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DECLARATION OF DANIEL STINER

1. My name is Daniel Stiner and I reside in California. I am the Director of Trade
Practices for the Better Business Bureau serving Northeast California (“Sacramento BBB”). The
following statements are within my personal knowledge and if called as a witness I could and
would competently testify thereto.

I ATTACHMENT INDEX

2 The following is an index of the documents attached to my declaration.

ATTACHMENT | DESCRIPTION

Consumer Complaints

A Consumer complaints about AmeriTech Financial
Consumer Correspondence
April 27-28, 2016 emails from Melissa Wells to the Sacramento BBB

C May 26, 2016 email from Mary Marks to the Sacramento BBB

D June 2, 2016 email exchange between Timothy Jones and the Sacramento
BBB
August 20, 2016 email from Deana Noble to the Sacramento BBB
AmeriTech mailers the Sacramento BBB received from Na’curria Nowlen
m January 2017

G January 23, 2017 email from Crystal Harp to the Sacramento BBB

H March 23, 2017 email from Crystal Harp to the Sacramento BBB

I June 5, 2017 email from Carlos Clara to the Sacramento BBB
Correspondence with Former AmeriTech Employees

| May 26, 2016 email exchange between Courtney Johnson and the
Sacramento BBB

K Recordings of Christina Pfeifer’s May 31, 3016 calls with the Sacramento
BBB

L Transcripts of Christina Pfeifer’s May 31, 2016 calls with the Sacramento
BBB

Stiner Declaration - Page 1




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

28

Case 4:18-cv-00806-SBA Document 70 Filed 03/05/18 Page 3 of 20

Correspondence with AmeriTech

M AmeriTech’ s application to the Golden Gate BBB
N December 14, 2015 email from Brandon Frere to Daniel Stiner attaching
AmeriTech’s “primary contract and payment authorization”
O December 16, 2015 email exchange between Brandon Frere and Daniel
Stiner regarding AmeriTech’s refund policy
P May 13, 2016 email from AmeriTech Support to the Sacramento BBB
Q May 17, 2016 email from Thomas Knickerbocker to the Sacramento BBB
R May 25-31, 2016 email exchange between Brandon Frere and the
Sacramento BBB
S June 2, 2016 email from Thomas Knickerbocker to the Sacramento BBB
1 June 7, 2016 letter from the Sacramento BBB to Brandon Frere
U June 8. 2016 email from Thomas Knickerbocker to the Sacramento BBB
AV June 23, 2016 email from Robby Birnbaum to the Sacramento BBB
W June 24 and June 30, 2016 email exchanges between Franklin Homer and
the Sacramento BBB
X July 6, 2016 email exchange between Franklin Homer and the Sacramento
BBB
X Call between AmeriTech and Patricia - Olsen
s Call between AmeriTech and Dale and Susan Olmstead
AA Call between AmeriTech and Timothy Jones
BB Transcript of call between AmeriTech and Patricia -W
ce Transeript of call between AmeriTech and Dale and Susan Olmstead
DD Transcript of call between AmeriTech and Timothy Jones
EE July 18, 2016 email from the Sacramento BBB to Franklin Homer
FF July 25, 2016 letter from Robby Birnbaum to the Sacramento BBB
GG July 25, 2016 email from Sacramento BBB to Franklin Homer
HH July 27, 2016 email exchange between Brandon Frere and the Sacramento
BBB
II August 2, 2016 email from Thomas Knickerbocker to the Sacramento
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BBB
JJ January 9, 2017 email exchange between Brandon Frere and the
Sacramento BBB
KK February 28, 2017 email from the Sacramento BBB to Brandon Frere
EL March 17, 2017 email from Christopher Meier to the Sacramento BBB
MM April 5, 2017 email from the Sacramento BBB to Christopher Meier
NN May 5, 2017 email from Christopher Meier to the Sacramento BBB
00 May 23, 2017 email from Thomas Knickerbocker to the Sacramento BBB
PP June 5, 2017 email from Daniel Stiner to Christopher Meier
AmeriTech Mailer
QQ Mailer a Sacramento BBB employee received in May 2017
3. I use the following abbreviations in this declaration:
a. AFBC — American Financial Benefits Center
b. AmeriTech — AmeriTech Financial
c. BBB — Better Business Bureau
d. Golden Gate BBB — Better Business Bureau serving the San Francisco Bay
Area
e. Sacramento BBB — Better Business Bureau serving Northeast California
4. I mention the following individuals in this declaration:

Robby Birnbaum — AmeriTech’s attorney

Carlos Clara - consumer

Patricia Eisenbarth Olsen - consumer

Brandon Frere — President and CEO of AmeriTech
Crystal Harp — consumer

Franklin Homer — AmeriTech’s attorney

Courtney Johnson — former AFBC employee

Christina Pfeifer- former AFBC and AmeriTech employee

Timothy Jones — consumer

Stiner Declaration - Page 3
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J. Tom Knickerbocker — Executive Vice President, AmeriTech
k. Mary Marks — consumer
I.  Christopher Meier — AmeriTech’s attorney
m. Elizabeth Nichols — Trade Practices Specialist, Sacramento BBB
n. Deana Noble - consumer
0. Na’Curria Nowlen — consumer
p. Dale and Susan Olmstead — consumers
g. Melissa Wells — consumer
II. BBB BACKGROUND

5. The Better Business Bureau (“BBB”) is a private, non-profit corporation whose
purpose is to promote fairness and honesty in the marketplace. For more than 100 years, the
BBB has helped people find businesses, brands, and charities they can trust.

6. Among other things, the BBB helps consumers resolve disputes with companies.
The BBB attempts to resolve disputes by sending a copy of the consumer’s complaint to the
business and giving the business an opportunity to respond. A complaint may be “closed” after
the company has responded and the consumer makes no further rebuttal. However, a “closed”
complaint does not necessarily mean the consumer is satisfied with the company’s response.

7. The BBB helps consumers identify trustworthy businesses, and those that are not,
through more than 4 million BBB Business Reviews. The BBB also uses complaint data to
create “Business Profiles” for companies, which are available for free at bbb.org. A Business
Profile typically includes a business’ name, address, and years in operation, as well as consumer
reviews. Each Business Profile also contains a rating, from A+ (most favorable) through F (least
favorable). The BBB assigns ratings based on an algorithm that weighs consumer complaints,
the company’s responses, and other relevant factors. In 2016, consumers turned to the BBB
more than 167 million times for BBB Business Profiles.

8. The BBB also accredits businesses that meet the BBB’s “Standards for Trust,” a

comprehensive set of best practices for how businesses should treat the public in a fair and
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honest manner. BBB accreditation is an honor — and not every business is eligible. Businesses
deemed to meet Accreditation Standards are presented to the BBB’s Board of Directors for
review and acceptance as a BBB Accredited Business.

9. The BBB also investigates businesses whose practices generate a high number of
consumer complaints. In 2016, BBBs in North America conducted 6,260 investigations into
suspect businesses. The BBB will often refer businesses with a large number of consumer
complaints to law enforcement agencies, including the Federal Trade Commission.

10. Many regions in the United States have a local, independent BBB that helps
consumers resolve complaints with businesses in that region. The Council of Better Business
Bureaus is the umbrella organization for local BBBs in the United States. The Sacramento BBB
serves consumers in Sacramento and 24 surrounding counties.

11. As Director of Trade Practices at the Sacramento BBB, | oversee the department
responsible for reviewing and vetting applications for incoming businesses seeking BBB
accreditation. My department also monitors Sacramento BBB member activity to ensure
businesses adhere to the BBB’s Code of Business Practices and high standards of trust. My team
reviews advertisements, and investigates companies that are the subject of troubling complaints.
My staff takes contemporaneous notes in a call log about their interactions with consumers and
businesses. | have reviewed these notes and relied on them to create the timeline described in the
“Correspondence with AmeriTech” section of this declaration.

. DOCUMENTS PRODUCED TO THE FTC

12. In May 2017, the Sacramento BBB produced numerous documents to the Federal
Trade Commission (“FTC”) in response to an official document request. Federal Trade
Commission staff added bates numbers to the documents the Sacramento BBB produced to the
FTC. | have reviewed the bates-numbered documents and they accurately reflect the documents
the Sacramento BBB produced to the FTC. Several documents the Sacramento BBB produced
to the FTC contained blank pages or duplicate email signature blocks, and those pages are not

included with the attachments to this declaration.
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13. I have authority to certify the authenticity of records produced to the FTC by the
Sacramento BBB. The documents produced and identified by bates numbers FTC-BBB-000001
to FTC-BBB-000658 are true copies of records of regularly conducted activity that:

a. Were made at or near the time of the occurrence of the matters set forth by, or
from information transmitted by, a person with knowledge of those matters;
b. Were kept in the course of regularly conducted activity of the Sacramento
BBB; and
c. Were made by the regularly conducted activity as a regular practice of the
Sacramento BBB.
IV. CONSUMER COMPLAINTS

14, The BBB maintains a computerized summary of each complaint it receives,
including the name and address of the consumer, the nature of the complaint, the BBB’s actions,
and the company’s response.

15.  As Director of Trade Practices, | have knowledge of the entry and processing of
complaints by staff at the Sacramento BBB. The entries are made at or near the time of receipt
of the complaints and in the ordinary course of business. As of September 12, 2017, the BBB
had received 58 complaints about American Financial Benefits Center (“AFBC”) and 55
complaints about AmeriTech Financial (“AmeriTech”), for a total of 113 complaints. True and
correct copies of the consumer complaints about AmeriTech, as well as any responses the BBB
received from the companies, are attached to this declaration as Stiner Attachment A. My
understanding is that the Golden Gate BBB produced complaints about American Financial
Benefits Center to the FTC and those complaints are attached to an FTC investigator’s
declaration. Personal information from all the attachments to this declaration has been redacted.

V. CONSUMER CORRESPONDENCE

16. In 2016 and 2017, the Sacramento BBB received numerous complaints about

AmeriTech’s business practices. My staff contacted some complainants to request additional

information about their experience with AmeriTech. True and correct copies of the Sacramento
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BBB’s email exchanges with consumers regarding AmeriTech are attached as Stiner
Attachments B to H.

17. Stiner Attachment B is a true and correct copy of an email the Sacramento BBB
received from Melissa Wells on April 27-28, 2016. Ms. Wells indicated that AmeriTech gave
her a partial refund, but then billed her again. She also stated “none of the money went to my
student loans. And that is why | got worried and wanted to cancel. Because the fee is charged
every month even though they are not doing anything else in the case.” Att. B-4.

18. Stiner Attachment C is a true and correct copy of an email the Sacramento BBB
received from Mary Marks on May 26, 2016. Ms. Marks stated that “AmeriTech will not stop
contacting me to try and ‘resolve’ and ‘remove’ my complaint from the BBB. | am NOT
removing the complaint . . . this company was at fault.”

19. Stiner Attachment D is a true and correct copy of an email exchange between
Timothy Jones and the Sacramento BBB. Mr. Jones stated that he thought his payments were
going towards student loan forgiveness.

20. Stiner Attachment E is a true and correct copy of an email the Sacramento BBB
received from consumer Deana Noble on August 20, 2016. Ms. Noble stated: “I don’t want
AmeriTech Financial to get away with scamming others . . . | want to warn others that
AmeriTech Financial is a scam and that they are not authorized to collect money” for
government lenders.

21. Stiner Attachment F is a true and correct copy of a mailer the Sacramento BBB
received from Na’Curria Nowlen in January 2017.

22, Stiner Attachment G is a true and correct copy of an email the Sacramento BBB
received from Crystal Harp on January 23, 2017, including documents attached to her email. See
Att. G-3-4 (AmeriTech mailers). The AmeriTech mailers attached to Ms. Harp’s email appear to
have her handwritten notes. In the email, Ms. Harp forwarded a message from Holly Novak at
AmeriTech. Ms. Novak told Ms. Harp that “[i]n order to initiate the refund of $848.00 I will
need the resolution statement for the BBB.” Ms. Novak instructed Ms. Harp to email her the

following statement: “AmeriTech has resolved my concerns. The BBB complaint can be
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unpublished at this time.” Ms. Novak explained that “[o]nce | receive the statement above the
refund will be initiated.”

23. Stiner Attachment H is a true and correct copy of an email the Sacramento BBB
received from Crystal Harp on March 23, 2017, including documents attached to her email. Ms.
Harp stated that the mailer attached to her email was an advertisement she received from
AmeriTech the prior week.

24, Stiner Attachment I is a true and correct copy of an email the Sacramento BBB
received from Carlos Clara on June 5, 2017. Mr. Clara stated that AmeriTech “promised [him] a
plan to reduce [his] monthly payment,” but after dealing with AmeriTech his “loan had a higher
balance and | paid Ameritech more than $2000.00”

VI. CORRESPONDENCE WITH FORMER AMERITECH EMPLOYEES

25. On May 26, 2016, the Sacramento BBB received a message from Courtney
Johnson, a former AmeriTech employee, through the BBB Scam Tracker, an online form where
consumers can report a scam. Ms. Johnson’s Scam Tracker message about AmeriTech stated:
“They are charging customers to help consolidated [sic] loans or get into a forgiveness program.
They are not working on everyone’s loans and clients are defaulting and they never tell
customers and they keep charging them. As well as lying on government forms they ask client
just to leave form blank just sign it .. . . then they fill out there [sic] own info which lis [sic] in
different boxes. They have clients all over that they are scamming.” On May 26, 2016, Ms.
Nichols emailed Ms. Johnson for more information. A true and correct copy of Ms. Johnson’s
Scam Tracker message and her May 26, 2016 email exchange with Ms. Nichols are attached as
Stiner Attachment J.

26. On May 31, 2016, another former AFBC and AmeriTech employee, Christina
Pfeifer, called the Sacramento BBB and spoke briefly with a BBB employee, who the transferred
Ms. Pfeifer to me. The Sacramento BBB recorded the call per its policies and played a pre-
recorded message at the beginning of the call informing Ms. Pfeifer that the call was being
recorded. During the call, Ms. Pfeifer made the following statements:

a. “It’sagiant scam.” (minute 5:1)

Stiner Declaration - Page 8
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b.

“They’re promising them that we can get them loan forgiveness, and
they’re consolidating loans with — telling clients that they get them

out of default, and they can’t, and basically they’re letting people default,
not letting them know, and then still taking their money.” (5:7-12)
“[T]hey’re scamming people out of thousands and thousands of dollars...
They’re promising people that are not eligible for these programs...that
we’ll get them loan forgiveness, that we’ll do all the work for them.

They charge them over $2,100, up-front, and then $99 a month.

They don’t tell clients that we don’t make the payments for them.

They don’t tell clients that, you know, there is a possibility that this

isn’t going to happen; it’s going to be -- you’re going to be taxed.

They don’t tell them any of this.” (5:23-6:11)

“[T]hey train the sales representatives to tell the clients that they have

a higher family size than what they really do. So, like, let’s say for me,
for an example, if | were to go and try and enroll with our services,

the -- even though 1I’m single and I have a child, they would probably

tell me to make my family size closer to eight or ten. That way I’'m
guaranteed a zero-dollar repayment plan in that at the end of the ten years,
they’re supposed to write off my student loan...But they don’t tell the
sales reps that they’re taxed at the end of it. They don’t tell them that

it’s illegal for them to fraud- -- or to lie about the family size. They don’t
tell anyone that. And then, so, when it gets to customer service, we have
to try and manipulate the client into keeping their family size that way.”
(11:23-12:22)

Ameritech Financial’s previous name was American Financial Benefits Center
and the company changed its name “because of issues with the other name.”

(4:15-17, 19-20)

Stiner Declaration - Page 9




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

28

Case 4:18-cv-00806-SBA Document 70 Filed 03/05/18 Page 11 of 20

f. “So they opened a retention department where they trained people to lie and
get them to either up their family size or lie about their taxes or their filing
status, all these different things.” (13:1-5)

g. “I mean, we’ve gone to management and literally told them about problems,
and they said, we’re not going to tell the client until they call us; let them keep
making those payments until they realize something’s wrong.” (14:2-6)

27.  True and correct copies of Ms. Pfeifer’s May 31, 2016 calls with the Sacramento
BBB are attached as Stiner Attachment K. For the Record, a court reporting service,
transcribed the calls. Stiner Attachment L is a transcript of a Ms. Pfeifer’s calls with the
Sacramento BBB.

VII. CORRESPONDENCE WITH AMERITECH

28. On November 16, 2015, AmeriTech submitted a membership application to the
Better Business Bureau serving the San Francisco Bay Area (“Golden Gate BBB”). The
application describes AmeriTech as a “Branch Location” of AFBC. The application states that
“American Financial Benefits Center” is the “Parent,” and “AmeriTech Financial” is the “child.”
The application lists AmeriTech’s address as P.O. Box 805, Occidental, CA 95465. A true and
correct copy of AmeriTech’s application to the Golden Gate BBB is attached as Stiner
Attachment M.

29.  On December 14, 2015, a person who identified himself as Brandon Frere called
the Sacramento BBB inquiring about the application. A BBB staff person transferred the call to
me and | spoke with Mr. Frere about the accreditation process. Mr. Frere told me that his
business, AmeriTech, wanted to become a Sacramento BBB member. Mr. Frere said his other
business, AFBC, was already a member of the Golden Gate BBB. Mr. Frere said the Golden
Gate BBB told him to contact me because AmeriTech is located in EI Dorado Hills, California,
which is the Sacramento BBB’s region. | gave Mr. Frere information about the Sacramento
BBB’s accreditation process and requested he provide copies of contracts and/or customer

agreements.
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30.  On December 14, 2015, | received an email from Mr. Frere. In the email, he
identified himself as President and CEO of AmeriTech. He attached various documents to the
email, including AmeriTech’s “primary contract and client payment authorization.” A true and
correct copy of Mr. Frere’s December 14, 2015 email to me, with the attachments, is attached as
Stiner Attachment N. Mr. Frere is the signator on the client agreement and listed as the
“Administrative Representative” of AmeriTech. See Att. N-10. AmeriTech’s address on the
client agreement is 1101 Investment Blvd., Suite 290, EI Dorado Hills, CA 95762. Mr. Frere did
not send me any AmeriTech mailers or advertisements. He also did not provide any information
about AmeriTech’s monthly membership program, the “Financial Education Benefits Center
Program.”

31. During the processing of AmeriTech’s application, | instructed a member of my
staff to search the BBB’s complaint database for information about AmeriTech. She did not find
any complaints about AmeriTech. Although the BBB database contained 20 complaints about
AFBC, only one complaint was published. The one published complaint was categorized as
resolved. On December 15, 2015, Mr. Frere left me a voicemail inquiring about the status of
AmeriTech’s accreditation. On December 16, 2015, Mr. Frere sent me an email inquiring about
the accreditation. Because | had some concerns about the debt relief industry, | asked Mr. Frere
for additional information about AmeriTech, including the company’s refund policy. A true and
correct copy of my December 16, 2015 email to Mr. Frere and his reply are attached as Stiner
Attachment O. Mr. Frere assured me that “a full refund is available at anytime during the
process and even afterwards if they [consumers] are not totally, and utterly satisfied with our
service.” Att. O-1. Shortly thereafter, the Sacramento BBB accredited AmeriTech.

32.  On May 5, 2016, a member of my staff attempted to call Mr. Frere to discuss
consumer complaints about AmeriTech. She was on hold for approximately five minutes and
then an answering service took her call. She left a message requesting that Mr. Frere call the
Sacramento BBB.

33. On May 17, 2016, Mr. Frere called the Sacramento BBB and was upset that we

published consumer complaints regarding AmeriTech. A member of our staff spoke with Mr.
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Frere and explained the BBB’s policies regarding complaints. Mr. Frere told the staff member
that he and the Golden Gate BBB had a special arrangement where complaints about his
companies would not be published. The staff member told Mr. Frere that she was unaware of
such agreements and that they were not possible in our office. She also explained the reasons the
Sacramento BBB published consumer complaints. The staff member notified me of the call on
May 17, 2016 and told me that she believed Mr. Frere would have consumers withdraw their
complaints about AmeriTech.

34. In May 2016, a member of my staff sent an email to AmeriTech regarding a
consumer complaint. On May 13, 2016, the Sacramento BBB received an email from Tom
Knickerbocker stating: “My team is working on resolving this complaint immediately and it’s
resolution is our highest priority.” Att. P-1. Later that day, the Sacramento BBB received an
email from “support@AmeriTechfinancial.com” indicating that the complaint was resolved.
True and correct copies of the emails the Sacramento BBB received from AmeriTech on May 13,
2016 are attached as Stiner Attachment P. On May 17, 2016, the Sacramento BBB received
another email from Mr. Knickerbocker regarding unpublishing a consumer complaint from
AmeriTech’s BBB Business Profile. A true and correct copy of the email the Sacramento BBB
received from Mr. Knickerbocker is attached as Stiner Attachment Q.

35. On May 25 and May 31, 2016, the Sacramento BBB received emails from Mr.
Frere inquiring about the status of AmeriTech’s BBB Business Profile. True and correct copies
of the Sacramento BBB’s May 25-31, 2016 email exchange with Mr. Frere is attached as Stiner
Attachment R. On or around June 1, 2016, Mr. Frere also left a voicemail message for Ms.
Nichols and identified himself as being from AFBC.

36. On June 2, 2016, the Sacramento BBB received an email from Tom
Knickerbocker, who identified himself as Executive Vice President of AmeriTech. Mr.
Knickerbocker inquired about AmeriTech’s BBB Business Profile and rating. A true and correct
copy of Mr. Knickerbocker’s June 2, 2016 email to the Sacramento BBB is attached as Stiner

Attachment S.
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37.  OnJune 7, 2016, the Sacramento BBB sent a letter to Mr. Frere detailing
concerns about complaints the BBB received about AmeriTech. The Sacramento BBB informed
Mr. Frere that complaints alleged, among other things, that AmeriTech (1) misled consumers
into believing AmeriTech was associated with the government; (2) told consumers they could
claim almost anyone as a dependent on their loan applications; and (3) led consumers to believe
that payments to AmeriTech were going towards their student loan. A true and correct copy of
the Sacramento BBB’s June 7, 2016 letter to Mr. Frere is attached as Stiner Attachment T. The
Sacramento BBB attached documents it received from consumer Hollee Warlitner to the letter,
including AmeriTech’s mailer and customer agreements.

38. On June 8, 2016, the Sacramento BBB received an email from Mr.
Knickerbocker acknowledging the BBB’s June 7, 2016 email. A true and correct copy of Mr.
Knickerbocker’s June 8, 2016 email to the Sacramento BBB is attached as Stiner Attachment
U.

39.  OnJune 16, 2016, the Sacramento BBB received an email from Franklin Homer,
an attorney at Greenspoon Marder, P.A. Mr. Homer stated that he and a partner at Greenspoon
Marder, Robby Birnbaum, were representing AmeriTech.

40. On June 23, 2016, the Sacramento BBB received a letter from Mr. Birnbaum
responding to the BBB’s concerns about AmeriTech complaints. A true and correct copy of Mr.
Birnbaum’s June 23, 2016 email to the Sacramento BBB is attached as Stiner Attachment V.
One of the attachments to the email was a lengthy lease agreement between AmeriTech and its
landlord. To save space, | have attached only the first and last pages of the lease agreement to
this declaration.

41. On June 24, 2016, the Sacramento BBB sent Mr. Homer an email requesting
recordings of all conversations between AmeriTech and seven consumers who complained to the
Sacramento BBB. On June 30, 2016, Mr. Homer responded that he would reach out to his client
and gather the requested information. A true and correct copy of the Sacramento BBB’s June 24,

2016 email to Mr. Homer and his June 30, 2016 response are attached as Stiner Attachment W.
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42.  OnJuly 6, 2016, the Sacramento BBB sent Mr. Homer an email again requesting
the call recordings. Mr. Homer responded with an email containing a link to three call
recordings. He stated that his client was unable to locate the four additional recordings we had
requested. He also stated that “AmeriTech has identified representatives that the company had
problems with. They were reprimanded and provided additional coaching after which time they
left the company.” A true and correct copy of the Sacramento BBB’s July 6, 2016 email
exchange with Mr. Homer is attached as Stiner Attachment X.

43. Sacramento BBB staff accessed the link in Mr. Homer’s July 6, 2016 email and
downloaded three audio files. True and correct copies of the audio files that AmeriTech’s
attorney produced to the Sacramento BBB, with personal information digitally redacted, are
attached as Stiner Attachments X through Z.

44, Stiner Attachment Y is a recording of a conversation between AmeriTech and
Patricia Eisenbarth Olsen.

45, Stiner Attachment Z is a partial recording of a conversation between AmeriTech
and Dale and Susan Olmstead. The first part of the call is cut off.

46.  Stiner Attachment AA is a partial recording of a conversation between
AmeriTech and Timothy Jones. The recording is abruptly cut off. During the call, the
AmeriTech employee made the following statements to Mr. Jones:

a. “...butas far as family size, this is not going to be a number that you’re
going to file your taxes with as dependents . . . They don’t expect that for this.
It’s pretty much just an arbitrary number that you as a client determine and
provide me. In regards to the number, whether it’s a high or low, it’s pretty

much up to you what this number is.”

“Now, support includes any kind of money, gifts, loans, housing, food,
clothing, car, medical or dental, payment of college costs. Do you help
anybody — if you have somebody on your cell phone plan; if you have

somebody on your gym membership, they’re considered part of your family.
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47.

And we just had Christmas. You know, if you bought presents, clothes,
watch, earrings, toilet paper, they’re a part of your family. Okay?”

“So what are the -- | mean, is there any other maybe friends that come, you
know, stay -- stay with you that you -- you know, you feed them, you clothe
them, you know, go hang out, you know, go to see a movie, you pay for them,
you know, you drive them around, gas, you know, take them to work? Is
there, you know, anybody that you bought Christmas presents for, maybe a
niece, nephew, somebody that you would be able to add in, somebody in your
family?”

“Now, the good news is that all of these programs are going to give you $119
payment a month... Now, the difference in these programs is how we can get
the -- you know, get back on track with the loan a little bit by making a couple
— a couple months of, you know, little bigger payments here.”

“You know, you’re going to pay some fees and some -- and some -- to get
back on track, money in the beginning... and it’s going to be either -- it’s
going to be either, you know, one month, all the way to nine months are you --
is going to be your options for payments. And then you’re going to move into
the 119 and you’re going to stay at that. You’re not going to pay any more.
There’s not going to be any fees after that, you know. We’re not going to hit
you with -- blindside you with some kind of processing fee, you know, Six
months down the road. It just — it doesn’t work like that. You know,
everything is disclosed, you know, to you, and, you know, if we go through

the process here.”

For the Record, a court reporting service, transcribed the calls attached as Stiner

Attachments Y-AA. Stiner Attachment BB is a transcript of a call between AmeriTech and

Patricia Eisenbarth Olsen. Stiner Attachment CC is a transcript of a call between AmeriTech

and Dale and Susan Olmstead. Stiner Attachment DD is a transcript of a call between

AmeriTech and Timothy Jones.
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48.  OnJuly 18, 2016, the Sacramento BBB sent an email to Mr. Homer expressing
concerns about AmeriTech’s new mailer. A true and correct copy of the Sacramento BBB’s July
18, 2016 email to Mr. Homer is attached as Stiner Attachment EE.

49.  OnJuly 25, 2016, the Sacramento BBB received a letter from Mr. Birnbaum
responding to some of the Sacramento BBB’s concerns and asking us to give AmeriTech an A+
rating. A true and correct copy of the letter the Sacramento BBB received from Mr. Birnbaum
on July 25, 2016 is attached as Stiner Attachment FF. In the letter, Mr. Birnbaum stated, “as
you are still concerned that it is unclear that there is a private company behind the mailer,
[AmeriTech] will include its name, AmeriTech Financial, in future mailers.” He also attached a
mailer with AmeriTech’s name to his letter. Att. FF-11.

50. On July 25, 2016, the Sacramento BBB sent an email to Mr. Homer asking for
additional information about the Financial Education Benefits Center. A true and correct copy of
the Sacramento BBB’s July 25, 2016 email to Mr. Homer is attached as Stiner Attachment GG.

51. In mid-July 2016, Mr. Frere called the Sacramento BBB and requested a meeting.
On July 26, 2016, Ms. Nichols and | met with Mr. Frere in the Sacramento BBB’s office. Mr.
Frere presented information about AmeriTech, discussed the company’s plans for the future, and
described AmeriTech’s actions to resolve consumer complaints. During the meeting, Ms.
Nichols and I asked Mr. Frere about AmeriTech sales people suggesting that customers falsify
their family size on their student loan applications. Mr. Frere acknowledged the problem and
told us the sales representatives who instructed consumers to inflate their family size had been
disciplined or fired.

