be there at 
4:40 a.m. - said she could not recall which individuals were there because SAC 
changed tlie seatmg aiTangements monthly. 

10. - left SAC in July 2005 on disability for health reasons. - said the pressure 
associated with the job affected her health and caused her to have high blood pressure. 
- experienced additional problems with her eyesight and her ears. There was a lot of 
pressure to be in attendance on the job and the company did not have a sick leave policy, 
only paid t ime off. Emenrs eained paid time off depending upon their length of 
service. Accordingly, '• ' often came to work when she was not feeling 100 percent 
and ended up with a lot of minor ailments that she blames on poor ventilation and 
working when she was feeling rnndown. - is technically still on disability leave and 
is fighting for long-term benefits. 

11. - provided the following info1mation about other SAC employees: 

• b6, b7C (SP?) - was URfflcupervisor when she left. He was one of the 
"fair ones." 

• - sat at her desk all of the time and was a hard worker. M7ffl \eft on a 

• - Still works there on a paii-time basis. 
• (SP?) died of cancer. 
• - "caught on quickly" and her numbers went up. 
• - was the number 1 person for 2 years, and then she walked out. 
• - was one of •• • peers who was given the job of verifying that DASs 

were 0111g their job. • ' was yelled at by mpf;ment because she was not 
listening to enough te ep one calls- something '' ' attributed to a 
-W that prevented- from physically walking quickly enough to listen in 
on calls. 

(b)(6), (b)(7)(C) 

• !Uf ffl is the cunent team leader of617ffl team. - did not suspect him of 
cheating. 

• - always sat at her desk working. Management burned her out and 
she subseguently resigned and moved to Washington. Her telephone number is -

• Ill.-always worked hai·d and did his job. 
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UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE INTERVIEWED: 

PERSON INTERVIEWED: 

INTERVIEWED BY: 

LOCATION: 

REFERENCE: 

COMPLAINT NUMBER: 

March 14, 2006 

b6, b?C 

Special Agents IHifffl and 

McDonald's Restaurant 

301 0 N. Las Vegas Blvd 

North Las Vegas, NV 89030 

Qui Tam-lUifeJ 

b6, b7C 
b6, b7C 

b6, b?C 

.S. Department of 
at a McDonald's 

On March 14, 2006, Special Agentsl~" and 
Education, Office of Inspector Generaln\rv1ewed 
restaurant located at 3010 N. Las Vegas Blvd, Las egas, ~l~ b6, b7C 
advised of the official identity of the interviewing agents and the na ure o 
ff ill ,,oluntarily provided substantially the following information: 

Mill worked at Student Assistance Corporation (SAC)/ Sallie Mae for almost a year 
before she resigned on June 30, 2005 to move to California. Before she terminated her 
employment at SAC,~ worked on the High Balance Team (HBT) within Default 
Prevention for five moiitlisTrom January to June 2005. The HBT handled accounts with 
$25,000 or more. 

During her employment with Default Prevention,~ thought her job was to help 
qualified people deal with their loans through dereiineiits or forbearances. She did not 
understand why within Default Prevention she also had to try to collect on the loans, 
which was the responsibility of Collections. Because of this, she felt many of the 
accounts should not have been under Default Prevention. 

~ suspected cheating within the HBT on verbal forbearances, but she could not 
~ow other members of the HBT cheated on their collections amount. ~ 
stated she never cheated on any verbal forbearances. She stated false ver~ 
forbearances were the easiest way to cheat. The HBT members needed only to send 
an email with the person's social security number and a date to SAC Indy to be credited 
with verbal forbearances. 

Date Prepared: March 20, 2006 SIA ■ Complaint No: Qui Tam•MI@ 
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There was an incentive to cheat because HBT members were awarded bonuses based 
on their performances. The top three individual performers with the most collection 
amount would receive a bonus. In addition to the individual bonuses, the whole HBT 
received a bonus of $250 to $500 when they reached its goal. 

named the following people as members of the HBT: 

. Among these people, · 
eating. The HBT team lea ers 

Before May 2005, there were no controls at SAC in place to address verbal 
forbearances. Besides giving a general verbal warning to stop cheating during team 
meetings, team leaders and management did little to address the issue. After May 
2005, SAC implemented the following changes to address verbal forbearances. SAC 
had team leaders personally verify over the phone with the person that he/she 
requested the forbearance before team members were credited with the collection 
amount. Also, team members could no longer send emails to SAC Indy without prior 
approval from their team leader. 

The system used to document forbearances at SAC was BPS, butlmllm did not know 
what BPS stood for. fflffl stated all forbearances were not docuiiieilted in BPS. 

Mlffl c;tated she was not surprised to see the government conducting an 
investigation because she suspected SAC of trying to cover up their tracks. 

Mlffl rxovided the following identifying information: 

Date Prepared: March 20, 2006 S/AIII Complaint No: Qui Tam-Hif@ 
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UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE INTERVIEWED: 

PERSON INTERVIEWED: 

INTERVIEWED BY: 

LOCATION: 

REFERENCE: 

CASE NUMBER: 

March 15, 2006 

b6, b?C 
Special Agent 

Special Agent 

b6, b?C 
b6, b?C 

b6, b?C 
b6, b?C 

Student Assistance Corporation 

Sallie Mae 

06-050116 

b6, b?C On Wednesday March 15, 2006 at 4:30 p.m. Special Agents and b6, b?C 
conducted an inte1view ofliliiilai•• at her residence. The inte1view had been previously 
an anged with- The agents 1 entl 1ed themselves to - with their official credentials and 
explained the nature of the inte1view, that bein~Q7ftj -employment at the Student Assistance 
Corporation (SAC). - agreed to speak to the agents and stated, in essence, the following: 

- is a college graduate with a degree in journalism from the University of Texas El Paso. In 
2004 - was a siiirhome mother but was looking for full-time employment somewhere 
close to her home. '· ' became aware of a job opportunit at the SAC through the website 
careerbuilder.com. The SAC office was ve1y close to • • • home. - applied forrft at 
SAC in September 2004. A SAC representative contacte " ' for an mte1view and " ' was 
inte1viewed by In October 2004- was offered the position of Default 
Preveniiiecra ISi. accepted the position rnnarily because SAC was close to her 
home. •• • staitin~PZi was $9.13 an hour. • first su e1visor was 
who retire soon after • • • staited. was then • • • supe1v1sor. 
prior sales experience but no experience in debt collection. " ' worked full time, 6:00 a.m. to 
4:00 p.m., from October 2004 lmtil June 2005. From June 2005 to October 2005 - worked 
pait -time, from 4:00 p.m. until 8:00 p.m. - worked full time while her children were in 
school and Uftee while they were on summer break. While - worked pait-time■ 
Q7ftl wa • • • supe1visor. 

Date Prepared: 3/3/20006 Case No: 06-050116 
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As a default prevention specialist  was required to speak to student loan borrowers who 
were 60 to 90 days delinquent in the repayment of their student loans.   was required to get 
the borrowers to make their loan debts current through payment, deferment, or forbearance.  

 was connected to an auto-dialer system that automatically dialed the telephone number of 
delinquent borrowers.  While the system dialed a telephone number a computer screen in front of 

 displayed the borrower’s loan activity and collection history.  If a borrower answered the 
telephone  had a script that she read to the borrower.   was supplied the script during a 
two-week training session she attended after she was hired by SAC.   would initially try to 
get the borrower to make a payment on the delinquent loans.  If the borrower was unable to make 
a payment  would question the borrower to see if the borrower was eligible for an in-school 
or medical deferment.  If the borrower was not eligible for a deferment the last option was 
forbearance.  Forbearances could be granted for up to one year for a maximum of five years.  

would calculate the cost of the forbearance to the borrower and explain that the interest 
accrued during the time of the forbearance would be capitalized into the loan if the interest was 
not paid during the forbearance time period.  The amount of the capitalized interest increased as 
the length of the forbearance increased.  The borrower had to agree to the forbearance over the 
telephone.  If the borrower agreed to accept the forbearance no further paperwork was needed 
from the borrower. If the borrower was delinquent 350 days or more, the borrower had to 
complete a paper forbearance form and mail it to SAC.  If a borrower agreed to a forbearance 

 noted the forbearance on the Borrower Pursuit System (BPS) computer screen.   also 
had access to Sallie Mae’s CLASS borrower tracking system.   stated that she was allowed 
to get verbal forbearances only for Sallie Mae loan holders.  For borrowers who held loans from 
lenders other than Sallie Mae  had to receive paper forbearance request forms from the 
borrowers or  had to get a representative from the lender on the telephone call with the 
borrower to get a verbal forbearance.  Each lender set its own rules for when and how 
forbearances could be granted.

If a borrower had used all of the five years of forbearance  was required to establish an 
automatic payment plan with the borrower.  The automatic payment came from the borrower’s 
checking or savings account.   could provide a 30 to 45 day “discretionary” forbearance for 
the borrower while the automatic payment was established.  A borrower could also establish an 
automatic payment through Sallie Mae’s website.  

 thought that putting borrowers into forbearance was bad for the borrowers because it 
increased the amount of their debt.  experience with Sallie Mae student loan borrowers 
was that most were poor and unable to make the smallest monthly payments.   thought that 
the increased loan principal added through the capitalized interest during forbearance made the 
loan balances so high the borrowers could never repay their loans.   resigned from SAC in 
October 2005 because she thought what SAC was doing to the borrowers was morally wrong, 
and  did not feel she was helping any of the borrowers.   thought that there was no 
difference between SAC and Sallie Mae, that the two companies were one in the same even 
though Sallie Mae, the lender, owned SAC, the collector.   thought that the set-up of SAC 
and Sallie Mae was a “back-handed” way of cheating money from the taxpayers through the 
federal Department of Education.   did not think Sallie Mae was in the business of helping 
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student loan bon owers, but was in fact putting the poor and weak in a worse situation than if 
they had not attended school or received student loans in the first place. Many of the bon owers 
- spoke to did not complete their college courses but were responsible for large amounts of 
student loan debt. - did not think it was proper for SAC to be able to offer delinquent 
bon owers forbearances multiple times until the five-year limit was reached. By the time the 
bon owers reached the five-year limit their loan balances were ve1y high and the bon owers 
would never be able to repay the loans. !illlknew that if a bon ower had reached the five-year 
forbearance limit, and then defaulted, SailieMae would offer a consolidation loan and the entire 
process would sta1t again. The fees to consolidate were large and again added to the cost of the 
initial loans. When the bon owers did default, the government paid Sallie Mae for the amount of 
the loans, including all of the capitalized interest. Sallie Mae did not care about the bon owers, 
only about making the most money they could from the student loans they issued. 

While she worked at SAC- had heard that collectors were granting verbal forbearances 
without receiving verbal approval from or even talking to the bon owers. - thought that 
falsifying verbal forbearances would have been easy because there were no checks and balances 
in place. 1111 felt that SAC and Sallie Mae management wanted the money generated from 
making 5 uent student loan bon owers cmTent and they did not care how they got that 
money. •· ' explained that each collector had monthly goals to meet and there was a lot of 
pressure to meet those goals. A collector could be fired for not making his or her goal. -
had never been written-up for not achieving her goals, and was always able to meet the goals 
placed on her. - suspected that collectors were falsifying verbal forbearances because of the 
monthly collection amounts some collectors were claiming to have achieved. - noticed that 
those collectors who worked in the evening, until 8:00 p .m. , had unusually high collection 
amounts. When- asked a manager why the evening collectors made so many collections 
she was told it was because those collectors were able to contact more bo1rnwers in the evening. 
However, whenllll switched to a part-time evening schedule, 4:00 p.m. to 8:00 p.m. , she 
found that she wrile to contact just as many bo1rnwers as she did while working during the 
day. 1111 found that calling bon owers in the evening was generally no more successful than 
during"!!:' day. - also thought that the oth.,ttime collectors did no more work than she 
did, but some had unusually large collections. '· ' thought that the evening collectors were 
able to falsify more verbal forbearances in the everung because there was little if any supervision 
during the evening hours and it was easier to "cheat" during that time because the collectors were 
not being monitor~ thought that some of the night crew collected double what was 
required of them. ~ not aware of any collector forging bon ower signatures on 
forbearances sent by fax to SAC. 

- stated that those collectors who had a large increase in their monthly collection totals were 
most likely to be the collectors falsifying verbal forbearances. 1111 thought that a large increase 
in one collector 's monthly totals would not make any sense unre:'ttey were cheating. -
stated that her monthly totals were always ve1 consistent, she always met her goals, and she had 
no reason to falsify verbal forbearances. '· ' thought that the practice of falsifying verbal 
forbearances was prevalent throughout SAC. '· ' stated that the length of time for a telephone 
call could be an indicator of a false verbal forbearance. - explained that unusually sho1t 

TI1is repo1t is the property of the Office of Investigation Services and is loaned to your agency; it and its contents may not be 
reproduced without written pemiission. The repo,t is FOR OFFICIAL USE ONLY and its disclosure to unauthorized 
pe1·sons is p1·ohibited. Public availability to be determined by 5 U.S.C. 552. 

OIG-301 (7/94) Page 3 of 4 



Pe1·son Inteniewed: Case No: 06-050116 

telephone calls that resulted in verbal forbearances would not make sense. lilltl explained that 
the collector had contrnl over when to tell the system to move on to the nex~ , and a collector 
could manipulate the a earance of a longer telephone call by staying on the line before hitting 
the "next call" button. '· ' did not know when the ci;iter system stopped timing a 
telephone call. - state that a manager never told '· ' how to falsify verbal forbearances, 
nor did she ever falsify a verbal forbearance herself. 

- explained that collectors were paid an hourly rate and were given a monthly bonus based 
on the amount of their monthly collections. - received bonuses of $39 to $250 per month. 
Some collectors were receiving monthly bonuses of $900 to $1,000 per month. Usually the same 
collectors received the lif sbonuses each month. SAC also awarded store gift cards to 
employees as bonuses. '· ' thought that SAC sta1ted to hand out gift cards to avoid paying 
taxes on the bonus money. The only compensation for employees of SAC was the hourly salaiy 
and the monthly bonuses. liilill staited at SAC making $9.13 per hour, and had been making 
$10.35 per hour when she reffsAC. 

In June or July 2005 - recalled that the management implemented a new rnle whereby the 
collectors had to get a supervisor to verify a verbal forbearance with a boITower on the telephone 
before it could be complete~ did not know why this change took place, but it happened 
ve1y quickly. It seemed to_-Tilat SAC was tiying to cover something up. The mana\liint 
at SAC never explained why the verification of verbal forbeai·ances had been instituted. '· ' 
had heai·d nunors that some collectors had been fired for falsifying verbal forbeai·ances. 

liilill explained that many collectors could get credit for a default prevention for one boITower 
~month. For example, if a boITower with $1,000 in delinquent loans promised to send a 
payment, the collector who received the promise would get credit for the $1,000. If seven days 
later the payment was not received, another collector could get the same promise to pay from the 
boITower and also received $1,000 credit. If no payment was received seven days after that 
another collector could get a verbal forbearance and also receive credit for $1,000. Because of 
this - thought that the monthly collection totals for the collectors was deceiving. 

b6, b7C - though it was wrong that SAC employees such as , who managed the entire 
SAC Las Vegas collection center, could make $4 million per yeai· in stizitions when poor 
people were being burdened with additional debt tluough forbeai·ance. '· ' saw the upper 
management of SAC making millions of dollars of taxpayer money. 

- telep_hone num?er is IIIP - and her husband ai·e cmTently selling their rc::-and will be movmg to • • • . 

TI1is repo1t is the property of the Office of Investigation Services and is loaned to your agency; it and its contents may not be 
reproduced without written pemiission. The repo,t is FOR OFFICIAL USE ONLY and its disclosure to unauthorized 
pe1·sons is p1·ohibited. Public availability to be determined by 5 U.S.C. 552. 