52.  During my July 26, 2016 meeting with Mr. Frere, | also raised concerns about
AmeriTech’s lack of transparency on its mailers to consumers. | recall Mr. Frere saying
something similar to “people will look us up and not call us.” After further discussion, Mr. Frere
agreed to add AmeriTech’s name to the company’s mailers and advertisements. | also informed
Mr. Frere that | was making a recommendation to the BBB’s Board of Directors to suspend

AmeriTech’s accreditation because the company was not currently meeting the BBB’s standards.
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53.  OnJuly 27, 2016, the Sacramento BBB received an email from Mr. Frere
requesting cancellation of AmeriTech’s BBB accreditation. A true and correct copy of Mr.
Frere’s July 28, 2016 email to the BBB, and my response, is attached as Stiner Attachment HH.

54. On August 2, 2016, the Sacramento BBB received an email from Mr.
Knickerbocker “regarding the unpublishing of complaints from [AmeriTech’s] BBB page.” A
true and correct copy of this email is attached as Stiner Attachment I1. Att. I1-1. The requests
were very similar, as if they were from a template.

55.  OnJanuary 9, 2017, the Sacramento BBB received an email from Mr. Frere
inquiring about reapplying for BBB accreditation. | responded that he was welcome to apply,
but with a C rating AmeriTech did not meet the BBB’s minimum acceptance guidelines. A true
and correct copy of my January 9, 2017 email exchange with Mr. Frere is attached as Stiner
Attachment JJ.

56.  OnJanuary 18, 2017, Mr. Frere came into the Sacramento BBB’s office and
asked to meet with me. Mr. Frere reiterated his desire for the Sacramento BBB to accredit
AmeriTech. He stated that AmeriTech had instituted many new quality control procedures to
prevent consumer dissatisfaction. He also claimed he sent a 17-page letter of introduction to the
Federal Trade Commission and Consumer Financial Protection Bureau. | explained that we
continued to receive serious complaints about AmeriTech’s misrepresentations. | also stated that
AmeriTech’s current C rating did not meet the BBB’s minimum threshold for accreditation. Mr.
Frere asked how he could raise the rating and I told him | would evaluate his file and get back to
him. Over the next few weeks, | reviewed consumer complaints about AmeriTech and my staff
corresponded with consumers about their complaints. We received copies of AmeriTech’s new
advertising mailers to consumers. The mailers did not include AmeriTech’s name, contrary to
what Mr. Frere had agree to at our prior meeting. Due to the unchanged mailer and consumer
complaints, there was no change to AmeriTech’s C rating.

57.  On February 28, 2017, | sent Mr. Frere an email detailing my concerns about the
company and its mailers. A true and correct copy of my February 28, 2017 email to Mr. Frere is

attached as Stiner Attachment KK.
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58.  On March 17, 2017, Christopher Meier, an attorney at Greenspoon Marder,
emailed the Sacramento BBB. He stated that “Brandon from AmeriTech Financial reached out
to [Greenspoon Marder] to assist the company in responding to the BBB’s inquiry.” Att. LL-1.
Attached to the email was a revised mailer and application for BBB Accreditation. A true and
correct copy of Mr. Meier’s March 17, 2017 email to the Sacramento BBB, including
attachments, is attached as Stiner Attachment LL.

59.  On April 5, 2017, | sent an email to Mr. Meier describing continued concerns
about AmeriTech, including the misleading statements about how to calculate family size on
student loan applications and deceptive AmeriTech mailers to consumers. A true and correct
copy of my April 5, 2017 email to Mr. Meier is attached as Stiner Attachment MM.

60. On May 5, 2017, the Sacramento BBB received an email from Mr. Meier
responding to some of our concerns about AmeriTech. A true and correct copy of the email,
including attachments, that the Sacramento BBB received from Mr. Meier is attached as Stiner
Attachment NN. The attachments include AmeriTech’s Document Preparation and Service
Agreement, Enrollment Specialist Script, FEBCP Enrollment Script, and AmeriTech’s BBB
Business Profile with suggested edits.

61. On May 23, 2017, the Sacramento BBB received an email from Mr.
Knickerbocker requesting that the Sacramento BBB remove resolved complaints from its
website. Mr. Knickerbocker’s email contained forwarded emails from consumers who filed
complaints with the Sacramento BBB. Many of the emails contained the same statement:
“AmeriTech has resolved my concerns and the BBB complaint can be unpublished.” A true and
correct copy of the email the Sacramento BBB received from Mr. Knickerbocker on May 23,
2017 is attached as Stiner Attachment OO.

62. On June 5, 2017, | sent an email to Mr. Meier requesting additional information
regarding the material he sent the Sacramento BBB in May 2017, including information about
the Financial Education Benefits Center. A true and correct copy of my June 5, 2017 email to

Mr. Meier is attached as Stiner Attachment PP.
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63.  On June 14, 2017, Mr. Meier requested that I join him and Brandon Frere on a
conference call the following Monday, June 19, 2017. Mr. Meier cancelled the day of the
meeting. On June 22, 2017 we were informed by Golden Gate BBB that AmeriTech had
relocated to Rohnert Park, California, and no longer had an office in the Sacramento BBB’s
service area.

VIII. AMERITECH MAILER

64. InMay or June 2017, a Sacramento BBB employee, Mistyrae Schaffer, received a
mailer at her home address. The mailer was nearly identical to AmeriTech mailers the
Sacramento BBB received from consumers. Ms. Schaffer gave me the mailer to investigate and
I gave the mailer to the Federal Trade Commission. A true and correct copy of the mailer Ms.
Schaffer gave me in May or June 2017 is attached as Stiner Attachment QQ. I have redacted
Ms. Schaffer’s handwritten note from the mailer, which indicated that she received the mailer on
May 29, 2017.

65.  Ideclare under penalty of perjury that the foregoing is true and correct. Executed
on_September 1% 2017, in Sacramento, California.

C =
Daniel Stiner
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Business: AmeriTech Financial

10 : I

Customer Review:

Submitted By: Rachelle LaGree _@yahoo.cum>
Zip Code

Status: Reviewed and Published

Experience Rating: Negative

Submitted: 06/22/2016

Feedback:
I received 3 mailing postcards from "Student Loan Department"” over the last 3 weeks. I was able to

track down that AmeriTech Financial is behind the student loan financial help today claim. There is
no way to contact them to asked to be removed from their list without providing more contact
information. I find their tactics to be harassing in nature.

P.S. Loan consolidation programs are available through the federal loan program.

FTC-BBB-000481

Stiner Attachment A - 1
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Business: AmeriTech Financial

210 +:

Customer Review:

Submitted By: Sandra Bevers _@hotmail.com>
Zip Code:
Status: Reviewed and Published
Experience Rating: Negative
Submitted: 08/18/2016

Feedback:
scam...customer service terrible. Sale personnel promises wonderful benefits but does not share

good information about the $1000+ cost for the lousy service. All they do for you is to complete the
forbearance request and don't resolve any issues in an effective and proactive matter. Unfortunately
I lost more than $1,000 and now my situation with the loans is worst. Call your federal loan agency
they will be more than happy to help you understand your options and the forms and filing them is
free.

FTC-BBB-000482

Stiner Attachment A - 2
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Business: AmeriTech Financial

210 +: [

Customer Review:

submitted By: Marna Rasmussen ||| [ EEGEGzGz@z@z@l ¢omail.com>

Zip Code:

Status: Reviewed and Published
Experience Rating: Negative
Submitted: 11/10/2016

Feedback:
I find the company to be very misleading. After an hour on the phone | learn that half my monthly

payment would go to pay for a member benefits package that | didn't want or ask for. They also
changed the quoted payments during the verifying process.

FTC-BBB-000483

Stiner Attachment A - 3
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Business: AmeriTech Financial

210 +:

Customer Review:

submitted By: Daniel Anglin ||| N o>

Zip Code:

Status: Reviewed and Published
Experience Rating: Negative
Submitted: 12/07/2016

Feedback:
Basically in a nut shell, they said | qualified for a O dollar IBR, which in turn | assumed that meant

no payments? They did not mention that they were going to take out the service fee. To me if |
qualify for a O dollar IBR, how the hell im | supposed to pay a 400 dollar service fee, which was not
explained to me. Instead of them paying anything towards my loans they took almost 400 dollars
out of my account, when | asked about this, this was for all the hard work they had done for me to
get me a O dollar IBR, which basically is another forbearance with no interest. They are very
misleading and | will not see that money again. To make a long story short when | spoke to the
manager, instead of trying to make it right, he tried to make more money off me. To this day they
have done nothing to help me get my loans consolidated or make payments against. | would not go
with them. They are con-artists..... When asked why they took the money out after two months of
trying to tell them | wanted to start at the beginning of the year, which is on phone record, | was
told they are not mind readers and | should of been more specific. Like | said when you come to me
and my financial situation dictates a O dollar payment, that means O DOLLARS, did not know | had
to spell it out for them not to take out a service fee, that | have been asking for them to not start
taking out until the start of 2017. They are a fraudulent company, please be careful and do not use
them.

FTC-BBB-000484

Stiner Attachment A - 4
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Business: AmeriTech Financial

210 +:

Customer Review:

Submitted By: Rhonda Cantrell_@yahoo.com>

Zip Code:

Status: Reviewed and Published
Experience Rating: Negative
Submitted: 02/15/2017

Feedback:
This company has cost me so much extra money. Besides the money they have swindled me out of |

am also paying my student loan payment which is what Ameritech is suppose to be taking care of.
As of yet they have completed anything they have promised me they would do and it has almost
been a year now. You can never contact the same person twice. | have sent in their requested forms
signed several They also call and send emails everyday, even though | have told them time after
time | work don't call me at work call me after work do they do that nope right in the middle of my
work day....l have tried to cancel this program but some how they keep telling me to be patient and
not to pay my fed loan they are taking care of it....that cost me $500.00.... and after all this time
they still send me and call me all the time about forms | have sent in number of times. so far they
have cost me a couple thousand....buyers beware

FTC-BBB-000485

Stiner Attachment A -5
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Business: AmeriTech Financial

210 +:

Customer Review:

Submitted By: Paul Arvin _@outlook.com>

Zip Code:

Status: Reviewed and Published
Experience Rating: Negative
Submitted: 03/14/2017

Feedback:
I received a nice letter that was very deceitful. Showed up in an envelop that appeared to originate

from the Govt with no return address. It appeared to be a legal document. Inside was a pink paper
which usually signifies a late notice in the collection world. Inside the envelope you will find NO
MENTION that the company is Ameritech Financial, thus some people could easily believe this was
actually potential help from the Federal Student Loan Dept. | will add - there is very small print at
the bottom for all their disclaimers. But, no company name once again. To me this is elusive and
purposly deceitful. | called the number on the letter just to find out who was behind all of this and
was told it was Ameritech Financial.

Anyone that has done extensive research on Student Loans knows you can not get out of it. You
can get deferments up to so many days/months at a time, but; you will pay it back even if it takes
30 years. There is nothing this company can do that you can not do yourself with a little effort. So
save you money and avoid the trap. This letter was purposively deceiving to pull people in and
make money off off of your hardshelps. Don't fall for it.

This method of Marketing (for lack of a better word), bothers me so much that | plan to take any
and all measures to stop them from this type of scamming attempt. That's what it is at the end of
the day, false promises and false intentions provided to the uninformed.

Shame on Ameritech Financial

Let people know up front that you are the one offering this service. You're not going to pull the
fleece over my eyes and | hope to stop you from financial harming others as well.

I look forward to working with the Attorney Generals offices and everywhere | can expose this tactic.

FTC-BBB-000486

Stiner Attachment A - 6
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Business: AmeriTech Financial

510 +: [

Customer Review:

Submitted By: Brittney Chatfield ||| | I ¢omail.com>

Zip Code:

Status: Reviewed and Published
Experience Rating: Negative
Submitted: 04/12/2017

Feedback:
I paid over 1000+ dollars for nothing. They were not going to submit my paperwork until the end of

the 10 years, which in this state of time, would not allow me to be grandfathered into the PSLF, if it
were to be discontinued prior to the end of my ten years. You would still make membership
payments if your repayment rates went up. Oh no! 0 dollars, should mean just that! Especially
because they took 800+ out my pocket up front for initial processing of paperwork.

FTC-BBB-000487

Stiner Attachment A -7
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Business: AmeriTech Financial

210 +:

Customer Review:

Submitted By: Stacey Jones _@aol.com>

Zip Code:
Status: Reviewed and Not Published
Experience Rating: Negative
Submitted: 12/05/2016

Feedback:
This company is very misleading. On their website, they claim they will not take money from you

until you are enrolled in the government program. They took 4 months of payments from my
account and | was still getting delinquency notices from FedLoan. FedLoan advised me not to deal
with them. | then found out they are a 3rd party doc preparation service. When signing up, they led
me to believe they were with a government program. Very carefully worded sales pitch. | am still
fighting to get my money back.

FTC-BBB-000492

Stiner Attachment A - 8
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Business: AmeriTech Financial

210 +: [

Customer Review:

Submitted By: Lauri Anderson ||l @yanoo.com>
Zip Code:
Status: Reviewed and Not Published
Experience Rating: Negative
Submitted: 12/16/2016

Feedback:
Lying scam artists take your money and then clam that they are just a document preparation

company not a student loan servicer. | am out over a 1000 bucks and | am contacting the federal
trade commission and the consumer protection bureau. i got a letter from Dep. of Ed saying my loan
was past due. The lady who signed me up claimed the money | was sending in was my student loan
payment. Run, don't walk away from these liars.

FTC-BBB-000493

Stiner Attachment A -9
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Business: AmeriTech Financial

510+ [

Customer Review:

Submitted By: Melissa Jimenez ||| Il @ 9ail.com>
Zip Code:

Status: Reviewed and Not Published

Experience Rating: Negative

Submitted: 04/19/2016

Feedback:
Ameritech Financial has fast talking sales reps that make everything sound amazing and once you

sign up, they harass you for paper work | received 3-5 phone calls a day on top of 3-5 emails. Then
they would call me and tell me that the paper work that | turned into them was the wrong paper
work. This is paper work that they emailed to me from their company, | did not get it from any
where else. This was my first concern and tried cancelling when all of this happen. Once again a
fast talking manger got on the phone and told me that | was not allowed to cancel and that | wold
not be refunded the money that | have paid because they don't refund people. This company has
bed customer service they blame the client for their mistakes and do not keep in contact with you
what so ever. | called 5 time in 24 hours and each time | was told that someone would call me back
in 30 minutes, when | finally was able to get a hold of someone o the 2nd day they said that they
had no record of me calling. | called 2 different numbers 800-792-8621 and then was told if |
wanted to talk to someone | had to call 954-537-1624 this number was just an answering service
that took messages and obviously doesn't give anyone the message. This company is a joke, their
customer service department is rude, and the mangers try to make excuses that what has happened
is your fault instead of listening, understanding, and helping you, or listening to your request to
cancel.

FTC-BBB-000491

Stiner Attachment A - 10
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AmeriTech Financial

Case #: _

Consumer
Info:

Business AmeriTech Financial

Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 9576257
(866) 818-9026

Jimenez, Melissa

@gmail.com

http://www.ameritechfinancial.com

Date Filed: 4/19/2016 11:46:51 AM

Nature of the Complaint: Refund / Exchange Issues

Consumer’s Original Complaint:

Ameritech Financial is a company that deals with Student loans. | have called a minimum of 1o times to
cancel my services with them even before my first payment was made to the 2 months ago and even
then they told me that | was not allowed to cancel and that they will not give me my money back. They
gave me no cancellation policy in any of my paper work. In 24 hours | have called 5 times every time |
am told that a manger will call me back and | have not heard from anyone. They are refusing to give me
back the $414 that they have already billed and | am trying to cancel the services before they bill me
again without issues and they are giving me the run around and different numbers to call that lead me
to no one to talk to just people taking messages saying that a person will call me back in 30 minutes. |
have not heard from them in 2 months since | sighed up for the program | have no clue what is going on
with my case and | have talk to federal loans who says | can do this myself because there is no reason to
pay a company $207 a month because once | am in an agreement that completes the paper work for the
terms that we set and nothing further is needed.

Consumer's Desired Resolution:

I would like a full refund of the money I have paid of the $414 dollars and if I am billed
again I wold like that money to be refunded as well since I have tried to contact them
several times before the next payment was suppose to be billed. So if I am billed again it
would be a total of $621 that would need to be refunded.

Complaint Messages
05/13/2016 - Tom Knickerbocker
Respond to Complaint

Thank you for bringing this to our attention. My team is working on resolving this complaint immediately and it's
resolution is our highest priority. | will keep you updated with the latest information throughout the process.
Please feel free to contact me directly at any time regarding this complaint. Thanks again

05/13/2016 - Tom Knickerbocker
Respond to Complaint

After researching this issue, it's been found that our Customer Service department resolved this
complaint with Melissa Jimenez on 4/22/2016 to her satisfaction. Please let me know what steps should
be taken next, as the website isn't allowing me to respond to the BBB case related to this complaint.
Thank you!

FTC-BBB-000496
Stiner Attachment A - 11
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05/13/2016 - Melissa Jimenez

| do not accept the response made by the business to resolve Complaint:-

| am rejecting this response because:it has not been fully resolved because they still have not refunded
me a payment of 207 like they said they would. | have already had to call the 2 times | regards to this the
last time being 5/9/2016. They said that the manager did not put my request in for the additional refund
until | called the second time back on 5/2/2016. That is why | called back a week later see where the
refund was, | will let you know as soon as | receive the refund. Still so far nothing.

05/25/2016 - Brandon Frere
Respond to Complaint

The refund has been processed successfully. Thank you.

FTC-BBB-000497

Stiner Attachment A - 12
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AmeriTech Financial

Case #: _

Consumer
Info:

Business AmeriTech Financial

Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 9576257
(800) 792-8621

@gmail.com

http://www.ameritechfinancial.com

Date Filed: 4/20/2016 9:41:54 PM

Nature of the Complaint: Contract Issues

Consumer’s Original Complaint:

This company claims it can save you hundreds of dollars in student loan payments by handling the
consolidation for you. When asking for your information on family size, they claim that you can include
"anyone you car pool with, buy presents for, spend money on, take out to eat," etc. The salesperson
even gave me the reference "For example, my family sizes for taxes is 4, but for this consolidation is 13."
This is falsifying information. In addition, they took my social security information, address, birth date,
etc. They also claimed to need my login information for my education loan companies to check balances
and place them in forbearance while consolidating my loan. They took my usernames, passwords, etc.
and would not complete the application until | provided this information. Lastly, when reviewing the
applications for signatures, they unveiled | would only place 40% of my payment towards my actual loan
and 60% of my payment paid them EVERY month for processing my loan. DON'T DO THIS! It is a scam.
Consolidate through the government websites. No fees and you will process all your information legally.
Consumer’s Desired Resolution:

Company reported

FTC-BBB-000498
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AmeriTech Financial
Case #:_

Consumer Jones, Timothy Business AmeriTech Financial

Info: ] Info: 1101 Investment Blvd Ste 290
] El Dorado Hls, CA 9576257
[ ] (800) 792-8621

I @y 2hoo.com

http://www.ameritechfinancial.com
Date Filed: 4/26/2016 3:10:32 PM

Nature of the Complaint: Refund / Exchange Issues

Consumer’s Original Complaint:

This complaint is in regards to recent interactions that | have had with Ameritech Financial in regards to
my student loans. | received a notice in the mail with a phone number to call if | wanted to enrollin a
student loan forgiveness program. | called the number and was forwarded to Ameritech agents. They
told me that they would help me enroll in the forgiveness program, and prompted me to pay a sum of
money to initiate the program, and from there, | would make regular monthly payments to Ameritech
just like I would do for my servicer. The agent that | spoke with led me to believe that the money | would
be paying Ameritech would be to reduce some of the interest on my loans, and they told me that they
could get me a lower monthly payment with my servicer if | dealt with them as opposed to dealing with
my servicer on my own, so | agreed. | also sent them recertification forms which they were supposed to
forward to my servicer. | ended up contacting my servicer, and | told the representative about my
dealings with Ameritech. The representative said that they'd never heard of Ameritech, and that | did
not have to go through them to enroll in student loan forgiveness. At that point, | decided to cancel my
account with Ameritech and deal with my servicer directly, as | had done before. | also found out that
the money | had paid Ameritech was really a service fee for them forwarding my documents to my
servicer and negotiating with them, but Ameritech never followed through and my servicer was not
familiar with Ameritech. My servicer also recommended that | seek a refund. Upon discovering this, |
called Ameritech and canceled my account. | also asked that no further charges would be paid to them,
and they agreed. | also asked if | could receive a refund of the money that | paid to Ameritech and they
said no. Any assistance that the BBB can provide in this matter would be greatly appreciated.

Consumer’s Desired Resolution:
I would like a full refund of the money that | paid to Ameritech Financial for the months of
February, March, and April as soon as possible. Thank you.

Complaint Messages

05/13/2016 - Brandon Frere
Respond to Complaint
Company has resolved the Clients inquiry to the Clients satisfaction. Thank you.

05/13/2016 - Timothy Jones
| accept the business's response to resolve this complaint

FTC-BBB-000499
Stiner Attachment A - 14
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Better Business Bureau:

| have reviewed the response made by the business in reference to my concern, and find that this
resolution is satisfactory to me.

FTC-BBB-000500
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AmeriTech Financial

Case #: _

Consumer Smith , Angela Business AmeriTech Financial

Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 9576257
(866) 818-9026

Info:

I @9mail.com

http://www.ameritechfinancial.com
Date Filed: 5/21/2016 7:15:48 PM

Nature of the Complaint: Advertising Issues

Consumer’s Original Complaint:

| received a very deceptive mail advertisement from this company. It did not state the business name.
When | called for information | was advised they were a government company working directly with the
department of education. A call to my loan servicer quickly confirmed both these statements to be a lie
Business practices seem very shady.

Consumer’s Desired Resolution:
No need for resolution. Just a review of the A + rating stated. Seems this is not accurate.

Complaint Messages

0670372016 - Brandon Frere

Respond to Complaint

Based on the information provided, we currently do not have a record of this person in our system. It is
our goal to resolve as soon as possible. If Ms. Smith can provide the unique reference number found on
the mail piece, we can continue our investigation into this complaint. Thank you.

FTC-BBB-000501

Stiner Attachment A - 16
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AmeriTech Financial

Case #: _

Consumer Savage, Jillian Business AmeriTech Financial

Info: R Info: 1101 Investment Blvd Ste 290
] El Dorado Hls, CA 9576257
] (866) 818-9026

I oo i com

http://www.ameritechfinancial.com
Date Filed: 5/23/2016 2:00:14 PM

Nature of the Complaint: Customer Service Issues

Consumer’s Original Complaint:

| have repeatedly asked this company to stop calling and texting, and they have still contacted me at
least once per week for months now. | have never been a customer, | am not interested in their services,
and | have communicated this clearly via text, phone call and email in response to their solicitations. |
have asked to be removed from their calling list. They nonetheless persist in contacting me.
Consumer’s Desired Resolution:

I want them to stop contacting me. Forever. They are a slimy, scammy operation and | am
tired of telling them to leave me alone. | will never, ever, ever give them a cent of my
money. | just want them to leave me alone. Thank you.

Complaint Messages

05/25/2016 - Brandon Frere
Respond to Complaint
Company has resolved the Clients inquiry to the Clients satisfaction. Thank you.

05/26/2016 - Jillian Savage
| accept the business's response to resolve this complaint

Better Business Bureau:

| have reviewed the response made by the business in reference to my concern, and find that this
resolution is satisfactory to me.

FTC-BBB-000502

Stiner Attachment A - 17
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AmeriTech Financial

Case #: _

Consumer Hayward, Sadelia Business AmeriTech Financial

Info: ] Info: 1101 Investment Blvd Ste 290
_ El Dorado Hls, CA 9576257
] (800) 792-8621
I G oail.com

http://www.ameritechfinancial.com

Date Filed: 5/24/2016 5:33:16 PM

Nature of the Complaint: Service Issues

Consumer’s Original Complaint:

| was contacted by this company Ameritech Financial stating they would help me consolidate my loans
and enter me into a loan forgiveness program after 10 years. After researching and speaking to them |
obliged and given them access to all of my information including my bank account routing and account
number. | recently found out that they did not consolidate my loans and the information they gave me
was incorrect. | was told | was under a Income based plan of 119 per month and when | reached out to
the student loan company | was told that | was under a standard plan which was 470 per month and
that no money from that company was going to be applied to my student loans. Meaning after 10 years
of 120 payments of 119 dollars all of that money would be going to Ameritech over 14,000 dollars and |
would still be required to pay my student loans. | had to contact my bank and close accounts and
contact the credit bureaus. This has been a very stressful day and has put a strain on my job as | have
been on the phone all day with different companies trying to get this corrected. | had referred this
company to several people that | had to contact and tell not to sign the papers. This company sent me a
rating of A+ from the BBB and information as if they were legit. One of my friends got hit for 1200
dollars from this company. | just want others to be aware and not become a victim to the antics and
smooth talk of these representatives who work for Ameritech.

Consumer’s Desired Resolution:

I want to be done with this company but wanted others to be aware of the scam.

Complaint Messages

05/26/2016 - Brandon Frere
Respond to Complaint
Company has resolved the Clients inquiry to the Clients satisfaction. Thank you.

FTC-BBB-000503

Stiner Attachment A - 18
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AmeriTech Financial

case +: [

Consumer Warlitner, Hollee Business AmeriTech Financial

Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 9576257
(800) 792-8621

Info:

I i com

http://www.ameritechfinancial.com
Date Filed: 6/2/2016 7:42:02 PM

Nature of the Complaint: Sales Issues

Consumer’s Original Complaint:

| am being scammed by this Ameritech Financial Company. | received a paper in the mail from them
about student loan forgiveness so | gave them a call. | was on the phone for over an hour and gave
information like my social security number, my bank account information, FAFSA pin, etc. | was told that
they would be automatically taking payments from my bank account through Global Client Solutions
beginning on June 8 2016. | was also told to sign papers and send back a portion of them along with my
recent tax return and current pay stubs. | mailed those papers almost 3 weeks ago and have called this
company twice to see if they had received them and they told me that they had changed addresses and
that they currently had a forwarding address to their new location and mail was only delivered on
Tuesdays. This was a red flag for me. | will be contacting my bank in the morning about this issue.
Consumer’s Desired Resolution:

I want no further contact by this company because | feel as if | am being scammed

Complaint Messages
06/13/2016 - Brandon Frere

Respond to Complaint
Company has resolved the Clients inquiry to the Clients satisfaction. Thank you.

FTC-BBB-000504
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AmeriTech Financial

Case #: _

Consumer Duenas , Jason Business AmeriTech Financial

Info: [ ] Info: 1101 Investment Blvd Ste 290
_ El Dorado Hls, CA 9576257
] (800) 792-8621
I @y2hoo.com

http://www.ameritechfinancial.com
Date Filed: 6/8/2016 4:23:58 PM

Nature of the Complaint: Advertising Issues

Consumer’s Original Complaint:

Mailer received indicated Student Loan Forgiveness. However the company name is not on the mailer.
This makes it impossible to check the validity of this company without wasting your time calling. | called
and without offering my information asked a few questions. The rep spoke for a good 5 minutes clearly
from a carefully written script to get around the obvious fact that this company is a scam. 1. They
require you to provide them power of attorney. 2. They request all your banking info including log in
information as well as my FSA ID log in information. 3. When | asked why their name was not on the
mailer the reply was "we don't want you to google us" EXCUSE ME? | wonder why that is. I'll tell you
why, because you quickly find out that the "service" they offer for a fee of $1200 can be done for free
simply by going to studentloans.org. It literally takes about 15 minutes to "process the documents" (this
is the service they claim to sell). Further they guarantee a review annually to requalify. Since we are
talking a 20 year loan it's pretty lofty for a company that has only been around a short time to make this
guarantee. If you look up student loan scams and what not to do, this company requires almost every
warning sign on the list. 1. Charge a fee. 2. Declare they are part of the Department of Edication 3.
Require power of attorney 4. Require all your log ins for lender web portals 4. Require you provide very
sensitive info like social, DL, Bank Account info etc. This needs to be investigated and shut down. When
asked to speak with a manager a gentleman by the name of Chris got on the line and LIED about the
fees. Calling them instead program payments. Insinuating they go toward your balance. Lastly, the rep
insisted my family size should include distant cousins because | send them birthday gifts and as long as
the number is under 10 "nobody will verify this". Are you kidding me?!?! That's fraud. Plan and simple.
Consumer’s Desired Resolution:

I would like to see this business and thier shady practices investigated. They need to be
shut down, plain and simple. In the meantime - no more contacting me or anybody in my
family. | have brothers with student loans. | don't want them scammed either. Another
note. | found this company has changed its name a number of times. The only reason |

can see for this being done is in order to fool the public and keep them from finding bad
reviews.