OIG-301 (7/94) Page 4 of 4 



UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE 

PERSON INTERVIEWED 

INTERVIEWED BY 

LOCATION 

REFERENCE 

CASE NUMBER 

: March 23, 2006 

b6, b7C 

: Special Agent 

: Telephonic 

b6, b7C 

: SLMA/Student Assistance Co1poration 

: 06-050116 

On Thursday March 23, 2006 at 2:17 .m . S ecial AgentlHR received a 
telephone call from . stated that slie met e ow Student 
Assistance Co1poration (SAC) employeeliiiail the previous night. - told 
Mill +hat Special Agents of the Office of Inspector General for the U.S. Department 
of Education had interviewed her the previous week. ' ' ' told •• • that the agents 
would like to speak to her and- gav~ Mill agent • • • telephone number. 
SA~ erl Mill if she would be willing to speak about her employment at 
SAc.Jlill stated that she is cmTently on disability leave from SAC and that she 
wanted to speak to Sf Plffl Mill stated, in essence, the following: 

~ has been on medical disability leave from SAC since Febmaiy 1, 2006 Mill 
~ uled to resmne pait-time employment at SAC on Monday Mai·ch 27, 2006, 
working five hours a day Monday through Friday. • • • was the second of fifty 
employees hired by SAC when it first a,; 1998. • • • began working at SAC 
on November 30, 1998. Prior to SAC, •• • worked at Household Finance. Besides 
• • • there are cmTently four other of the original fifty employees still employed by 
SAC. • • • began at SAC as a Default Prevention Associate (DPA), which consisted 
primai·ily of conta.cting delinquent or defaulted student loan boITowers on the telephone 
and getting them cmTent on their student loan debts. In April 1999 ~ was moved 
into the Quality Control Depaiiment and has been wolM,1,r Q~ ontrol 
Depaiiment for the last six eai·s. was • • • supe1visor when she 
moved to Quality Control. wor e s~ SAC employee quality control until 
Januaiy 2004. Afterliliail left SAC,lltlilll was the only Quality Control 
employee. This lasted for about one and a half yeai·s, until Janua1y 2004. In Januaiy 

b6, b7C 2004 manager created a new compliance depaii ment sepai·ate from SAC. 

Date: March 24, 2006 S/A:11 Case#: 06-050116 
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lml:fli1 explained tha~ or to Janmuy 2004, she reported to the operations managers 
=:sAc. IMf f1 saw this as a conflict of interest because • • • was 
repo1ting violations to managers who oversaw her activities. • • • created a separate 
compliance depaitment that repo1ted directly to him and remained independent from 
SAC operations. sto ped doing all of the monitoring of SAC employees in 
Januaiy 2004. took over all SAC employee monitoring in Janua1y 2004. 

Mill ~xplained that while working in quality control for SAC employees her duties 
consisted of listening to each employee talk to delinquent bon owers for one hour each 
month. Mill was in the same room as the DP As, and had a seat that looked out over 
the entire room. There were approximately 150 SAC employees during the time that 

was working quality control for SAC Mill listened to 300-400 calls per 
month. • • • would listen to the DPAs speak to bonowers and she would write a 
repo1t if• • • heard the DP A say or do something outside of the regulations. The 
telephone ca s • • • monitored were also recorded. IfMill liad a repo1t about an 
employee, • • • would meet with the team leader and play the tape-recorded 
telephone call in question. The team leader would then decide what action, if any, to take 
against the employee. BecauseMill liad previously worked as a DPA she knew how 
the calls were to be made and would could and could not be said to the bonowers or to 
relatives and friends of the bonowers. 

Mill ~tated that she was concerned about instances of "false documentation," which 
was a te1m SAC used to identi when a DPA fabricated promises made by bon owers. 
Because of her concern•• • created monitoring fonns in 1999 that focused on 
catching instances of fa se ocumentation. The fonn included the time the call staited, 
the time the call stopped and who was conta.cted. While monitoring DP As from 1999 
through Jantifffl4lml:flil heai·d DPAs fabricating verbal forbeai·ances for delinquent 
bonowers. • • • r~pecific examples, for instance, a DPA called a bonower 
and the bonower 's baby sitter answered the telephone. The bonower was not home and 
the DP A never spoke to the bonower, however, the DP A wrote in the computer system 
that the bonower agreed to a verbal forbearance. Mill thou ht that she heard DPAs 
make approximately five false verbal forbearances a month. • • • remembered one 
month during which she heard twelve false verbal forbearances. • • • stated that there 
was no follow-up documentation sent to a bon ower who accepted a verbal forbeai·ance. 
Prior to verbal forbeai·ances being accepted, the DP As mailed or faxed forbeai·ance fonns 
to the bonowers. Mill c-tated that there were generally three ways for a DPA to 
falsify a forbeai·ance; by speaking to an unauthorized third pai·ty and granting the 
forbeai·ance, by granting a forbeai·ance even though no one answered the telephone, or to 
stay on the line even if no one answered the telephone to make it appear on the system 
that the call was longer than it was Mill explained that the computer kept timing a 
call until the DP A hit a "next call" button on their computer and placed another telephone 
call. If the call appeared to be more than two minutes it was conceivable that a DPA 
spoke to a bon ower and the bonower agreed to a verbal forbearance. Mill ,,·ecalled 
instances when she heard bo1rnwers' relatives tell the DPA that the bon ower had died, 
but the DPA entered a verbal forbearance for the bon ower. Mill !mew that the DPAs 
could tell when they were being monitored because of an "any" sound on the telephone. 
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lml:BiJ heard DP As fabricating forbearances in spite of the fact that they could tell they 
~ing monitored. 

lml:BiJ stated that there were "red flags" to look for when looking for accounts with 
~rbal forbearances. For instance, if an account had numerous failed attempts at 
contact, then there was an entiy for a verbal forbearance PR@ would be skeptical if 
the conta.ct had actually been made. • • • listened to all of the employees equally, she 
generally did not single any employees out. • • • chose who to monitor on her own, 
but often a manager or team leader who suspected an employee of falsia,,r asked PR@ to monitor that employee, or another DPA would privately ask • • • to monitPiiific employee because he or she was thougQt to be falsifying telephone 
calls. • • • knew who were the top DPA perfonners. PR@ attended the monthly 
awards meeting and frequently saw the same employees getting the awards each month. 
lml:BiJ would hold regular meetings with the entire staff and warn the employees not to 
~because she would catch them. PR@ 1.·ecalled that she would listen to some 
DPAs telephone for an hour and not hear a single call, and later thosif ees would 
have high collection numbers for the month. That was suspicious to • • • and she 
would do additional monitoring on them to see if they were falsifying or earances. 
lml:BiJ stated that it was sometimes ve1y hard to prove that a DPA was falsifying 
~ ecalls . 

• 

was able to review all of the DPA notes written to a bo1Tower 's computer file. 
saw instances of DP As claiming credit for a verbal forbearance when another 

DP A had received a proinise from the bo1Tower to send a payment or complete a 
defe1ment f01m. In these instances, all of the DPAs received credit for making the same 
bo1Tower cmTent on their debt. 

PR@ "tated that when she met with the managers to notify them of an infraction, such 
as a false verbal forbearance, not all the managers addressed the problem equa» Some 
took the false forbearances ve1 serious! and fired the DP A. Others, such as li'le W@ 

never took action against a DPA no 
matter ow convmcmg t e ev1 ence. Manager worked with Pl@ to 
fmd who was falsifying info1mat ion. The operations managers set the tone for the DP As 
as far as what activity was acceptable. 

IUW@ write-ups were not kept by SAC for more than a few weeks before they were 
shredded. Some employee files may have copies of her write-ups. lmJEBidid keep a 
computerized 1., the fmdings she ever mad• lillifl will try~ that 
computer file. • • • thought that while she was working for Quality Control at SAC at 
least 40 DP As were ired for falsifying infonnation. 

PR@ thought that the team leaders and the managers knew that the DPAs were 
making false verbal forbearances. Pf@ did not know if any DP A was specifically 
instructed to falsify a forbearance, but the DP As could figure out how easy it was to 
falsify a verbal forbearance. Pf@ did not think that DPAs falsifying forbearances was 
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rampant, but she did think it was bad enough that the government would have been aware 
of and looking at the situation a long time ago. 

~ knew that SAC had been audited twice, once by~ and once by 
~ auditing firm. The auditors had pulled random a~ d some with 
false documentation. One account had a telephone call that lasted 12 seconds but 
resulted in a promise, which would have been impossible as the mandato1y preamble 
given by the DPA lasted much longer than 12 seconds. 

Mill lr.new that some employees who had been granted access to the entire SAC 
computer system while assisting the managers with their work moved certain high
balance accounts to their own account pool. IfMill saw instances of this she would 
notify the managers. 

Mill 'Vas aware that in June or July 2005 a policy change had been made whereby a 
team leader or floor manager had to listen in on a call if a bo1rnwer wanted a verbal 
forbearance. Mill ':lid not know why this policy change was implemented. However, 
Mill ~ame across accounts where the verbal forbearance had been falsified and the 
manager 's initials were included on the account as having verified the verbal forbearance. 

~ believed thatlp- was detennined to get the DPAs who were falsifying 
~ntation out ofSAC.i i, now directly receives monthly quality control 
repo1ts for all divisions of SAC, approximately 3,000 employees. 

Mill lias been a witness for the U.S. Depaitment of Justice twice in cases involving 
fraud against the government by her employers at the time. One employer was Hughes 
Aircraft, which had sold the U.S. government faulty missile components. Mill was a 
purchasing agent for Hughes Aircraft. The second company was RECO, or Reynolds 
Engineering Company, which committed contract fraud against the U.S. Depaitment of 
Energy at the Nevada Nuclear Test Facility. 
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UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE: 

PERSON INTERVIEWED: 

INTERVIEWED BY: 

LOCATION: 

January 29, 2007 

b6, b7C 

Special Agent -
Special Agent -

b6, b?C 

REFERENCE: SLMA/Student Assistance Corporation 

CASE NUMBER: 06-050116 

On Tuesda January 29, 2007 a~ m. Special Agents b6, b?C 

and interviewed -=-=--·esidence. The agents presented 
· h ir official credentials and explained the nature of the interview, that 

being employment at the Student Assistance Corporation (SAC). 1p;r4' 
agreed to speak to the agents and stated the following: 

l. --=- of SAC hirer ff7@as a default prevention specialist. 

2. Pffflwas shown an email she sent to omplaining about a 

b6, b7C 

reprimand she received. In the email omplained that other collectors 
had been caught submitting fa lse documentation and the were not reprimanded. 
l;Idlif@stated that she recalled the email and • • • was upset that she sent 
it. • • • xplained that saw • • • writing the email and told 

not to send it. • illllilliijSent it anyway and subsequently Uffflwas 
called in to office and reprimanded for sending the email. 

3. 1ffllif@was assigned to work on a number o f teams while she worked at SAC. 
Piffflworked on the High Balance team for a few months. b6, b7C 

b6, b7C was the team leader of the High Balance team. teams were always 
the highest performin teams. had high numbers when she was a member 
of other teams, and • • • wanted Hl@0n the High Balance team. 
Hfffl11as told by nd other team leaders to do "whatever it takes" b6, b7C 
to cure the accounts. 

Date: February 6, 2007 SI A: llitl Case#: 06-050116 
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CONTfNUA TION OF 301 RE: b6, b7C 

4. 1S,Rf'hated that collectors at SAC were falsifying verbal forbearance 
agreements "all day, every day." Pit@ ~tated that had 

5. 

6. 

7. 

8. 

9. 

bonuses revoked because it was found she had fa lsified verbal forbearance 
agreements !Mif'11had more than three final warnin s 0 iven to her for 
falsifying verbal forbearances, but she was never fired. • • • tated that it was 
SAC policy to terminate an employee after three final warnings. b6, b?C 

was accused of falsifying verbal forbearances and had been fired from SAC for 
taking borrower information home with her. lM!;fffl•vas friends witl· Mitf'I 
and did not thin.I< Mit@1ad fa lsified verbal forbearance agreements and did not 
know why anyone would take borrower information home because there was 
~ could do with it outside the office IU:181-i.ought thatlilll 
~ alsified verbal forbearances. IUiJffll-iad heard that Mffftl 
b6, b?C · b6, b7C nd knew aboul collectors falsifying verbal 
fo rbearances. 

IM;fftJu,as shown a written warning she received for her completion of a verbal 
forbearance for a borrower who had been deceased prior to the fo rbearance. 
Pfflstated that she made a mistake and at the time she was overworked and 
was training another employee. IUiJfflt'lted that who often called 
employees into his office to reprimand them, reprimanded her. 

thought that the SAC supervisors and team leaders such as IHfffl 
new that the collectors were falsifying verbal forbearances because 

some col lectors were curing $ 1 million a day in loans, which would be impossible 
if they were not cheating. The top collectors received up to $1 ,500 in bonus 
money, and SAC gave out prizes such as stays at the Luxor hotel and big screen 
televisions for the top collectors. 

IUiJfflrecalled there being a floor meeting with all of the collectors to announce 
that verbal fo rbearances were an option for the borrowers. 

P!f knew that some borrowers calle~C to complain about 
forbearances that they did not approve. liallll,tated that borrowers who were 
informed about their loans would know that interest that accrued during 
forbearance would add money to the loan principle and they were upset if they did 
not authorize the forbearance. Other borrowers did not complain when a 
forbearance was done without their knowledge because then they would not hear 
from a collector during the period of the forbearance. 

Identifiers: 

b6, b7C 
b6, b7C , . 

11: 
b6, b7C 
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b6, b?C it's really sad thr11 when facl l!al, rriany'_times(x3)[nform_at!9n _! 

From: 
To: b6, b?C 
Date: 2/17/05 10:38AM 
Subject: it's really sad that when factual, many t imes(x3}information is given to you about 
false documentatl 

it's really sad that when factual, many times(x3}information is given to you about false 
documentation,on the same rep and yet others also yet nothing was done, but when I rec a quality 
audit im wrote up. I feel discrimated against for the second time 

Can you explain the difference to me by email please. Im done talking about what's done around 
here because its only oblivious what goes for one dosen't go for the other. 

I wish someone would of advised to me that Im not to call the lender's. I've been working here for 
3yrs now and have been calling lenders (now it's a problem}. 

While ·w orking Firewall, High Risk, Ninjas and what else ever I was advised do WHAT EVER! its 
takes to sat an acct. Was told/or given the authority to commit FDCPA violations ex: calling Poe, 
when brr states don't call, calling refs more than 1 time a day, falsely documenting acct and team 
leaders been told @ it. 

I quess it's okay for upper Management to g ive out instructions on to commit FDCPA violations. 

Before coming to this team I should have been giving the the rules @ what im able to do and not 
to do. 

CC: b6, b?C 

SAC 1988 



~ SAC I Student Assist<1nce (01-,. .,,·ation 

II INTEROFFICE MEMORANDUM DATE: Ma 4, 2004 

II TO: 
FROM: b6, b?C 

Ii SUBJECT: Written Warning - Job Performance 

-This memorandum serves as a written warning for your failure to properly document account 
~ n April 27, 2004. Your documentation on BPS states you talked with the borrower at a 
number that is disconnected and you completed a verbal forbearance during the conversation. After 

i reviewing BPS and Class it has been determined you could not have spoken with the borrower as he 
passed away (died) on July 13, 2003. Copies of the death certificate has been received and noted 
on the Sallie Mae Class system. 

Ii Documenting accounts with false information is a direct violation of company policy. Failure to follow 
company policy could initiate further discipline, up to and including Termination of Employment. 

II 
This memorandum also serves as a written warning for a FDCPA violation on a silent Quality Audit 

II for the loan of dated 5/4/04. You discussed the account with the 
borrower's mother after being advised the borrower does not live there. 

i 
II 

-
II 

0 er our WCC Employee Handbook, "Any conduct, including criminal conduct (that) impairs the 
Corporation's desired business image" is classified as an offense that may result in immediate 
dismissal. Default Prevention has adopted the policy that the first written FDCPA will result in a 
probationary period of three months. The second FDCPA violation within the probationary period will 
result in a final written warning accompanied by a probationary period of twelve months, attendance 
at a FDCPA class and passing a written exam to demonstrate sufficient understanding. A third 
violation of this nature in the next 3 months may result in disciplinary action, up to and including 
termination. 

that you understand the serious nature of this memorandum. 

II I 
l 

II 

Date 17 

,II CC: Desk File 

II SAC 1996 



UNITED ST A TES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE: January 30, 2007 

PERSON INTERVIEWED: b6, b?C 

INTERVIEWED BY: Special Agent 
Special Agent 

b6, b?C 
b6,b7C 

LOCATION: b6, b?C 
REFERENCE: SLMA/Student Assistance Corporation 

CASE NUMBER: 06-050 l 16 

b6, b?C 30, 2007 a~ .m. Special Agents 
interviewed ~ residence. The agents presented 

ith their official credentials and explained the nature of the intervie':;aihat 
being mployment at the Student Assistance Corporation (SAC). 1£1@ 
agreed to speak to the agents and stated the fo llowing: 

I. 

2. 

lmllWlllwas employed by Sallie Mae in Florida and began workin~ for SAC in 
Las Vegas as a default prevention specialist in January 2002. lmt1iY1f was 

laced in a number of work teams but her team leader for a number of years was 
hought tha• IUIN .. ,as a good team leader who 

kaiihis team apprised of new niles and who wanted his team to fo llow the rules. 
!Elffl1-iad heard that other teams were not following the rules and "cheating", 
inc luding completing verbal forbearance agreements for borrowers who had not 
been contacted and had not given consent for the forbearance. 

In October 20051MFfftWwas placed on 
team leader on the High Balance team was as 
placed on the High Balance team because she was a good performer, meaning her 
collection igh on the other teams she was on. !MiYflll 
suspected and of falsifying verbal forbearance 
agreements because the were always the # l or #2 collectors on the High Balance 
team each month. a lso thou h falsified verbal 

Date: February I, 2007 S/A: 1111 Case #: 06-0S0116 
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3. 

4. 

5. 

6. 

CONTINUATION OF 30 I RE: b6, b?C 

to do "whatever it takes" to cure the accounts, which to li'I;l!;fffl also meant 
cheating. 

1HFfftW-hought that b6, b7C and llll 
- ad been fired for falsifying verbal forbearances. 

!MRM~xplained that members of the High Balance team a special computer 
privileges that other teams did not have. Members of the High Balance team 
could look into the "work drawers" of the other teams, including the High 
Balance team. The work drawers were virtual file drawers into which accounts 
were placed by SAC management for the individual collectors to work when they 
were not connected to a call IHFf'Wcnew that b6, b?C 
b6, b?C who were members of the High Balance team, would 
look into the work drawers of other teammates a~ alance accounts 
for themselves. Wher IPR4Wromplained to ~ r other 
supervisors about th is practice - would be told that sometimes the 
borrowers called in and other teammates received the calls. !M;1Mknew that 
was not true and that the accounts were being sto len from her- Alellalso 
saw some of her accounts were stolen and cured through verbal forbearance by 
b6, b?C but no new contact information was placed on 
the account. ID:l'illllexplained that the accounts had bad borrower contact 
information, but the accounts were supposedly cured through verbal forbearance. 

!Uefft1-iad been ft~rimanded for completing e lectron ic forbearances on behalf 
of borrowers. ifflll!llll,:tescribed this practice as speaking to a borrower on the 
telephone while accessing the Internet and an electronic forbearance application. 
While the borrower was on the telephone lmlliYllfwould complete the 
electronic j.tion for the borrower and submit the application. The reprimand 
upset !M~.-ecause she had been trai ned in the practice whi le she worked for 
Sallie Mae in Florida and had written materials from Sall ie Mae desc ribing how 
to do the electronic forbearances. Wher1PR•W1..egan working for Sallie Mae 
in Las Vegas she trained her supervisors, includi~ on how to 
complete electronic forbearances for borrowers. ~ nk it was 
fair that she got reprimanded for something that Sal lie Mae had practiced, 
although completi1,in electronic forbearance for a borrov~ 
against the rules. !!:... iYM,vas upset that her supervisor ~ did 
not back her up when she was reprimanded. 

lmlli'Jffl1-iecame sick after she was placed on the High Balance team. !Uifffl 
left SAC in October 2006. 
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7. Identifiers: 

b6, b7C 
b6, b7C 
SSN 
DOB 
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SallieMae 
INTEROFFICE MEMORANDUM DA TE: August 6, 2002 

TO: b6, b?C 

FROM: b6, b7C 

CC: b6, b?C 

SUBJECT: Final Written Warning- Electronic Forbearances 

This memo serves as documentation for violations of company policy as outlined in Section II1 B 
l h of the Employee Handbook. It has come to our attention that on several different occasions 
you have entered Electronic Forbearances for borrowers you spoke with on the telephone. This 
is in direct violation of company policy as you were advised in early July 2002 that this 
procedure would not be tolerated. Listed below are the occurrences that led to this action. 

Date Violation 
July 30, 2002 Electronic Forbearance was entered for account 085626384 

July 30, 2002 Electronic Forbearance was entered for account 436376545 

As a result of your failure to follow company policy you are being removed from the High Risk 
Team and retµmed to Default Prevention. Any increase you received at the time you moved to 
the High Risk Team will be forfeited. In addition you are being placed on probation for the next 
90 days. At the end of 90 days the probation will be removed, and you will be allowed to post for 
the High Risk Team provided your performance on the floor is comparable with the performance 
of other top performers eligible for the High Risk Team. 

Additional violations of company policy will result in further disciplinary action up to and 
· 1,1,1,1,l~'iil · ation of your position. 

b6, b7C 
- --~~~--- ---
b6, b7C 

. . 

Date~ 

!.b 
Department Head Date 

SAC 643 



UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE: Januaiy 30, 2007 

PERSON INTERVIEWED: b6, b7C 

INTERVIEWED BY: Special Agent 
Special Agent 

b6, b7C 
b6, b7C 

LOCATION: Barnes & Noble 
8915 W. Charleston 
Las Vegas, NV 

REFERENCE: SLMA/Student Assistance C01poration 

CASE NUMBER: 06-050116 

On ~ y 30, 2007 at a .m . Special Agents 
and - interviewed wor lace. The inte1view was 

b6, b7C 

previously an anged with The agents presented • • • with their official 
credentials and explained the nature of the inte1view that being • • • employment 
at the Student Assistance Co1poration (SAC). !MR@ agreed to speak to the agents 
and stated the following: 

1. 

2. 

Date: Februa1y 1, 2007 

be an working at SAC in March 2003 and left SAC in November 
was a defaultlirevention specialist. • • • first supe1visor 

was ---••Iii . 1piY'4~ot along with • • • and • • • did not 
c lot of pressure on his team members about making collection goals. 
!!.:!If@ thought thatpfffl and spent a lot of time together, 
and harbor had heai·d a n unor that was dating an employee named-

§171 • 
When lipliYl!J began working at SAC the management told the default 
prevention specialists to push defe1ments on bonowers. Later the mana ement 
told the staff to tiy to get verbal forbearances instead of defe1m ents. • • • 

iven a script to read to bon owers who were interested in forbeai·ance an 
was told that the bonower had to agree to the forbearance. When 

• • • first staited getting verbal forbearances a Sallie Mae employee had to 
get on the telephone line and listen to and verify the verbal forbearance 

S/A:11 Case#: 06-050116 
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3. 

4. 

5. 

6. 

7. 

8. 

9. 

CONTINUATION OF 301 RE: b6, b?C 

agreement. Later, the requirement of having a Sallie Mae employee verify the 
verbal forbearance agreements with the bon owers was dropped. However, 
HARBUR knew that quality control employees listened to the calls the default 
control specialists made. 

-

as placed on the Hi h Balance team in October 2004. -
was then • • • team leader. • • • ·ob became ve1y 
en she was move to the High Balance team . • • • became 

friends with~~ea but did not socialize with any other SAC 
employees. not e to socialize with other people from her 
workplace. left SAC beforeipiYft left. 

1piYft had heard rnmors of default control specialists "cheating" on verbal 
forbearances, meaning the91ould approve a verbal forbearance for a bon ower 
they had not contacted. 1£iYft heard that and b6, b?C 
were doing false verbal forbearances. did not know of •• 
employee being fired as a result of fals· verbal forbearances. • • • had 
also heard that team leader was coaching employees on ow to 
falsi ver ,---,-=:-:,..,,. rs o f her team w~hest ,_ , 

, and , who were members of the High Balance 
team, comp aming a out eac ot er. 

ID1flil explained that when a verbal forbearance was done an entiy was made 
~ on ower Pursuit System and an email was sent to Sallie Mae 
headquaiiers in Indianapolis. 

lililflel stated that she saw accounts that had been 1nai''rked by default 
prevention specialists and verbal forbearances granted. • • • explained that 
if an em lo ee manually worked an account it might sti e on t e auto-dialer 
list. • • • saw accounts come up on her screen through the auto-dialer that 
had 6een cure through verbal forbearance by another employee. 1piY@ saw 
that on some of these accounts a verbal forbeai·ance was granted even though the 
bonower contact infonnation had been previously listed as bad. 

1piYft stated that most directives from management at SAC came through 
emails to the employees. 

1Mfft was reprimanded one time for not fo llowing up on a bon ower's 
prormse to pay. 

Identifiers: 
b6, b?C 

b6, b?C , · 
b6, b?C 

• •: b6, b?C 
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UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE: Janmuy 31, 2007 

PERSON INTERVIEWED: b6, b7C 

INTERVIEWED BY: Special Agent 
Special Agent 

b6, b7C 
b6, b7C 

LOCATION: Community College of Southern Nevada Las Vegas 
3200 East Cheyenne 
Las Vegas, NV 

REFERENCE: SLMA/Student Assistance Co1poration 

CASE NUMBER: 06-050116 

On Wednesday JanuJ/:2007 at approximate! 5:30 .m . Special Agents■ 
IHf eJ andip~ .!!! interviewed at the Community College of 
Southern Nevada Las Ve as, where attends school. The interview was 
previously atTanged with • • • T e agents presented • • • with their official 
credentials and explained the nature of the interview, that being •• • employment 
at the Student Assistance Co1poration (SAC). IHiYJI :\greed to speak to the agents 
and stated the following: 

1. 

2. 

-

began working for SAC in April 2004 and left SAC in July 2005. 
was hired as a default revention specialist. first 

· fo llowed by 

The last teamlHiY@ was assigned to was the High Balance team. lmlliYJI 
thought that working on the High Balance team was ve1y stressful and 
competitive between team members. While on the High Balance teamlmJla 
staiied hearing rnmors of default prevention specialists "cheating" on v~ 
forbearance agreements with bon owers, meaning they were apliilff default 
prevention specialists without the knowledge of the bon owers. • • • also 
heard nnnors of employees forging bon ower deferment doclllllents. 

Date: Febmary 2, 2007 Case#: 06-050116 
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CONTINUATION OF 301 RE: GASPAR, Kristal 

4. imtlWffl was aware that while she worked at SAC her tele hone conversations 

5. 

6. 

7. 

8. 

9. 

10. 

with bon owers could be monitored. • • • knew that • • • monitored 
telephone calls. lmtlWffl asked 1 e ad ever hear er omg anything 
wrong on the telephone and · told her that he had not heard her do anything 
wrong . 

lmJl!fl!] was never asked to falsify a verbal forbearance. IUiJffl thought that 
Taisi'iymg verbal forbearances was prevalent and that some repnrnands were done 
to make it look as if SAC was addressing the roblem . Members of SAC 
management, including and , socialized with SAC 
staff members after wor ours. 1 not socia 1ze with her supervisors 
and she tho(•f i a strange practice for a supervisor to socialize with an 
employee. • • • also heard that SAC employees were faxing forbearance 
and defe1m ent agreements into SAC on behalf of and unknown to bonowers. 

imtlWffl also heard n unors about cheating, but·•• did 
not pay much attention to the rnmors that she heard while at SAC. • • • 
knew thadpf ffl broiti M high collection numbers for SAC, ut 
thought it was strange that • • • was also out of the office a lot. 

lmlliJffl recalled that the default prevention specialists could bring up the 
CLASS computer screen without having a bonower on the telephone line. 

imlliJffl thought that and were calling b6, b7C b6, b7C 
their friends ' telephone numbers and logging those calls intMz,stem to make 
it a ear that the were speaking to a delinquent bonower. • • • and 

would then process a false verbal forbearance for the 
onowers, an e telephone call to their friends would make it appear they had 

spoken to the bonower. 

has seen since she left SAC was b6, b7C 
approximately 1-½ years ago. • • • left SAC because the pay was not 
enough and it was just a bad p ace to work. lmtlW@ began working for Cendant 
time-share sales. 

liX:IW@did not com lain about what she thought was cheating going on to her 
supervisors. • • • prefen ed to not get involved even though it affected her 
pay because 1t ma e 1t difficult to compete and be the number one collector and 
receive a bonus. lmtliJ@ thought the working environment at SAC was ten ible 
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CONTINUATION OF 301 RE: b6, b7C 

and that eve1yone was accusing each other of doing somethin ille al. -
, •• was too ersonal with all of her employees for •• • to feel 
co 01ta e telling • • • her complaints or suspicions. • • • thought 
that if she said anything to • • • about another employee, • • • would 
immediately tell that employee w at • • • said. 

11. Identifiers: 
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UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE: 

PERSON INTERVIEWED: 

INTERVIEWED BY: 

LOCATION: 

REFERENCE: 

CASE NUMBER: 

Febrnaiy 1, 2007 

b6, b7C 

Special Agent 
Special Agent 

b6, b7C 
b6, b7C 

Denny's restaurant 
4280 W. Craig 
Las Vegas, NV 

SLMA/Student Assistance Co1poration 

06-050116 

On Thursda Febrnaiy 1, 2007 at approximately 9:25 a.mi'ilecial Agents l.WlW 
and conducted an interview withiUWC. The previous ay SA 

left a business cai·d at lD:flis home address, requestin that she call SAIB:fil 
regai· mg her employment at ~ !ae. • • • called SA • • • the evening o~ 
Januaiy 31, 2007 and agreed to meet with SA •• • and SA •• • at a Denny's 
restaurant the following morning. Upon meeting the agents identified themselves to 
§17ffl ·.vith their official credentials. §17ffl 1greed to speak to the agents and stated the 
following: 

1. - began working for Sallie Mae in Mai·ch 2003. - found a Sallie Mae 
u+,ing on the Internet and applied for the job of default prevention specialist. 

had to take a test prior to bein hired. • had 10 to 14 days of training 
and her first supervisor was . During her employment at 
Sallie Mae as a default prevent10n specia 1st HYER was assigned to a number of 
teams, her last being the High Balance team. The High Balance team was created 
to collect on accounts that had high outstanding delinquent balances. From the 
High Balance tea1r §17ffl was assigned to collect on private Sallie Mae loans, 
but that only lasted a few weeks. 

2. - was good at default prevention because she was persistent in conta.cting 
doctors and attorneys who were typically ve1y difficult to contact~ was 
n01mally in the top 10 collectors on the teams she was assigned. liillfthought 

Date: Febmary 6, 2007 SIA:■ Case#: 06-050116 
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3. 

4. 

5. 

6. 

7. 

CONTINUATION OF 301 RE: b6, b7C 

that those in th.n were "in the spotlight" because they did better than most 
eve1yone else. • • • explained that by "in the spotlight" she meant they were 
suspected of fa s1 mg verbal forbearance agreements. 

■ worked with 
knew 

her domestic 

who othe1w ise . , 
false verbal forbearance for the bonower. 

d 

and 

se of 
· g to a bon ower 

omplete a 

logged as --=--= g 
· liiiail · m his home telep one so 

b6, b7C 

b6, b7C 

gave§l!I IDdiffltlHY@ two money orders for $500 each 
for two months' rent inlrimber 2005. Both of the money orders were rehuned 
for insufficient funds. • • • :M" we~ yment from 

for t e rent. Im • ew that- had been 
an ested before and had tried to kill someone. 