Complaint Messages

06/15/2016 - Brandon Frere
Respond to Complaint
Based on the information provided, we currently have no record of this person in our system. The phone

FTC-BBB-000505
Stiner Attachment A - 20
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number provided is disconnected and the address listed in the complaint does not exist. If Mr. Duenas can
reply with his corrected contact information, or provide us with his unique reference number found on the letter
he received, we can resume our investigation into this matter. Thank you.

FTC-BBB-000506
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AmeriTech Financial

Case #: _

Consumer Olmstead, Dale Business AmeriTech Financial

Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 95762
800-792-8621

Info:

www.AmeriTechFinancial.com
Date Filed: 6/13/2016 2:27:26 PM

Nature of the Complaint: Customer Service Issues

Consumer’s Original Complaint:

When approached by the company about student loan forgiveness program we were not clearly
informed that we would be paying them as well as the original loan servicer.

Consumer’s Desired Resolution:

Send e-mail with thorough explanation of there services and why we pay them as well as
the original loan servicer.

Complaint Messages

07/01/2016 - Brandon Frere
Respond to Complaint

After repeated attempts to contact Mr. Olmstead we are still unable to reach him. It is a priority for us
to resolve this matter to his satisfaction. Please have Mr. Olmstead contact our Customer Service
department as soon as possible. Thank you.

07/18/2016 - Brandon Frere
Respond to Complaint

Our Customer Service department has addressed the complaint issued by Mr. Olmstead, and has made
necessary account revisions we believe will meet his expectations for a resolution to this case. However,
Mr. Olmstead has not responded to our repeated attempts to contact him, so we are unable to confirm
if we've met or exceeded his expectations.

07/28/2016 - Mr. Dale William Olmstead
| accept the business's response to resolve this complaint

Just confirming that Ameritech Financial has satisfied my complaint about the
information clarification that | had made my initial complaint about. So now I'm satisfied
with the information from Ameritech Financial.

FTC-BBB-000507
Stiner Attachment A - 22
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AmeriTech Financial

Case #: _

Consumer EISENBARTH , PATRICIA Business AmeriTech Financial

Info: Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 9576257
(800) 792-8621

@HOTMAIL.COM
http://www.ameritechfinancial.com

Date Filed: 6/21/2016 1:30:16 PM

Nature of the Complaint: Refund / Exchange Issues

Consumer’s Original Complaint:

This company contacted me, in regaurds to student loan forgiveness. | provided them with all my
personal information regaurding my student loans and allowed them to take a higher payment from my
checking account in return after one year my payments would be lowered and forgave in 10 years. |
received a suspecious email which in turn | contacted my previous student loan company Fedloan
service they advised me to contact and report because it was another student loan forgiveness scam.
Consumer’s Desired Resolution:

I want back the money they took from my checking account. I am currently working on
getting back with Fedloan service and going back to my current student loan repayment
plan. | also would like others to be warned so they dont face this situation

Complaint Messages

07/06/2016 - Brandon Frere
Respond to Complaint
Company has resolved the Clients inquiry to the Clients satisfaction. Thank you.

07/14/2016 - Brandon Frere
Respond to Complaint

Client has received a full refund, and has confirmed via email that the issue has been resolved to her
satisfaction.

FTC-BBB-000508

Stiner Attachment A - 23
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AmeriTech Financial

Case #: _

Consumer Kendrix, Donyale Business AmeriTech Financial

Info: R Info: 1101 Investment Blvd Ste 290
_ El Dorado Hls, CA 9576257
] (800) 792-8621
I ' otmail.com

http://www.ameritechfinancial.com
Date Filed: 6/24/2016 2:54:12 PM

Nature of the Complaint: Service Issues

Consumer’s Original Complaint:

This is a fraudulent company that has several other company names they work under. They take people
personal information and do whatever they want with it. They are not able to provide any proof of
payments towards any student loans and their customer service can not accurately answer valid
guestions. The one website they work under is www.fercp.com with an address and number of 311
Professional Center Dr Ste 200 Rohnert Park, CA 94928. 800-488-1490. Another website they work
under is www.afbcenter.com with the same number of 800-488-1980 and same address. When Jill
Heller emailed me needing personal info she email me from an Ameritech email address and the
physical address of 1101 Investment Blvd Ste 290 El Dorado Hills, CA 95762. The website on the email
address is showing www.ameritechfinancial.com with a different company number of 800-792-8621. All
of these companies need to be investigated and shut down. | am sure there are several more companies
operating under the same umbrella because | get several calls a day about student loans.

Consumer’s Desired Resolution:
Discontinue the allowed practices of this fraudulent company.

Complaint Messages

07/26/2016 - Tom Knickerbocker
Respond to Complaint
Ms. Schaffer,

Hope you had a terrific weekend!

Regarding this complaint, we have made numerous attempts, with both calls and emails, to reach out and
resolve the complaint with Ms. Kendrix since 7/5/2016.

We have yet to receive any response and do not know how to proceed with the resolution of this complaint.
It is our top priority to get this resolved in a timely manner, and to uphold the resolution timeline set by the BBB.

Please let me know what information | can provide you so that we do not get penalized for this case. Thank
you, have a great week!

FTC-BBB-000509
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07/26/2016 - Donyale Kendrix
| accept the business's response to resolve this complaint

Better Business Bureau:

| have reviewed the response made by the business in reference to my concern, and find that this
resolution is partially satisfactory to me.

| have talked to Holly Novack at Ameritech and she has further explained what it is that company
actually does. She was hesitant of answering my question of what is it the company does different
from what a client can do themselves to get the same results but | have read between the lines that
there is nothing different and clients can do the footwork themselves. She has also made it clear that
the original rep that | talked to was a new employee and was not clear on the training received to
handle calls efficiently. | found this to be a pattern with another rep as well. Holly has advised me that
the training department has been notified of this discrepancy for their reps to get more thorough

training.

FTC-BBB-000510
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AmeriTech Financial

Case #: _

Consumer Noble, Deana Business AmeriTech Financial

Info: [ ] Info: 1101 Investment Blvd Ste 290

El Dorado Hls, CA 9576257
I @ =oo.com

(800) 792-8621
http://www.ameritechfinancial.com

Date Filed: 6/30/2016 7:11:48 PM

Nature of the Complaint: Service Issues

Consumer’s Original Complaint:

| contacted ameritech financial to help me repay my student loans. When | talked to the representative
they assured me that my payment would go toward paying my loans down and allow me to be eligible
for further funding for my education. | made 5 payments of $257.00 an amount that | could barely spare
and survive on, only to find out that not one cent went on my loans. When | inquired where to money
had gone | was told it was fees on their service of entering me into the program. | asked what the
program was supposed to do since it was not authorized to collect funds for the lender, and they said it
was to fill out the paperwork which the lender does for free. These people stole a total of $1285.00 from
me for doing something that the lender does without fees. They need stopped before they do this again.
Consumer’s Desired Resolution:

I want my money back and | want them shut down so they can'T steal from anyone else.

Complaint Messages

07/11/2016 - Brandon Frere

Respond to Complaint

Company has resolved the Clients inquiry to the Clients satisfaction. Thank you.

07/16/2016 - Deana P Noble
| accept the business's response to resolve this complaint

Better Business Bureau:

| have reviewed the response made by the business in reference to my concern, and find that this
resolution is satisfactory to me.

FTC-BBB-000511
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AmeriTech Financial

Case #: _

Consumer Davis, Craig Business AmeriTech Financial

Info: [ Info: 1101 Investment Blvd Ste 290
[ ] El Dorado Hls, CA 9576257
] (800) 792-8621

I ;i com

http://www.ameritechfinancial.com
Date Filed: 7/13/2016 12:58:42 PM

Nature of the Complaint: Customer Service Issues

Consumer’s Original Complaint:

| did not understand about e-signature??? How is that legal | still had paperwork to sign VIA mailed to
me and they took out of my account $207.00 and | still havent signed and sent in the paperwork??? |
did'nt like the verbage of the paperwork | recieved they said to sign and they would fill in the rest.|
called to get a refund but things did'nt go well they said they would give me $100.00 of the $207.00 so
AMERITECH takes advantage keeps $100.00 for what anouther sales pitch to take money for what
servicies how about my time wasted.

Consumer’s Desired Resolution:

I want my $207.00 back they said 100% satisfaction Im not

Complaint Messages

07/15/2016 - Brandon Frere
Respond to Complaint
Company has resolved the Clients inquiry to the Clients satisfaction. Thank you.

07/17/2016 - Craig K Davis
| accept the business's response to resolve this complaint

Better Business Bureau:

| have reviewed the response made by the business in reference to my concern, and find that this
resolution is satisfactory to me.

FTC-BBB-000512
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AmeriTech Financial

case #: ||| | IEGEGIN

Consumer Forbes, Barbara Business AmeriTech Financial

Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 9576257
(800) 792-8621

Info:

IR il com

http://www.ameritechfinancial.com
Date Filed: 7/15/2016 2:38:44 PM

Nature of the Complaint: Advertising Issues

Consumer’s Original Complaint:

| took out a parent plus loan for my daughter, | had some difficulties during that time. | requested
forbearance from Fed Loan with whom | had the loan and was told to look out for information in the
mail that would be sent to me. A few days later, the forebearance information arrived but under a
different name. The name was Ameritech Financial. | am aware that different companies do change
their names from time to time. | went ahead and provided the information that was required. | also sent
documents such as a blank check, three most recent paystubs and most recent income tax return. | was
informed by Alayna Miley That my payments would be $207 monthly. The first payment was made on
April 7/16. Shortly after the payment was made, | received another eail equesting additional documents.
Again, | emailed the document. This went on frequently, the request of additional documents. During
this time, | received a bill from ed Loan for $1015 due on July 17. | called Ameritech and spoke with
Rheianna Contreras who assured me that once the document was received the issue with Fed Loan
would be resolved. | faxed the document which was a family size letter three times and was still
receiving emails for the same document. | called Ameritech again on 7/13/16 at 4p to determine why |
was still getting emails for a document that was faxed several time. The customer service representative
with whom | spoke, took my information and said someone would call me the next business day. |
waited patiently until noon and did not receive a call. | called Ameritech at 12:15P on 7/14/16 and spoke
with Theresa Dowdell. | told her | was disappointed not hearing from the company and asked her exactly
what was going on regarding my payments. She informed me that no payments were made to Fed Loan.
The payments that have been made were for their fees only because they have to reapply on a yearly
basis for forbearance. She told me to hold for her supervisor but never came back on the line that was
the last | heard from company

Consumer’s Desired Resolution:

I would like to have the total of $828 that was deducted refunded back. | was falsely misled
by this company.

Complaint Messages

07/19/2016 - Brandon Frere

Respond to Complaint

Company has resolved the Clients inquiry to the Clients satisfaction. Thank you.

FTC-BBB-000513
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07/20/2016 - Barbara A Forbes
| accept the business's response to resolve this complaint

Better Business Bureau:

Hello Ms. Schaffer,

Thank you for managing my previous complaint regarding Ameritech. I've been in touch with Ms. Novak from
the company. We both have decided that Ameritech will initiate a refund check in the amount of $431.09. This
amount should be post back to my account within 5-7 business days. Once this is done, this issue will be
resolved.

I have reviewed the response made by the business in reference to my concern, and find that this resolution is
satisfactory to me.

FTC-BBB-000514
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AmeriTech Financial

case +: [

Consumer Krot, Eve Business AmeriTech Financial

Info: I Info: 1101 Investment Blvd Ste 290
R El Dorado Hls, CA 9576257
[ ] (800) 792-8621

I @y2hoo.com

http://www.ameritechfinancial.com

Date Filed: 7/17/2016 4:06:32 PM

Nature of the Complaint: Service Issues

Consumer’s Original Complaint:

| had contacted AmeriTech Financial regarding student loan reduction. They said | was eligible for the
William D. Ford Loan Forgiveness (which is legitimate) and | sent them the paperwork for that. | was told
that my loans were going to be switched from Navient (my current student loan servicer) to another
student loan servicer. This new student loan servicer is Global Client Solutions in Tulsa, OK that is known
for helping scammers charge up front fees for their debt settlement paperwork. | feel that | have now
fallen victim for this type of student loan scam. It is nice that they helped me with the paperwork, but it
did not show | would be charged over $1100 for their paperwork help. Because AmeriTech Financial set
this up through Global Client Solutions, | feel this "other student loan servicer" which is not a student
loan servicer at all, but a debt collection management company shows that AmeriTech is not
representing their financial services correctly.

Consumer’s Desired Resolution:

Refund all the fees that they are trying to charge me, cancel the account with GLobal Client
Solutions in Tulsa, OK, discontinue Auto pay with my bank, Bank of America (which was
required to enroll in this program), and no more contact.

Complaint Messages

07/20/2016 - Brandon Frere

Respond to Complaint

Company has resolved the Clients inquiry to the Clients satisfaction. Thank you.

07/20/2016 - Ms. Eve Krot
| accept the business's response to resolve this complaint

Better Business Bureau:

| have reviewed the response made by the business in reference to my concern, and find that this
resolution is satisfactory to me.

FTC-BBB-000515
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AmeriTech Financial

Case #: _

Consumer Talbot, Michael Business AmeriTech Financial

Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 9576257
(800) 792-8621

Info:

I il com

http://www.ameritechfinancial.com

Date Filed: 7/19/2016 2:05:53 PM

Nature of the Complaint: Service Issues

Consumer’s Original Complaint:

| was informed by Ameritech financial representative that | would be entering a Student Loan
Forgiveness Program at a set rate on a monthly basis with Loan forgiveness after a determined time
frame. The paperwork was processed as a new consolidation loan at a standard payment plan that is
163.00 more per month than | was informed it would be. | was assured that | would have a significant
amount of my loan forgiven at the end of the term and now am being told by the Student Loan Service
Provider that received the "consolidation" that it is a basic consolidation and not a Loan Forgiveness
Program at all. | was with a student loan company that was working for my me and at an amount | could
afford with a limited time remaining. Now, | am starting all over with a New 25 year loan term at a
higher payment that was not agreed upon.

Consumer’s Desired Resolution:

I request a written transcript of the conversation that was recorded between myself and
representative Aryan Carafa at AmeriTech as well as a written explanation of why | was

taken advantage of and am now in a new program that was not agreed upon in the initial
conversation.

Complaint Messages

07/20/2016 - Brandon Frere .
Respond to Complaint
Company has resolved the Clients inquiry to the Clients satisfaction. Thank you.

FTC-BBB-000516
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AmeriTech Financial

Case #: _

Consumer Sizemore, Laura Business AmeriTech Financial

Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 9576257
(866) 818-9026

Info:

I i com

http://www.ameritechfinancial.com
Date Filed: 8/8/2016 4:40:27 PM

Nature of the Complaint: Advertising Issues

Consumer’s Original Complaint:

| wanted to reach out about a scam involving a sham of a "company" called Ameritech Financial and
student loans. I've received numerous harassing direct mail pieces stating "URGENT: FINAL NOTICE" and
"IMPORTANT PERSONAL INFORMATION ENCLOSED." Inside the envelopes, I've received notices
demanding to action to "declare" my student loans with the "U.S. Student Loan Department." These
direct mail pieces are actually not the work of a government agency but a small, scam company called
Ameritech Financial. This type of advertising is not only false in nature, but extremely harassing. As
someone who works in the advertising field, I'm aware of the bounds of false advertising and this is truly
harassment marketing. The words "Ameritech Financial" never once appear on any direct mail piece and
they are pretending to look like the U.S. Department of Education mail pieces. Once you call, they gather
all your personal information and try to "consolidate" your loans- meanwhile taking a HUGE chunk of
your money and ripping you off. They send pieces of mail constantly demanding you contact the
"Student Loan Department." Most people would assume this is a formal document about their loans,
because they include all your personal contact information and the exact amount of your loans- which
coincidentally, is public knowledge that they are exploiting. They send these mail pieces to THOUSANDS
of people to take advantage of them and scare them into giving them all of their money. TOTALLY
WRONG.

Consumer’s Desired Resolution:

They need to provide their actual name on these marketing materials and stop pretending
to be the U.S. Department of Education! Also, no more "response mandatory" or wording
like this when referring to someone's loans. People who are receiving these forms are being
misled.

Lastly, if someone asks to be removed from their mailing list- they need to actually remove
people. I've asked to be removed MANY times and still get materials.

Complaint Messages

08/31/2016 - Brandon Frere
Respond to Complaint
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The mailer to which Ms. Sizemore is referring to contained a disclosure at the bottom which reads:

Important Disclosures: The Company does not assume or pay consumer debts. This is not a loan or a
lending offer. Company provides document preparation and processing services for a fee. Company
products and services are optional and mutually exclusive from each other. See terms of contract for
complete details. We have many success stories but cannot guarantee warranty or predict the outcome
in any particular situation. There are many free government programs available and you may apply on
your own directly with the DOE for its services without fee. This is not a government program. For
more information please direct all questions and inquiries to [phone number].

Please note that there should be no confusion over whether AmeriTech was affiliated with the government.

It also clearly states that “Company provides document preparation and processing services for a fee.” The
current mailer contains disclosures to ensure no confusion. Moreover, even the verification script has the
consumer acknowledge that it is not a government program - as well as it being clearly stated on our website.

All marketing is cleared by our attorneys before being used.

08/31/2016 - Ms. Laura A Sizemore
| do not accept the response made by the business to resolve Complaint:-

| am rejecting this response because:

While my concern was with the content of the marketing materials and the lack of company name, | was
also very disturbed by the fact this company continued to send marketing materials to me via mail even

after numerous attempts asking to stop. After being assured that all marketing would cease, | continued
to receive direct mail pieces as recent as last week.

| spoke with Holly Novak from Ameritech Financial today and while she assured me that the marketing
materials would stop, Ameritech Financial has made this promise numerous times in the past. | let Ms.
Novak know that | will not consider this problem resolved until at least a time period of 6 months with
no marketing materials sent to me. As of now, this is an ongoing issue with Ameritech Financial's
unethical advertising and harassment.

While it may be legal for Ameritech Financial to purchase information about my student loan debt, it's
entire unacceptable and illegal to continue marketing harassment- especially when their materials say
things like "Response Required- FINAL NOTICE" and appear to be a creditor or governmental agency.
Falsifying advertisements as the "U.S. Financial Student Loan Department" should be considered
dangerous to the public as this puts people in risk of financial fraud.
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09/15/2016 - Brandon Frere
Respond to Complaint

Per Laura Sizemore's request, we have removed her information from all future mailing/marketing lists
upon receipt of her initial complaint. There is typically a 4 week lead time for mailing lists to be updated
and suppressed. We can confirm that she will no longer receive any future mail correspondence from us.
There is a possibility that she may receive similar-looking mail pieces in the future, but they will not be
originated from, sourced by, or related to our company in any way, and may simply be from another
company utilizing a similar marketing strategy. We have made sure that all data pertaining to Ms.
Sizemore has been struck from our marketing lists indefinitely.

09/16/2016 - Lola Sizemore
| do not accept the response made by the business to resolve Complaint: ||| i}

| am rejecting this response because:

As stated in my previous response, I've continued getting direct mail pieces from this company. Their
messaging and materials they send out are extremely misleading and they are falsely impersonating a
government agency. In addition to this, | believe that Ameritech Financial should follow up with a
clarification to all recipients of their marketing with an apology for sending misleading information. It
should absolutely not be acceptable for a company to send out misleading, harassing and threatening
mail materials to innocent recipients demanding that a government agency is requiring the recipient to
work with them. Above all, this company is deliberately trying to manipulate people into work with
them and | consider this issue unresolved until every recipient of their marketing materials has been
informed of their deceptive advertising. Consumers need to be aware of what kind of business this is
and how they have been misled.
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AmeriTech Financial

case +: [

Consumer
Info:

Business AmeriTech Financial

Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 9576257
(866) 818-9026

Denzin, Megan

I @0 mail.com

http://www.ameritechfinancial.com

Date Filed: 8/12/2016 3:57:22 PM

Nature of the Complaint: Contract Issues

Consumer’s Original Complaint:

| received multiple mailings from this company advertising that they could help with Student Loan
Forgiveness. | was under the impression that they were affiliated with the government program. It also
advised me it was URGENT and if | didn't call by a certain date | would lose the offer. | contacted them
and ultimately decided to go ahead with "the program." What they did not mention whatsoever was
that they were going to consolidate my loans. This is not what | wanted because | had one where it was
a very low interest rate. They also wanted my log in for my loan servicer, Nelnet. | did not want to give
them my log in, but they had to see what | currently had. They have accessed my account without my
knowledge multiple times and it's very frightening. When | called in to see what the fuss about, the
woman tried to log in to my account but made it locked out and then | had to change MY password for
them. | keep getting e-mails from Nelnet with changes they have made to my account. Ameritech
claimed they can save me a lot of money, but | needed to pay more for "fees" for choosing their service.
| then asked if | should pay more anyways, because | would like these loans gone sooner rather than
later and they discouraged me from paying more and that | should pay the bare minimum of what they
are asking. After reading other complaints on BBB website, | have grown very concerned if | fell for a
scam.

Consumer’s Desired Resolution:

Please stop accessing my account with my REAL loan servicing company. | also no longer
want to be a part of Ameritech and want to go back to my regular, real loan servicing
company. They are more accessible and are 24/7 while Ameritech advertises they are as
well, but if you call after 5pm, the person just takes messages so the next day the agent
can call you back. It's all very misleading. | expect the money | paid to be used for my loan
payment as well.

Complaint Messages

08/26/2016 - Brandon Frere
Respond to Complaint
Company has resolved the Clients inquiry to the Clients satisfaction. Thank you.

10/20/2016 - Ms. Megan Denzin
| accept the business's response to resolve this complaint
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Better Business Bureau:

| have reviewed the response made by the business in reference to my concern, and find that this

resolution is satisfactory to me.
AmeriTech has resolved my concerns to my satisfaction. The BBB complaint can be unpublished at this time.

Sincerely,

Megan Denzin
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AmeriTech Financial

Case #: _

Consumer Schaaf, Mary Business AmeriTech Financial

Info: R Info: 1101 Investment Blvd Ste 290
] El Dorado Hls, CA 9576257
] (800) 792-8621

IR =00 com

http://www.ameritechfinancial.com
Date Filed: 8/26/2016 5:13:51 PM

Nature of the Complaint: Product Issues

Consumer’s Original Complaint:

Charles Anderson at Ameritech assisted me in preparing my documents for student loan forgiveness. He
went through the qualification portion and when we got the family size he kept saying asking a lot of
questions and rephrasing the definition until he said | qualified for the $S0-20 per month payment. | told
him more than once that the number of people he entered as my family size do not live with me. He
stated that did not matter and that by "support" it could be as insignificant as gifting money or things to
them. When | received my documents, the one regarding family size specifically that the people had to
live in my home. | called Mr. Anderson back and questioned him on the discrepancy. He then sent me
over to his manager, | cannot recall his name, who again read me a version of the definition of family
size. | again clearly said that the number on the form Ameritech prepared for me is inaccurate according
to the definition on the form. He stated the verbiage is confusing and told me not to worry that no one
would verify the information. I told him | was concerned about my documents being accurate. He again
assured me that the family size listed was appropriate as long as | provided some sort of support and
that they did not have to live with me. A few days ago | received a document from Ameritech asking for
verification (names) of the people who | support and on the document from Ameritech it says "such
individuals live with me and receive more than half my support". | feel | was lied to, mislead, and now
have Ameritech taking my money and meddling in my student loans. | am concerned | may have some
sort of consequence, more interest to pay on my loans or a loss of funds with no benefit for the money |
payed. | am concerned that in fact | do not qualify for loan forgiveness or at least a reduced payment
and now | need to figure out how to get back on a plan that is legitimate.

Consumer’s Desired Resolution:

I would like my account with Ameritech closed and any money | paid refunded, $210. They
are scheduled to take another payment out on September 4th of approximately $100. | do
not want them associated with my student loans at all. | do not trust them to be involved in
anyway any longer. Ameritech uses a third party payment processor, GCS (Global Client
Solutions | think). They may need to be contacted as well in order to stop payments. These
payments are withdrawn from my account.

Complaint Messages

0970972016 - Brandon Frere
Respond to Complaint
Company has resolved the Clients inquiry to the Clients satisfaction via refund. Thank you.
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10/20/2016 - Mary Schaaf
| accept the business's response to resolve this complaint

To Whom It May Concern:
AmeriTech has resolved my concerns to my satisfaction. The BBB complaint can be unpublished at this time.
Sincerely,

Megan Denzin
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AmeriTech Financial
Case #:_

Consumer Brewer, Tasheka Business AmeriTech Financial

Info: R Info: 1101 Investment Blvd Ste 290
] El Dorado Hls, CA 9576257

(800) 792-8621

I ' =c0.com

http://www.ameritechfinancial.com
Date Filed: 8/30/2016 6:46:31 PM

Nature of the Complaint: Refund / Exchange Issues

Consumer’s Original Complaint:

| closed my account with Ameritech Financial on 7/7/16, due to being falsely misled by not being made
aware of double payments needing to be made to AF and also my federal student aid service provider,
FedLoan Servicing, simultaneously. Your services did not help with consolidation, and thankfully a
financial catastrophe was avoided by calling and resubmitting my consolidation request and paperwork,
again and correctly, directly with FedLoan. Therefore, your services were of zero benefit. An initial email
on 8/24/16 was communicated regarding refund of the remaining balance of $207. | called AF and was
told that AF did not know where the monies were and to provide statements of the transactions, in
which | only sent the pages of the transactions. On 8/25/16, Holly informed me that the previous day’s
email was not sufficient enough, and that | needed to provide all pages of bank statements, relating to
the below-mentioned transactions. On 8/26/16 | obliged, even including August's statement, to prove
that | was not trying to fraud AF. On 8/29/16, Holly left a voicemail stating that she received the emailed
bank statements, and “August did not provide sufficient enough information for us to authorize a
refund, at this time, since we do not have any money to return to you, um, at this point” and to “log
onto your Global Client Solutions account and verify yourself, which you can actually see the billing, that
that was actually returned to you.” | reached a GCS customer service representative on 8/30/16, who
informed me that since my account with GCS was closed by AF, that | possibly could not log on to see my
account information. The representative was kind enough to provide me with a temporary password to
see if that helped, in which case it did not. The representative verified that May & June’s payments were
drafted from my account, and a customer-initiated revocation of June’s payment was received and $207
was returned back to my bank account. This proves correct emailed statement information.
Consumer’s Desired Resolution:

While using Ameritech Financial, $414 total was direct debited from my account, in two
transactions on 5/23/16 & 6/21/16, which in total should have been refunded during
cancellation. June’s monthly payment of $207 was revoked back to my bank account on
7/7/16, leaving a balance of $207 from May due to be returned.

I am requesting that the remaining balance of $207 be refunded ASAP, in paper check form,

due to the closing of my bank account to prevent any further misleading charges.
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Complaint Messages

0970972016 - Brandon Frere
Respond to Complaint
Company has resolved the Clients inquiry to the Clients satisfaction. Thank you.

0970972016 - Brandon Frere
Respond to Complaint

Ameritech Customer Service has resolved Ms. Brewer's complaint via refund. She was a pleasure to
work with and we were happy to assist her. Per Ms. Brewer:

Good afternoon, Kristina.

Thank you, so much, for looking into my situation and understanding the circumstances. You going above and
beyond to determine where the discrepancies were was impressive, and your superior customer service skills
and compassion are appreciated.

I'm looking forward to receiving the paper check in the requested refund amount of $207 and having this matter
satisfactorily resolved.

AmeriTech Financial has resolved my concerns. The BBB complaint can be unpublished at this time.

Regards,

Tasheka Brewer

10/20/2016 - Ms. Tasheka Brewer
| accept the business's response to resolve this complaint

Thank you, so much, for looking into my situation and understanding the circumstances. You going above and
beyond to determine where the discrepancies were was impressive, and your superior customer service skills
and compassion are appreciated.

I'm looking forward to receiving the paper check in the requested refund amount of $207 and having this matter
satisfactorily resolved.

AmeriTech Financial has resolved my concerns. The BBB complaint can be unpublished at this time.