Wh~-ffl"ras on the High Balance team her team leader was _ 
IP~ ~ While on the High Balance team §l!ffl knew that team members 
called each other on the telephone in the lunchroom, making it appear that they 
were speaking to bon owers for the pmpose of completing false verbal 
forbearances. • knew that many members of the High Balance team under 

·e related to each other. • thou t that High Balance 
was cousin §171 

gun to work, and had seen gun in her car. 
had six relatives on the High Balance team. -

had been fired for falsifying verbal forbearances. 

§171 recalled an instance when she completed a verbal forbearance with a 
bonower on the phone. When- told another team member of the completed 
account, the other team member said "too bad there was nobody on the 
telephone." §171 was upset at the comment because eve1yone suspected 
eve1yone else of falsifying verbal forbearances even when it was not done. 

b6, b7C 
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8. 

9. 

10. 

11. 

12. 

13. 

CONTINUATION OF 301 RE: b6, b7C 

collected $2 million in one day, which- thought to be impossible without 
falsifying verbal forbearances. 

ilili stated that if team members did well they would move up in the standings 
~uld be placed on ~rfonning teams. If team members did poorly they 
would be moved down. 11111 did well and was only reprimanded for making 
personal telephone calls while at work. 

- had been on the Red Team, which was a team within Team 1 that worked 
accounts that were 365 days or more delinquent. P!ffl received $500 for being 
on the team. • was on Team 1 rior to being assigned to. fue 1,•~ce 

was • • • team leader on Team 1. • • • knew 
an 1s wife socia 1ze with an er usband. b6, b7C 

has since gotten divorced. 

When- was assigned to the High Balance team she did well righiiri 
Some collectors said she did well because • • • favored her, but • • • 
stated that she was just a good collector. • • • stated that she always 
documented her conversations on the computer so it was apparent that she spoke 
to the bonower. 

ilili described a practice within Sallie Mae known as "rat holing." ilili 
~ned that "rat holing" was when a collector had a good telephone~er for 
a high balance account but did not put the new number in the computerized 
bonower info1mation so that another collector could not contact the bonower. 
The collector would manually bring up the account later and call the bonower and 
cm e the account. @l!ffl thought that this practice was widespread throughout 
Sallie Mae. 

P!ffl stated that most or all members of team falsified verbal 
forbearances. - thought that 
who falsified the most verbal forbearances. also falsified verbal 
forbearances. • • • caller U7ffl whe received SA IUWJlhusiness 
card. ID:fil told •· • that she had been contacted by the OIG about a year 
prior blrttcld the agents nothing P7ffl tole P!ffl not to tell the agents 
anything that they did not ah-eady know and not to offer any information if the 
agents do not ask for it. 

■ socialized with 
knew 

wor lace. tho 

, another team leader. 
outside of the 

ea ers were un er 
was the supervisor of 

were quality control employees. 
promoted from that position to a superviso1y position on another floor. 
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CONTINUATION OF 301 RE: b6, b7C 

14. UZffl stated that she completed verbal forbearances on behalf ofboITowers when 
she spoke only to the boITowers' spouses .•• • explained that she sometimes 
spoke to thefiies ofboITowers who tol •· • that they were in fact the 
boITowers. • • • knew they were not the boITowers but would cor.te verbal 
forbearances anyway. In these instances§l!fflwould getlHiYj _ or 
IHiY@on the telephone line with the pmported boITowers to approve the 
verbal forbearances. This ractice was illegal, butlililt received permission 
from • to approve the v:i:Ti'orbearances without the 
boITowers' consent. 

15. that the High Balance team members had parties at. 

16. 

17. 

18. 

19. 

house. At · of drinking, drugs and sex 
members. -..-.1r.-11 minati·ix and had 

been atTested for prosti , who had a 
· alance team member 

alt c1ystal methamphetamine and b6, b7C 
stal methamphetamine while at work. During 

D l!fi:!:a1SJ._ < §1111 took the methamphetamine bfig it 
in her co e . lililllliiMliij smoked the methamphetamine. While • • • was 
taking the m . . he falsified two verbal forbearances on e a of 
boITowers. • • • stated that she had often spo anrl §l!ffl 
~ about falsifying verbal forbear·ances. he verbal 
~ ces soon after speaking toiHiY@ bout it. 

UZffl would go to lunch withiHiY@ and she and • • • 
alcohol. At first- resisted dt·inking during work, but•• 
that she dt·ink. 

insisted 

left Sallie Mae on Febrna1y 8, 2005 because she became sick. That day 
went into the office and "flipped out" and uit UZffl 1ast had contact 

b6, b7C with•• • approximately 1 ½ years a o. • • • ran into at 
an Olive Gar·den restaurant a while a o. worked at a company called 
Cendant after she left Sallie Mae. • • • is cmTently a home health car·e worker. 

UZffl stated that at Sallie M:apas best friends with the head of the 
human resources departmendf'!:_ !. .:1111· 
- stated that members of all teams falsified verbal forbearances, not just 
members of the High Balance team . 
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20. Identifiers: 
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UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE INTERVIEWED: 

PERSON INTERVIEWED: 

INTERVIEWED BY: 

LOCATION: 

REFERENCE: 

CASE NUMBER: 

May 11, 2007 

b6, b7C 

Special Agent b6, b7C 

500 W. Madison Street 

Suite 1440 

Chicago, IL 60661 

SLMA 

06-0501 16 

~ I, 2007 from 9:00 a.m. to 2:00 p.m. Special Aa t interviewed 
~ Also present during the interview was imtlWj ttorney • • • 

b6,b7C 

had previously been interviewed in February 2006 in Washington, DC. The purpose of this 
interview was for MTtffl•.o ~ ain some of the documentary info rmation provided by SLMA to 
the OIG. The following are SR&escri ptions of specific documents and infonn ation: 

l. SAC default aversion specialists were told to be on and off a call in 2 minutes. lffilR@ 
did not find this feasible as the introductory " talk-off' and other mandatory conversations 
with borrowers took at least l minute. The talk-offs and the verbal forbearance 
descriptions fo r the borrowers were provided in SAC training material (attached). An 
"easy" ca ll with a borrower willing to work with a collector typically took about 5 
minutes. 

2. The Firewal l Team attempted to contact borrowers who were very close to default, 265 
days or more delinquent. These were difficult calls and took a long time. 

3. Uif4tated that the length of a call was important in findi ng fraudu lent accounts, but 
equally important was the len1p,,e the collector looked at the SLMA CLASS 
system prior to making a call. • • • explained that collectors would prepare themselves 
for a call by looking at the loan and call history on the CLASS system prior to making the 
call. If no time was spent looking at CLASS, a short call to the borrower would not be 
feas ible. 

Date Prepared: S/14/2007 SIA - Case No: 06-050 116 
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Person Interviewed: b6, b7C Case No: 06-050116 

4. On the High Balance Team "call bundles" were groups of accounts which the group was 
going to contact for an entire day, through the autodialer or manually. SAC management 
developed the bund les and was general ly comprised of high dollar accounts that were 
delinquent. 

5. The term "OUT BORR" in the Borrower Pursuit System (BPS) co ll ector log meant that a 
call was made to the borrower e ither manually or through the autodialer. If a collector 
manually made a call the collector clicked on an icon in the BPS screen to put in the 
record that a call was placed to the borrower. This did not mean that the call was actually 
made. The collector could click on the icon to populate the "OUT BORR" statement and 
the known telephone number, but that did not mean the call was actually made. The 
telephone system did not record on the BPS record that a call was made; this had to be 
done by the collector. Calls that connected through the autodialer were recorded on the 
BPS. 

6. Borrower telephone numbers came from the borrowers providing the numbers or from 
skip tracers who worked fo r SAC. The first BPS screen had the borrower's SSN, address 
and te lephone number. A "details" tab held add itional information such as work or 
parents' telephone numbers. The primary telephone num ber on the first BPS screen 
could be changed by a col lector to a different number. If a collector contacted a borrower 
at a number different than the primary num ber listed in the BPS, the system would have 
no way to record the new number; it was the responsibility of the collector to update the 
information. 

7. Each collector was given a "work drawer" of accounts each day that had to be worked, in 
addition to any other accounts worked through the autodialer or by manually placing 
calls. The work drawer accounts were the oldest and most difficult accounts to work. 

8. Each time a borrower is contacted the SAC co ll ector has to identify himself, identify the 
borrower and givpfftmble, even if the collector had just spoken to the borrower 
moments earlier. • • • provided the preambles (attached.) 

9. dfff··,as aware that relatives worked at SAC. SAC encouraged collectors to have their 
friend s and fam ily apply fo r positions as default prevention specialists . .Bonuses were 
given to employees who brought new employees to SAC, up to $1,000 per new 
employee. 

l 0. The CLASS system held only SLMA loan information. 

11 . The individual collectors determined how much forbearance to grant to a borrower. The 
BPS system displayed the amount of forbearance a borrower had remaining (60 months 
maximum.) Collectors were supposed to offer the minimum amount of forbearance as 
possible. 

Date Prepared: 5/14/2007 S/Aliilil Case No: 06-050116 

This repo11 is the property of the Oflicc o f Investigation Services and is loaned to your agency; it and its contents may not be 
reproduced without wrinen permission. The report is FOR OFFICIAL USE ONLY and its disclosure lo unauthorized 
persons is prohibited. Publ ic ava ilability to be determined by S U.S.C. 552. 

OlG-30 I (7/94) Page 2 of3 



Person Interviewed: b6, b?C Case No: 06-05011 6 

12. The listing 963 under "agency" in BPS is SAC. Codes 100,200 and 300 were codes for 
SAC in Fishers, Indiana. 

13. Supervisors were present on Saturdays. Some collectors worked on Saturdays. Many 
collectors worked 4 days, Monday through Thursday, and then a few hours on Saturday. 

14. The compliance personnel at SAC who listened to telephone conversations stopped 
working at 5:00 p.m. each day. After 5:00 p.m. the collectors knew their telephone 
conversations would not be monitored. 

15. Only the Firewall and High Balance teams could leave a message with a borrower and 
give a direct-dial extension telephone number back to that particular collector. Collectors 
on other teams were not able to have borrowers call them back directly. 

16. Collectors who had multiple promises on one call, such as a payment and a verbal 
fo rbearance, received credit for 2 promises, which could increase their monthly bonus. 

Date Prepared: 5/1 4/2007 SIA- Case No: 06-050 11 6 
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I 

Prepare the borrower. T el1 him/her that you wil l read Sallie Mae's forb earance agreem en t terms, 
and that at tbe conclusion th ey should reply wi th a 

Y es or a No response. Read the script W ORD F OR W ORD. 

Borrower must be less the 270 Delinquent 

► SLMA w ill no longer process verbal forbea rances for borrowers who are over 270 days delinqu ent but will 
required a signed form instead. Direct the borrow er to fax the signed forbearance form to SAC I ndy at: . ► 1- 800-220-2008 

Script for Sallie Mae Verbal Forbearance 
You have requ ested forbearance because you are willing but unable to make your 
scheduled payments due to a temporary financial hard ship. 

The following are the terms and conditions that apply for the forbearance. 
Refer to the 124 Screen ~ 

• The forbearance wil l be for 4 onths and wi ll begin on_ (insert fi rst date of 

delinquency) 

• During the forbearance period, you may make payments, but none are required. 

• Interest will be charged on your loan(s) during the forbearance. 

• Unpaid interest will be capitalized, that is, added to the principa l balance of your 

loan(s). This will increase the total cost of your loan(s) . 

• Unpaid interest wi ll be capitalized no more frequently than quarterly during 

the forbearance and at the end of the forbearance, even if your promissory 

note indicates otherwise. 

• Unpaid interest on a Stafford loan disbursed on or after July 1, 2001 will be 

capitalized at the end of the forbearance. 

• You intend to repay your loan(s) upon expiration of this forbearance . 

Do you agree to these forbearance term·s and conditions? (Yes/ No?) 

Email: SACindy 
Subject line: OraJ Forbearance-USAFuods. 
M essage: SSN and the beginning and end dates. Copy and paste from tbe 124 Screen 
CC Copy: Your Team Leader. 
If new address, type i.n the new address. 

Your Promise in BPS 
Solution I Forbearance I check Mail / uncheck Send Form I Apply 
Document Activity I Result I Information Only I Additional Details / Verbal forb # of months/ Add Activity 

Set out Dialer for foUow up 14 days for each active LRA. 

A0038 



correct 

Acceptable 

• To Borrower or Authorized Third Party: 
~ "My name is (first name). I'm calling on behalf of USA Funds, the 

guarantor of your student loan with (name of lender), and I need to verify 
your best contact information." 

• Or, "Hel1o my name is l 'm calling from Student Assistance 
Corporation in regard to your student loan with (name of lender). I'd like 
to help you with your loan but I need to verify some information 
first. ... "· 

• To Unauthorized Third Party: 
• "Hello. I'm trying to reach (first name of borrower). 
• If they ask for the reason for the call, say: 

"I'm calling in reference to a personal business matter.~, 
• If they persist you may advise them that you are not authorized to speak 

---------------------------------------------------------------------------, 
Not Acceptable · 

• My name is __ I am calling from (lender's name). 
• My name is __ I am calling on behalf of (lender's name). 
• I am calling to update some information in regards to (lender's name). 
• My name is · I am calling from the guarantor's office. 
• Please call back to update student records. 

: • Please call back to update college records. 
I 

• I'm following up on some paperwork. 
I 

• • I'm trying to send some paperwork to borrow, can you verify his/her 
address? 

A0159 
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Ask fo r the Borrower by first name in a friend ly tone 

Ask for an altern ate n umber to r each NOW, Pl tf \}f t,rNll ,t 
or a spouse (Stafford, PLUS, CONS) or Parent (If a Stafford L oan .) 0 ,. rll.f'l'.tn • 

Verify Borrower's full n ame and midd le inirial 

ID voursclfby your fu st name and tha t you are wi lb Student Assist ance Corporation 
C, (}(,y ,lO'\i) I t:Md . !Yc. 1 'IY 

Stale you need to verify/update home address an d primary phone; ASK F OR work phone, 
ceU, a nd em:iil address to be added to their personal profi..l e. 

S t ate t he Mini Miranda 

l 
Tell tJiem t heir L ender is reporting th em delinquen t; t he amount and days. 

Ask HOW WILL TREY COYER THE FULL DELINQUENT AM OUNT today? 

Ask HOW MUCB SHORT? WHEN CA.l'I T BEY DO THE REST? 
{lf a SLMA ncc ou.o t, offer to save them time and d elinquent ch a rges wi th a 

FR.EE CHECK BY PHONE, ( Speed pay) 

Ask WHY Lhey can't. Bow can you HELP? 

Probe for qualifying defer ment/forbearance: Are you in-school, looking for work, 
earni.og $1000 a month or Jess, or j ust experiencing tcmp ? rary h ardsh ip? 

LISTEN anrl quali fy for t h e cornet Deferment or Forbearance 

Ask WHERE cao th ey can accept an email or a fax 

Give the lender's fax # and DIRECT 1be01 lo fax 1he form oo l:iter than 6 p.m. the ne1t d3y 

R eview and resta te what Ibey p romised to do 

T ell borrower to follow up wilh their Lender in 7 days (give the specific day ::ind dale) 

Document and set the diale r d ate on each L RA 

A0251 
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United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

April 11, 2007 

Mr. Eric D. Reicin 
Vice President & Associate General Counsel 
Sallie Mae, Inc. 
12061 Bluemont Way 
Res ton, VA 20190 

Dear Mr. Reicin: 

Pursuant to 5 U.S.C. app. 3, sections 4, 6(a)(4), the enclosed subpoena duces tecum has been issued 
by the Office of Inspector General of the United States Department of Education. The mate1ials 
identified should be produced as indicated on the subpoena. 