Regards,
Tasheka Brewer
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AmeriTech Financial

Case #: _

Consumer Capra, Kristi Business AmeriTech Financial

Info: R Info: 1101 Investment Blvd Ste 290

El Dorado Hls, CA 9576257
I ©omail.com

(866) 818-9026
http://www.ameritechfinancial.com

Date Filed: 9/13/2016 4:47:33 PM

Nature of the Complaint: Product Issues

Consumer’s Original Complaint:

| signed up with Ameritech's student loan forgiveness program in May 2016 and have since, as of today,
cancelled my account with this company because | discovered they were not clear, until | inquired for
the fourth time, that they will be collecting a service fee for consolidated my loans every month without
actually paying my loans off. As of today, this company has taken $1,171.00 from my checking account,
none of which has gone to my actual student loans. | have received false and misleading information
throughout this loan process, and this money was paid under the impression that it would be put
toward my loan amount, not a servicing fee. Everywhere on the Internet says to NEVER EVER PAY to
have loans consolidated, but unfortunately | received this information too late. This is a scam, and | feel
scammed. The time wasted over the past three months paying them the payments of $457, $357, and
$357 has now increased my loan amount from $- to S-, an increase of $854, which now also
has interest attached to it. | have lost money and now my loan amount is higher. | do not think this is
right or fair to do to someone who owes money already to a loan company. | am now in a worse place,
and | feel lied to. | do not believe in the benefit of paying them a $99 service fee while my loans increase
into more debt year after year. There is no guarantee this loan will even be forgiven. | do not feel
comfortable paying money while my loan amount continues to climb higher. This is a highly
irresponsible situation. This company is not clear about their servicing, and | am afraid they will continue
to scam the American public who already have debt to pay. | would appreciate it if they do the correct
thing and refund my $1,171 | paid under a false pretense. The supervisor on the phone today refused to
refund me, so | have no choice but to escalate this matter.

Consumer’s Desired Resolution:
Refund in the amount of $1,171.00

Complaint Messages

10/20/2016 - Kristi Capra
Respond to Complaint
Ameritech has resolved my concerns. The BBB complaint can be unpublished at this time.

Thank you
Kristi Capra
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AmeriTech Financial

Case #: _

Consumer Cluckey, Patrick Business AmeriTech Financial

Info: Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 9576257
(866) 818-9026

@yahoo.com
http://www.ameritechfinancial.com

Date Filed: 9/20/2016 2:59:42 PM

Nature of the Complaint: Customer Service Issues

Consumer’s Original Complaint:

After reviewing the BBB review about Ameritec Financial | wanted to submit a complaint based on the
review that the company has not changed it's practices. On September 19, 2016 | received a letter
stating Student Loan Payment Reduction and Forgiveness from the Student Loan Department (assuming
this is student.gov). Nowhere on the letter does it state the companies names. | called and started to
give my information and the underwriter told me | could have a family size of up to 9. | was only
claiming my wife, myself and 2 kids which | do for taxes. He stated if | provide gifts to or anything other
support to extended family they could be included in my family size which | questioned. | started to get
suspicious about the whole service when | was all of the sudden disconnected. | called back immediately
and the representative | was talking to was no longer available and they couldn't help me out. During
the approval process | was never told about the fee's that would be paid or how this program worked
until | asked.

Consumer'’s Desired Resolution:

This is a very misleading company. It appears they are working with or for the Government
and are not up from about the fee's. The family size I questioned incase I was ever audited.
I would like BBB to continue pressure on this company on being more transparent. I got the
feeling they won't call me back because I was starting to ask too many questions how the
program works because as a well informed consumer I have never heard of a program they
were offering.

Complaint Messages

10/03/2016 - Brandon Frere

Respond to Complaint

Company has resolved Mr. Cluckey's inquiry to his satisfaction. Thank you.

10/20/2016 - Patrick Cluckey
| accept the business's response to resolve this complaint

Hi Kristina,

Ameritech has resolved my concerns and the BBB complaint can be unpublished at this
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time.

Thanks,
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AmeriTech Financial
Case #:_

Consumer ZAMANI, TARA Business AmeriTech Financial

Info: ] Info: 1101 Investment Blvd Ste 290
] El Dorado Hls, CA 9576257

(866) 818-9026

I /1L COM

http://www.ameritechfinancial.com

Date Filed: 9/28/2016 2:05:44 PM

Nature of the Complaint: Service Issues

Consumer’s Original Complaint:

| got a letter in regards to my student loans advertising (Student loan forgiveness) so | called the 800
number. | spoke to Jason and he gave me options for student loan forgiveness that seemed to good to
be true. | heard about companies like this that scam students on offering fake student loan forgiveness
programs. | was very interested in the service until he asked me to give him my financial aide (Fafsa)
username and password!! He made it seem like its a normal thing to give him my fafsa password and
username!! At that moment | was sure they are not a legitimate business and are fraudulent. | hope no
one falls for this scam!

Consumer’s Desired Resolution:

I would like them to explain the process of their student loan forgiveness program and
where the payments are applied to and how from beginning to end. | also want to know
how this business makes money and profit?

Complaint Messages

10/11/2016 - Brandon Frere
Respond to Complaint

We have attempted to contact Ms. Zamani multiple times in an effort to resolve her complaint, and
have been unsuccessful so far in reaching her. Our goal is to resolve her complaint to her satisfaction.
She may contact our customer service department any time, Monday through Friday from 8am to 6pm
PST to speak with management regarding her complaint.
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AmeriTech Financial

case +: [

Consumer Patterson, Nina Business AmeriTech Financial

Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 9576257
(866) 818-9026

Info:

I ¢ o ail.com

http://www.ameritechfinancial.com
Date Filed: 10/4/2016 11:30:49 AM

Nature of the Complaint: Customer Service Issues

Consumer’s Original Complaint:

| would have been trying to contact Ameritech via phone and email with no response. The phone is
ringing busy. This is not reassuring for customers who put their confidence in these companies. Failing to
respond to emails is also disconcerting.

Consumer’s Desired Resolution:
I would like assurances that | will not be charged by this company. Their poor customer
services skills have destroyed any confidence that | had in this company.

Complaint Messages

10/11/2016 - Brandon Frere
Respond to Complaint
Company has resolved the inquiry to Ms. Patterson's satisfaction. Thank you.

10/19/2016 - Ms. Nina Patterson

Respond to Complaint

Many employees from this company reached out to me and explained that there was a technical error
with the phone. One of the managers reached out to me and reassured me that the company was
working on my behalf. | feel much more confidence in this company and | am happy that they are
working on my behalf.

10/20/2016 - Ms. Nina Patterson

| accept the business's response to resolve this complaint

Kristina Sciortino and others on her staff have gone above and beyond to aid me in resolving my previous
issues. | now feel much more secure about working with this company and would recommend this company to
others. Please feel free to in-publish my complaint.
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AmeriTech Financial

case +: [

Consumer Thomas, Von Business AmeriTech Financial

Info: ] Info: 1101 Investment Blvd Ste 290
] El Dorado Hls, CA 95762
[ ] (800) 792-8621

I e

Date Filed: 10/11/2016 9:11:01 PM

Nature of the Complaint: Sales Issues

Consumer’s Original Complaint:

| called AmeriTech Financial to reduce my student loans. The gentleman that | talked to, Aryan, stated to
us that our current loans would be in the six figures if | didn't sign up with AmeriTech. If | did sign up for
AmeriTech my loans would go down to $29,000. He then stated that when signing with him he would
take my loans currently under Navient. Aryan stated that my $207 payments would go to my loans. |
received a call from Navient today, October 11, 2016 and they stated that | was overdue on payments. |
found this strange since | thought my payments were going straight my student loans. | called Navient
back and they stated they haven't received anything. Come to find out the $207 goes to the AmeriTech
company. | was scammed out of over $600 dollars from this company.

Consumer’s Desired Resolution:
I would desire a full refund of our money or at least a majority of money.

Complaint Messages

10/25/2016 - Brandon Frere
Respond to Complaint

Ameritech has resolved Mr. Thomas's inquiry via refund. Thank you.
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AmeriTech Financial

Case #: _

Consumer Little, LaDonna Business AmeriTech Financial

Info: ] Info: 1101 Investment Blvd Ste 290
] El Dorado Hls, CA 95762
[ ] (800) 792-8621

I e com

Date Filed: 10/12/2016 9:55:17 PM

Nature of the Complaint: Product Issues

Consumer’s Original Complaint:

As many other people have stated, | also received little yellow cards in the mail which suggested that |
speak to someone about loan consolidation or loan forgiveness. | was very skeptical about it and | had
received several of these cards and had not taken any action but | finally decided to call. | ended up
speaking with someone from Ameritech Financial who was trying to get me signed up. The process was
a little overwhelming and very confusing because | wasn't sure if what they were doing was legitimate.
There were red flags but the person that | was speaking with had a way of convincing me that the
company was legit. He even went as far as to send me links in an email that | could follow to read about
the company and at that time when | clicked on one of the links which was a link to this Better Business
Bureaus site, | believe they were accredited. Now when | look at the site the rating is a C, and they are
not BBB accredited at all. The other link that he sent me | believe was an article just talking about how
good the company was and now when | follow that link it brings up a message that says the page does
not exist. So that leads me to believe that there is something fishy going on and | almost believe that
those links were probably set up by the Ameritech company as a way of convincing people that they are
reputable. | am now paying $207 a month for 11 months | believe, and then supposedly my payments
will go down to $119 per month. The first 11 payments that | make | believe are going to a document
processing fee. They wanted the money up front, but heck if i had that kind of money, i wouldn't need
consolidation. That was also a red flag that because that's a lot of money to charge just for completing
some papers. Other red flags were the fact that they asked for my username and password to my
Mohela account. | would consider that a violation of privacy and at the time | was actually so skeptical
about it all that | told them that | wanted to cancel everything. The associate that | was speaking with
was clearly upset that | had decided to cancel and after he failed to convince me that everything was
okay he ended up transferring me back to another person who could help me. Even at that point they
did not want me to cancel so they ended up giving me a day or so to think about it and then they called
me back. | went ahead and went through with it and now I'm regretting it because | received an email
from Mohela warning their customers against financial companies who are out to scam them. All of the
red flags that Mohela mention fit Ameritech Financial perfectly. | also agree with others about the family
household question. They were willing to include anyone that | had even sent a gift to. But | did not
include that many people. The whole thing just seems shady, and people should know what they are
getting into. So at this point | really want my account with Ameritech Financial closed completely so that
| can transfer my loan payments back to a legitimate company. | also would like a refund of the
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payments that | have made thus far since April. To my knowledge these payments are not going towards
my actual loan. When | log into my Mohela account my current status of the loans is deferment. | didn't
expect my loans to be in a deferment nor a forbearance. Global Client Solutions is the company that
actually takes money from my account. | want that stopped as well. If not, | will change my bank
information. I'm just ready to get this off my back because it's nerve wrecking to know that you have
been ripped off by a company who has a lot of my personal information.

Consumer’s Desired Resolution:

I want my acount with Ameritech Financial completely closed, and | want a refund for the

payments | have made thus far ASAP. | want to be sure that no more money is deducted
from my bank account.

Complaint Messages

10/15/72016 - LaDonna S Little
Respond to Complaint

To whom it may concern, please close this complaint. | have spoken with someone from Ameritech
Financial who addressed my concerns.
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AmeriTech Financial
case #: || IR

Consumer Gross, Vanessa Business AmeriTech Financial

Info: ] Info: 1101 Investment Blvd Ste 290
_ El Dorado Hls, CA 95762

(800) 792-8621

I @ otmail.com

Date Filed: 10/15/2016 12:21:27 PM

Nature of the Complaint: Billing or Collection Issues

Consumer’s Original Complaint:

I would like to file a complaint get a refund from Ameritech Financial. | have called in multiple times to
attempt to close my account and not make any further payments however they are making it extremely
difficult just to close the account. | have made multiple monthly payments of over two hundred dollars
that | just found out are not going to my past medical school loan but for their services which is just
paperwork.

Consumer’s Desired Resolution:

I would like my money back so I can work with Nelnet and pay the loan myself. | also want
this business to be more clear in their consumer relations and be held accountable as to
how they spend the client's money that does not go toward the loan. Please let me know
the best way to proceed forward.

Complaint Messages

10/21/2016 - Brandon Frere
Respond to Complaint

Company has resolved the complaint to the client's satisfaction via refund. Thank you.

FTC-BBB-000535

Stiner Attachment A - 49



Case 4:18-cv-00806-SBA Document 70-1 Filed 03/05/18 Page 51 of 65

AmeriTech Financial
Case #:_

Consumer Nowlen, Na'Curria Business AmeriTech Financial

Info: I Info: 1101 Investment Blvd Ste 290

El Dorado Hls, CA 95762
I @9mail.com

(800) 792-8621

Date Filed: 12/18/2016 2:28:30 PM

Nature of the Complaint: Billing or Collection Issues

Consumer’s Original Complaint:

| was led to believe by a representative of this company that the money | have been paying them for the
last 6 months, $207 a month, was being paid towards my school loans with Fed Loan Servicing. | recently
spoke with a Fed Loan customer service representative and was told that they never received any
money for my student loans and that | actually don't owe any money because my payments are $0. Fed
Loan told me that | should report this incident to the BBB and also contact my financial institution and
local law enforcement agency. | have reached out to the company but have been unsuccessful.
Consumer’s Desired Resolution:

I would like no further contact with this company and if at all possible a refund for the 6
months | been paying $207, thinking it was going towards my student loans.

Complaint Messages

12/21/2016 - Brandon Frere
Respond to Complaint

Ms. Nowlen has spoken with our Customer Service team regarding this complaint, and we have resolved
the complaint to her satisfaction. Thank you.

12/21/2016 - Ms. Na'Curria Nowlen
| accept the business's response to resolve this complaint

Better Business Bureau:

| have reviewed the response made by the business in reference to my concern, and find that this
resolution is satisfactory to me.
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AmeriTech Financial

Case #: _

Consumer Vick, Ryan Business
Info: I Info:
B otmail.com

Date Filed: 12/27/2016 2:41:31 PM

Nature of the Complaint: Product Issues
Consumer’s Original Complaint:

AmeriTech Financial

1101 Investment Blvd Ste 290
El Dorado Hls, CA 95762
(800) 792-8621

not what | expected. misled on the phone. student loans forgiveness/deferment services, is what they

do/advertise, but | was misunderstood as to what this means. (I still must pay back my student loans)

Consumer’s Desired Resolution:

want out of this service (monthly fee) and should really get a full refund, because product is
not what | thought. I should have done more research before signing up with them. they

misled me. this is a scam. criminal act, in my opinion.

Complaint Messages

01/10/2017 - Brandon Frere
Respond to Complaint

Our Customer Service department has contacted Mr. Vick and has successfully resolved all of his

concerns at this time. Thank you.
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AmeriTech Financial
Case #:_

Consumer Harp, Crystal Business AmeriTech Financial

Info: Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 95762
(800) 792-8621

@yahoo.com

Date Filed: 1/14/2017 8:26:25 PM

Nature of the Complaint: Contract Issues

Consumer’s Original Complaint:

InJune, 2016, | received letter from Student Loan Department mailed to me. | called and was told they
were a student loan company and that | would be making my student loan payments to under their loan
forgiveness program that would lower my total balance due to less than half of what | owe now. Instead,
the payments went to them. Nothing went towards my student loans. | received an email from Mohela,
the company I've been under for years, stating they have reason to believe an outside company is
committing fraud, that they are not a loan company, but charging for services that Mohela provides for
free. After contacting Ameritech, they denied misinforming me and said | misunderstood and refuse to
refund the money. They used Global Client Solutions to deducted from my bank account, $207, August,
Sept, Oct., Nov. plus a $20 in Aug, totaling $S848.

Consumer’s Desired Resolution:
Refund

Complaint Messages
01/26/2017 - Brandon Frere
Respond to Complaint

After speaking with Ms. Harp, our Customer Service team was able to address her concerns to her
satisfaction. Thank you.
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AmeriTech Financial

Case #: _

Consumer Troutman, Benn Business AmeriTech Financial

Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 95762
(800) 792-8621

Info:

I G =0 com

Date Filed: 1/17/2017 6:56:01 PM

Nature of the Complaint: Billing or Collection Issues

Consumer’s Original Complaint:

Ameritech Financial. | have read and heard of other complaints. What | need to do is speak so someone
about this. This is a short, simple explanation: Global Clients Solutions (GCS), set up a student loan
repayment program. | pay them, and a portion of that goes towards my student loan. U.S. Department
of Education is not receiving any money toward my loan. | have been making payments for 10 months.
Global Clients Solutions (GCS) closed and my account was transferred to Account Management Plus
(AcctMgtPlu). | called Ameritech Financial (800) 792-8621 to ask why the company closed and why my
account was transferred to Account Management Plus (AcctMgtPlu), and why the U.S. Department of
Education has not received a payment. My answers were not answered, they were "Not able to answer
my questions", wanted my contact information (I did not offer that information), and | would "receive a
return phone call". | read your review of this dishonest company, and | need out of this...Whatever this
is that | have with them. | want to repay my student loan and not be taken advantage of from these
scam, dishonest, scum the earth people. Please help me in whichever way possible! Thank You Benn
Consumer’s Desired Resolution:

Refund

Released from their corrupt system

STOP PAYMENTS to them!

Complaint Messages

0271372017 - Tom Knickerbocker

Respond to Complaint

We received a notification that the case has been closed due to unresponsiveness on our part. | just wanted to
let you know that we've been repeatedly attempting to contact Mr. Troutman with no success, on every
business day Monday through Friday. At one point, we were told by Mr. Troutman to only call him after 5pm
EST, but we haven't been successful in contacting him since then via phone or email.

It is our goal to reach out to Mr. Troutman and address his concerns, and we will continue our attempts.

Thank you.
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AmeriTech Financial

Case #: _

Consumer Mishigan, Teny Business AmeriTech Financial

Info: Info: 1101 Investment Blvd Ste 290
El Dorado Hls, CA 95762
8007928621

@gmail.com

Date Filed: 1/26/2017 12:00:00 AM

Nature of the Complaint: Refund / Exchange Issues

Consumer’s Original Complaint:

I was originally approached by a man by the name of Ben Dugar, who had reached out, claiming that my
present loan providers (Navient), were a scam company, and that his company, AmeriTech wanted to
help students like myself pay off their debts quickly and easily. He claimed that they reached out to help
hundreds of people such as myself be warned from scam loan providers, and stated that he wished to
help me pay my debt off. Although this was a lengthily conversation, towards the end, Ben had claimed
that AmeriTech would be my NEW loan providers, and that | would NO LONGER need to give any money
towards Navient. | specificially asked: "So, | don't need to work with Navient anymore? And the money |
pay AmeriTech, will go towards my loans?" His response was "Yes, absolutely." | unfortunately, did sign
a contract with them, and would be paying $207 a month TOWARDS MY LOANS. Over time, | had
received correspondence from Navient, saying that | was on forbearance. | thought this was quite
strange that | was still receiving mail from Navient, when | thought | was no longer associating with
Navient, at alll | immediately called and spoke to Navient, and found out some disturbing news... not
only had | accrued $1200 (from my ORIGINAL loan providers) in interest while | was paying AmeriTech,
not ONE SINGLE DOLLAR of the money | spent with AmeriTech, went towards my loans, at alll | have
absolute proof of this in my account! Even more disturbing, is that a representative at Navient, told me
someone was calling and pretending to be Teny Mishigian (myself)! There were several documented
phone calls of someone claiming they were me! They had been obviously, using my social security
number, birthdate, address, etc.! Not only is that a violation of privacy, it is indeed, ILLEGAL to do! Also,
when | spoke with Navient, they had WARNED me of AmeriTech (and similar scam companies). | went
on your website and likewise, found several complaints of AmeriTech being a fraudulent company. After
| discovered that | was being scammed, | called the humber given in their e-mail, and a lady answered
"phone answering service", and when she transferred me, the phone rang, and immediately hung up! |
called back after being promised that | would be able to speak to a representative, and another "phone
answering service" woman said she did not know what AmeriTech was, and that she only worked for
"the phone answering service" and had "no association with AmeriTech". Later, a woman by the name
of Kristine called me, and after angrily discovering that | indeed was scammed, she had assured me that
her company had "helped hundreds of people lower their monthly payments", yet, interestingly enough,
Navient had NO KNOWLEDGE of a single payment going towards my loans! When | told her the claims of
Ben Dugar, she informed me that "he no longer worked there). | knew | was involved in a huge scam.

Now, | have yet to get a subpoena so | may see proof of documented calls to Navient from AmeriTech,
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claiming they were me. | am absolutely frustrated, aggravated, and upset that someone would take
advantage of so many innocent people such as myself, who works two jobs in order to pay my bills, and
stay afloat! Not only did they take my money dishonestly, they lied about who they were, and cost me
more money, in the end! | speak on the behalf of innocent people and students like myself, who deserve
their right to receive justice.

Consumer’s Desired Resolution:

I am hoping that the BBB can investigate into my claim (and 1&#39;m sure, many others),
that this company is indeed fradulent, makes false claims, and also, engages in illegal,
shady activity in posing as people/using personal information illegally.

Refund $2255.00

Complaint Messages

02/21/2017 - Tom Knickerbocker

Respond to Complaint

We've been able to resolve this case with Ms. Mishigan. We initially had some difficulty contacting her, but was
able to receive a confirmation that we've resolved her concerns to her satisfaction, and will be happy to assist
her with any questions moving forward.

| also believe she may have emailed the BBB directly about the resolution of her complaint, but I'm unable to
confirm that.

Thank you!

Tom Knickerbocker
Executive Vice President
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AmeriTech Financial

Case #: _

Consumer Giffard, Tim Business AmeriTech Financial
Info: ] Info: 1101 Investment Blvd Ste 290
] El Dorado Hls, CA 95762

(800) 792-8621

I ol com

Date Filed: 1/26/2017 4:56:39 PM

Nature of the Complaint: Advertising Issues

Consumer’s Original Complaint:

| was literally on the phone with a customer service rep from this company while | was on your website
reading all the BBB complaints against them. The sales rep and "underwriter" both stated that family
size is determined by factors that are total falsehoods. They stated that family size includes people that
"HAVE lived with you this year, HAVE received gifts from you or received financial support including
assistance with rent, bills or even food." They absolutely mislead me and got hung up on only after they
were able to take a look at my financial information regarding student loans only after they were able to
analyze my income debt and life etc. People used to get arrested for this type of thing in this country.
Consumer’s Desired Resolution:

The mail notice still insinuates that they are affiliated with the department of education or
the federal government in some capacity. The title of the notice claims they are the
"Student Loan Department” the company name "Ameritech Financial” is not on the notice at
all and they still claim that "failure to respond to this notice could cancel this offer".

Complaint Messages

02/21/2017 - Brandon Frere
Respond to Complaint

Update: Our team is continuing to attempt to contact Mr. Giffard on a daily basis with no success. It is
our goal to address his concerns in a timely manner. While Mr. Giffard is not a client of Ameritech
Financial, we would still like to try and address any and all concerns he may have. Thank you.
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AmeriTech Financial

Case #: _

Consumer
Info:

Business
Info:

Staplefoote, Christine

@gmail.com

Date Filed: 3/9/2017 9:19:27 AM

Nature of the Complaint: Contract Issues
Consumer’s Original Complaint:

Filed 03/05/18 Page 58 of 65

AmeriTech Financial

1101 Investment Blvd Ste 290
El Dorado Hls, CA 95762
800-792-8621

They contacted me about my Student Loan at a lower price and | agreed but the money was not going

towards my Student Loan. It was a business | was paiding to kept my Student Loan Mohela from

contacting me. | paid them over $2,000 dollars. Thinking it was going paying my Student Loan and it

wasn't.
Consumer’s Desired Resolution:

I will like for other people to know this is a bad business deal.

Complaint Messages

03/29/2017 - Brandon Frere
Respond to Complaint

Our Customer Service team was able to contact Ms. Staplefoote and successfully address each of her
concerns from her inquiry to the BBB. Through out conversation, Ms. Staplefoote expressed that she was
appreciative of the resolution that was provided to her, the Company's explanation of what exactly how we are
able to help our clients, and that satisfied her concerns. The Company takes great pride in meeting and
exceeding each Clients expectations. Thank you for the opportunity to resolve this inquiry.
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AmeriTech Financial
Case #:_

Consumer De Zess, Troy Business
Info: [ Info:
I ©-o'.com

Date Filed: 3/15/2017 3:23:54 PM

Nature of the Complaint: Customer Service Issues
Consumer’s Original Complaint:

| have told this company to stop contacting me
Consumer’s Desired Resolution:

AmeriTech Financial

1101 Investment Blvd Ste 290
El Dorado Hls, CA 95762
(800) 792-8621

I want the company to stop contacting me, no phone, email, and postal mail.

Complaint Messages

04/12/2017 - support@ameritechfinancial.com
Respond to Complaint

Regarding this complaint, our customer service team initially contacted Mr. De Zess, providing proof of his
removal from all future methods of contact. After multiple attempts to confirm resolution of the case, we have
still been unable to receive confirmation from Mr. De Zess that we've satisfied all of his concerns. Mr. De Zess
is welcome to contact our Customer Service department at any time in the future, as we believe to have

addressed all issues in the respective complaint. Thank you.
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AmeriTech Financial

Case #: _

Consumer Banfield, Joy Business AmeriTech Financial

Info: R Info: 1101 Investment Blvd Ste 290
] El Dorado His, CA 95762
[ ] (800) 792-8621
B . o

Date Filed: 3/28/2017 9:26:59 AM

Nature of the Complaint: Customer Service Issues

Consumer’s Original Complaint:

After reading the information regarding this company on your website | have found out that they have
misrepresented themselves to me. Also, when they were helping me fill out my application for student
loan assistance they told me that family size is not documented and not verified. The family member
does not have to live in my home but as long as | can state | provide assistance | can count them as a
family member.

Consumer’s Desired Resolution:

I would like a refund of the money that | have been paying them. And for them to cancel
my services with them.

Complaint Messages

04/07/2017 - Brandon Frere

Respond to Complaint

Our Customer Service team was able to contact Ms. Banfield and address her concerns, as well as answer all of her
questions. We are happy to have been able to clarify any miscommunication that may have occurred. Per a communication
directly with Ms. Banfield, "Thank you for contacting me to resolve my issue. After speaking with you today, | am
comfortable saying Ameritech has resolved my concerns and the BBB complaint can be unpublished at this time." The
client wishes to keep her complaint private, and as a Company we respect their decision. Thank you.

04/07/2017 - Joy Banfield
| accept the business's response to resolve this complaint

Better Business Bureau:

| have reviewed the response made by the business in reference to my concern, and find that this
resolution is satisfactory to me. | am satisfied with my resolution with Ameritech, but after reading the
message from them to you, it bothers me to see the way it was written. If feel my resolution required
me to state my complaint can be unpublished. Privacy was not my issue. It is Ameritech's issue. | just
want to make that clear. Thank you for your assistance with this matter.
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04/27/2017 - Brandon Frere
Respond to Complaint

We apologize for the miscommunication, at no time do we require a complaint to be unpublished. It was our
understanding that the Client wished for this to occur. Please consider this response so that we can clarify our
joint understanding of the resolution now, at this time. Thank you.