This subpoena may be satisfied by mailing the requested documents and a signed copy of the 
attached Declaration of Compliance to the address listed on the subpoena on or before the specified 
date. 

At th.is time compliance with th.is subpoena is requested for only those days and those default 
prevention specialists specifically listed in Attachment B. All remaining responsive records must be 
preserved and available for production on a subsequent date. Please provide the information in an 
electronic format. 

Failure to provide the requested documents at the time specified in the subpoena will be taken by 
this office as a failure to comply with the subpoena, and we will exercise our legal right to seek 
judicial enforcement. 

It will be helpful in determining whether you have fully complied with this subpoena if the 
responsive materials are accompanied by an index of the documents produced. If for any reason 
any of the required materials are not furnished, list and indicate the location of such materials and 
the reason for nonproduction. In addition, if any document called for is withheld because of a claim 
of attorney-client privilege, identify: (a) the attorney and client involved; (b) all persons or entities 
who were involved in the preparation of the document; ( c) all persons or entities who received the 
document; (d) all persons or entities known to have been furnished the document or informed of its 
substance; (e) the date of the document; and (f) the subject matter of the document. 



Attached to the subpoena is a Notice to Submitters of Confidential Commercial Information. 

Thank you for your assistance. 

s· 

b6, b7C 
YcJ(t. Thomas D. Utz, Jr. 

Acting Special Agent in Charge 



United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

SUBPOENA DUCES TECUM 

TO: Sall ie Mae, Inc. 
c/o Mr. Eric D. Reicin 
Vice President & Associate General Counsel 
12061 Bluemont Way 
Reston, VA 20190 

b6, b7C YOU ARE HEREBY COMMANDED TO APPEAR BEFORE Special Agent a 
duly authorized representative of the Office of Inspector General, U.S. Department of Education, 
by the 4th day of M ay, 2007, and produce certain documentary evidence specified be low which 
is necessary in the perfo rmance of the responsibil ity of the Inspector General to conduct and 
supervise investigations, aud its, and perform such other functions as are necessary to promote 
economy, effic iency, and effectiveness in the administration of, and to prevent and detect fraud, 
waste, and abuse in and relating to, the programs and operations of the U.S. Department of 
Education. 

YOU ARE FURTHER COMMANDED to bring with you and produce and provide at said 
time and place the fo llowing: 

See Anachments A and B. 

Please direct all inquires about this subpoena to: 

Special Agent b6, b7C 
U.S. Department of Education 
Office oflnspector General 
500 West Madison Street 
Room 14 14 

~ 
iatllllllllllll 

ISSUED UNDER THE AUTHORITY OF THE INSPECTOR GENERAL ACT, TITLE 5 
U.S.C. APP. 3, SECTIONS 4, 6(a)(4). 

OFFICE OF INSPECTOR GENERAL 

4/ 11 )or 
fv~ Thomas D. tz, Jr. Date: 

Acting Special Agent in Charge 



United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

RETURN OF SERVICE 
(PERSONAL SERVICE) 

I hereby certify that on _ _______ , 20_, I personally served this SUBPOENA 
DUCES TECUM on by handing him/her a true copy 
hereof. 

(Signature of person making return) 

RETURN OF SERVICE 
(SER VIC£ BY MAIL) 

Name and Official Title 

Date 

I hereby certify that on /I? l t '- // 20t7, I served this SUBPOENA DUCES 
TECUM on ____ ____ _ _ _ __ _, by causing to be mai led, postage prepaid, 
return receipt requested, a trne copy hereof addressed to 

.!!l?tc.. .?~c ,.,J .SALUtF '4t.AIE' ,~C! 12or., I d3t.-v~~, wilf'/ K~~J v A :z.u1 ;o 
.I J 'J ..._..... , 

Pev~ (j,/(rK,,.)1&-rfT' j71..AC/tr.J6 # 7f,c. 20'-/D /j f c) 
,I 

~ 
Name and Official Title 

'f/,,/4 7 
Date 



SALLIE MAE 
ATTACHMENT A 

INSTRUCTIONS 

The following instructions are expressly incorporated into each specific demand for 
production as if fully stated therein: 

A . Relevant Time Period . Unless otherwise specified, the scope of this subpoena 
includes all documents concerning the period from July 1, 2002 through 
September 30, 2005. 

B. Duty To Supplement. The obligations created by this subpoena are continuing, 
and you shall supplement your responses if you locate additional responsive 
documents in your possession. 

C. You shall produce the specified materials to the Department of Education, Office 
of the Inspector General as they are kept in the usual course of business or you 
shall organize and label them to correspond to the categories in this subpoena 
duces tecum. 

DEFINITIONS 

The following definitions are expressly incorporated into each specific demand for 
production as if fully stated therein: 

A. Sallie Mae. The term "Sallie Mae" refers to the SLM Corporation, headquartered 
in Reston, Virginia, and all subsidiaries, affiliates, divisions, and any other related 
corporation, partnership, proprietorship, association, or organization, and its 
officers, directors, employees, partners, consultants, agents, representatives, 
accountants. 

B. SAC Las Vegas. The term "SAC Las Vegas" refers to the Student Assistance 
Corporation, a subsidiary of SLM Corporation, located in Las Vegas, Nevada, and 
all subsidiaries, affiliates, divisions, and any other related corporation, 
partnership, proprietorship, association, or organization, and its officers, directors, 
employees, partners, consultants, agents, representatives, accountants. 

C. SAC Indiana. The term "SAC Indiana" refers to the Student Assistance 
Corporation, a subsidiary of SLM Corporation, located in the State of Indiana, 
and all subsidiaries, affiliates, divisions, and any other related corporation, 
partnership, proprietorship, association, or organization, and its officers, directors, 
employees, partners, consultants, agents, representatives, accountants. 



D. 

E. 

F. 

G. 

Concerning. The term "concerning" means referring to, describing, evidencing, 
or constituting. 

Document. The term "document" refers to correspondence, agreements, 
memoranda, notes, electronic mailings, calendar and diary entries, memoranda of 
conversations and of meetings, studies, reports, offers, inquiries, bulletins, 
summaries, newsletters, compilations, maps, charts, graphs, photographs, film, 
microfilm, articles, announcements, books, books of account, ledgers, vouchers, 
canceled checks, invoices, bills, opinions, certificates, and all other tangible 
things upon which any handwriting, typing, printing, drawing, representation, 
magnetic or electrical impulses, or other form of communication is recorded, 
including audio and video recordings and computer-stored information. 

Person. The term "person" is defined as any natural person or any business, legal, 
or governmental entity or association. 

Possession. The term "possession" denotes actual or constructive possession. For 
example, a document is in your possession if it is within the your custody or 
control, if you have a legal or equitable right to obtain such document from 
another person, or if it is in the possession of any present or former officer, 
director, employee, partner, corporate parent, subsidiary, or affiliate thereof. 

H. And/Or. The terms "and" and "or" are used interchangeably herein, operating 
both as conjunctive and disjunctive conjunctions. The singular and plural forms 
of nouns and pronouns are likewise used interchangeably herein. 

I. Refer. "Refer" means to discuss, report on, review, consider, evaluate, or explain 
by direct mention of the subject matter of the request. 

J. Relate. "Relate" means to comprise, explicitly or implicitly, refer to, be reviewed 
in conjunction with, or be generated as a result of the subject matter of the 
request, or to reflect, record, memorialize, discuss, evaluate, consider, review or 
report on the subject matter of the request. 



SALLIE MAE 
ATTACHMENT B 

APRIL 11, 2007 

Produce the dai ly telephone call records identifying the date, time and length of call and the 
name of the default prevention specialist responsible for making or receiving the telephone 
call fo r incoming calls received and outgoing calls made by all SAC-Las Vegas default 
prevention specialists from July 1, 2002 through September 30, 2005, including but not 
limited to call records for following dates and default prevention specialists: 

DATE SPECIALIST 
9/21/2004 
10/1/2004 Frida 
10/5/2004 
10/6/2004 
10/7/2004 
10/8/2004 Frida 

10/11/2004 
10/12/2004 
10/13/2004 
10/14/2004 
10/15/2004 Frida 
10/16/2004 
10/18/2004 
10/19/2004 
10/20/2004 
10/21/2004 
10/22/2004 
10/23/2004 
10/25/2004 
10/26/2004 
10/27/2004 
10/28/2004 
10/29/2004 Frida 
10/30/2004 
11/15/2004 

4/13/2005 
4/1 4/2005 
4/15/2005 Frida 
4/16/2005 
4/18/2005 
4/19/2005 
4/20/2005 
4/21/2005 
4/22/2005 
4/23/2005 
4/26/2005 
4/27/2005 
4/29/2005 Frida 
4/30/2005 Saturda 



United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

NOTIFICATION TO SUBM1TTERS OF 
. CONFIDENTIAL 

CO:MfyfERCIAL INFORMAJION . 

You have or may be asked to submit to the Office of Inspector General (OIG), U.S. Department of Education, 
information in connection with an investigation, audit, inspection or other inquiry pursuant to the Inspector General Act of 
1978, as amended, 5 U.S.C. app. 3, sec. I ~ ~- This is to notify you that if you deem any of this information to be 
"confidential commercial information," you may take steps to so designate that information to protect its confidentiality if 
at a future point in time a request is made for disclosure of this information under the Freedom of Information Act 
(FOIA). 

"Confidential commercial information" means records that may contain material exempt from release under 
Exemption 4 of the FOIA (pertaining to trade secrets and commercial or financial information that is privileged or 
confidential), because disclosure could reasonably be expected to cause substantial competitive harm. 

You may use any reasonable method you believe appropriate and which is acceptable to the OIG to indicate 
which documents and information you deem to fall into the category of confidential commercial information. Please be as 
specific as possible in segregating the information that you consider to be "confidential commercial information" from any 
other infonnation you are providing to the OIG. This may be done before such information is provided to the OIG if 
feasible, but only if it will not delay or interfere with production of the information or delay or interfere with the OIG's 
investigation, audit, inspection or other inquiry. Otherwise, you may so designate this information within a reasonable 
period of time after the information is provided to the OIG. 

If an FOIA request is received by the OIG for information you have designated as confidential commercial 
information, the OIG is nevertheless required by law to make its own independent determination of whether the FOIA 
requires disclosure of the information or whether it should be withheld pursuant to Exemption (b)(4) or any other 
exemption of the FOIA. If the OIG determines that it may be required to disclose pursuant to the FOIA that information 
you have designated or other infonnation that the OIG has reason to believe could reasonably be expected to cause 
substantial competitive hann, to the extent permitted by law, we will make a good faith effort to notify you and provide 
you with a reasonable opportunity to object to such disclosure and to state all grounds upon which you oppose disclosure. 
We will give careful consideration to all specified grounds for nondisclosure prior to making our final decision. 

If we nonetheless believe that disclosure is required, we will provide you with a statement explaining why your 
objections were not sustained and specifying a disclosure date. To the extent permitted by law, this statement will be 
provided to you in a reasonable number of days prior to the specified disclosure date. Furthermore, if disclosure of the 
designated information is denied pursuant to an exemption under the FOIA and an administrative or judicial appeal is 
taken by the FOIA requester, we will make a good faith effort to notify you promptly. 

The procedures outlined in this notice are intended only to improve the internal management of the OIG and are 
not intended to create any right or benefit, substantive or procedural, enforceable at law by a party against the United 
States, its agencies, its officers, or any person. 



DECLARATION OF COMPLIANCE WITH SUBPOENA 

I, _____________ , having knowledge of the facts and circumstances 

relating to the production of documents in response to the subpoena duces tecum issued by the 

United States Department of Education, Office of Inspector General, to Sallie Mae, Inc., dated 

April 11, 2007, do hereby declare that all of the records commanded by the subpoena have been 

produced to the Office of Inspector General, and that the records provided are complete, 

authentic, and in full compliance with the subpoena and that no document required by the 

subpoena has been destroyed or altered since receipt of the subpoena. Any records required by 

the subpoena that have been withheld from production under a claim of privilege or otherwise 

have been identified on a separate document attached hereto and incorporated herein, along with 

the reason(s) for withholding the records. 

I DECLARE UNDER PENALTY OF PERJURY THAT THE FOREGOING IS TRUE 
AND CORRECT. 

Executed on this_ day of ____ , 20_. 

By: 
(Signature) 

(Name) 

(Title) 

(Organization) 
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United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

MEMORANDUM Date: April 10, 2007 

TO: SA 

FROM: 

b6, b7C 

b6, b7C 
b6, b?C 

Assistant Counsel to the Inspector General 

SUBJECT: Request for Issuance of Inspector General Subpoena 

Please note the following comments regarding your subpoena addressed to: 
Sallie Mae 1M:fffi9ui tam). 

1. __ Contents of subpoena approved without further modification. 

2. 

3. 

X Contents of subpoena should be modified as indicated on attached copy of 
subpoena prior to service. 

The following additional documents should accompany the subpoena: 

Cover letter. 

__ Subpoena recipient Declaration of Compliance. 

__x_ FOIA Notice to Submitters of Confidential Commercial 
Iofonnation 

__ Privacy Act Notice . 

___ It appears that the subpoena may seek customer records covered by the 
Right to Financial Privacy Act ("RFPA "); accordingly: 

__ You are required to give notice to the customer, and the records may 
only be obtained from the financial institution after the customer's right to 
challenge has been waived or a court has rejected any such challenge. 
Thereafter , a certificate of compliance with the RFPA should be provided to the 
financial institution prior to production. 

__ Notice to the customer is not required pursuant co the following 
exemption: ---------------------
A Certificate of Compliance with the RFPA should be attached to the subpoena. 

* As soon as possible, provide a copy of the finalized signed subpoena to Counsel's Office. 

400 maryland avenue, s. w. , washing ton, d.c. 20202-1510 



Sorensen, Howard 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

b6,b7C 
~ 0. 20071 1:10AM ----a-11•• 
RE: 3rd SLMA subpoena request 

SLMA 3 document request Attachment B (2).doc; SLMA SUBPOENA 3 COVER LETTER 
(2).doc; SUBPOENA DUCES TECUM 3 (2).doc 

SLMA 3 document SLMA SUBPOENA 3 SUBPOENA DUCES 
request Attach... COVER LETTER ( ... TECUM 3 (2).doc ..• 

I made some c hanges . I t hink we shoul d i nclude the 
lists of names wi thin the s ubpoena dema nd, not a s a separa t e list . Fa x memo to follow . 

IMRN 
-----O~ ge- - --
From: -=-=-
Sent F ·ct A 'l 06 , 2007 1 :4 0 PM • 
To: 
Cc: b6, b?C 
Subject: 3r d SLMA subpoena r e quest 

!M:t@ 
As we discussed earlier t his week, attached is a third subpoena request for documents held 
by SLMA. This s ubpoena is requesting cal l l ogs for three collectors. The call logs will 
show whet her o r not calls tha t were recorded as made t o bor rowers , and resul ted in verbal 
f orbearance, were actually made . Please advise. 

"'' 



United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

Mr. Eric D. Reicin 
Vice President & Associate General Counsel 
Sallie Mae, Inc. 
12061 Bluemont Way 
Res ton, VA 20190 

Dear Mr. Reicin: 

Pursuant to 5 U.S.C. app. 3, sections 4, 6(a)(4), the enclosed subpoena duces tecum has been issued 
by the Office of Inspector General of the United States Department of Education. The materials 
identified should be produced as indicated on the subpoena. 

This subpoena may be satisfied by mailing the requested documents and a signed copy of the 
attached Declaration of Compliance to the address listed on the subpoena on or before the specified 
date. 

At this time compliance with this subpoena is requested for only those days and those default 
prevention specialists specifically listed in Attachment B. All remaining responsive records must be 
preserved and available for production on a subsequent date. Please provide the infonnation in an 
electronic format. 

Failure to provide the requested documents at the time specified in the subpoena will be taken by 
this office as a failure to comply with the subpoena, and we will exercise our legal right to seek 
judicial enforcement. 

It will be helpful in determining whether you have fully complied with this subpoena if the 
responsive materials are accompanied by an index of the documents produced. If for any reason 
any of the required materials are not furnished, list and indicate the location of such materials and 
the reason for nonproduction. In addition, if any document called for is withheld because of a claim 
of attorney-client privilege, identify: (a) the attorney and client involved; (b) all persons or entities 
who were involved in the preparation of the document; (c) all persons or entities who received the 
document; ( d) all persons or entities known to have been furnished the document or informed of its 
substance; (e) the date of the document; and (f) the subject matter of the document. 



Attached to the subpoena is a Notice to Submitters of Confidential Commercial Information. 

Thank you for your assistance. 

Sincerely, 

Thomas D. Utz, Jr. 
Acting Special Agent in Charge 



United States Department of Education 
OFFICE OF INSPECTOR GENERAL 

SUBPOENA DUCES TECUM 

TO: Sallie Mae, Inc. 
c/o Mr. Eric D. Reicin 
Vice President & Associate General Counsel 
12061 Bluemont Way 
Res ton, VA 20190 

b6, b7C YOU ARE HEREBY COMMANDED TO APPEAR BEFORE Special Agent a 
duly authorized representative of the Office of Inspector General, U.S. Department of Education, 
by the 30st day of April, 2007. and produce certain documentary evidence specified below which 
is necessary in the performance of the responsibility of the Inspector General to conduct and 
supervise investigations. audits, and perfonn such other functions as are necessary to promote 
economy, efficiency, and effectiveness in the administration of, and to prevent and detect fraud, 
waste, and abuse in and relating to, the programs and operations of the U.S. Department of 
Education. 

YOU ARE FURTHER COMMANDED to bring with you and produce and provide at said 
time and place the following: 

See Attachments A and B. 

Please direct all inquires about this subpoena to: 

Special Agent b6, b7C 

U.S. Department of Education 
Office of Inspector General 
500 West Madison Street 
Room 1414 

~I 
ita:11:111111 

ISSUED UNDER THE AUTHORITY OF THE INSPECTOR GENERAL ACT, TITLE 5 
U.S.C. APP. 3, SECTIONS 4, 6(a)(4). 

OFFICE OF INSPECTOR GENERAL 

Thomas D. Utz, Jr. Date: 
Acting Special Agent in Charge 



SALLIE MAE 
ATTACHMENT A 

INSTRUCTIONS 

The following instructions are expressly incorporated into each specific demand for 
production as if fully stated therein: 

A. Relevant Time Period. Unless othezwise specified, the scope of this subpoena 
includes all documents concerning the period from July 1, 2002 through 
September 30, 2005. 

B. Duty To Supplement. The obligations created by this subpoena are continuing, 
and you shall supplement your responses if you locate additional responsive 
documents in your possession. 

C. You shall produce the specified materials to the Department of Education, Office 
of the Inspector General as they are kept in the usual course of business or you 
shall organize and label them to correspond to the categories in this subpoena 
duces tecum. 

DEFINITIONS 

The following definitions are expressly incorporated into each specific demand for 
production as if fully stated therein: 

A. Sallie Mae. The term "Sallie Mae" refers to the SLM Corporation, headquartered 
in Reston, Virginia, and all subsidiaries, affiliates, divisions, and any other related 
corporation, partnership, proprietorship, association, or organization, and its 
officers, directors, employees, partners, consultants, agents, representatives, 
accountants. 

B. SAC Las Vegas. The term "SAC Las Vegas" refers to the Student Assistance 
Corporation, a subsidiary of SLM Corporation, located in Las Vegas, Nevada, and 
all subsidiaries, affiliates, divisions, and any other related corporation, 
partnership, proprietorship, association, or organization, and its officers, directors, 
employees, partners, consultants, agents, representatives, accountants. 

C. SAC Indiana. The term "SACindiana" refers to the Student Assistance 
Corporation, a subsidiary of SLM Corporation, located in the State of Indiana, 
and all subsidiaries, affiliates, divisions, and any other related corporation, 
partnership, proprietorship, association, or organization, and its officers, directors, 
employees, partners, consultants, agents, representatives, accountants. 



D. Concerning. The term "concerning" means referring to, describing, evidencing, 
or constituting. 

E. Document. The term "document" refers to correspondence, agreements, 
memoranda, notes, electronic mailings, calendar and diary entries, memoranda of 
conversations and of meetings, studies, reports, offers, inquiries, bulletins, 
summaries, newsletters, compilations, maps, charts, graphs, photographs, film, 
microfilm, articles, announcements, books, books of account, ledgers, vouchers, 
canceled checks, invoices, bills, opinions, certificates, and all other tangible 
things upon which any handwriting, typing, printing, drawing, representation, 
magnetic or electrical impulses, or other form of communication is recorded, 
including audio and video recordings and computer-stored information. 

F. Person. The term "person" is defined as any natural person or any business, legal, 
or governmental entity or association. 

G. Possession. The term "possession" denotes actual or constructive possession. For 
example, a document is in your possession if it is within the your custody or 
control, if you have a legal or equitable right to obtain such document from 
another person, or if it is in the possession of any present or former officer, 
director, employee, partner, corporate parent, subsidiary, or affiliate thereof. 

H. And/Or. The terms "and" and "or" are used interchangeably herein, operating 
both as conjunctive and disjunctive conjunctions. The singular and plural forms 
of nouns and pronouns are likewise used interchangeably herein. 

I. Refer. "Refer" means to discuss, report on, review, consider, evaluate, or explain 
by direct mention of the subject matter of the request. 

J. Relate. "Relate" means to comprise, explicitly or implicitly, refer to, be reviewed 
in conjunction with, or be generated as a result of the subject matter of the 
request, or to reflect, record, memorialize, discuss, evaluate, consider, review or 
report on the subject matter of the request. 



SALLIE MAE 
ATTACHMENT B 

Produce the daily telephone call records identifying the date, time and length of call and the 
name of the default prevention specialist responsible for making or receiving the telephone 
call for incoming calls received and outgoing calls made by all SAC-Las Vegas default 
prevention specialists from July 1, 2002 through September 30, 2005, including but not 
limited to call records for following dates and default prevention specialists: 

DATE WEEKDAY 
9/21/2004 Tuesday 
10/1/2004 Friday 
10/5/2004 Tuesday 
10/6/2004 Wednesday 
10/7/2004 Thursday 
10/8/2004 Friday 

10/11/2004 Monday 
10/12/2004 Tuesday 
10/13/2004 Wednesday 
10/14/2004 Thursday 
10/15/2004 Friday 
10/16/2004 Saturday 
10/18/2004 Monday 
10/19/2004 Tuesday 
10/20/2004 Wednesday 
10/21/2004 Thursday 
10/22/2004 Friday 
10/23/2004 Saturday 
10/25/2004 Monday 
10/26/2004 Tuesday 
10/27/2004 Wednesday 
10/28/2004 Thursday 
10/29/2004 Friday 
10/30/2004 Saturday 
11/15/2004 Monday 
4/13/2005 Wednesday 
4/14/2005 Thursday 
4/15/2005 Friday 
4/16/2005 Saturday 
4/18/2005 Monday 
4/19/2005 Tuesday 
4/20/2005 Wednesday 
4/21/2005 Thursday 
4/22/2005 Friday 
4/23/2005 Saturday 
4/26/2005 Tuesday 
4/27/2005 Wednesday 
4/29/2005 Friday 
4/30/2005 Saturday 



UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

INVESTIGATION SERVICES 

DATE: August 9, 2007 

PREPARED BY: SA b6, b?C 

CASE TITLE: Sallie Mae 

CASE NUMBER: 06-050116 

OTHER AGENT(S): b6, b?C 

REPORT RE: Analysis of first call data 

Investigation of Student Assistance Cmporation (SAC) led to allegations that default prevention 
specialists (collectors) 1) made "sho1i" calls to bonowers (two minutes or less) dming which no 
actual contact was made with the bon owers, or 2) calls were logged into the Bonower Pursuit 
System (BPS) system which were in fact not made. These accounts had been cleared through 
verbal forbearance even though contact was not made with the bon owers. In an effo1i to isolate 
such calls, one month of collection data for three collectors was subpoenaed from SLMA. The 
collectors and months reviewed were April 2004), b6, b7C 
(October 2004) and (October 2004) . SLMA provided BPS screen prints reflecting 
contact with all bonowers who made their accounts cmTent throu verbal forbearance dming 
the months described. Durinitie aforementioned months • • • cleared 53 accounts through 
verbal forbearance. 1pm1 cleared 59 accounts and • · • cleared 99 accounts. 

For the 211 accounts cleared by verbal forbearance call records were subpoenaed and received 
from SLMA. Comparison of the BPS date and time of call to the telephone records produced 63 
suspect accounts . These accounts either had calls made for two minutes or less (50 accounts), or 
no there was no conesponding telephone call record validating the call (13 accounts). 

Account and loan data for these 63 accounts was subpoenaed from SLMA. The 63 accounts had 
a total value of $4,514,733.98. Default Aversion Fees (DAF) paid on these accounts was 
$10,825.20. 

SLMA also provided additional call data for the accounts in question. The inf 01m ation provided 
by SLMA showed that calls were made to other telephone numbers of the bonowers which were 
not recorded in the BPS. These other calls were generally made soon after (within seconds) of 
the sho1i calls made and recorded in the BPS. Some of the second calls were longer than the first 

Date Prepared: 08/08/2007 SI- Case No: 06-050116 

TI1is repo1t is the property of the Office of Investigation Services and is loaned to your agency; it and its contents may not be 
reproduced without written pemiission. The repo,t is FOR OFFICIAL USE ONLY and its disclosure to unautholized 
pe1·sons is p1·ohibited. Public availability to be determined by 5 U.S.C. 552. 

OIG-301A (11/06) Page 1 of2 



Person Interviewed: Case No: 06-050116

Date Prepared: 080/9/2007 S/A Case No: 06-050116

This report is the property of the Office of Investigation Services and is loaned to your agency; it and its contents may not be 
reproduced without written permission.  The report is FOR OFFICIAL USE ONLY and its disclosure to unauthorized 
persons is prohibited. Public availability to be determined by 5 U.S.C. 552.

OIG-301 (7/94) Page 2 of 2

and are assumed to be legitimate calls to the borrowers.  The final analysis of all calls made for 
the 63 questioned accounts is as follows:

• 20 accounts had second telephone calls that lasted longer than two minutes.
• 39 accounts had second telephone calls that lasted less than two minutes.
• 4 accounts had no calls made on the date and time that the collector indicated in the BPS.  

These accounts had verbal forbearances completed on the dates the unmade calls were 
logged.  SLMA acknowledged that the calls were not made on these four accounts.

b6, b7C

■ 



UNITED STATES DEPARTMENT OF EDUCATION
OFFICE OF INSPECTOR GENERAL

INVESTIGATION SERVICES

Date Prepared:  01/30/2008 S/A Case No: 06-050116

This report is the property of the Office of Investigation Services and is loaned to your agency; it and its contents may not be 
reproduced without written permission.  The report is FOR OFFICIAL USE ONLY and its disclosure to unauthorized 
persons is prohibited.  Public availability to be determined by 5 U.S.C. 552.

OIG-301A (11/06) Page 1 of 3

DATE: January 31, 2008

PREPARED BY: SA 

CASE TITLE: Sallie Mae

CASE NUMBER: 06-050116

OTHER AGENT(S):

REPORT RE: Second analysis of call data

A second analysis of SLMA verbal forbearance data has been completed in the investigation of 
the Student Assistance Corporation (SAC).  Allegations were made of SAC default prevention 
specialists (collectors) making “short” calls to borrowers (two minutes or less) during which no 
actual contact was made with the borrowers but resulted in verbal forbearances, or calls to 
borrowers were logged into the Borrower Pursuit System (BPS) system which were in fact not 
made but resulted in verbal forbearances.  SAC was alleged to have received Default Aversion 
Fees (DAF) for these falsified verbal forbearances.  An analysis of the calls made to borrowers 
who received a verbal forbearance by four collectors was performed in the summer 2007.  That 
analysis resulted in 63 accounts that appeared to have no calls made to the borrowers on the 
dates listed by the collectors.  SLMA was asked to respond to the 63 questioned accounts.  
SLMA provided evidence that calls in fact had been made to all but four of the 63 borrowers.  
SLMA explained that the OIG did not locate the calls subsequently found by SLMA because the 
OIG did not have all telephone numbers associated with each questioned borrower. The DAF 
paid on the four accounts with unmade calls was $23.78, for one borrower. The other three 
borrowers had previous default aversions which generated the DAF, payable to SAC only once.

A second, more thorough analysis was performed.  Following are the results of that analysis.

SCOPE
Analysis of SAC collector monthly call volumes, monthly verbal forbearance completion rates, 
field interviews, and a review of personnel files led to five collectors suspected of falsifying call 
data.  Analysis revealed that in the month of May 2005 an unusually high number of verbal 
forbearances had been granted by certain SAC collectors, and during that month four collectors 
had been reprimanded by SAC management for falsifying calls to borrowers.
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DATA REQUESTED
Borrower Pursuit System (BPS) records for five collectors ( , 

) was requested from SLMA for the month of 
May 2005. The request to SLMA included BPS information for all accounts cleared through 
verbal forbearance for the five collectors for the month of May 2005, all telephone numbers 
associated with all borrowers who received a verbal forbearance from the five collectors, and call 
logs for all inbound calls received or outbound calls made by all SAC employees during May 
2005.

DATA RECEIVED
SLMA provided BPS information for 690 borrowers who received verbal forbearances from one 
of five suspected collectors during the month of May 2005.  The BPS information provided the 
time, date and telephone number associated with when the verbal forbearance was granted.  
SLMA provided 3140 telephone numbers associated with the 690 borrowers. SLMA provided 
call logs of all inbound calls received or outbound calls made by all SAC employees during May 
2005, approximately 6 million call records.

DATA ANALYSIS
All 690 borrowers who received a verbal forbearance from one of the five collectors had specific 
call times, dates and telephone numbers associated with the verbal forbearances listed in the BPS 
data.  The date of each borrower’s verbal forbearance was isolated.  A match was then made 
between all telephone numbers associated with each borrower, the date of the verbal forbearance, 
and all calls coming in to or out of SAC in May 2005.  This resulted in 43 of the 690 borrowers 
for whom no calls were found to have been made to or received from any associated telephone 
numbers on the date the verbal forbearance was granted. Importantly, the BPS record of the 43 
questioned borrowers indicated that 40 of the 43 borrowers received verbal forbearances as a 
result of inbound calls to SAC.

Length of call:  In May 2005 there were 1206 telephone calls made to or received from the 
remaining 647 borrowers receiving verbal forbearances.  580 of those calls were less than two 
minutes long, with 496 of the 580 less than one minute long, 408 less than 30 seconds long.

REQUEST TO SLMA FOR EXPLANATION OF THE 43 QUESTIONED ACCOUNTS
A request was made of SLMA to research the 43 questioned accounts, provide loan information 
for the accounts and provide Default Aversion Fee (DAF) amounts paid as a result of the verbal 
forbearances.

SLMA responded to the request with the following:

• Three of the 43 accounts had BPS claims of outbound calls being made to the borrowers 
that resulted in verbal forbearance.  SLMA found one outbound international call made to 
one of the three on the date of the verbal forbearance, and the other two may have been 
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mislabeled outbound calls when in fact SAC received inbound calls from the two 
borrowers. 

• Five of the 43 accounts did not actually receive verbal forbearances because the accounts 
were not serviced by SLMA (and therefore not eligible for verbal forbearance) or the 
account was resolved through borrower payment, not forbearance.

• The remaining 38 borrowers did receive verbal forbearances and SLMA was also unable 
to locate inbound calls from the borrowers as indicted in the BPS record on the dates the 
verbal forbearances were granted.  SLMA claimed that the calls may not be located for a 
number of reasons, including the borrower calling in from a number unknown to SAC 
and the collector failing to notice the unknown number on the caller ID and not logging
the number in to the BPS.  If that new phone number is not associated with that borrower 
there is no way to search for calls received from that number for that borrower.