04/27/2017 - Joy Banfield
| accept the business's response to resolve this complaint

Better Business Bureau:

| have reviewed the response made by the business in reference to my concern, and find that this
resolution is satisfactory to me.
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AmeriTech Financial
case #: || IR

Consumer browne, alden Business AmeriTech Financial

Info: ] Info: 1101 Investment Blvd Ste 290

El Dorado Hls, CA 95762
Il @y2hoo.com

(800) 792-8621

Date Filed: 4/11/2017 7:52:31 PM

Nature of the Complaint: Service Issues

Consumer’s Original Complaint:

ameritech financial sold me a nice dream. Trying to reach an agent is crazy. Im talking to a receptionist
when i call their 800 numbers. Then they tells me i have wait 48 hours for an agent to called me back. i
really want to know is this a legitimate company to help people with their student loans. For this
company to use former president OBAMA name to reel people in is crazy. i made payments starting
from march 14, 2016 for $207 a month. That's for 9 month. now i have other student loans company
sending emails stating that i owe them money and calling me. | just want to know is this company legit
or phony? can you please help out

Consumer’s Desired Resolution:

if my money that im sending ameritech is not going towards my student loans, i need a
refund period

Complaint Messages

04/21/2017 - Mr. alden browne Jr. (Review)
Respond to Complaint

Ameritech has resolved my concerns. it wasn't good communication me and the agent, but
everything was taken care of and i appreciate there time.
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AmeriTech Financial
Case #:_

Consumer Colocino, Joshua Business AmeriTech Financial

Info: R Info: 1101 Investment Blvd Ste 290
] El Dorado Hls, CA 95762
[ ] (800) 792-8621

I @0 mail.com

Date Filed: 4/20/2017 4:58:36 PM

Nature of the Complaint: Advertising Issues

Consumer’s Original Complaint:

| was contacted by Ameritech about my current college loans detailing that financially they aren't
feasible and trying to determine a alternative of making payments due to the financial stress its put on
me. Ameritech representative and | spent over an hour going through what the process would look like
for my current situation. Representative explained that based off my current amount of college loans
($-) through Navient, they would be able to help me and take my loans from $- to
$35,000 for my entire education. All that was required was them to complete documentation and
financial information from me. This resulted in me sending them my current tax return, previous tax
return and multiple other documents supporting my financial status. For them to complete this
paperwork and filing, would be $900 which was broken up into 3 payments of $300 monthly until the
documents would be filed. Once documents would be filed | would be then paying what | assumed and
was told would be $119.00 going to my college loans of $35,000. After two months of not hearing or
getting any information back, | finally started researching and finding out what the company was doing
was filing paperwork that | could complete myself through Navients website. The documents were not
anything with decreasing my loan amount but to halt my loans from being in repayment and placing my
interest baring (meaning entire loans are halted, interest would be gained). My loans would now go
from $- to almost $300,000!! | called complained that | was mislead and wanted to halt all
processing and service. Once | filed complaint and asked for my account to be stopped, | requested that
| receive my $900 back as the filling was unreasonable and truly a ripoff. | was informed that money
could not be returned and | would no longer have a account with Ameritech. | lost $900 and now am
back in my financial downturn due to the misleading and misdirect of this horrible company.
Consumer’s Desired Resolution:

I want a refund of my payments to file the paperwork and an apology from the company for
misleading and misdirecting me resulting in more hardship.
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Consumer Name

Date Closed

Narrative

Outcome

Melvin Hernandez

6/7/2017

The representative at AmeriTech Financial led me to believe that after 10 years of payments to AmeriTech, in the
amount of $207 per month, my loan would be reduced to around $20,000. And the monthly payments | would be
making would go towards my loan. | have been paying this company for a year based on the information | was
given, and this caused my Nelnet loan to delinquent. In the application process, they instructed me to provide
false information regarding my family size in order to complete the documents.  The representative | spoke with
instructed me to apply for PSLF based on their analysis of my financial situation. | submitted my application and
all paperwork on 5/13/2016. | called on 5/23/2017 the Fed Loans dept to inquire about the status of my
qualifying payments and was told my application was never received. | would not have known if my employer
qualified for PSLF because my documents were never submitted, and according to the PSLF program, the
department determines this information.  Extremely frustrated, | spoke with AmeriTech on 5/22/2017 and
5/23/17 and was transferred to a supervisor, Abhinav Joshi whom went by AJ. | demanded a refund for all
services paid. | was advised that he would review the tapes from my initial conversations to assess the validity of
my claims. He advised that all agents are instructed to read through a script during the application process. After
reviewing the tapes, AJ called me back advising they would not be able to refund my money based on his
observations. | did not want to take his own word for it, so when asked if | can obtain a copy of the tapes to hear
for myself, AJ advised that it would not available to me.  On 5/23/2017, | spoke with yet another representative
asking about the status of my PSLF submission. She advised that my form was never sent and she could not give
me a reason. She called back after researching and instructed that | never gave AmeriTech my consent to submit
my application. |told her that was incorrect, that | submitted and signed the forms. | demanded a refund again
and was transferred to AJ. He advised that AmeriTech does not have to send in the PSLF application until later
because d€ceit was uselessa€. | dond€™t understand why they would have me fill out an application, and not send
it if it was useless. They could not give me a reason why. Per the PSLF guidelines that you can find on the
Department of Education website, it states, 4€ceHowever, if you ultimately do not meet the eligibility
requirements for PSLF, you will be responsible for repaying the entire balance of your laon, including all accrued
interest € How will I have known if | were even qualified if my application was never sent? | asked AJ again why |
could not get a copy of tapes, and his response was: a€cethat&#39;s just what my manager said, | don&#39;t
knowa€. | demanded that this case be escalated and asked for manager contact information. AJ could not
provide that information, and a

| want 100% of my money refunded for services that
were not delivered.

Katrina Lewis

6/11/2017

| was referred through a person to give this business a call for 'loan forgiveness' because we work for a qualifying
company. They took information - logged into my Navient account, obtain bank information; only to start taking
money without any service. | have not been 'approved.'

| want my money returned and a letter stating that
no other collections will be withdrawn from my
account.

Christine DeJongh

6/23/2017

| want to warn anyone out there that is thinking this is any kind of solution, to run the other way. They lied to me
and told me that any gifts or money counted towards family size on 'the program they were signing me up for." |
asked and questioned because I live alone. They ended up stating that my household size was way bigger than it
is and qualified me for 'the program' that was supposed to allow me to pay for 20 years with a small amount to
them for processing the paperwork and after that the remainder of the loan would be forgiven. All they do is put
your loan in forbearance. | asked about this paperwork and was told to stop paying my loans to Navient and this
was just to make sure everything was current until approval was done. NOT ONE DOLLAR THAT | PAID WENT TO
MY LOANS. As renewal approached | did some more reading on them and saw the same things happening on
BBB. | called and questioned and was told that they have 'retrained' their sales staff and that | do not now (which
means never did) qualify for this program. There is no program. All it does it but your loans in forbearance which
I never needed in the first place. | was told this was a new program that was better than the one I wasin. Now |
have to start from square one with the Department of Education which | don&#39;t have time to do and my loans
have been accruing interest the whole time. Total scam.

| want to be put back to whole. My loans where they
should be, any extra administrative fees refunded as
well and my time and aggravation and any other
detrimental costs. | will end up with a higher loan
payment now after making other financial decisions
based on 'the program' This effects so many other
financial decisions.

Felicia Barr

7/16/2017

Ameritechfinancial took over my student loan for a lower payment each month that supposed to go to my loan
holder great lakes after six months i have to recertify with Ameritechfinancial with my monthly budget the
representative told me over the phone that they cant get into my account with great lakes unless i set up a
password for her to use.i called great lakes and they informed me that Ameritechfinancial never made a payment
to them since march 2016 .

| would like my balance of 1620 00 that i have payed
out to Ameritechfinancial over the course of six
months return to me.
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Consumer Name

Date Closed

Narrative

Outcome

Lisa Shenk

8/4/2017

Good morning. | hope you have had your coffee. | mistakenly trusted Ameritech Financial to consolidate my
student loans, draft automatically from my bank account each month under the impression my student loans
were consolidated and that amount of money drafting from my account was going towards the entire amount |
owed for my education. | did research, but | wish | would have done more. My real student loan was in
forbearance and my automatic draft was not being applied to it. | called Ameritech to ask where that money was
going. | talked to Tyler (who is a supervisor) about my concern. He talked in circles, and | let him know | heard
what he was saying, but my concern is the fact that | have consolidated my student debt, 1&#39;m making
payments to lower the amount owed, and my payments have yet to be applied to the base of the loan that has
now GROWN by approximately $2,000 without explanation. | mentioned holding on to all documents | had
received from Ameritech during my consolidation (June 16- Oct 16) & also mentioned involving the BBB if we
could not resolve the situation. He put me on hold (multiple times) to &#39;chat with a supervisor&#39; about my
situation. By the end of our chat, they had offered me a $1,000 refund. | was livid. They took more money than
that from me, but ultimately, its about the principle. | requested 2 things in our conversation: My money back &
my YELP review they are using on the front page of the website to be taken down. | have since updated that
review on YELP to reflect accuracy. | do not want people to make the mistake 1&#39;ve made due to the praise |
mistakenly gave them. | strongly base my opinions on online reviews, which is why this is important to me. The
yelp review is the reason | am writing you now. | do not know how else to get them to remove that after my
multiple requests via email and during that phone conversation with the supervisor(s). They did refund me $1,450
of the money they took from me as long as | had the understanding that we were &#39;parting amicably&#39;.
Don&#39;t get me wrong, | was happy to get that money back, but | am wondering what type of business can get
away with operating like this. | would be happy to answer any questions you may have, feel free to email me at
I ©cmail.com, but please see what you can do about getting my YELP review removed from
https://ameritechfinancial.com/. Thanks for your time. Lisa Shenk

| want my inaccurate YELP review removed from the
front of their webpage. | have updated it on YELP
and requested it be permanently removed from their
website multiple times via email and phone
conversation. This is important to me & has not be
done yet.

Chelsea Olds

8/8/2017

| started paying my student loans through AmeriTech Financial because they said it was a student loan
forgiveness. I&#39;ve been paying them for 9 months and they have not paid he money towards my actual loan at
all. My loan is still the same as when | began paying them.

I would like a refund for all the money | paid into
thinking that it was actually going towards my overall
student loan.

Carlos Clara

8/15/2017

Noncompliance in student loan reduction, and money paid to Ameritech that was not applied to the loan

| would like a refund of the money that | spent.

Desiree Sheely

8/22/2017

| received a notice that they could help with Student Loan Payment, Reduction, and Forgiveness. | called them,
they said they could help and | qualified for the loan forgiveness program but i&#39;d have to pay so much a
month for their services and to be put into this program. This was Feb of 2016. | was told | was approved and they
needed documentation which | sent and | though all was great. My first payment was March of 2016 and | never
missed one payment. Today | looked at my lenders page and saw that it wasn&#39;t showing any plan that | was
in and my amount owed was now $26,000 higher because of capitalized interest on my account. This was due to
Ameritech putting my loans into forbearance, without advising me that there were issues for the past year and a
half. | was lead to believe | was in a Income-Based Repayment program and found out today that | was never
approved and they failed to tell me this. However, they didn&#39;t fail to collect their fees every month and allow
my interest to continue building. They advised they would give me a refund of some of the money but not all and
they will do nothing further to help me get all of this straightened out. They stated they are doing an investigation
on their end to make sure this doesn&#39;t happen to anyone else. This does not help me and has hurt me now
financially because | now have more interest on my already large sum of money that | owe on my student loans.

I would like to be reimbursed the full amount that |
have paid for their services and | would like the
accrued interest to be removed from my loans or
handled by Ameritech Financial. | would also like
something in writing to provide to my student loan
lenders explaining that | was doing the right thing by
handling my loans and trying to stay on top of
repaying it by being responsible and contacting a firm
to help. Ameritech failed to provide the service that
they promised from our first conversation.

Michael Diacont

9/8/2017

| signed up for the program over a year ago. Contributing about $100 to $200 a month to go towards my student
loans. | received a call stating my payment will go up $500 a month. | then realized that none of my payments
went towards my student loans. Ameritech was keeping it for fees. | feel | was scammed. Called customer service
and they said sorry it is our fees. | am seeking a lawyer to get a refund.

I would like to have a refund
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+2820r16 BER of Nertheast California hiail - Amearitech
% Better
- Business Lauriz Alexander <ialexander@necal.bbb.arg>

828 Bureau

Ameritech

Gmail Personal Wed, Apr 27, 2016 at 7:12 P
Ta: Laurie Alexander =lalexander@sacramenta. bbb. arg>
They did give me 1 refund but they billed again so [ will contact them again to see when they are going to refund
the other amount,

Melissa Walls SLP-A
[Guated ta hidden]

FTC-BBB-000168
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#2016 B3B of Northeast California Mail - Fwd: Isiah McCall @ Ameritech Finsncial
& Better
_%.. Business Laurie Alexander <ialexander@nscal bbb.org>

BBE Rureau

Fwd: Isiah McCall @ Ameritech Financial

word 12y I VWed, Apr 27, 2016 at 7:15 PM
To: Laurie Alexander <lalexander@sacramento. bbb.org>

Here are the most recent | can forward you all of them.

Meiissa Wells SLP-A
Word Play llc

NOTICE: This e-mail (and any attachments} may contain PRIVILEGED OR CONFIDENTIAL information and is
intended only for the use of the specific individual(s) to whom it is addressed. It may contain information that is
privileged and confidential under state and federal law. This information may be used or disclosed only in
accordance with law, and you may be subject to penalties under law for improper use or further disclosure of the
information in this e-mail and its attachments. If you have received this e-mail in error, please immediately notify
the person named above by reply e-mail, and then delete the original e-mail. Thank you.

Begin forwarded message:

From: Isiah McCall <igiah. mecali@ameritechiinancial com>
Date: April 19, 2016 at 12:50:02 PM MST

Te: Word Play

Subject: Re: Isiah McCall @ Ameritech Financial

Ok, we will issue you a refund for your last payment for the amount of 207, The refund will be
placed back into your account between 7 to 10 business days.

On Tue, Apr 18, 2016 at 12:08 PM, Word Play_wmte:
Then yes please just refund me last months amourt and | will suck up the other amount

IMelissa Wealis SLP-A
Word Play lic

NOTICE: This e-nail (and any attachments) may contain PRIVILEGED OR CONFIDENTIAL
infarmation and is intended only far the use of the speacific individual(s} to whom it is addressed.
It may contain information that is privileged and confidential under state and federal law. This
information may be used or disclosed only in accordance with law, and you may be subjeci to
penalties under law for improper use or further disclosure of the infarmation in this e-mail and its
attachments. If you have received this e-mail in error, please immediately notify the person
named above by reply e-mail, and then delste the original e-mail. Thank vou.

On Apr 19, 2016, at 10:58 AM, Isiah McCall <isiah.meccall@ameriizschfinancial.com> wrole:

Hello,

If you are wanting to peiition for a larger refund amount then that means that you
were not satisfied with the offer of the iast payment to be refunded back to you. So
again, if you are wanting to petition for a larger refund amount than you can write a
petition explaining your situation and why you fes| that you deserve a larger
amaunt. If you are saying that you will be satisfied with the rafund amount of the
last payment then that means that you will not be writing & patition for a larger
refund amount. The decision is yours.

FTC-BBB-000162
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Thanks,

On Tue, Apr 19, 2016 at 10:39 AM, Word Play _

wrote:
1 did tell you | would except the last payment as a refund, but that | want to
have the other amount refunded to if you were listening to me. Your customer
services skills are very inconsistent and unreliable you dont listen to customers
when they talk. So yes please process the refund for lzst month and | will deal
with the rest

Melissa Wells SLP-A
Word Play lic

NOTICE: This e-mail (and any attachments) may contain PRIVILEGED DR
CONFIDENTIAL information and is intended only for the use of the specific
individual(s) to wham it is addressed. It may contain information that is
privileged and confidential under state and federal law. This information may be
used or dizclozed only in accardance with law, and you may be subject to
penalties under law for improper use or further disclosure of the information in
this e-mail and its altachments. If you have received this e-mail in eror, please
immediately notify the person named above by reply e-mail, and then delete the
original e-mail. Thank you.

On Apr 19, 2016, at 9:18 AM, Isiah McCall <isiah.mccall@
ameritechfinancial.com> wrote:

Hello,

Due to our conversation today, | am letting you know that vour
account has bsen closed and you will get a official confirmation
within 24 hours. You were offered a refund for your last payment
but you have decided to not accept that offer and write a petition
to our Executive Members explaining your situation and why you
feel you deserve a larger refund amount. You can send your
petition to this email and | will forward it to the members and they
will handle the issus how they see fit.

Thanks,

refer.ameritechfinancial.com

AMERITECH
cnEINANGEA L~
1101 Investment Blvd. Suite 290
El Dorado Hills, CA 95762

Phone: (800) 792-8621

Fax: (666) 818-9026

Referral Program: refer.ameritechfinancial.com

Customer Service: customer service@ameritechfinancial.com
Submit Documents: income. doc@ameritechfinancial.com
Web: www. amertechfinancial.com

Our Client Promise: 180% Client Satisfaction - 100% of

FTC-BBB-000163
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4282016 BBR of Noriheast California Mail = Ameritech

Betier
-2; SUSINness Laurie Alexander <ialexander@necal.bbb.org>

BBE Bureau

Ameritech

Gmzil Personal Thu, Apr 28, 2076 at 9:359 AM
To: Laurie Alexander <lalexander@sacramentc.bbb.org>

No the money was only for their fees none of the money went to my student loans. And that is why | gof womied
and wanted to cancel. Because the fee is charged every menth even though they are not deing anything else in

the case

Melissa WWells SLP-A

iQuoted tsx! hidden]
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S131/2016 BEB of Mortheast California Mail - Re: Amerilech
g;% Better
3 x
Business Elizabsth Nichols <enichois@necal.bbb.org>

5?3 Bureau

Re: Ameritech

1 message
Mary Marks m Thu, May 26, 2016 at 6:27 PM
To: Laurie Alexander <lalexander@sacramento.bbb.org>

Hi Laurie.

Ameritech will not stop contacting me to try and "resolve” and "remove" my complaint from the BBB. | am NOT
removing the complaint. | have a feeling this pestering is how they keep their A+ on BBB. | am a completely
honest person. | reviewed this information with my father (a lawyer) before | contacted you and know this
company was at fault. Please post my compiaint.

Thank you. If you have any questions and concems feel free to contact me.

Mary Marks
Sent from my iPhone

On May 2, 2018, at 12:24 PM, Laurie Alexander <lalexanden@sacramento.bbb.org> wrote:

Dear Mary,

Thank you for your response. |t would be great if you could find the contract. Was Ameritech
going to make the payments to your lender out of the money you paid them?

Best regards,

Laurie Alexander

On Sun, May 1, 2016 at 8:45 PM, Mary Marks _> wrote:

Hello Laurie.

I no longer have a copy of the contract because they removed it from docusign when | refused
to sign after reading some of the finer print. I will iry and get it back to show you. The payment

. information was to the end. It stated | was paying about $70/mo, towards my loan and $100 to
the Ameritech company. When | inquired about that, | was informed that the $100 a month
covered filing the paperwork and whatnot. That is a heck of a profit for "paperwork.”

What else do you need? This parson quoted me up and down about their A+ rating with the
BBB. Both companies (BBB and Ameritech) are based in Sacremento, CA. Weird.

Thanks.
- Mary

On Thu, Apr 28, 2016 at 12:18 PM, Laurie Alexander <lalexander@sacramento.bbb.org> wrote:
- Dear Ms. Marks,
~ From your complaint, you state the company took 60% of the loan payment and 40% went
. toward your loan payment. Were you making monthly payments to Ameritech and then
~ Ameritech was making payments on your loan for you?

- If so, do you happen to have any documentation for that?

FTC-BBB-000180
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& Better
E. Business Elizabeth Nichols <enichois@necal.bbb.org>
88B RBureau

Re: Your BBB Complaint Against AmeriTech Financial

1 message

Timothy Jones JEEGNGNGNGEGE- Thu, Jun 2, 2016 at 4:00 PM

Reply-To: Timothy Jones
To: Elizabeth Nichols <enichols@sacramento.bbb.org>

The only other documents that | received from the business were elecironic, DocuSign forms that |
signed in order to commence what | believed was a student loan forgiveness program.

On Thursday, June 2, 2016 11:13 AM, Elizabeth Nichols <enichols@sacramento.bbb.org> wrote:

Good Morning to you too. Thank you for your response. Did you receive any other
paperwork or written contract from the business?

On Thu, Jun 2, 2016 at 7:04 AM, Timothy Jones _ wrote:

Good morning Elizabeth,

Unfortunately | do not have the mail notice that | originally received. It advertised a phone
" number to call if | was interested in student loan forgiveness.

VIr,
Timothy Jones.

Happy Connecting. Sent from my Sprint Samsung Galaxy S@& 5

------- Original message ———-—-
From: Elizabeth Nichols <enichols@sacramento.bbb.org>

Date: 06/01/2016 6:52 PM (GMT-05:00)
To:m
Subject: Your omplaint Against AmeriTech Financial

Dear Mr. Jones,

I am contacting you today to see if you might be able to provide us with more
information about your experience with AmeriTech Financial. We are currently

- investigating this company and anything you can provide us with will be helpful. In

- you complaint you explained that you received a deceptive advertisement from this
business in the mail. Do you stili have a copy of this advertisement? Would you be
able to email me a copy or photograph of the ad? Do you remember any of the

- claims made on the advertisement?

- Thank you in advance for your help. Please feel free to give me a call if you have
- any questions.

FTC-BBB-000188
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Sincerely,

Elizabeth Nichals, Trade Practices Specialist
Better Business Bureau serving Northeast California

3075 Beacon Blvd
West Sacramento, CA 95691

818-231-8028
enichols@sacramento.bbb.org
bbb.org Start With Trustd

Elizabath Nichols, Trade Practices Specialist
Better Business Bureau serving Northeast California
3075 Beacon Blvd

West Sacramento, CA 95691

816-231-8929
enichols@sacramento.bbb.org
bbb.org Start With Trust®

FTC-BBB-000189
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G122 BEE of Northeast California Mail - Re: Your BEE Complaint Against AmeriTech Firancial

Better
— Business Elizabeth Nichois <enichels@necal.bkb.org>
BBE Buresu
Re: Your BBB Complaint Against AmeriTech Financial

1 message

Deana Noble Sat, Aug 20, 2016 at 8:3

Reply-To: Deana Noble Fe

To: Elizabeth Nichols <enichols@sacramento.bbb.org>
I don't want Ameritech Financial to get away with scamming others and the refund of
my money was not technically to render my complaint null and void. it was a want of the
company that they not be exposed for the frauds they are. | want to warn others that
Ameritech Financial is a scam and that they are not authorized to collect money for the
lender Navient who used to be Sallie Mae. | want others to know that they charge fees
on what they do and that it is free through the lender and that the lender is more than
willing to take the time to go through the effort io help the borrower undersiand the
process.

Deana Noble

Women are Angejs
And when someone breaks our Winhegs
We simply continue to £y ... oh a broomstick

e are flexibie (ike that

On Friday, August 19, 2016 5:24 PM, Elizabeth Nichols <enichole @sacramento.bbb.org> wrote:

Hi Deana,

This is to followup on our conversation about AmeriTech Financial. If you change your
mind and would like to have your complaint against the company published, vou can
reply to my email here. Hope you have a good weekend and please feel free to call
me if you have any questions.

Sincerely,

Elizabeth Nichols, Trade Practices Specialist
Better Business Bureau serving Northeast California
3075 Beacon Blvd

West Sacramento, CA 85691

FTC-BBB-000405
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e Business Flizabeth Michsis <enichois@necal.bbb.omg>

é@ Retier
B

EBE Bureau

Fwd: Follow Up from AmeriTech
1 message

Crystal Harp
To: Elizebeth Nichols <enichols@sacramenta.bbb.org>

Sent from my iPhone
with heartfelt love! Crysial

Begin forwarded message:

From: Crystal Harp m
Date: January 18, 2017 at 4:13: S

To: Glaniz & Glaniz <fidocs @glantziew.com>
Subject: Fwd: Foliow Up frem AmeriTech

rite
Atlorey Zamakis

Sent from my iPhone
with heartfelt love! Crystal

Begin forwarded message:
From: Holly Novak <holly. novaki@ameritechiinancial.com>
Date: January 18, 2017 at 3:57:29 PM EST
To:
Subject: Follow Up from AmeriTech
Hello Miss Harp,

Per our conversation, I'm outlining a few details we discussed.

Your account has been terminated as of 12/14/2015, Billing and Processing was nciified to
cease zll work on your behalf.

In order to initiate the refund of $848.00 | will need the resolution statement for the BEB.
Please emaii me the statement below at your earliest convenience.

"AmeriTech has resclved my concerns. The BBB complaint can be unpublished at this time.”

Once | receive the statement above the refund will be initiated. Allow 10-14 days for receini.
If you have any questions about what we discussed you can refer to case number ||

Thank you for your time today. I'm glad we were able io come to a rescluticn.
Warm Regards,

Holly Novak

Operations Manager

FTC-BBB-000415
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referameritechfinancial.com
mie=referral
FOQran

AMERITECH

By A BT E A Lo
1101 Investment Blvd, Suite 290
E! Dorade Hills, CA 95762

Phone: (800) 792-8621

Fax: (368) 818-9026

Referral Program: refer.ameritechfinancial.com

Customer Service: customer.service@eameritechfinancial.com
Submit Documents: income. doc@ameritechfinancial.com
Web: wwaw.ameritechfinancial.com

COur Client Promise: 100% Client Satisfaction - 100% of The Time

NOTICE: The information contained in (and attached to) this e-mail is
intended only for the personal and confidential use of the designated
recipient(s) named above. If the reader of this message is not the
intended recipient, you are hereby notified that you have received this
document in error and that any review, dissemination, distribution or
copying of this message is strictly prohibited. If you received this
communication in error, please notify us immediately by reply e-mail,
and delete the original message (including attachments). All participants
in Ameritech Financial's referral program must agree to the Terms &
Conditions of the program, reviewable at refer.ameritechfinancial.com.

FTC-BBB-000416
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& Better
3— Business Elizabeth Nichols <enichois@necsal.bbb.org>
88E Bureau

Re: FRAUD ALERT - Notice about student loan servicing scams
1 message

Crystal Harp _> Thu, Mar 23, 2017 at 2:23 PM

To: Elizabeth Nichols <enichois@sacramento.bbb.org>

| just received it in the mail last week, | believe Friday.

Sent from my iPhone
with hearifeit love! Crystal

On Mar 23, 2017, at 4:37 PM, Elizabeth Nichols <enichols@sacramento.bbb.org> wrote:

Hi Crystal,

Thank you so much for sending these over! All of this is extremely helpful to us. When did
you receive the advertisement you attached?

Elizabeth Nichois, Trade Practices Specialist
Better Business Bureau serving Northeast California
3075 Beacon Bivd

West Sacramento, CA 85691

916-231-892%
enichols@sacramento.bbb.org
Start With Trust®

bbb.crg

On Thu, Mar 23, 2017 at 12:52 PM, Crystal Harp SR e
' This is the email that 1st alerted me that something wasn't as it seemed.

On Thursday, March 23, 2017 3:46 PM, Crystal Harp _ wrote:

On Thursday, October 6, 2016 10:32 AM, MOHELA Student Loan Servicer <mohela@mohsia.com>
wrote:

U.S. Department of Education

-] Information about your federal student loan

FTC-BBB-000435
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g% Better
- Business Elizabeth Nichols <enichois@nscal.bbb.org>
BEE Bureau

i

Fw: FRAUD ALERT - Notice about student loan servicing scams
1 message

Crystal Harp Thu, Mar 23, 2017 at 12:52 P
Reply-To: Crystal Harp >

To: Elizabeth Nichols <enichols@sacramento.bbb.org>

This is the email that 1st alerted me that something wasn't as it seemed.

On Thursday, March 23, 2017 3:46 PM, Crystal Harp _ wrote:

On Thursday, October 6, 2016 10:32 AM, MOHELA Student Loan Servicer <mchela@mohela.com> wrote:

25 U.S. Department of Educ
»} Information zhout your federal siudent

MOHELA recently became aware of debt relief companies that are charging fees to halp you with
your student loan such as completing consolidation, applying for an income-driven repayment plan,
qualifying for forgiveness programs, and/or getting out of default. Caution - you never have ic pay
for student loan help! The U.S. Department of Education contracts with MOHELA to service your
student loan and we in turn provide services to you for FREE.

As your dedicated federal servicer contracted to work for the Depariment of Educaticn, we can

help you:

Lower monthly payments

Consolidate federal student loans
Check on loan forgiveness

Apply for options to postpone payments
Resolve delinguency

Get out of default

You never need to pay for these services. MOHELA is commitied to providing you with guality and
complimentary customer service. For help with your student loan, use our official website
mohela.cem or call using our official phone number 888.856.4352.

Protect yourself

Unfortunately, some companies act unethically or potentially illegally to get your business—
misrepresenting themselves as having a relationship with the Department of Education, viclating
students’ privacy by inappropriately using their FSA 1Ds, and claiming that govemment programs
are their own. The Department of Education continues efforts to crack down on these companies o
protect student borrowers like you.

If you think that you've been scammed, leam your options. Many siate governments have an
Office of Consumer Affairs or Consumer Protection either within or affiliated with, the Cffice of the
Attomey General for each state. At the federal level, the FTC and the CFPB have the authority o
act against companies that engage in deceptive or unfair practices.

Learn more about how to protect yourself: http://olog.ed.gov/2016/01/dont-be-fooled-you-never-
have-to-pay-for-student-ioan-heip/
Sincerely,

MOHELA

FTC-BBB-000433
Stiner Attachment H - 2



Case 4:18-cv-00806-SBA Document 70-8 Filed 03/05/18 Page 4 of 8

This mzssage is an attempt to collect a debt and any information obtained will be used for that purpose.

California residents: The state Rosenthal Fair Debt Collection Practices Act and the federal Fair Debt Collection Practices Act
require thal, except under unusual circumstances, collectors may not contact you before 8 a.m. or after 9 p.m. They may not
harass you by using threats of violence or amest or by using obscene language. Colflectors may not use false or misleading
statements or call you at work if they know or have reason to know that you may not receive personal calls at work. Forthe most
part, colieciors may not tell another person, other than your attomey or spouse, about your debt. Collectors may contact
another person fo cosfirm your location orenforce a judgment. For mare information about debt collection activities, you may
contact the Federal Trade Comimission at 877.FTC.HELP or www. fte.gov.

FTC-BBB-000434
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MOHELA recently became aware of debt relief companies that are charging fees to help you with
your student loan such as completing consolidation, applying for an income-driven repayment plan,
qualifying for forgiveness programs, and/or getting out of default, Caution - you never have {o pay
for student foan help! The U.S. Department of Education contracts with MOHELA to service your
student loan and we in turn provide services to you for FREE.

As your dedicated federal servicer contracted to work for the Department of Education, we can
help you:

+ Lower monthly payments

= Consolidate federal student loans

= Check on loan forgiveness

«  Apply for options to postpone payments
= Resolve delinquency

= (et out of default

You never need to pay for these services. MOHELA is committed to providing you with quality and
complimentary customer service. For help with your student loan, use our official website
mohela.com or call using our official phone number 388.866.4352.

Protect yourself

Unfortunately, some companies act unethically or potentially illegally to get your business—
misrepresenting themselves as having a relationship with the Department of Education, violating
students’ privacy by inappropriately using their FSA 1Ds, and claiming that government programs
are their own. The Department of Education continues efforts to crack down on these companies to
protect student borrowers like you.

if you think that you've been scammed, learn your options. Many state governments have an
Office of Consumer Affairs or Consumer Protection either within or affiliated with, the Office of the
Attomey General for each state. At the federal level, the FTC and the CFPB have the authority to
act against companies that engage in deceptive or unfair practices.

Learn more about how to protect yourself: http://bleg.ed.gov/2016/01/dont-be-fooled-you-never-
have-io-pay-for-siudeni-loan-help/

Sincerely,

MMOHELA

¥

88.866.4352.

This massage is an atiempt to collect a debt and any information obtained will be used for that purpose.

Celifornia residents: The state Rosenthal Fair Debt Collection Practices Act and the federal Fair Debt Collection Practices Act
requlre that, except under unusual circumstances, collectors may not contact you before 8 a.m. or after 9 p.m. They may not
harass you by using threats of violence or amest or by using obscene language. Coflectors may not use false or misleading
statements or call you at work if they know or have reason to know that you may not receive personal calls at work. Forthe most
pan, colfectors may not tell another person, other than your attomey or spouse, about your debt. Collectors may contact
another person to confirm your location or enforce a judgment. For more information about debt collection activities, you may
contact the Federal Trade Commission at 877.FTC.HELP or www.flc.gowv.

FTC-BBB-000436
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’ Better
- Business Daniel Stiner <dstiner@necal.bbb.org>
BBE Bureau

Ameritech Complaint
1 message

Carlos O Clara > Mon, Jun 5, 2017 at 9:41 PM
To: Kristina Sciortino <kristina.sciortino@ameritechfinancial.com>, Daniel Stiner <dstiner@sacramento.bbb.org>

Ms. Sciortino,

| am very disappointed with Ameritech, because | had a conversation with the NELNET financial
department and they told me that the Department of Education is the only Governmental Institution
that can provide forgiveness of Students Loans in “very special” circumstances.

When | started worked with Shane Banning, he proposed to me a plan to reduce monthly
payment, and Student Loan amount with substantial reduction, that you already know.

But when the re-payment was transferred from NAVIENT to NELNET, my loan had a higher
balance and | paid Ameritech more that $2000.00.

I know just part of this payment was part of the services to Ameritech to conclude my reduction
loan payment process, that never happened.

| am having the BBB support, because | consider that is not correct business for me, and |
hope we resolve this situation soon.

When Shane Banning made that written proposal on behalf of Ameritech, | trusted in your
Company.

| hope to have a friendly agreement.

Sincerely,

Carlos Clara

From: Kristina Sciortino <kristina.sciortino@ameritechfinancial.com>
Sent: Monday, June 5, 2017 4:57 PM

To: Carlos O Clara

Subject: Please Call

Stiner Attachment | - 1
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Hello Carlos,

| am reaching out because | have not yet received the documentation we discussed. If you would
like to resolve your account and case another way, please let me know.

Thank you.

Warm regards,

Kristina Sciortino
Customer Service Supervisor

2 refer.ameritechfinancial.com

$ referral
A ECH rogram

1101 Investment Blvd. Suite 290
El Dorado Hills, CA 95762

Phone: (800) 792-8621

Fax: (866) 818-9026

Referral Program: refer.ameritechfinancial.com

Customer Service: customer.service@ameritechfinancial.com
Submit Documents: income.doc@ameritechfinancial.com

Web: www.ameritechfinancial.com

Our Client Promise: 100% Client Satisfaction - 100% of The Time

NOTICE: The information contained in (and attached to) this e-mail is
intended only for the personal and confidential use of the designated
recipient(s) named above. If the reader of this message is not the intended
recipient, you are hereby notified that you have received this document in
error and that any review, dissemination, distribution or copying of this
message is strictly prohibited. If you received this communication in error,
please notify us immediately by reply e-mail, and delete the original
message (including attachments). All participants in Ameritech Financial's
referral program must agree to the Terms & Conditions of the program,
reviewable at refer.ameritechfinancial.com.
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BBB Scam Tracker Report

This content is based on victim and potential victim accounts. Government agencies and legitimate
business names and phone numbers are often used by scam artists to rip consumers off. All
information in this report was provided by the victim.

Scam ID: 59271 Date Reported: 05/26/2016 Scam Type: Other
Business Information Used by Scammer

Business Name: Ameritech Financial

Business State/Province: CA

Postal Code: 95762

Business Phone Number:

Business Website: https://www.ameritechfinancial.com

Business Email:

Total Dollars Lost: $ 100000.00 Total Dollars Attempted: $ 0.00
Method of Payment: Bank Account Debit

Means of Contact: Phone

Scam Target: Individual

Scam Description: They are charging customers to help consolidated loans or get into a forgiveness
program. They are not working everyone's loans and clients are defaulting and they never tell customers
and they keep charging them. As well as lying on government forms they ask client just to leave form
blank just sign it.. then they fill out there own info which lis is different boxes. They have clients all over
that they are scamming

Victim Information

Name: Chad Johnson

Age:

Gender: 0

Student: Yes

Active duty military, veteran, or spouse: No

State/Province: CA

Postal Code:-

Stiner Attachment J - 2
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Phone:

Victim is willing to speak to media: Yes
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5/26/2016 BEB of Northeast California Mail - The BEB Scam Tracker Report you Filed for AmeriTach Financial

Better
- DBLsiness Elizabeth Nichols <enichols@necal.bbb.org>
BE8 Bureau

The BBB Scam Tracker Report you Filed for AmeriTech Financial

7 messages

Elizabeth Nichols 4enichcfsﬁsacmmento.bbh.ory Thu, May 26, 2016 at 2:00 PM
To:

Dear Mr. Johnson,

We are currently investigating complaints we have received for AmeriTech Financial. I reviewed
the report you left with Scam Tracker. Can you tell me more about your interaction with the
company? Did you receive any paperwork or advertising from the company and, if so, would
you be able to email me coples? Thank you in advance for your time. If you have any questions,
please feel free to give me a call.

Sincerely,

Elizabeth Nichols, Trade Practices Specialist
Better Business Bureau serving Northeast California
3075 Beacon Blvd

West Sacramento, CA 85691

518-231-8528
enichols@sacramento.bbb.org
bbb.org Start With Trust®

couriney Johnson [ KT Thu, May 26, 2016 at 2:26 PM

To: Elizabeth Nichols <enichols@sacramento.bbb.org>

I was an employee with the company, not a client - so | know everything that they were doing.

[Quoted text hidden]

Elizabeth Nichels <enichois%sacramento.bbb.ori> Thu, May 26, 2016 at 2:26 PM
To: Courtney Johnson

Do you have any company documents (sales scripts, forms, etc.) you could send us copies of?
[Guoted text hidden]

Courtney Johnson _ Thu, May 26, 2016 at 2:34 PM
To: Elizabeth Nichols <enichals@sacramento.bbb.org>

No | don't have copys of that. All | could provide is the actually data base

[Custed text hidden]

Courtney Johnson Thu, May 26, 2016 at 2:41 PM
To: Elizabeth Nichols <enichols@sacramento.bbb.org>
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5/26/2016 BBB of Northeast California Mail - The BBB Scam Tracker Report you Filed for AmeriTech Financial

The data base would have record of every client and in that database you would be able to see how many people
they are frauding you would also be able to pull up all the forms that are government forms that they also have
frauded

[Quoted text hidden]

Elizabeth Nichols <enichols@sacramento.bbb.org> Thu, May 26, 2016 at 2:42 PM
To: Courtney Jonnson [

What do you mean when you say you have the database? Also, we suggest that if you have
documentation supporting your claims, you contact the California Attorney General's office. Here
is a link to their website: hitps://oag.ca.gov/

[Quoted text hidden]

Courtney Johnson m Thu, NViay 26, 2016 at 2:44 PM
To: Elizabeth Nichols <enicholsi@sacramento.bbb.org>

Thank you | will also reach out to them | just figured | would let you know because they're claiming they have an
A-Plus rating with you guys but they have no rating at al

[Quoted text hidden]
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Stiner Attachment K is in physical form only, and maintained in the case file at the Clerk’s

office.

If you are a participant on this case, this Attachment will be served in physical form.

For information on retrieving this filing directly from the court, please see the court’s main web

site at http://www.cand.uscourts.gov under Frequently Asked Questions (FAQ).

This Attachment was not efiled for the following reason:

Non Graphical/Textual Computer File (audio, video, etc.) on CD or other media.
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OFFICIAL TRANSCRIPT PROCEEDING

FEDERAL TRADE COMMISSION

MATTER NO. 1723027
TITLE AMERICAN FINANCIAL BENEFITS CENTER
DATE RECORDED: DATE UNKNOWN

TRANSCRIBED: JUNE 5, 2017
REVISED: SEPTEMBER 18, 2017

PAGES 1 THROUGH 6

TELEPHONE CONVERSATION BETWEEN
BETTER BUSINESS BUREAU REP (JORGE) AND CHRISTINA
FTC-BBB-00182

For The Record, Inc.
(301) 870-8025 - www.ftrinc.net - (800) 921-5555
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FEDERAL TRADE COMMISSION

I NDEX

RECORDING: PAGE:

Conversation between Jorge and Christina 4
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FEDERAL TRADE COMMISSION

In the Matter of: )
American Financial Benefit ) Matter No. 1723027

Services )

______________________________ )

Date Unknown

The following transcript was produced from a
digital file provided to For The Record, Inc. on May

19, 2017.
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PROCEEDINGS
TELEPHONE CONVERSATION BETWEEN JORGE AND CHRISTINA

JORGE: -- Business Bureau. This is Jorge.
How can I help you?

CHRISTINA: Hi. I need to get some
information on a company.

JORGE: Okay. What’s the name of the
company? Where’s it located?

CHRISTINA: And 1 was just wondering how I
would go about talking to someone about something.

JORGE: Well, what’s the name of the
company, and where’s it located?

CHRISTINA: 1t’s called Ameritech Financial,
and they say they’re in Eldorado Hills, California,
but they’re really in Rohnert Park, California.

JORGE: Okay. And you want to inquire about
their status with us?

CHRISTINA: Well, I was a recent employee,
and 1 think you guys should be made aware of some
stuff -- some stuff that’s going on there.

JORGE: All right. Hold on one second.
Okay?

CHRISTINA: Okay.

JORGE: Be -- hold on.
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Hi. [1°m going to go ahead and transfer you
over to our trade practices department, and they
should be able to assist you further with your
inquiry. Okay?

CHRISTINA: Okay. Thank you.

JORGE: Yeah.

(The call was concluded.)

(The recording was concluded.)
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CERTIFICATE OF TRANSCRIPTIONIST

I, Sara J. Vance, do hereby certify that the
foregoing proceedings and/or conversations were
transcribed by me via CD, videotape, audiotape or
digital recording, and reduced to typewriting under my
supervision; that 1 had no role In the recording of
this material; and that i1t has been transcribed to the
best of my ability given the quality and clarity of
the recording media.

I further certify that I am neither counsel
for, related to, nor employed by any of the parties to
the action in which these proceedings were
transcribed; and further, that I am not a relative or
employee of any attorney or counsel employed by the
parties hereto, nor financially or otherwise

interested In the outcome of the action.

DATE: 9/18/2017

SARA J. VANCE, CERT
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OFFICIAL TRANSCRIPT PROCEEDING

FEDERAL TRADE COMMISSION

MATTER NO. 1723027
TITLE AMERICAN FINANCIAL BENEFITS CENTER
DATE RECORDED: DATE UNKNOWN

TRANSCRIBED: JUNE 5, 2017
REVISED: SEPTEMBER 18, 2017

PAGES 1 THROUGH 16

TELEPHONE CONVERSATION BETWEEN
BETTER BUSINESS BUREAU REP (DANIEL) AND CHRISTINA
FTC-BBB-00183

For The Record, Inc.
(301) 870-8025 - www.ftrinc.net - (800) 921-5555
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FEDERAL TRADE COMMISSION

I NDEX

RECORDING: PAGE:

Conversation between Daniel and Christina 4

Stiner Attachment L - 8



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Case 4:18-cv-00806-SBA Document 70-12 Filed 03/05/18 Page 10 of 23

FEDERAL TRADE COMMISSION

In the Matter of: )
American Financial Benefit ) Matter No. 1723027

Services )

______________________________ )

Date Unknown

The following transcript was produced from a
digital file provided to For The Record, Inc. on May

19, 2017.
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PROCEEDINGS
TELEPHONE CONVERSATION BETWEEN DANIEL AND CHRISTINA

DANIEL: Thank you for holding. This is
Daniel. How can 1 help you?

CHRISTINA: Hi. So I recently left my place
of employment after two years because of the fact that
the way that they were going is just not something
that I’m okay with, and 1 really think you guys should
be made aware of what’s going on with this company
because I’m sure you have thousands of complaints.

DANIEL: Okay. And is this Ameritech
Financial?

CHRISTINA: Yes. And then I was -- they
didn’t employ me as Ameritech Financial. They kept me
under their previous name, which was American
Financial Benefits Center.

DANIEL: Mm-hmm.

CHRISTINA: But they recently changed the
name because of issues with the other name.

DANIEL: What -- what was the original name?

CHRISTINA: American Financial Benefits
Center.

DANIEL: Okay. Okay. And, so, what’s going

on over there that’s concerning you?
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CHRISTINA: It’s a giant scam. Like, it’s
taking everything in me for me not to call every
single one of their clients and tell them to stop
their services.

DANIEL: Uh-huh. So what’s -- what’s going
on exactly?

CHRISTINA: They’re promising them that we
can get them loan forgiveness, and they’re
consolidating loans with -- telling clients that they
get them out of default, and they can’t, and basically
they’re letting people default, not letting them know,
and then still taking their money. They had another
company before American Financial Benefits Center
called Consumer Debt Collections or whatever.

DANIEL: Uh-huh.

CHRISTINA: And they closed that one because
of lawsuits as well.

DANIEL: Interesting.

CHRISTINA: Brandon Frere is a sleazeball.

DANIEL: Who -- who is -- who is that?

CHRISTINA: He’s the -- the owner of the
company -

DANIEL: Okay. Did you -- did you send us
an email about this?

CHRISTINA: No. I wouldn”t be surprised if

Stiner Attachment L - 11



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Case 4:18-cv-00806-SBA Document 70-12 Filed 03/05/18 Page 13 of 23

you’ve gotten another one recently.

DANIEL: Okay.

CHRISTINA: But they’ve literally been
screwing every one of their employees over. They’re,
like, hiring people on through temp agencies, at
higher wages than us. So | quit my job because my
supervisor kept calling me inappropriate names, and he
was just being very hostile towards me, so I finally
gave up and I put my two weeks” notice In. And then
they cashed me out on Friday because they didn’t want
me to come back and try to pull any of the employees
or my clients” records.

DANIEL: Okay.

CHRISTINA: Like, my name is all over their
website, like they used me as third-party repre- --
like my name’s on third-party authorization forms,
like, I’m scared for my -- my well-being and my name
and what could possibly happen to me because of them
putting my name on legal documents.

DANIEL: So -- so what exactly is it that
they’re doing that you -- that you feel i1s misleading
or problematic?

CHRISTINA: They’re -- they’re scamming
people out of thousands and thousands of dollars.

DANIEL: Are they -- they’re --

Stiner Attachment L - 12
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CHRISTINA: They’re promising people that
are not eligible for these programs --

DANIEL: Uh-huh.

CHRISTINA: -- that we’ll get them loan
forgiveness, that we’ll do all the work for them.

They charge them over $2,100, up-front, and then $99 a
month. They don’t tell clients that we don’t make the
payments for them. They don’t tell clients that, you
know, there is a possibility that this isn’t going to
happen; it’s going to be -- you’re going to be taxed.
They don”t tell them any of this.

DANIEL: Hmm.

CHRISTINA: And I know Brandon --

DANIEL: Uh-huh.

CHRISTINA: -- has friends with the Better
Business Bureau, and 1 know he’s gotten rid of
reviews. | know that for a firsthand because he brags
about It.

DANIEL: [Interesting. Okay.

CHRISTINA: They brag about their lawyers
that they have and how they get away with things like
this, that there’s very little his lawyers can’t get
taken care of for him. Like, he -- they’re ruthless.

DANIEL: How do you -- how do you spell his

last name, Brandon’s?
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CHRISTINA: F ER R E R.

DANIEL: Okay. And do you -- do you have
any sort of documentation or anything to support what
you’re saying?

CHRISTINA: 1 worked there for two years.
1’d be more than happy to type up a statement, but
when you leave, they literally -- the second you put
your notice in, they go to your desk, and they remove
every paper from your desk. And they did that while 1
was not on premises, so when I went to pick up my
belongings --

DANIEL: Uh-huh.

CHRISTINA: -- all of my documentation and

everything had been removed from my desk and my

filing.

DANIEL: Wow, okay.

CHRISTINA: They made us sign some sort of
waiver saying that we will not work for -- certain
companies after being employed there. 1 don’t

remember what was signed, so I°m scared that 1°m going
to go -- go work somewhere and then later, a couple
months down the road, that they come back and sue me.
DANIEL: Oh.
CHRISTINA: Like, my name is literally on —-

it’s legal documents for people 1 don’t even know what
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people they’re for -- or what names or what clients
they’re for.

DANIEL: Oh, 1 hear what you’re saying.
Yeah, that’s -- that’s --

CHRISTINA: So if these people come back and
they’re, like, well, Christina Pfeiffer told me all
this stuff and her name’s on these papers, and I
wasn’t the one who helped that person, it’s going to
come back on me, not Brandon.

DANIEL: Right. Okay.

CHRISTINA: And they didn”t make us aware of
this when we got hired. None of that.

DANIEL: Yeah, well, what was your position

there?

CHRISTINA: 1 was a customer service
representative.

DANIEL: Okay. And you said your name was
Christina?

CHRISTINA: Yes.

DANIEL: Can you -- do you want to give me
your -- your full name?

CHRISTINA: Is it going to be given to them?
DANIEL: Not if you don’t want it to.
CHRISTINA: 1 mean, 1”11 give my Ffirst name,

but 1 don”t want them coming after me.
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DANIEL: Uh-huh.

CHRISTINA: So if you want, I can -—- | don’t
-— I can go to a lawyer, have them do everything and
then send it over to you.

DANIEL: Yeah, 1 mean --

CHRISTINA: Because there’s people in that
company that are scared to leave --

DANIEL: Wow.

CHRISTINA: -- because they make threats.
They don’t care about their employees, and it’s a
problem. And, like, I am -- It’s getting to the point
where 1”’m going to contact these people and have them
contact you guys because 1 don’t want my clients being
screwed over by a company and I’m not there, and
they’re still using my name.

DANIEL: Okay. Yeah, well, we -- we’d
definitely be interested in you providing us with a --
with a statement, if you can, you know, and if you
want it to be anonymous, that’s okay; or if you -- you
know, if you want to provide some sort of contact
information where we can follow up with you, you know,
that -- that would be good. But we’re definitely
interested in looking into the things that you’re
talking about here.

Have you thought about contacting the

Stiner Attachment L - 16
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District Attorney’s Office?

CHRISTINA: Well, 1 just got off the phone
with the labor board because they lowered my wages
without telling me, and basically the labor board said
that there’s not much 1 can do because I got -- 1
received a paycheck, so that was them notifying me. |
guess | didn’t have to sign anything.

DANIEL: Oh.

CHRISTINA: But, I mean, 1 should go to the
DA, 1’m working with another girl. Her name’s
Courtney, and she was -- they terminated her because
she missed two days of work. So she’s already been in
contact with, like, news agencies and everything. So
I just wanted to know if there was anything 1 needed
to do to protect my name.

DANIEL: Yeah. Wow. Well, you -- you know,
if you’re worried about being in some sort of legal
trouble, you definitely want to seek the advice of an
attorney. You know, we -- we can’t really give you
legal advice on something like that. But --

CHRISTINA:  Mm-hmm.

DANIEL: -- you do need to be cautious.
Interesting, okay. Did they -- did they -- did
they -- are they instructing people to be misleading

to the clients there? Is that’s what’s going on?
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CHRISTINA: Yes.

DANIEL: Okay. And how -- how do they go
about communicating that?

CHRISTINA: So basically they train the
sales representatives to tell the clients that they
have a higher family size than what they really do.
So, like, let’s say for me, for an example, if 1 were
to go and try and enroll with our services, the --
even though I’m single and I have a child, they would
probably tell me to make my family size closer to
eight or ten. That way I’m guaranteed a zero-dollar
repayment plan in that at the end of the ten years,
they’re supposed to write off my student loan.

DANIEL: (Inaudible).

CHRISTINA: Like the Department of
Education. But they don’t tell the sales reps that
they’re taxed at the end of it. They don’t tell them
that it’s illegal for them to fraud- -- or to lie
about the family size. They don’t tell anyone that.
And then, so, when it gets to customer service, we
have to try and manipulate the client into keeping
their family size that way. So it got to the point
where 1 wasn’t comfortable assisting those types of
clients anymore.

DANIEL: Yeah.
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CHRISTINA: So they opened a retention
department where they trained people to lie and get
them to either up their family size or lie about their
taxes or their filing status, all these different
things.

DANIEL: Wow. Okay. Interesting.

So are you willing to provide, you know, a
detailed written statement to us?

CHRISTINA: Yeah. |1 would just need to know
what email or where to send that, and | can get that
over to you guys.

DANIEL: Okay. |1 can give you my email.

CHRISTINA: Okay.-

DANIEL: It’s —- it’s -- 1’1l say i1t and
then 1”11 spell it. 1It’s dstiner, and it’s D, like
Daniel; S, like Sam; T, like Tom; I, like ice cream;
N, like Nancy; E, like Edward; R, like Robert;
@sacramento.bbb.org.

CHRISTINA: Okay, Sacramento. 1’m sorry, so
it’ s DS T 1 NER, @sacramento-dot-what? 1°m sorry.

DANIEL: BBB, like Better Business Bureau,
dot-org.

CHRISTINA: Okay. So I can email that to
you, and then 1’11 also email exactly what I put in my

resignation letter, so that way you guys can see that
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as well, so that way you guys can show that this
company is aware that there is issues going on. |
mean, we’ve gone to management and literally told them
about problems, and they said, we’re not going to tell
the client until they call us; let them keep making
those payments until they realize something’s wrong.

DANIEL: Wow. Well, I’m certainly glad
you’re telling us all this. 1It’s certainly something
that we want to know about. Goodness. Well, yeah,
if you could send that stuff along, Christina, and
I’ve got your phone number here from the Caller ID.
Is it —- is it okay if we call you back if we have any
questions?

CHRISTINA: Oh, absolutely.

DANIEL: Okay.

CHRISTINA: And then is it okay if I have
Courtney email you what she filed as well? That way
you can just see, like, the similarities in what’s
going on?

DANIEL: Yes. Please -- please do.

CHRISTINA: Okay. So I will get that over
to you, and then I will have Courtney do that. And
then if you have any questions, you can just call me.

DANIEL: Okay.

CHRISTINA: Or anyone can call me.
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DANIEL: All right. Well, we will
definitely do that. And 1 thank you for coming
forward and speaking up, Christina. Thank you.

CHRISTINA: No problem. 1711 talk to you
soon.

DANIEL: Okay. Take care.

CHRISTINA: Bye.

DANIEL: Bye.

(The call was concluded.)

(The recording was concluded.)
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CERTIFICATE OF TRANSCRIPTIONIST

I, Sara J. Vance, do hereby certify that the
foregoing proceedings and/or conversations were
transcribed by me via CD, videotape, audiotape or
digital recording, and reduced to typewriting under my
supervision; that 1 had no role In the recording of
this material; and that i1t has been transcribed to the
best of my ability given the quality and clarity of
the recording media.

I further certify that I am neither counsel
for, related to, nor employed by any of the parties to
the action in which these proceedings were
transcribed; and further, that I am not a relative or
employee of any attorney or counsel employed by the
parties hereto, nor financially or otherwise

interested In the outcome of the action.

DATE: 9/18/2017

SARA J. VANCE, CERT
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d

BBB
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On Mon, Dac 14, 2015 at 11:27 AM, Brandon Frere =brandon@ameritechfinancial.com= wrote:
Daniel,

It was a pleasure spaaking with you taday, Per our conversation, pleasa find attached the primary
contract and client payment authorization for AmeriTech. Please raview, then give me a call with any
questions you may have,

I look forward to hearing from you,

Thank you!

Warm Regards,

&

AMERITECH

= A NE A L=

Brandon Frere

President & CEO

AmeriTech Financial

1101 Investment Blvd Suite 290
El Dorado Hills , CA 5762
Phone: 800-792-B621 ext, 101
Cell:  707-758-0662

Fax: 800-878-1182

Email;

Website: www. Ametl TechFinancial.com

Our Client Promise:

100% Client Satisfaction - 100% of The Time

FTC-BBB-000137
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NOTICE: The information contained in {and attached to) this e-mail is intended only for the personal
and confidential use of the designated recipieni(s) named above. If the reader of this message is not
the intended recipient, you are hereby notified that you have received this document in ervor and that
any review, dissemination, distribution or copying of this message is strictly prohibited. If you
received this communication in error, please notify us immediately by reply e-mail, and deiete the
original message (including attachments).
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et

AMERITECH

“-FINANCIAL-

1101 Investment Blvd Suite 290

El Dorado Hills, CA 95762

Telephone: (800) 792-8621

Fax: (866) 818-9026

Website:  www.AmeriTechFinancial.com
Documents: income.doc@AmeriTechFinancial.com

Email: support@AmeriTechFinancial.com

Client Name: Client #:
Address: Home Phone:
City, State, Zip Other Phone:
Date:

Thank you for contacting AmeriTech Financial, Based on the information you have provided to our
company, we believe that you may qualify for one or more student loan assistance programs offered by
the United States Department of Education, AmeriTech Financial (“AF™) is a privately owned company
that helps consumers like you identify programs that may be suitable for their situation, gathers their
relevant application documents, and then assists them by preparing those documents for review and
submission. To begin, we need the following information from you:

I, Plense carefully read the enclosed agreement, and make sure that all pages are signed and
dated where indicated.

2. Please provide a copy of a voided check, along with the attached authorization forms, signed
by the account holder who is remitting the program payment.

3. After you have faxed your documents plense contact AF at 1-800-792-8621 ext. 0 and speak
to a Client Services Representative to verify all documentation has been received, You may
also email your documentation to:

4. Be sure to retain a copy of all documents Tor your records,

Due to the importance of this material and so that we may start working for you as soon as possible,
please return these documents to AmeriTech Financinl vian  secure fax, email to
income.doci@AmeriTechFinancial.com, or mail to 1101 Investment Blvd Suite 290, El Dorado Hills, CA
95762 as soon as possible,

If you have any questions when reviewing the attached documents, please feel free to contact your
AmeriTech Financial Client Services Representative directly at 1-800-792-8621.

Client Signature: Date:

FTC-BBB-000140
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AmeriTech Financial
Privacy Policy

AmeriTech Financial (hereinafter "Company™) is dedicated to protecting your privacy and providing you
with the highest level of service. This Policy explains what Company does to keep information about you
private and secure, This Policy covers only information that you provide to Company or that it obtains
about you from companies that you have chosen to do business with, Please read this Policy carefully
and contact us i you have any questions.