• All 38 borrowers who received a verbal forbearance also received follow-up letters from 
SLMA verifying the forbearance agreement.  SLMA has no complaints from these 
borrowers about receiving the forbearance without their knowledge.

• Most of the 38 borrowers had previous forbearances.

DAF PAYMENTS ON QUESTIONED ACCOUNTS
Because most of the 38 borrowers were granted previous forbearances, the DAF was paid to 
SAC on only 16 of the 38 accounts for a total of $2,332.70.  As a result of subsequent borrower 
delinquencies, SAC paid DAF rebates on 6 accounts totaling $1,825.39.  The net DAF received 
by SAC for these 38 accounts was $507.31.

SUMMARY

This second analysis did not produce substantial evidence that SAC collectors were falsely 
reporting calls made to borrowers that resulted in verbal forbearances unknown to the borrowers.

This second analysis produced evidence of a number of “short” calls to borrowers, which the 
relator alleges were actually calls during which the borrower was never spoken to by the SAC 
collector, but the collector completed a verbal forbearance.  Given that most borrowers in 
question had multiple previous forbearances, it would be difficult to argue that the calls should 
have lasted longer given the knowledge the borrower had of the process. 

The potential loss to the government in DAF in this second analysis is negligible.
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SOUTHERN DISTRICT OF INDIANA 

INDIANAPOLIS DMSION 

UNITED STATES OF AMERICA, 
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ENTERED 
JUN 2 3 2008 

U .3. CLERK'S OFFICE 
fNDJ:~NAPOUS, lNDl/\i\lA 

) 
) 
) 
) 
) 
) 
) 
) 
) 
) 
) 
) 

Cause No. 1 :06-cv-0088-SEB-JMS 
Plaintiff, 

V. 

SLM CORPORATION, UNITED STUDENT 
AID FUNDS, INC. and STUDENT 
ASSISTANCE CORPORATION, 

Defendants. 

ORDER 

FILED UNDER SEAL 

The United States having declined to intervene in this action pursuant to the False Claims 

Act; 31 U.S.C. § 3730(b)(4)(B), the Court rules as follows: 

IT IS HEREBY ORDERED that: 

1. The seal be lifted on the ComJ!>laint and served upon the Defendants by the 

Relator; 

2. All other contents of the Court's file in this action remain under seal and not be 

made public or served upon the Defendants, except for this Order and the United States' Notice 

of Election to Decline Intervention which the ~elator will serve upon the Defendants only after 

service of the Complaint; 

3. The seal be lifted as to all other matters occurring in this action after the date of 

this Order; 

4. The parties serve all pleadings and motions filed in this action, including 

supporting memoranda, upon the United States, as provided in 31 U.S.C. § 3730(c)(3). The 

United States may order any deposition transcript and is entitled to intervene in this action, for 



good cause, at any time; 

5. All Orders of this Court shall be sent to counsel for the United States; and 

6. Should the Relator or the Defendants propose that this action be dismissed, 

settled, or otherwise discontinued, the Court will solicit the written consent of the United States 

before ruling or granting its approval. 

IT IS SO ORDERED. 06/20/2008 

Copies to: 

b6, b7C 
Office of the United States Attorney 
10 West Market Street, Suite 2100 
Indianapolis, IN 46204 

Larry P. Zoglin 
Philips & Cohen, LLP 
131 Stuart Street 
Suite 9501 
San Francisco, CA 94105 

SARAH EV ANS BARKER, JUDGE 
United States District Court 
Southern Districtoflndiana 
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on I en 1a an ropne ary SAC 84 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential an ropne ary SAC 125 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



on enta an SAC 126 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confident,a an ropne ary SAC 127 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Propne ary SAC 128 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and rop e ary SAC 129 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



on I en1a a SAC 130 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Propne ary SAC 131 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprre ary SAC 132 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and ropne ary SAC 133 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprietary SAC 134 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Con I en 1a an ropne ary SAC 135 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidentia an ropne ary SAC 136 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential an ropne ary SAC 137 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprietary SAC 138 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprietary SAC 139 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprietary SAC 140 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprietary SAC 141 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidentia an ropne ary SAC 142 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confi ent1a an ropne ary SAC 143 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprietary 
Not Subject to Disclosure under FOIA {Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 
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Confidential and Proprietary SAC 145 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



on I en ,a an ropne a SAC 146 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confident1a an ropne ary SAC 147 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprietary SAC 148 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Propne ary SAC 149 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential an ropne ry SAC 150 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6} 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Propne ary SAC 151 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6} 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprietary SAC 152 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprietary SAC 153 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confident1a an ropne ry SAC 154 

Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Con I en ,a an ropne ary SAC 155 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprietary SAC 156 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
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Confidential and Proprietary SAC 157 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidentia an ropne ary SAC 158 

Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential an ropne ary SAC 159 

Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Con i ent1a an ropne ry SAC 160 

Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprietary SAC 161 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential an ropne ary SAC 162 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
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Confidential and Proprietary SAC 163 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 



Confidential and Proprietary SAC 164 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

Student Assistance Corporation August 30, 2006 Response to DOE OIG Subpoena 
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U.S.·Oepartment of Labor 

August 25, 2006 

VIA CERTIFIED MAIL 

b6,b7C 
Re: SLM Corporatio • 

Occupatlonal Safety & Health Administration 
71 Stevenson Sl Suite 420 
San Francisco, CA 94105 
(415) 975-4310 
Fax: (415) 975-4319 

ERIC D. RE·ICIN . 
CORPORATE LAW mvtSION 

AUG 3 O 2006 

This is to advise you that we have completed our investigation of the above-referenced complaint 
filed by you (Complainant) against SLM Corporation (Respondent) under the employee 
protection provisions of Section 806 of the Corporate and Criminal Fraud Accountability Act of 
2002, Title VITI of the Sarbanes-Oxley Act of 2002, 18 USC 1514A, (hereinafter called SOX). In 
brief, you alleged that Respondent terminated you for filing complaints with and participating in 
the Department of Education (DOE), the Government Accounting Office (GAO), and the 
Security Exchange Commission (SEC) investigations against Respondent. 

Following an investigation of this matter by a duly authorized investigator, the Secretary of 
Labor, acting through her agent, the Regional Administrator for the Occupational Safety and 
Health Administration (OSHA), Region IX, finds no reasonable cause to believe that Respondent 
violated the complainant's rights WJ.der SOX and issues the following findings: 

Secretary's Findings 

Respondent is a company with a class of se.curities registered urider Section 12 of the Securities 
.Exchange Act of 1934 (15 U.S.C. 781) and is required to file reports under Section 15(d) of the 
Securities Exchange Act of 1934 (15 U.S.C. 78o(d)). Respondent's principal place of business.is 
located in Reston, Virginia with offices in Las Vegas, Nevada. Respondent is a company within 
the meaning of SOX. 

Respondent employed Complainant as an Entry Level Default Prevention Associate, assigned to 
the Student Assistance Corporation, a wholly owned subsidiary of Respondent. Complainant is 
an employee within the meaning of SOX. 

Respondent hired Complainant on November 29, 2004. On August 11, 2005, Complainant was 
suspended and terminated on August 16, 2005. On August 30, 2005, Complainant filed a 
complaint with the Secretary of Labor alleging that Respondent discriminated against him in 
violation of SOX. As this complaint was filed within 90 days of the alleged adverse action, it is 
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deemed timely. 

Complainant alleged that Respondent fired him in reprisal for filing complaints with and 
participating in DOE, GAO, and SEC investigations against Respondent. Complainant alleges 
Respondent knew of his alleged protected activity because they monitored his telephone, e-mail 
communiques and restricted his e-mail access to government entities. Complainant 11dmits that 
on or about July 15, 2005 he sent an e-mail containing borrowers' social security numbers to his 
home e-mail account but insists he did so at the request of a GAO investigator. Complainant 
alleges that on or about August 4, 2005, he informed Respondent's Human Resources Manager 
that his e-mail and phones were being monitored. 

Respondent denied knowledge of any alleged protected activity prior to the decision to terminate 
Complainant's employment. Respondent presented evidence demonstrating performance and 
disciplinary problems throughout Complainant's nine-months of employment. The evidence 
demonstrates and Complainant does not dispute, that he received nine disciplinary actions during 
his nine-months of employment. The disciplinary actions were progressive in nature including 
verbal counseling, written, second and final written warnings, suspensions and termination. 
Topics for which Complainant was disciplined included failure to meet minimum standards, 
attendance, improper e-mail correspondence, violating Respondent's e-mail policy, making 
misleading statements to borrowers, sexual harassment and violating Respondent's Code of 
Business Conduct by sending an e-mail to his home e-mail account that contained borrowers' 
social security numbers. 

Complainant's contact with two of the three identified government agencies can be verified. 
Complainant's allegations however, are not supported by the evidence. Respondent contends, 
and the evidence does not dispute, they would have taken the same action regardless of 
Complainant's alleged protected activity. Consequently, this complaint is dismissed. 

Respondent and Complainant have 30 days from the receipt of these Findings to file objections 
and to request a hearing before an Administrative Law Judge (ALJ). If no objections are filed, 
these Findings will become final and not subject to court review. Objections must be filed in 
writing with: 

Chief Administrative Law Judge 
U.S. Department of Labor · 
Suite 400N, Techworld Building 
800 K Street NW 
Washington D.C. 20001-8002 
(202)693-7542, Facsimile (202) 693-7365 

with copies to: 

Respondent: 
SLM Corporation 
10550 E. Charleston Blvd 
Las Vegas, NV 89135 
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Respondent's Attorney: 
Eric D. Reicin 
12061 Bluemont Way 
Reston, VA 20190 

Regional Administrator 
Occupational Safety and Health Administration 
71 Stevenson St. Suite 420 
San Francisco, CA 94105 

Department of Labor, Associate Solicitor 
Division of Fair Labor Standru:ds 
200 Constitution Avenue NW, N2716 
Washington, D.C. 20210 

In addition, please be advised that the U.S. Department of Labor generally does not represent any 
party in the hearing; rather, each party presents his or her own case. The bearing is an 
adversarial proceeding before an Administrative Law Judge (ALJ) in which the parties are 
allowed an opportunity to present their evidence de novo for the record. The ALJ who c·onducts 
the hearing will issue a decision based on the evidence, arguments, and testimony presented by 
the parties. Review of the ALJ's decision may be sought from the Administrative Review Board, 
to which the Secretary of Labor has delegated responsibility f'or issuing final agency decisions 
under SOX. A copy of this letter has been sent-to the Chief Administrative Law Judge along with 
a copy of your complaint. 

Sincerely, 

b6,b7C 
Fr~eim 
Regional Administrator 

cc: Chief Administrative·Law Judge 
USDOUSOL 
Securities Exchange Commission 
Respondent 
Re~pondent's Attorney 
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1 This document production is a response to the subpoena duces tecum issued by the Office of Inspector 
General of the United States Department of Education on December 13, 2006, and contains rrade secrets, technical 
data, confidential, proprietary, commercia l, and/or financ ial information of Srudent Assistance Corporation or 
subsidiaries or affi liates of SLM Corporation or their employees (collectively "Sallie Mae"). The information 
contained in this document production shall not be disclosed outside the government and shall not be duplicated, 
used or disclosed, in whole or in part, for any purpose other than for the Government to evaluate the information in 
this response. Sallie Mae submits this document production pursuant to the subpoena and the Sallie Mae 
confidential, proprietary, commercial and financial information contained herein to the Government. Such Sallie 
Mae information is of the type that Sallie Mae does not customarily release to the public, and it is information that 
Sallie Mae has not released to the public. Therefore, this information is not subject to release to third parties under 
the Freedom oflnformation Act, 5 U.S.C. § 552(b)(4) and (6), and release of such information to a third party would 
constitute a violation of the Trade Sec rets Act, 18 U.S.C. § 1905. Reproduction or use of this information without 
prior writ1en consent of Sallie Mae is srrictly prohibited. The personal information contained in these documents is 
subject to exemption 6 of FOlA. 





1 This document production is a response to the follow-up request to the subpoena duces tecum issued by 
the Office of Inspector General of the United States Department of Education on June 28, 2006, and contains ti·ade 
secrets, technical data, confidential, proprietary, commercial, and/or financial information of Student Assistance 
Corporation or subsidiaries or affiliates of SLM Corporation or their employees (collectively "Sallie Mae"). The 
infonnation contained in this document production shall not be disclosed outside the government and shall not be 
duplicated, used or disclosed, in whole or in part, for any purpose other tlian for the Government to evaluate the 
information in this response. SaUie Mae submits this document production pursuant to the subpoena and the Sallie 
Mae confidential, proprietary, commercial and financial information contained herein to the Government. Such 
Sallie Mae information is of the type that Sallie Mae does not customarily release to the public, and it is information 
that Sallie Mae has not released to the public. Therefore, this information is not subject to release to third parties 
under the Freedom oflnformation Act, 5 U.S.C. § 552(b)( 4) and (6), and release of such information to a third party 
would constitute a violation of the Trade Secrets Act, 18 U.S.C. § 1905. Reproduction or use of this information 
without prior written consent of Sallie Mae is strictly prohibited. The personal infonnation contained in these 
documents is subject to exemption 6 ofFOIA. 



Mr. Eric D. Reicin 

UNITED STATES DEPARTMENT OF EDUCATION 
OFFICE OF INSPECTOR GENERAL 

Chicago/Kansas City Tnvcs1iga1ion Region 

500 West Madison St. Suite 1414 
Chicago. IL 60661 
Phone (312) 730-1630 
Fnx (3 12) 730-1550 

8930 Ward Parkway, Ste 2401 
Kansas City. MO 64114-3302 
Phom: (816) 268-0530 
Pa.~ {816) 268-0526 

February 14, 2007 

Vice President & Associate General Counsel 
Sallie Mae, Inc. 
12061 Bluemont Way 
Reston, VA 20190 

Dear Mr. Reicin: 

The OIG subpoena dated June 28, 2006 and sent to your office requested all lender, guarantor, 
CLASS and BPS information for all loans that were made current through verbal forbearance by 
Student Assistance Corporation (SAC) Las Vegas einployees from November 2002 through 
September 2005, specifically, items 1 through 3 on Attachment B of that subpoena (attached). 
After your receipt of the subpoena and our subsequent conversation you stated that this request 
could constitute one million records. With our understanding that this request was not feasible 
you agreed to provide other specific items listed in Attachment B, the OIG would continue its 
investigation and, if necessary at a later date, request compliance with items I through 3 for a 
more specific number of accounts. Our investigation is now at the point where we are requesting 
compliance with items L through 3 for accounts worked by specific default prevention specialists 
of the SAC. 

Referring to the data you provided pursuant to item 7 of the June 28, 2006 OIG subpoena, 
compliance with items l through 3 is being requested for the following accounts. Of these 
accounts we are requesting this information for only those accounts satisfied through verbal 
forbearance: 

Mouth 
December 2004 
A ril 2005 

mber2004 

mber 2004 
st 2004 
ber2004 

ctober 2004 
a 2005 

Accounts SAT 

lb6, b?C 

I 
I 
I 

1/9/o1 
{:l;µ/~~7w 1 i,.._,a.1J. 

wa .. (.. l~'wt/,i:>~ ;.)s r.::vt. 
rrffJ' ;::ou.ow,...t.. 

O11r mi.Won is /0 f>l'0mote the efficiency. e.([cctive,ieH. and integrily of 1he D¢ponment ·., progmm.s and ()p~ra/io11s. 



In addition, the info1mation from items I through 3 of Attachment B is requested for the 
following accounts that were satisfied through verbal forbearance in the time frame of the June 
28, 2006 subpoena: 

An additional subpoena will be sent to you requesting a daily telephone log of all calls made by 
SAC employees on the dates for which verbal forbearances where recorded for all the accounts 
referred to in this letter. 