Personal Information We Collect
The personal information we collect about you comes from the following sources:

s Information we receive from you, such as your name, address, and telephone number, or
other information that you provide to us over the phone or in documents or applications,

s [Information about your transactions, such as your account balances with your creditors,
payment histories, account activity, and all other information that may be contained in your
credit card statements or other reports relating to your debt, and

s Information we receive from consumer reporting agencies and other sources, such as your
credit bureau reports, collection agency reports or other communications, and other
information relating to your payment histories, creditworthiness, annual income, or ability to
satisly your obligations.

We will not sell or transfer your personal information to third parties for any purpose in our sole
discretion. We prohibit the sale or transfer of personal information to non-affiliated entities for their use
without giving you the opportunity to opt-out. We may disclose such information in order to effect or
carry out any transaction that you have requested of us or as necessary (o complete our contractual
obligations with you, We may also share your information with service providers that perform business
operations for us, companies that act on our behalf to market our services, or others only as permitted or
required by law, such as to protect against fraud or in response to a subpoena. We may also share or
transfer our information in the event we transfer or sell your aceount or our business assets to another
provider,

By carrying out those services, we may disclose your information, as we see fit and as permitted by law,
to your creditors, credit card companies, collection agencies, banks, and other entities and individuals
specifically necessary 1o effect, administer and perform our services.

Your Choices / Opt-out

We provide you the opportunity to ‘opt-out” of having your personally identifiable information used for
certain purposes. By providing information to Company you are consenting to the collection, use and
disclosure of such personal information in the manner deseribed in this privacy policy. We provide you
the opportunity to withdraw your consent when such information is collected.

Such consent may be withdrawn by calling the telephone number provided below or may be done in
writing/email and sent to our customer service department at the following physical address or email
address:

FTC-BBB-000141
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AmeriTech Financial
1101 Investment Blvd Suite 290
El Dorado Hills, CA 95762

If by email: support@AmeriTechFinancial.com
If by phone: 1-800-792-8621 Extension: ()
How We Proteet Your Information

We train our employees to protect all customer information. We maintain physical, electronic and
procedural controls that comply with government standards. We authorize our employees, agents and
contractors to gel information about you only when they need it to do their work with us, You can help to
maintain the security of your online transactions by not sharing your personal information or password
with anyone, Remember, no method of transmission over the Internet, or method of electronic storage, is
100% secure,

This policy applies to current and former customers. I you have any questions, please contact
AmeriTech Financial at 1101 Investment Blvd Suite 290, El Dorado Hills, CA 95762

Client Signature: Date:

"Notice of Cancellation"

FTC-BBB-000142
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Dute:

"You may eancel this transaction, without any penalty or obligation, within ten (10) business days from the
above date.

If you cancel, any property traded in, any payments made by you under the contract or sale, and any
negotiable instrument executed by you will be returned within ten (10) days following receipt by the seller of
your cancellation notiee, and any sccurity interest arising out of the transaction will be canceled.

If you eancel, you must make available to the seller at your residence, in substantlally as good condition as
when received, any goods delivered to you under this contract or sale, or you may, if you wish, comply with
the instructions of the seller regarding the return shipment of the goods at the seller's expense and risk.

If you do make the goods available to the seller and the seller does not pick them up within 20 days of the
date of your notice of cancellation, you may retain or dispose of the goods without any further obligation. If
you fuil to make the goods available to the seller, or if you agree to return the goods to the seller and fail to do
s0, then you remain liable for performance of all obligations under the contract.”

To caneel this transaction, mail or deliver a signed and dated copy of this cancellation notice, or any other
written notice, or send a telegram to AmeriTech Financlal , at 1101 Investment Blvd Suite 290, El Dorado
Hills, CA 95762 not later than ten (10) business days from the above date .

I hereby eancel ihis transaction,

(Client's signature)

(Print Name)

(Date)

AmeriTech Financial

FTC-BBB-000143
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Complaint Policy

Our goal at AmeriTech Financial is to provide exceptional service to our Clients. While every effort is
taken to ensure we treat our Clients in a fair, courteous, and honest manner, sometimes our Clients have
special inquiries that require our immediate attention.

We believe that our Clients have the right to raise a complaint, and the right to have their complaints
addressed immediately. We also believe that a successful organization must be willing to evolve in an
effort to meet the needs of its Clients. Therefore, we have established a complaint process for Clients who
are unsatisfied with the service or treatment they have received,

How to Initiate a Complaing

In the event you are unsatisfied with our service, please initially direct your comment or complaint
directly to the employee or team which is responsible for your dissatisfaction. If the individual employee
cannot resolve the matter, we will quickly engage the relevant Manager or Director to resolve your
matter.

We always attempt 1o resolve your coneerns at the first point of contact. However, if you are not satisfied
wilh the resolution, you may then notify our Compliance Officer directly in writing at:

1. Compliance@ AmeriTechFinancial.com
2. 1-800-792-8621 Extension: 0
3. AmeriTech Finaneial

Attention: Complianee Officer

1101 Investment Blvd Suite 290
El Dorado Hills, CA 95762

Please inelude the following in your writien correspondence

I, A elear description of the complaint and any suggestions you may have that would resolve your
grievance.

Details of any relevant information relating to any contacts vou may previously have had with
AmeriTech Financial on this subject.

2

3. Whether it is an original complaint, or a follow-up to a reply you were not satisfied with,

4. Your complete contact information (including full postal address, telephone number. and email
address) and your date of birth (for verification purposes).

What to Expect

We strive 1o resolve all complaint inquiries as quickly and efficiently as possible. You can expect to
receive a response from us within 2 business days after we receive your complaint. If your case is
particularly complex and cannot be resolved within 2 business days, we will provide you with an
estimated time in which you should expect to receive such resolve. Thank You.

AmeriTech Financial

Document Preparation and Serviee Agreement

FTC-BBB-000144
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This Service Agreement is entered into on the date shown below between the AmeriTech Financial (“AF”) and the Client
shown below (“Client™),

AF provides processing and support services to assist consumers who are applying for Federal Student Loan
Consolidation Services, and/or other repayment plan programs available through the Department of Education (“DOE"),
AF is a private company, not affiliated with any government agency and, for a fee, will assist in assembly and submission
of student loan consolidation, and/or other repayment plan program documents. AF is not a lender or a debt consolidation
company. It does not promise to improve your credit score.

Client requests AF to perform, in good faith, the following services, (“the Services™): (a) Review the Client’s current
Federal Student Loan debt situation, (b) Identify potential Student Loan Consolidation, and/or other repayment plan
options that may be available to Client from the DOE, (c) Discuss potential options with the Client, and (d) Prepare and
process, on the Client's behalf, a Federal Student Loan Consolidation Application, and/or other repayment plan program
application with the DOE after Client selects desired option,

MNow therefore in consideration of the foregoing and every term, covenant and condition hereafter set forth, AF and Client
do hereby understand, covenant and agree to the following:

1. Provide Complete and Truthful Information. AF will provide Client with an overview session limited to his/her
Federal Student Loan debts to assist the Client in locating options that may be available to Client. Client expressly
represents and warrants that he/she/they will at all times provide AF with information that is complete, accurate and true
to the best of their knowledge and belief,

2. Performance of Services, Upon receipt of all information from Client, AF shall promptly analyze Client’s Federal
Student Loan debt situation, review the information provided by the Client, and complete the application forms required
for the DOE program(s) that have been selected by the Client. Upon completion of AF's review and due diligence, AF
shall prepare for filing with Client’s lender an application to initiate a Federal Student Loan Consolidation, and/or other
repayment plan available to Client through the DOE on behalf of Client. Where appropriate, AF will assist in applying for
pre-congolidation forbearance, applying for loan consolidations, submitting post-consolidation documents, applying for
income-based repayment programs and reapplying for income-based repayment programs.

3. Fees for Services. The cost of the program for a client enrolling is __$400.00__, and shall be charged to the Client’s
chosen dedicated account as specified below after obtaining approval of a Federal Student Loan Consolidation, or any
other Department of Education repayment plan option on Client’s behalf. Thereafter and as requested by Client, AF will
rench out annually to assist borrower with any additional student document preparation needs at a cost of __$100.00__
annually payable at the time services are provided.

4. Documents Service Agreement and Monthly Cost Authorization. AF will use a third party payment processor to
debit Client for fees/payments and Client shall pay all processing fees associated with such. Client herby authorizes AF to
deduet all payments due per this contract from the financial institution listed in the accompanying Credit Card/ACH
Authorization or such other financial institution that may be used by Client from time to time, Further, Client authorizes
their financial institution to accept and to charge any debit entries initiated by AmeriTech Financial to Client’s account.
This authorization for automatic withdrawal of fees/payments is to remain in full force and effect until AF has received
written notice from Client of its termination in such time and such manner as to afford AL a reasonable opportunity to act.
A fee/payment (whether paid by debit or other means) that is not honored by Client’s financial institution for any reason
may be subject to a $20.00 service fee imposed by AF (unless otherwise limited or prohibited by state law), the amount of
which may be debited from Client’s account,

5. Process. Once paperwork has been received, processing will begin. AF will always act promptly on Client’s
documents and program, Be advised that Federal Student Loan Consolidations, and other repayment plans completed by
AF rely on the relevant lenders for prompt service and AF cannot be held liable for delayed completion, Average
completion of a Federal Student Loan Consolidation through the DOE is usually ninety (90) days, but may take longer.
AF solely prepares and provides documents/applications for Client’s review and approval before it submits such
documents to the DOE, AF does not control the DOE application review process,

6. Indemnification and Hold Harmless. Client hereby agrees to defend and hold harmless AF from and against any
claims and lability of any nature whatsoever arising out of or in connection with Client’s failure to timely provide
requested information to AF, Client’s lack of authority or ability to complete terms of this Agreement, and all other claims
arising out of this Agreement or relating to Client’s loans and other financial obligations. This Agreement constitutes the
entire agreement between the parties. AF makes no warranty, express or implied, as to the fitness of any recommendation

FTC-BBB-000145
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it may make to Client arising out of this Agreement. Except for cause, Client unconditionally waives any right of action
against AF, its officers, directors, employees, agents, brokers and assignees, at law, equity or any other cause of action for
any reason, directly, indirectly or proximately believed to arise out of this Agreement, for any damages of any nature
whatsoever that Client may incur by reason of Client following any recommendation of AF or Client's failure to follow
any recommendation of’ AF, whether any singular, concurrent or series of recommendations are acted upon or not acted
upon in whale or in part by Client. This section shall survive any termination of this Agreement.

7. Important Limitation on Consumer Rights - Mandatory Arbiiration Requirement — Please read carefully: In the
event of any controversy, claim or dispute between the parties arising out of or relating to this agreement or the
breach, termination, enforecement, interpretation, conscionability or validity thereof, including any determination of the
scope or applicability of this agreement to arbitrate, shall be determined by arbitration in Sonoma County, California
or in the county in which the consumer resides, in accordance with the Laws of the State of California for
agreements {0 be made in and to be performed in California. The parties agree that the arbitration shall be
administered by the American Arbitration Association ("AAA") pursuant 1o its rules and procedures and an arbitrator shall
be selected by the AAA, The arbitrator shall be neutral and independent and shall comply with the AAA code of ethics.
The award rendered by the arbitrator shall be final and shall not be subject to vacation or modification. Judgment on the
award made by the arbitrator may be entered in any court having jurisdiction over the parties, If either party fails to
comply with the arbitrator's award, the injured party may petition the circuit court for enforcement. The partics agree
that either party may bring claims against the other only in hig/her or its individual capacity and not as a plaintiff
or class member in any purported class or representative proceeding. Further, the parties agree that the arbitrator may
not consolidate proceedings of more than one person's claims, and may not otherwise preside over any form of
representative or class proceeding. The parties shall share the cost (not attorneys® fees) of arbitration equally. In the event
a party fails to proceed with arbitration, unsuccessfully challenges the arbitrator's award, or fails to comply with the
arbitrator's award, the other party is entitled to costs of suit, including a reasonable attorney's fee for having to compel
arbitration or defend or enforce the award. Binding Arbitration means that both parties give up the right to a trial by
a jury. It also means that both parties give up the right to appeal from the arbitrator’s ruling except for a narrow range of
issues that can or may be appealed. It also means that discovery may be severely limited by the arbitrator. This section
and the arbitration requirement shall survive any termination, OPT-OUT PROCESS: You may choose (o opt-out of this
Atrbitration Provision but only by following the process set-forth below, If you do not wish to be subject to this Arbitration
Provision, then you must notify us in writing within thirty (30) calendar days of the date of this Agreement at the
following address: AF, Atin: Customer Service, 1101 Investment Blvd Suite 290, El Dorado Hills, CA 95762, Your
written notice must include your name, address, the date of this Agreement, and a signed statement that you wish to opt
out of the Arbitration Provision. If you choose to opt out, then your choice will apply only to this Agreement.

8 Entire Agreement. By virtue of Client’s signature below, Client acknowledges that he/she has read, understands and
agrees (o every term, covenant and condition of this Agreement and that he/she has received a true and complete copy
hereof, effective on the date below. This agreement is the only agreement between the parties and there is no other
collateral agreement (oral or written) between the parties in any manner relating to the subject matter of this agreement, IT
any portion of this agreement is held to be invalid or unenforceable, the remaining provisions will remain in effect. The
parties mutually understand and agree that a facsimile copy signature or an electronic signature on this agreement shall be
deemed an original for all lawfully enforceable purposes,

9, Cancellation Policy. Client may cancel this contract at any time prior to being approved for a Federal Student Loan
Consolidation, or any other Department of Education repayment plan option achieved on Client’s behall.

10. Limitations on Damages. AF's liability under this agreement and/or relating directly or indirectly to Client’s
participation in the Student Loan Consolidation Program. under any theory of liability regarding any elaim by the Client is
limited to the amount of fees paid by Client to AF. The Parties agree to be contractually bound to such limitation on any
damages, and agree not to demand or attempt to recover any amount in excess of such, This section shall survive
termination,

11. Information Authorization: Client hereby authorizes AF to verify Client’s past and present employment earnings
records for income verification purposes that are needed (o process Client’s Federal Student Loan Consolidation, and/or
other repayment plan program available to Client. The information AF obtains is only to be used in the processing of
Client"s application for a Federal Student Loan Consolidation or any other repayment plan program through the DOE, and
AF does not provide any form of credit repair, credit score enhancement, or debt relief,

12. Legal Authorization Form: This form will serve to acknowledge that Client has authorized AF to act on Client’s

behalf to apply for consolidation of Client’s Federal Student Loans, and/or other repayment plan programs available to
Client, Client has been advised that if approved for the Federal Student Loan Consolidation, and/or other repayment plan

FTC-BBB-000146
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program, Client will receive a sixty (60) day furlough before payments will start, 1f Client has any questions regarding
this Federal Student Loan Consolidation Program, Client should contact AmeriTech Financial at 1-800-792-8621.

13, Imporiant Disclosures about the AmeriTech Financial Services. Client may choose to complete his/her own
consolidation documents based on the applicable federal student loan programs and is not obligated to use a third party
resource such s AF or pay a service fee. Please note that AF does not expressly or impliedly warranty, represent or
guarantee that it will be able to reduce Client’s total student loan debt or monthly payments.

«  Failure to make timely payments, or non-payment to Client’s creditors will adversely affect the eredit
standing, collection efforts, and may incur more fees and interest.

s I Client utilizes a Dedicated Account to save [unds towards program fees, Client owns the funds in the
aceount; Client may withdraw from AF’s service at any time without penalty; and if Client withdraws
from AF’'s service, he or she will get all the money in the account other than fees earned in compliance
with the TSR,

14. Dedicated Savings Account: Client understands that Client is solely in control of all savings funds for the
purpose of paying the fees due for the services that AF is contracting to perform. Client will designate an account for
program savings funds and such dedicated account is independent from AF. Client selects:

FDIC Insured Bank thru Global Client Solutions, LLC
Another account of Member’s choosing

Payment Information Total Amount: $400.00

BY SIGNING BELOW (ELECTRONICALLY OR PHYSICALLY), I HEREBY ACKNOWLEDGE THAT I HAVE
NOT BEEN ADVISED BY AMERITECH FINANCIAL , ANY OF ITS AGENTS, AND/OR AFFILIATES TO
FOREGO A STUDENT LOAN PAYMENT IN EXCHANGE FOR THE GOOD FAITH PAYMENT AND
FEDERAL STUDENT LOAN CONSOLIDATION PROGRAM. DURING THIS PROCESS, 1 AM
RESPONSIBLE FOR MAKING MY PAYMENTS, AND FAILURE TO DO SO COULD DISQUALIFY ME/US
FROM OBTAINING THE SERVICE THAT WAS AGREED UPON. 1 UNDERSTAND THAT 1 CAN APPLY ON
MY OWN TO CONSOLIDATE MY LOANS WITHOUT THE ASSISTANCE OF AMERITECH FINANCIAL. |
FURTHER ACKNOWLEDGE THAT NO GUARANTEES CONCERNING THE SUCCESS OF THE LOAN
CONSOLIDATION HAVE BEEN PROVIDED TO ME/US BY AMERITECH FINANCIAL, AND/OR ANY OF ITS
AGENTS, AND/OR AFFILIATES AND A POSITIVE OUTCOME IS NOT GUARANTEED. I, THE CONSUMER,
HAVE BEEN EXPLAINED THE PROGRAM IN FULL AND TO MY SATISFACTION,

ACKNOWLEDGMENT

As indicated by my signature below, | acknowledge that I have read, understand and agree to the terms and conditions of
the Document Preparation and Service Agreement.

Client Name: Executed On this Date:
Client Signature: Date of Birth:
Iiriver License Number: Social Security Number:

For: AmeriTech Financ “AFT

By: Brandow Freve

Title: Administrative Representative
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GLOBAL

Cliant Salutions

(=

DEDICATED ACCOUNT AGREEMENT AND APFLICATION

I, This Dedicatad Account Agreement and Application
("Agreemant”) containg the tarms, conditions, and disclosures that apply to
your dadicntad account ("Account”), By aigning this Agraamant of uaing
your Accaunt, you agraa that this Agrasmant shall apply; and you agrea to
ablda by all of tha tarms and conditions set farth harain, Including the
"ARBITRATION OF DISPUTE" provision In paragraph XVIIl on page 2 of
thia Agreamaent, which raquires you to arbitrata any disputa with Global, If
yau have any questions that you do nol ballave ars addrassad In this
Agraemant, you can and should call, emall, or writa Global Cllent Solutlons,
LLG ("Glﬂbﬂl") at the numbaer or addreaaea ahown at tha and of thia
Agraamant, Pleasge raviaw thia Agraamant Gﬂrufully and keap it with your
other Impartant records. In this Agreement, the words, "%, "me*, "mine",
"my’", "you" and "your” maan you and any other party who you authorize to
uaa your Account,

I Purpose, Nature and Use of the Acocount: Your Account 18 a
dadioated account that you can uaa in connaction with tha financial aarvice
pragram you hava undartaken (o assial you with he consolidalion afl yaur
fedaral sludant loans. Global Is not a party to your financial service program
and dowss not participate in the consolldation of your fedaral student loans.
In ganeral, yau will be (i) making pariadic dapaaita to your Accaunt from yolir
primary bank aceaunt and/ar via dabil/eradil card transactions, if applicabls,
and (i) you will be pariodically disbursing funds from your Account lo pay for
the services associated with your financlal service program and your
Account, and, If applieable, (o pay studant loan landers, Your Account ia a
Faderal Deposil Insurance Corporation ("FDIC") insured sub-account within
a maslar cuslodial account maintained at a bank designated or selscted by
Global. Additionally, you authorize Glabal to tranafer your Accaunt to
anathar FDIC inaurad inalitution undar tha HNIHUHQ torma, Glabal will provida
wrillan notica to you of such change. Any such nolice, and any othar writtan
nolice that is provided for In this Agreemant, will ba sent to you at aither the
physlcal address you have provided in the applieation partien of ihis
Agraamant and/ar tha amail addrass you astablish with Glabal, 1T an smail
addreas 8 nol pravided lo Global, all nolices that are providad for In this
Agrasment will be sanl lo you at the physical address you have provided in
tha application portion of this Agresment. Your Account may not be ussd
for any llagal purposa,

il Pagecodes / Passwords: You will be provided with a fourdigit
passcode (your "Passcode”) that will enabla you te access your Account via
the telephane and to identify youraall whan contacting & custamaer suppart
raprazantative, You will alse be providad with an initial Internat passweord
(your "Pazaword") that will anable you lo access your Account via the
Internat. ¥ou may changa your Password at any time for security purposes
and you are encouraged to do so from time to tima, You ara reapanaibla far
tha protaction and use of your Passcode and Password. Do nol disclose
your Pasgcoda or Password to anyone who does not have your permission
to accass your Account.

v, Telaphonic / Elactronic Communlications: You authoriza Glabal
to agoapt und aat upon any natruction recaivad from you or authorized by
you undar thia Agraamant concerning your Aceount, whara you have
communicatad that instruction or autharization by lalsphona, facsimils, amail
or other alectronic means using a telephone keypad or computer. Use of
your Passcode, Password or any other form of |dantification designated by
you In any tranaaction conatiiutes and will ba accaptad aa your alactronic
algnatura, as that term |8 usad in tha fadaral Elactronie Signaturas in Glabal
and Natianal Commarce Act and other applicable laws,

V. Autharizing and Initiating Tranaactiona: In thia Agreamant you
authoriza cartain tranaactions invalving your Account, Unless you dirset
otharwise in writing, Global may also act upon thosa instructions that you
hava conveyad to your Sponsor, as dafinad in the application portion of this
Agrasmant, and such inatructiona may ba actad on without further
confirmation, From tima Lo lima, yvou may change those instructions and/or
glve other Instructlons by contacting Global's Customar Support.  In any
evant, you must always provide a reasonable periad of time to act upon yaur
inatructiona, All dapoaita ta your Account will ba authorized and initiatad, aa
applicable, pursuant to your instructions, and all disburssments from your
Acoount will ba authorized and Initiated pursuant to your instructions and

provided It contalns sufficiant funds to sovar tha amount of the disbursamant.
Howaever, nalther Global, nor any sarvics provider o Global shall ba
raapanaible for detarmining when a paymant (s actually dua, nar shall thay
ba raapanaibla for dalarmining whathar a paymant is for thae carract amount
or olharwise proper. Glabal's sola obligation in this regard will be (o axeculs
your payment Instructions in a commaralally reasonable manner as soon as
practical aflar racaipt af auch inatructiona, Global ahall not ba reapanaibla
for any late paymaent fas, panally or othar charge lavied againal you, or for
any other adversa action taken by any party. Global shall not be liable for
any consaquences or damages you may claim resulting from Global acting
on youlr inatructions,

Vi, Fees and Charges: The "SCHEDULE OF FEES AND
CHARGES" idanlifies tha feea and eharges you ara obligatad to pay Glabal
in connaction with this Agraemant and your Aceount; and you agraa thal
thasa fees and charges may be deducted directly from your Account. Tha
faes and charges in the "SCHEDULE OF FEES AND CHARGES" ara tha
anly feas associated with Global's sarvices and your Aecount, Tha Manthly
Sorvice Charge for (ha firsl month in which your Account is astablishad will
nat be proratad and will ba deamad aarnad In full as of tha day (ha Accaount
Is eatablished, o.g., If your Account Is astablishad on the 16" day of 8 month,
tha Manthly Sarvice Charga for such monih ahall ba aarnad aa of that day,
Tharsafter, tha Monthly Sarvica Charga will be desmad sarned in full on tha
firat dmy of aach calendar month during which your Account remalns open.
Othar faaa will ba daamad aarmad at tha time of the tranaaction or the avant
that glves rise to tha fes, You axprassly acknowladge that Glabal may
Increase the fess and charges assoclated with your Account at any tima,
and that you will ba providad with written notice at laast thirty (30) days’ prior
1o such incroasa, Global ahall not ba reaponaibla Tor any othar faaa and/or
chargas that you may Inour In assoclation with your financial servica

program.

Vil, Termination of Agreemaent / Acceunt Clesure: You may
tarminate this Agreamant and closa your Account at any lime by sending a
written notlcs to Global's Customaer Support. The writtan notica must provida
Global with the fallowing infarmation:

1. Your full nama and current addrass;
2. Your Account numbar;

3, Tha date of the raquaat; and

4, Your requasl 1o close your Accaunt,

Plmasa provide Global with sufficient timea to procass tha raguast, In addition,
Glabal may suspand, cancal or terminate this Agreamant and your Account
at any tima withaut natica far Inactivity, or il your financial aarvica program
hae besn larminaled or i& no langar baing managed, If yaur Account ia
improperly maintained or used, or if you otherwise violale any provision of
thia Agrasmant, If thia Agraemant & terminated for any reason, or upon
Accaunt clogura, (ha colleciad balanca in your Account will ba cradited to
the debit/cradit card account utilized for deposite and/or will ba sanl 1o you
by chack, as desmad appropriate by Global, within a reasonabla perlod of
tima,

Vil Monthly Statements: You will receive your first manthly
statemant by mall showing your Account activity and balance by mail.
Theraafter, monthly statements will ba availabla onling, and may ba
accossad using your lagin infarmalion and Pasaward, Shauld yau desira (o
continue recelving a paper statemant via tha Uniled Stales Poslal Service,
pleasa contact Global's Customar Support and make a requast to racaive
malled paper atatements, You may obtaln balance and (ransaction
infarmation by using vour Passcoda o access your Account over the
lalaphans, by Lll|hg yaur Password 1o lag Inta Glabal's wabsile, ar by calling
Global's Customer Support. You agree to raview your statemeant carafully
and to rapart any arfonscus, mpropar or unauthorized transootions
pramptly,

1X. Non=Intarest Account: Your Account |s a non-intarest bearing
Accolnt,
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X. Unauthorized Transactions and Custamar Responsibllity: You
shauld never ahara your Passcode or Password(s) with anyona and shauld
kmap your Aceount information and papers in a secura place, If you baliave
somaona has trangfarrad of may transfer monay from your Account without
your parmission, contact Global's Customar Support immadiately.

Xl FDIC Inaurance: The funds in your Account will ba FRIC inaured
up to a maximum of $250,000.00. The Insured amount may incraase or
decrease and s subject to limits set and reset by the FDIC from time to time.

Xl Incomplete Transactions: Naithar Glabal nar any service provider
1o Glabal ahall be liable for falling to complete a transaction due te inaufficient
funds in yaur Aceaunt; of if eireumatances beyond their control pravant tha
completion of the transaction, ingluding, without limitation, the acts or
omisalons of any ACH, chack or other processor, the National Automatad
Claaring House Association, the Faderal Resarve Syatem, any bank, or tha
diractiva of any ragulatory authority.

¥illl.  Error Renolution Pracadurea: In the event of patential arrors or
questions concerning spacific transactions invalving your Account, you must
eall ar write Global's Customar Support no latar than aixty (60) daya after the
Iranaaction in queation appears on your monthly stalemaent, Furtharmars, at
tha vary minimum yeu must pravide Global with the following information:

1. Your full name and Account numbar;

2, The date and amount of the transaclion;

3. Thae type of transaction and a description of the suspecied arror
(please axplain aa clanrly as possible why you beliave thera is
an arrar or why vou nasd additienal infarmation); and

4. Tha dollar amount of the suspacled efrar,

if tha infarmation was providad over the phone, you may bae asked and
required ta provida it again in writing within ten (10) business days. Global
will Infarm you of the resulls of the investigation of the suspactad error within
tan (10) business days after you submil the information and any arror will ba
pramplly carractad, However, If Global requires mora tima to invosligals the
suspacted arror, It may take up te an additional thirty (30) days to comploeta
the Investigation. If Global detarmines that there is no arror, you will ba
providad with a written explanation within three (3) busingsa daya of such
datarmination; and you may ask for and receive coples of the decimants
usad in making any such dalermination,

XIV.  Disputes: You understand and agroe that Global f5 not a party

et ! RO 1 e
This Agresment is

gonEofidalion o© i 2 1

separate and independent from any eoniractual obligations you may
have with your student loan lenders ar your Sponsor, as defined in the
Accordingly, you haroby

of have any invalvement in

application portion of this Agresment.

vou may or may not achieve from yeur participation in.a
1 ram. Furthermore, you hereby expressly
acknowladge that any representation, statement, or obligation made
by your Spensor or in cennection with your financlal service program
does not and cannot bind Glabal, Finally, you expressly acknowledge
that Global shall not ba lable for any actions taken by your Sponsor in
connaction with your financial service program.