We request that the data for subpoenaed items l through 3 of Attachment B be produced in 
electronic format if possible. Please contact me to arrange a discussion with Office ofinspector 
General computer technicians to determine the data fonnat and the appropriate manner of providing 
the data. 

If you have any questions please contact me at b6, b7C 



I 
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INTEROFFICE MEMORANDUM DATE: June 15, 2005 

TO: 

FROM: b6, b7C 
SUBJECT: Final Written Warning - False Documentation 

When questioned about this incident on June 10, 2005, you did not have any reasonable 
explanation for what happened. According to the OMO Compliance Matrix, your actions may 
have caused two separate violations: 

1) Calling a borrower back after intentional hang up (final written warning) 
2) False documentation (termination) 

You are prohibited from re-contacting a borrower after an intentional hang up. Furthermore, 
proper documentation on BPS is a critical function of your job responsibilities as a Default 
Aversion Associate for SAC. You can only document what actually happened on each account. 
Strict compliance of this policy must be adhered to at all times. 

You previously received a final written warning on May 11, 2005 for violating Sallie Mae's 
Code of Business Conduct. Since this recent incident occurred prior to your previous final 
written warning and your behavior has improved, you are being given a second final written 
warning for false documentation. SAC does not tolerate this type of behavior and if it 
continues, you will be subject to further disciplinary action up to and including termination. 

Your signature below acknowledges that ou have read this memorandum and understand the 

Date 

SAC 1038 

Date b6, b7C 

I 



SAC 4728 
Confidential and Proprietary 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
SAC February 2007 Response to DOE OIG Subpoena 



Confidential and Proprie!afy 
Not Subject to Discloiur~ under FO!A (Excmp1ions 4 and 6) 

SAC February 2007 Response to DOE OIG Subpoena 
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SAC4674 
Confidential and Proprietary 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
SAC February 2007 Response to DOE OIG Subpoena 
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From: 
To: b6,b7C 
Date: • • • 
Subject: b6, b7C nvestigalion of May SA Ts 

SAC conducted an investigation based upon a random sampling o- rbearance promises 
made in May 2005. We requested phone records and matched them with BPS documentation and 
forbearance forms to determine if her performance in May 2005 was legitimate before we paid her the 
$2,288.91 bonus for 2005 trigger SATs (and Speedpays} and the.$400.00 bonus for being ranked #2 on 
the High Balance team. 

~ an overview of what we found: 12 accounts were reviewed and 
iiilillirec_eived SAT credit for 5 accounts In which it appeared fraud was involved. 

· l&-1:tffl 1 No call documented being made by i■•••• ,n 5/19 was long 
e to do a verbal forbearance with the borrower. Appears a 
fraudulent verbal forbearance was processed through Sallie Mae. 

2 
A 

documented a call on 5/19 that never happened. 
u en, verbal forbearance was· processed through Sallie Mae. 

3) Borrower faxed signed forbearance to SAC on 5/24 at 
7: . ppears pie ed up forbearance form off fax machine and tried to take credit. Nicole 
documents she called borrow

1

J!Zft24 at 12:06pm PDT and discusses verbal forbearance {phone 
records were not requested). • • • ocuments on 5/25 that she received forbearance form from 
borrower. 

4) ocumented calling the borrower on 5/31 about 
fo • u p one recor s show 2 calls attempted for 0 seconds meaning there was no borrower 
contact. The only faxed forbearaiffflcessed by Sallie Mae came from Allied Interstate, who was 
working an outsourced account. • • • ried to take credit. 

b6, b7C 5) Borrower faxed signed forbearance to SAC on 5/27. 
A fax machine and tried to take credit lwlfft}<>lls borrower It • _ UO, U I\,,,, I I 

5/31 @ 12:33pm PDT and has 46 second conversation {she documented a forbearance promise' !§fZffl 
faxed forbearance form to Sallie Mae at 12:35pm PDT (2 minutes later). · 

3 of the 5 accounts PRffl---lmmitted fraud on cured in May 2005. Attached is a spreadsheet showing how 
much of her May bonus would have been affected ($293.98), which brings her down to $1,995.63. She 
would have still finished ranked #2 and received a $400.00 bonus. 

Due to the fraudulent activities involved, my recommendation would be to not paylD:faany of this 
$2,395.63 bonus for May. Please let me know how we should proceed with this matter. I have all on the 
investigation information in my off.ice. Thanks! 

CC: 

SAC 2554 



SAC4726 
Confidential and Proprietary 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
SAC February 2007 Response to DOE OIG Subpoena 



Confidential and Proprietary 
Not Subject to Disclosure under F0IA (Exemptions 4 and 6) 

SAC February 2007 Response to 006 OIG Subpoena 
SAC4894 



Confidentiiil and Proprietary 
Not Subject to Disclosure under FOIA (Exemptions 4 nnd 6) 

SAC February 2007 Response to DOE 010 Subpoena 
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SAC 4119 
Confidential and Proprietary 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
SAC February 2007 Response to DOE OIG Subpoena 



SAC 4120 
Confidential and Proprietary 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
SAC February 2007 Response to DOE OIG Subpoena 
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From: 
To: b6, b7C 
Date: 
Subject: 

• • • IUifMinvestigation of May SATs 

b6, b7C SAC conducted an investigation based upon a random sampling o forbearance promises 
made in May 2005. We requested phone records and matched them with BPS documentation and 
forbearance forms to determine if her performance in May 2005 was legitimate before we paid her the 
$2,288.91 bonus for 2005 trigger SATs (and Speedpays} and the $400.00 bonus for being ranked #2 on 
the High Balance team. 

This is an overview of what we found: 12 accounts were reviewed and 
1Bifffl0 ceived SAT credit for 5 accounts in which it appeared fraud was involved. 

o call documented being made by illlon 5/19 was long 
e , s secon s to do a verbal forbearance with the borrower. Appears a 
fraudulent verbal forbearance was processed through Sallie Mae. 

ocumented a call on 5/19 that never happened. 
orbearance was processed through Sallie Mae. 

Borrower faxed signed forbearance to SAC on 5/24 at 
7: am . ppears icked up forbearance form off fax machine and tried to take credi t. Nicole 
documents she called orrowfIIR424 at 12:06pm PDT and discusses verbal forbearance (phone 
records were not requested). • • • ocuments on 5/25 that she received forbearance form from 
borrower. 

4) \il$ftbAcumented call ing the borrower on 5/31 about b6, b7C 
fo s attempted for 0 seconds meaning there was no borrower • 4 .. - • • • • ... • 

contact. The only faxed forbearal!itftcessed by Sallie Mae came from Allied Interstate, who was 
working an outsourced account. • • • ried to take credit. 

5) orrower faxed signed forbearance to SAC on 5/27. b6, b7C ~' 
A ax machine and tried to take credit Uitffl::"'11S borrower ••,. --•-·- • ... , It I I 

5/31 @ 12:33pm PDT and has 46 second conversation (she documented a forbearance promise). Nicole 
faxed forbearance form to Sallie Mae at 12:35pm PDT (2 minutes later). 

3 of the 5 account"l5fl;Jflfoommitted fraud on cured in May 2005. Attached is a spreadsheet showing how 
much of her May bonus would have been affected ($293.98), which brings her down to $1,995.63. She 
would have still finished ranked #2 and received a $400.00 bonus. 

Due to the fraudulent activi_ties involved, my recommendation would be to not pay lirlif-~ny of this 
$2,395.63 bonus for May. Please let me know how we should proceed with this mater. I have all on the 
investigation information in my office. Thanks! 

CC: 

SAC 2554 



SAC 4727 
Confidential and Proprietary 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
SAC February 2007 Response to DOE OIG Subpoena 



Confidential and Proprietary 
Not Subject to Disclosure under FOIA {Exemp!ions 4 a11d 6) 

SAC February 2007 Response 10 DOE OIG Subpoena 

SAC 4830 



Confidential and Proprietary 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 

SAC February 2007 Response to DOE 010 Subpoena 
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SAC 4263 
Confidential and Proprietary 
Not Subject to Disclosure under FOIA (Exemptions 4 and 6) 
SAC February 2007 Response to DOE OIG Subpoena 
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1 
This document' production is n response to the February 14, 2007 follo w-up request to the subpoena t!11ce.1· 

l<'C11111 issued by the Orfice of Inspector General of the United States Depnrtment of Education on June 28, 2006, and 
contains uadc secrets, technical data, confidential , proprietary. commercial, and/or financia l informat ion of Student 
Assistance Corporation or subsid iaries or affiliates of S LM Corporation or their employees (collectively ' 'Sall ie 
Mae"). The information contained in this document production shall not be disclosed outside rhe government and 
shal l not be duplicated, used or disc losed, in whole or in parl, for any purpose other than for the Government to 
evaluate the in for mation 111 this response. Sall ie Mae submits this document production pursuant to the subpoena and 
the Sa ll ie Mae confidentta l, proprietary, commercial and financial information contarned herein to the Govemment. 
Such Sallie Mae information is of the type that Sallie Mae does not customarily release to the publ ic, and it is 
information that Sallie Mae has not released to the pub lic. Therefore, this in fo rma tion is not subject to release to 
third parties u11der the f-reedom of Informa tion Act, 5 U.S.C. § 552(b)(4) and (6), and release of such information to 
a thin.I party would constitute a violation of the Trade Secrets Act, 18 U.S.C. § 1905. Reproduction or use of this 
information without prior wrilten consent of Snllie Mae is strict ly prohibited. The personnl informnt1on conta ined 111 

these documents is subJect 10 exemption 6 ofFOIA. 





1 This document pro<luction is a response to the subpoena duce.s tecum issued by the Office of Inspector 
General of the United States Department of Education on April 11, 2007, and contains trade secrets, technical data, 
confidential, proprietary, commercial, and/or financial information of Student Assistance Corporation or subsidiaries 
or affiliates of SLM Corporation or their employees (collectively "Sallie Mae"). The information contained in this 
document production shall not be disclosed outside the government and shall not be duplicated, used or disclosed, in 
whole or in part, for any purpose other than for the Government to evaluate the infom1ation in this response. Sallie 
Mae submits this document production pursuant to the subpoena and the Sallie Mae confidential, proprietary, 
commercial and financial information contained herein to the Government. Such Sallie Mae information is of the 
type that Sallie Mae does not customarily release to the public, and it is infonuation that Sallie Mae has not released 
to the public. Therefore, this information is not subject to release to third parties under the Freedom of Information 
Act, 5 U.S.C. § 552(b)(4) and (6), and release of such information to a third party would constitute a violation of the 
Trade Secrets Act, 18 U.S.C. § 1905. Reproduction or use of this information without prior written consent of Sallie 
Mae is strictly prohibited. The personal information contained in these documents is subject to exemption 6 of 

FOIA. 
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- This document product ion is a n::sponse to th<:: subpoenas duces tern111 issued by the O ffice of lnspcc1or 

Gencrn l of the Unitt:d S1ntes Depar1men1 of Education on June 28. 2006 and April I I. 2007. and con1a111s trade 
secrets. technical dnta. conf"idcntinl. proprictnry. commercial. nnd/or financ1nl information of Student Assistance 
Corporation or subsidiaries or affiliates of SLM Corporation or their employees (co llectivel y ·'Sa ll ie Mae" ). T ht:: 
informntion contained in this document production shall not be d isclosed outside the government and shal l not be 
duplicated, used or disclMcd. in whole or 111 part, for any purr,ose Other than for the Government to evalume the 
informat ion in th is response. Sallie Mae subm its this document production pursuant to the subpoena~ and the Sallie 
Mae conl1de111 ial, proprietary. comrnerci:il und financinl info1111a1ion contained herein to the Gove;:rn111c111. Such 
Sallie M ae information is of the type that Sallie Mae docs not customarily release to the public, and it is inlornrntion 
thnt Snllie M ae has not rclt:ascd 10 the public. Therefore, this i11 fonnatio11 is not subj ect 10 release to third part ies 
under the Freedom or Information Act, 5 U.S C. * 552(b)(4) nnd (6), and re lease of such infornrntion to a third pnrty 
woulu constitute a violation of the Trade Secrets Act. 18 U .S.C. s 1905. Reprod uct ion or t1se of this information 
wi thout prior wri t1c11 consent o f Sa ll ie Mac is strictly prohibited. The personal information contained in these 
documents is subji:ct to exempt ion 6 of r:o I A 
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1 This document production is a response to the subpoenas duces tecum issued by the Office of Inspector 
General of the United States Department of Education on June 13, 2007 and June 14, 2007, and contains trade 
secrets, technical data, confidential, proprietary, commercial, and/or financial information of Student Assistance 
Corporation or subsidiaries or affiliates of SLM Corporation or their employees (collectively "Sallie Mae"). The 
infonnation contained in this document production shall not be disclosed outside the government and shall not be 
duplicated, used or disclosed, in whole or in part, for any purpose other than for the Government to evaluate the 
information in this response. Sallie Mae submits this document production pursuant to the subpoenas and the Sallie 
Mae confidential, proprietary, commercial and financial information contained herein to the Government. Such 
Sallie Mae information is of the type that Sallie Mae does not customarily release to the public, and it is information 
that Sallie Mae has not released to the public. Therefore, this info1mation is not subject to release to third parties 
under the Freedom of Information Act, 5 U.S.C. § 552(b)(4) and (6), and release of such information to a third pa1ty 
would constitute a violation of the Trade Secrets Act, I 8 U.S.C. § 1905. Reproduction or use of this information 
without prior written consent of Sallie Mae is strictly prohibited. The personal information contained in these 
documents is subject to exemption 6 ofFOIA. 







1 This document production is a fo!low-up response to the subpoenas duces tecum issued by the Office of 
Inspector General of the United States Department of Education on June 13, 2007 and June 14, 2007, and contains 
trade secrets, technical data, confidential, proprietary, commercial, and/or financial information of Student 
Assistance Corporation or subsidiaries or affiliates of SLM Corporation or their employees (collectively "Sallie 

· Mae"). The information contained in this document production shall not be disclosed outside the government and 
shall not be duplicated, used or disclosed, in whole or in part, for any purpose other than for the Government to 
evaluate the information in this response, Sallie Mae submits this document production pursuant to the subpoenas 
"nd the Sallie Mae confidential, proprietary, commercial and financial information contained herein to the 
Government. Such Sallie Mae information is of the type that Sallie Mae does not customarily release to the public, 
and it is information that Sallie Mae has not released to the public. Therefore, this information is not subject to 
release to third pa,ties under the Freedom of Information Act, 5 U.S.C. § 552(b)(4) and (6), and release of such 
information to a third party would constitute a violation of the Trade Secrets Act, 18 U .S.C. § 1905. Reproduction or 
use of this information without prior written consent of Sallie Mae is strictly prohibited. The personal information 

. contained in these documents is subject to exemption 6 of FOIA, 









1 This document production is a response to the subpoena duces tecum issued by the Office of Inspector 
General of the United States Department of Education on June 28, 2006 and follow-up request dated December 14, 
2007, and contains trade secrets, technical data, confidential, proprietary, commercial, and/or financial information 
of Student Assistance Corporation or subsidiaries or affiliates of SLM Corporation or their employees (collectively 
"Sallie Mae"). The information contained in this document production shall not be disclosed outside the government 
and shall not be duplicated, used or disclosed, in whole or in part, for any purpose other than for the Government to 
evaluate the information in this response. Sallie Mae submits this document production pursuant to the subpoenas 



and the Sallie Mae confidential, proprietary, commercial and financial information contained herein to the 
Government. Such Sallie Mae information is of the type that Sallie Mae does not customarily release to the public, 
and it is information that Sallie Mae has not released to the public. Therefore, this infonnation is not subject to 
release to third parties under the Freedom of lnfonnation Act, 5 U.S.C. § 552(b)(4) and (6), and release of such 
information to a third party would constitute a violation of the Trade Secrets Act, 18 U.S.C. § 1905. Reproduction or 
use of this information without prior written consent of Sallie Mae is strictly prohibited. The personal infonnation 
contained in these documents is subject to exemption 6 ofFOIA. 
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