%V, Garnishmant Acknowladgemant: In the event that a creditor of
'yours maoves to garnish funds in your Account, yeu expressly
acknowledge that Global will answer the garnishment and comply with
any writ iszued by the Court in accordance with the applicable state
law. PFurthermars, you expressly acknowledge that Global will not be
responsibie for challenging of raising a defense to the garnishment on
your behalf. You spacifically agrea ta indemnify and held Global harmless
from any loas, liabllity, obligation, damage, cost and axpanse resulting from
a craditor'a attempt to garnish and/or hold Global liabla for any judgmaent
againat yau,

Pages 2 of 4

XVi. Gavarning Law: Thia Agrasmant shall ba govarnad by tha laws
of the state whaera you reside, éxcapl that the state's rules or atatutes
governing arbitration procedures shall not apply. If any part af this
Agrasmant |8 declared vold or unenforceable, such provision(s) shall ba
deamad saverad from this Agreement, and the remalndar of this Agreemant
shall ramain in full farca and affact, This Agresmant may be modified to the
axtent necessary to glve such force and affect 1o the remaining provisians,
No delay or forbamrance In the strict observance or performance of any
pravigion of thia Agreamant, nor any fallure to exerclse a right or ramady
hereundar, shall be consiruad as a waivar of auch performanca, right, or
ramady, as the case may ba.

XVILL Limitation of Liabllity: Under no circumslances ghall Global
avar ba liabla for any apscial, incidental, consequentlal, exemplary or
punitiva damages, Mareovar, under ne cireumatances shall Global aver be
llable for the conduct or contraclual abligations af a third party, Including, but
not limited to, the Sponsor, as defined in the application partion of this
Agrasmant,

XVl ARDITRATION OF DISPUTE = IMPORTANT NOTICE
AFFECTING YOUR RIGHTS: In tha avent of any controvaray batwaan (ha
parties, Including, but nat limited, to any claim, dispute, suit, demand, cross
claim, eounterclaim, or third party complaint (whathaer statutory, In tort, or
alharwiaa) araing out of of relating to this Agreement or its performanaa,
breach, termination, anforcemant, Interpratation or validity, ingluding the
valldity, socope or applicability of this provision to arbitrate, shall bo
determined by binding arbitration. This arbitration provision Is govarmed by
tha Federal Arbitration Act ("FAA"), 9 ULS.C. § 1 ef seq. and not by any state
rule or statute gaverning arbitration, Arbitration undar this provision shall be
conductad in aither tha county in which the consumar reaides or the closest
matropalitan county. THE PARTIES AGREE THAT ARRBITRATION SHALL
BE BEFORE A SINGLE ARBITRATOR ON AN INDIVIDUAL BASIS AND
NOT AS A CLASS OR MASS ACTION. FURTHERMORE, THE PARTIES
AGREE THAT THE ARBITRATOR MAY NOT CONSOLIDATE
PROCEEDINGS OF MORE THAN ONE PERSON'S CLAIMS. The
Arbltration shall be administared by the Judiclal Arbitration Madiation
Services ("JAMS"), 1920 Main Strest, Suite 300, Irvine, CA 92614
{(www ), tha American Arbitration Association ("AAA"), 335
Madison Ave., Floor 10, New York, NY 10017-4805 (www adrorg), of
anathar natlonally known consumer arbltration service on which the parties
shall agraa, Arbitration ahall be administerad according to tha arbitration
sarvica's fas schadule and the service's current applicabla rulas and
proceduras axcept: 1) that the parties expressly waive the applicability of
any rule governing claas or mass action; and 2) that the parties agrea that
any spacific arbilration procadure provided for herein shall apply lo the
arbitration proceading. Tha arbitrator shall be neutral and indepandant and
shall comply with the selected arbitration service's coda of ethics,
Additionally, the arbitrator shall ba guided by and apply the Federal Rules of
Evidence and "governing substantive” law. The arbitrator's award shall be
final and binding on all partias, Judgmant on the arbitration award may ba
entarad in any court having jurisdiction ovar the parties, If a party faila to
comply with the arbltrator's award, the othar party may patition a court having
|urisdiction to enforce the award. The parties shall baar their own attornays’
fawa unleas auch fees are expressly provided for by applicable law. If the
arbitrator delarmines thal reascnable attorneya’ fees are to be awardad
under applicabla law, the parties agraa that the arbitrater will alaa determine
the amount undar the award for attornays’ feas. In the avent a parly fails to
procead with arbitration, falls to comply with the arbitrator's award or
unauceasafilly challengea tha arhitrator's award, tha othar party Is entitied
1o any cosls and axpansas incurrad, including a reasonable atlormaya’ faa
for having to compal arbitration or defand or anforca the award.

Binding Arbitration means: (1) that both parties give up the right to a
irial by a judge or jury; (2) that both partiea give up the right (o appaal
from the arbitrator's ruling except for a narrew range of appealable
Issues expressly provided for in 8 U.5.C. § 16; and (1) that discovery
may be severely limited by the arbitrator, and should the arbitrator
decide ta allow full discovery, the arbitrator may not exceed discovery
limitations set forth by the Federal Rules of Civil Procedure.

I acknowledge that | have read and agroe to abida by the terms of the
arbitration provision set forth above.

SIGNATURE:
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XIX. USA Patriot Act Compliance: As required by the USA Pairiat Ast,
you authorize Glabal to taka reasanabla and practical measures to varify the
aceuracy of tha infermation vou have pravided in the application portion of
this Agraamant, as well as to verify your ldantity by, Including and without
limitation, aaouring or accessing your cradit reporl, and/or abtmlnlnn any
othar informatien about you In ordar to assiat in ﬂﬂﬂ‘lhﬂﬂﬂﬁ tarrorism and
pravanting Global's system and the banking system from being usad far
monay laundaring or othar imparmisalble, llagal purpoaas,

XX, PRIVACY POLICY: Glabal may collect personal Information that
you pravide: (1) In the applleation portion of this Agrasmant; (2) in any
updatad Information you may provide fram tima to tima; and (3) as part of
the tranaactions proceasad through your Account, A description of tha
Privacy Palicy applicable to your Account i& provided below. If you have
additional questions ragarding this Agresment's Privacy Policy, pleass
contacl Global's Customer Suppor.

a,  Collection / Uga of Parsonal Information: Collaction of your
parsonal information | designad to protect access to yeur
Account and 1o aaaial in praviding you with tha produsts and
aarvices you have requeslad. All personal infarmation
collscled and stored by Global, or on its behalf, s usad for
spedlfic business purposes: (1) to pretect and adminiater yaur
Aceount and initiate your autharized lransaclions; (2) lo assisl
in tha design ar impravemant of products and services; (3) to
idenlify addltional products or sarvices offared by Global and/ar
ita affilated companiea that may maat your naeda; and (4) (o
camply with atate and fadoral banking regulations.  Only
approved and authorized personnal will have access to such
information.  To further protect your infarmatian, auditing
mechanisms ara in place o idanlify anyona who may have
aceassad and in any way madifisd your parsonal Information.

b, Maintenance of Accurate Information: You may update
your paraonal infarmation anline, al any lima, by using your
Faasward 1o log into Global's wabsita or by contacting Global's
Cuslomer Suppart. To ensura that Global Is able to protect
your Account and verlfy yeur infarmalian, it ia in yaur bast
Inlorasta to maintain aceurale and current any records
concarning vour parsonal informatlon.

c. Limited Access to Personal Infermatian: Acceas (o your
paracnal infarmation I8 limited to only those personnal with a
business reason for accessing such information.  In addition,
all parsonnal are trained and educated about the Impertance
af confidentiality and cuatomar privacy, Individual usar namas
and passwords aro used by approvad parsonnal to access your
parsonal information, providing audit tralls to furthar aafeguard
the privacy of your peraonal infarmatian,

d, Third-Party Disclasure Restrictions: All third parties with a
businest nead to mccess your personal nformation are
raquired to adhera to atringent privacy policies, Your paraonal
information may be supplied o a third party in order to process
@ transaction you have authorized or if the disclosure |s allowed
or raquirad by law, e.g., tha exchange of Information with
reputable raporting agenclea in reaponas fo & subposna, in
connection with tha invastigation of fraudulant activity, slc,

@,  Sharing of Information: You nuthorize Global to share
cartaln Infarmatien with yaur Sponsar, as dafinad in the
Application portion of this Agraament, and any third party to the
extant necessary to adminlster your Account In mccordance
with your Inatructiona and authorization, Yeu expresaly
acknowledge that Global does not maintain records Dflﬂy
documants or information associated with your financial
service program.

XXl, English Language Governe: Tha larma of this Agresmant and
the products and sarvices wa provide are govarnad by the Engllish languaga,
As a aourtesy, Global has made this Agreamant avallable in languages othar
than Engliah, If thara ia any diffaranes in maaning batwaan tha English and
non-English varsion of any of our documants, including this Agresmant, the
English varsion will apply to your Account and is available to you upan
raqusst,

XX, Marger Clause: This Agreament containg tha complete and final
undaratanding betwean the partles,  Any prior oral  atatemants,
repraasniationa, of agreamania are auparaaded by (hia Agraamani,

XX, Customer Support Information:

4500 8, 128" E, Avenue, Sulta 177
Tulsa, OK 74134

Telephone: (800) 288-7191

Fax: (BEE) 366-8228

Wabasite Addresas: www globalglianiselulions com

Email: customarsupportd@alobalcliantsoluiions.com

Mote; Global will pravide you with & walcoma packet subaaguant 1o the
axacution of this Agraamant that will contain daposit inatructions applicabla
to thosa customars who choosa Lo sand in daposits.

Correspondence Addrass!
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DEDICATED ACCOUNT AGREEMENT AND APPLICATION

| haraby apply for and agres to astablish & non-interest boaring dedieatad aceount ('Agoount’) to ba adminisiered at a bank salectad by Global Client Solutions, LLG (“Glabal®) for my
utilizatian in conneation with & financlal sarviea pragram af my swn choasing (my "Program”) that is managad by the arganization respansible far administaring the Pragram (‘Spenaor).
| undarstand that Glabal Is nat a parly ta my Pragram and daes ot partieipate in the management of my Program, | undarstand that this Agrasmant is subject to a customer [dentification
progiaim, as raquirad by thi USA Patriat Act and alher applieable lawa; and accordingly, | hareby represant that tha following Informatian (s trus and complate ta the beat of my knowladgae
and beliaf, In addition, | understand that | may ba required (o pravide a eopy of a driver's ligensa and/or othar Infarmation from time to time far use in connection with tha varification of
my dantity and the administration of the Account, Furthermare, | understand that the Acgount is governed by the tarms of this Agroomant and that | am bound by all of ila torma
and senditlons, Including the binding arhitration provision losated in paragraph XVIll on page 2 of this Agrosmant,

1 | undarstand that the Account, whan established n accordance with this Agrasmant, will be my sole and excluslve propary,
that arily | (o authorized contact, If any) may autharize transactions invalving my Aceount; and that only | may withdraw funda from and clase my Account as pravidad far in tha Agreamant,
| haraby authoize (a) perlodio deposits to ba mada ta my Agcaunt purauant lo the authorization provided balow and (b) perlodia disbursemants o ba mada fram my Acgount, In thin
ragard, | haraby authoriza payment from my Account of the fees and charges provided for in this Agreamant. Should | designate on authorized dgontact, such designation allaws for
confifmation of Acaount Informatian and for recaipt of massages ragarding my Aceaunt lo the designes,

N 1 | haraby grant parmission for tha bank, Global and the Spansar to share infarmation regarding my Accaunl and my Pragram with one another
and with any othar party to the oxtent nacensary la faclitate the transactions | authorize on my Acgount, and acknowladga that sharing Infarmatian among these partion js susential 1o
the adminlsiration of my Account, | undaretand that the Agresmant provides additional infarmation relating to my privaay rights.

snsssmmmmemsennreen. ALL FIELDS REQUIRE THERWISE NOTED

Applicant: Last Nama (Plaass print cleary) First Namao oclal Gacurity # Data of Birth (mm/dd/yy)

Authorized Cantact (optional): Last Nama | Fivst Hama MI | Soclal Securlty # Dato of Hirth (mm/ddiyy)
alling Addross Elry Stata | Zip Codas
Fhysical Addrasa (1 differen fram malling addrass) City Gtate | Zip Gode
“Home Phone Na, Tmall Addross Mother's Malden Name (far future 1D purposas)
Coll Phane Ha. Hponaot [ ‘s Glohal A 't Numbaer (If knowr)

Applicants Signatura Data

AUTHORIZATION TO DEBIT BANK ACCOUNT
Applicant's Financial Ingtitiution Infarmation

SCHEDULE OF FEES AND CHARGES

r i A HiumBar Account Setup (one-time fes) $0.00

[ Wank Nama sk birnd it Menthly Service Charge $8.00
Addrann City Htata | Zip Coda Optienal Sarvices:

ACH Disburaamant 51,50

| " Manual Chack Disburdamant $2,00

Nama (as [t appaars on chack) Incomming Wira Tranafar §10,00

Oulgaing Wira Tranafar §15.00

T & Stat Zip Cod 2nd Day Dalivery* $10.00

RSN N Rpm 0 e i sl s i Overnight Dalivary® $20.00

Dishonored/Returnad Deposit tam  $0.00
Stop Paymant Order $17.50

Amauint of Dabit f Dahit (mm/dd/
and on or after the same day of sach *3:00 pm Central Tima Cutaff
1 & or after / / manth thareaftar for an additional
| manihe,

CUSTOMER SUPPORT

Any gueationa of ingulraa ralaling o yaur Acsaunt
ahauld be directad to Glabal's Custamer Suppor.

! Routing Numbar ia the digit number sppearing in the bottom left cormar of your chack,
? Aceaunt Number (3 to the right of the Roufing Number and bofora the Chaek Numbar.

| haraby authorize Global to initlate deblt aniries to my eheeking necount (or [ savings acoount) at tha
financlal Inatitution namad above (my “Primary Bank Account™), in tha amount(s) and on or after tha date(s) sat
farth abave, for the purposa of transferring funds 1o my Accaunt, | repreasnt that my Primary Bank Account
axiata; that | own It; and that | will maintain sufficiant funda in it to parmit the dabits to clear on the applicabla
datea. | understand that | may incur a charga as sat forth in the Schadile of Faes and Chargas If any attemptad
dabit s not immediately honorad when prasantad; and that the financial inatitution providing my Primary Bank
Account may also assess a charge if this occurs, In addition, | undarstand that | may subsaguently designate
anathar account for this purpose by contacting Global's Customer Support; that | may also change the
corraapanding amounts and dates from tima to time in that mannar; and that the representations | made abava
abaut my Primary Bank Account will apply to any athar account thal | designata,

This autharization shall remaln in full force and effect until | give a wrillen termination natice 1o Global that affords
it m rensonable period of tima to act on it. Any such notice, and any othar wiitten notica that & provided for in
this Agresment, shall be sent to Global's Customar Support at the addrasses set forth In the Agrasment.

Applicant's Signaturs Authorizing Glebal 1o Debit Applisant's Primary Bank Acoount Data

Bee paragraph X111 of this Agresmant for Olabal'a
corfeipondance  address, Olobal's  wabsite
adelraas, and the toll-free Aumber o Glabal's
Customer Suppart, Plense note thal Global 18 not
i party o your Pragram, and any questions relating
to your Progiam should be addressed to your
Spenaor, and nal la Glabal,

FOR QFFICE USE ONLY

CUSBTOMER'S GLOBAL ACCOUNT NUMBER

SPDONSOR'S GLOBAL ACCOUNT NUMBER

Varalon 4 - GO = P9 - A = 5 = 04,0015 = K = 12,0218
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Brandon Frere <brandon@ameritechfinancial.com= Wad, Dac 16, 2015 at 6:20 PM
To: Daniel Stiner =dstiner@sacramento.bbb.org=
Ce: Jami Jones <=jjones@sacramento.bbb.org=

Hi Danial,

Our refund policy Is set at 30 days on paper (which Is 27 days longer than respectively required). However, due
to our total commitment to our clients 100% satisfaction - a full refund is available at anytime during the
process and even afterwards if they are not totally, and utterly satisfied with our service. We really take the
client satisfaction thing very serious and it is our #1 priority.

As a business, we can't print that we will give peoples money back at anytime because we would be doing a ton
of work just to have people very easily sita that information and say they want their money back (as | am sure
you can understand).

So just to kind=of sum It up (just like what is in my signature), our promise to our clients is: 100% Client
Satisfaction - 100% of The Time

And really that s it, whether it means providing a refund or not.. Hope that wasn't te long of an explanation, but it
encompasses our philosophy regarding your guestion.

On Wed, Dac 16, 2015 at 3:38 PM, Daniel Stiner =dstiner@sacramento.bbb.org= wrote;
Brandon,

1 very much appreciate your tenaclty. So far it looks to me like everything Is OK, Our
application processor will go over the details first thing tomorrow morning and let you know if
there are additlonal concerns.

I do have one further request, can you please send me a copy of your refund policy?

Thank you,

Daniel Stiner, Director of Trade Practices

Better Business Bureau serving Northeast California
3075 Beacon Blvd

West Sacramento, CA 95691

p: 916-231-8912
dstiner@sacramento, bbb, org
bbb.org Start With Trust®

#

-
BEB.

A e ek Trust

On Wed, Dec 16, 2015 at 2:20 PM, Brandon Frere <brandon@ameritechfinancial.com= wrole:
Hey Danial,

Thank you for the email and communication.

FTC-BBB-000135
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Case 4:18-cv-00806-SBA Document 70-16 Filed 03/05/18 Page 2 of 3

532016 BEB of Northeast California Mail - New B3B8 Complaint ID# |

Better
.; Business Andrella Jones-Thomas <ajones-thomas@necal.bbb.org>
BBBE Bureau

New BBB Complaint IDZ ||| G

AmeriTech Support <support@ameritechfinancial.com= Fri, May 13, 2016 at 3:17 PM
To: Andrella Jones-Thomas <ajones-thomas@sacramento.bbb.org=, Brandon Frere
<brandon@ameritechfinancial.com=, Tom Knickerbocker <tom.knickerbocker@ameritechfinancial.com>

Hi Andrella,

Thank you for bringing this to our attention. My team is working on resolving this complaint immediately and it's
resolution is our highest priority. | will keep you updated with the latest information throughout the process.
Please feal free to contact me directly at any time regarding this complaint. Thanks again,

Tom Knickerbocker
Executive Vice President
AmeriTech Financial

- I

[Quoted text hidden]

refer.ameritechfinancial.com
Ly s referral

AMERITECH rogram

“FINANCIAL-

Referral Program: refer.ameritechfinancial.com

Customer Service: customer service@ameritechfinancial.com
Submit Documents: income.doc@ameritechfinancial.com
Web: wvav.ameritechfinancial.com

Our Client Promise: 100% Client Satisfaction - 100% of The Time

NOTICE: The information contained in (and attached to) this e-mail is intended only for
the personal and confidential use of the designated recipient(s) named above. If the
reader of this message is not the intended recipient, you are hereby notified that you
have received this document in error and that any review, dissemination, distribution or
copying of this message is strictly prohibited. If you received this communication in
error, please notify us immediately by reply e-mail, and delete the original message
(including attachments). All participants in Ameritech Financial's referral program must
agree to the Terms & Conditions of the program, reviewable at
refer.amerntechfinancial.com.

—— e =SS 1"
FTC-BBB-000552
Stiner Attachment P - 1
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5/13/2016 BBB of Nor heast California Mail - New BBB Complaint ID# |l

Better
.!. Business Andrella Jones-Thomas <ajones-thomas@necal.bbb.org>
BBB Bureau

New BBB Complaint ID# ||l

AmeriTech Support <support@ameritechfinancial.com> Fri, May 13, 2016 at 4:37 PM
To: Andrella Jones-Thomas <ajones-thomas@sacramento.bbb.org>

Cc: Brandon Frere <brandon@ameritechfinancial.com>, Tom Knickerbocker
<tom.knickerbocker@ameritechfinancial.com>

Andrella,

After researching this issue, it's been found that our Customer Service department resolved this complaint with
Melissa Jimenez on 4/22/2016 to her satisfaction. Please let me know what steps should be taken next, as the
website isn't allowing me to respond to the BBB case related to this complaint. Thank you!

[Quoted text hidden]

. "

FTC-BBB-000551
Stiner Attachment P - 2


mailto:tom.knickerbocker@ameritechfinancial.com
mailto:brandon@ameritechfinancial.com
mailto:ajones-thomas@sacramento.bbb.org
mailto:support@ameritechfinancial.com
mailto:ajones-thomas@necal.bbb.org

Case 4:18-cv-00806-SBA Document 70-17 Filed 03/05/18 Page 1 of 4

Stiner Attachment Q



Case 4:18-cv-00806-SBA Document 70-17 Filed 03/05/18 Page 2 of 4

5/17/2016 BBB of Northeast California Mail - Fwd: Timo hy Jones - BBB Resolve Email

Better
.!.. Business Andrella Jones-Thomas <ajones-thomas@necal.bbb.org>
BBE Bureau

Fwd: Timothy Jones - BBB Resolve Email

Tom Knickerbocker <tom.knickerbocker@ameritechfinancial.com> Tue, May 17, 2016 at 10:55 AM
To: ajones-thomas@sacramento.bbb.org, Brandon Frere <brandon@ameritechfinancial.com>

Hey Andrella,

Thanks for speaking with me today. Below you'll find an email from Timothy Jones, Case# -, with his
request to to have the complaint unpublished. Have a great day!

---------- Forwarded message ---—----—--

From: Timothy Jones

Date: Tue, May 17, 2016 at 10:34 AM

Subject: Re: Follow up from Holly at AmeriTech Financial
To: Holly Novak <holly.novak@ameritechfinancial.com>

Hello Holly,

To whom it may concern, please unpublish my BBB complaint as the matter has been
resolved. Thank you very much.

v/r,
Timothy Jones.

On Friday, May 13, 2016 7:57 PM, Holly Novak <holly.novak@ameritechfinancial.com> wrote:

Hello Mr. Jones,

Thank you for speaking with me today. I'm glad we were able to resolve your complaint. Per
our conversation, I'm including a few details of what you should expect in the next 7-10
business days.

| have requested a check to be mailed to you, in the amount of $605.00. The check will be
sent to the new address you provided today. The check will most likely be issued on
Monday, as we are nearing the end of the day.

I've closed your Customer Service Case, as the matters on our end have been resolved,

Here is the case number, for your records --B If you should have any questions
about what we discussed, you can use this case number as a reference.

You may contact me directly at || ili] it you need anything. 'm always happy to
help.

Thank you again for your time and have a wonderful evening.

1/4
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Case 4:18-cv-00806-SBA Document 70-17 Filed 03/05/18 Page 3 of 4

5/17/2016 BBB of Northeast California Mail - Fwd: Timo hy Jones - BBB Resolve Email
Warm Regards,
Holly Novak

Customer Service Manager

Referral Program: refer.ameritechfinancial.com
Customer Service: customer.service@ ameritechfinancial.com
Submit Documents: income.doc@ ameritechfinancial.com

Web: www.ameritechfinancial.co m

Our Client Promise: 100% Client Satisfaction - 100% of The Time

NOTICE: The information contained in (and attached to) this e-mail is
intended only for the personal and confidential use of the designated
recipient(s) named above. If the reader of this message is not the
intended recipient, you are hereby notified that you have received this
document in error and that any review, dissemination, distribution or
copying of this message is strictly prohibited. If you received this
communication in error, please notify us immediately by reply e-mail,
and delete the original message (including attachments). All
participants in Ameritech Financial's referral program must agree to
the Terms  Conditions of the program, reviewable at
refer.ameritechfinancial.com.

Warm Regards,

Holly Novak

Customer Service Manager

| 24
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Case 4:18-cv-00806-SBA Document 70-17 Filed 03/05/18 Page 4 of 4

BATI2016 BEB of Northeast California Mail - Fwd: Timothy Jones - BBB Resolve Email

refer.ameritechfinancial.com
N s referral

AMERITECH rogram

“FINANCIAL-

Referral Program: refer.ameritechfinancial.com

Customer Service: customer.service@ameritechfinancial.com
Submit Documents: income.doc@ameritechfinancial.com
Web: www.ameritechfinancial.com

Our Client Promise: 100% Client Satisfaction - 100% of The Time

NOTICE: The information contained in (and attached to) this e-mall is intended only for
the personal and confidential use of the designated recipient(s) named above. If the
reader of this message is not the intended recipient, you are hereby notified that you
have received this document in error and that any review, dissemination, distribution or
copying of this message is strictly prohibited. If you received this communication in
error, please notify us immediately by reply e-mail, and delete the original message
(including attachments). All participants in Ameritech Financial's referral program must
agree to the Terms & Conditions of the program, reviewable at

refer ameritechfinancial com.

Tom Knickerbocker
Executive Vice President
AmeriTech Financial

“0
Email: tom knickerbocker(@ameritechfinancial.com

Website: www.ameritechfinancial.com

refer.ameritechfinancial.com

Ly s referral

AIFMERI'C[ECH rogram
~-FINANCIAL-

Referral Program: refer.ameritechfinancial.com

FTC-BBB-000555
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Case 4:18-cv-00806-SBA Document 70-18 Filed 03/05/18 Page 2 of 7

8/1/2018 BBB of Nertheast California Mail - Re: Update on page.
%ﬁ% Better
- Business Elizabeth Nichols <enichois@necal.bbb.org>
o "
BEE Bureau

Re: Update on page.

1 message

Brandon Frere <brandon@ameritechfinancial.com> Tue, May 31, 2016 at 12:01 PM
To: Alma Galvan <agalvan@sacramento.bbb.org>
Ce: Elizabeth Nichols <enichols@sacramento.bbb.org>

Hello Ms. Nichals,
Hope you are doing well and had a great Memorial Day weekend.

| would have emailed you sooner, but | got married this weekend and as you can imagine, was preily tied up
(mostly just nerves). However, | am back now for today then going on my honeymoon leaving tonight. Pretty
excited about that and really happy.

| just wanted to follow-up with you regarding the status of the site. If you could call me today, that would get
great since [ will be out for awhile with no cell phone service.

We very much value our relationship with the BBB, and as Alma will tell you, we are trying to quickly figure out
what we can do to make your lives easier from a processing perspective, We know that you have strict policy's
and procedures and we want to make sure we are following them to the 'T' so that we are using your platform for
what it was intended for to make sure our accreditation is always in the best standing.

Our relationship with the BBB is our top priority, because our customers are our top priority. We have an internal
and external 100% Client Satisfaction bar that is set SUPER high. Our customers happiness is all that matters.

Thank you, and | will look forward to hearing from you. My direct number is: 707-758-0662

Warm Regards,

AMERITECH

—EFINANZIAL

Brandon Frere

President & CEQ

AmeriTech Financial

11071 Investment Blvd. Suite 200

El Dorado Hills , CA 95762

Phone: 800-782-8621 axt. 101

Cell: 7067-758-0662

Fax: 800-878-1182

Email: brandon@ameritechfinancial.com
Website: www.ameritechfinancial.com

Our Client Promise:

FTC-BBB-000184
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Case 4:18-cv-00806-SBA Document 70-18 Filed 03/05/18 Page 3 of 7
6/1/2016 BBB of Northeast California Mail - Re: Update on page.

100% Client Satisfaction - 100% of The Time

NOTICE: The information contained in (and attached to) this e-mail is intended only for the personal and
confidential use of the designated recipient(s) named above. If the reader of this message is not the intended
recipient, you are hereby notified that you have received this document in error and that any review,
dissemination, distribution or copying of this message is strictly prohibited. If you received this communication
in error, please notify us immediately by reply e-mail, and delete the original message (including attachments).

On Thu, May 26, 2016 at 8:44 AM, Alma Galvan <agalvan@sacramento.bbb.org> wrote:
. Good Moring Mr. Frere,

. Thanks for writing. My department handles the complaint process, as far as your report being on update that
- would be Trade Practices. | included Elizabeth Nicholas in our email, she is currently updating the company
report (which we do a couple times a year), tc make sure all information about the business is current, and

: BBB standards are being met.

- Thank youl

Alma Galvan, Customer Service Supervisor
Better Business Bureau serving Northeast California
3075 Beacon Blvd

West Sacramento, CA 85691

p: 916-231-8934
agalvan@sacramento.bbb.org
- bbb.org Start With Trust®

- On Wed, May 25, 2016 at 4:44 PM, Brandon Frere <branden@ameritechfinancial.com> wrote:
Hi Alma,

. Hope you are doing well and it was nice speaking with you the other day..
' We noticed that for some reason our BBB page is being updated.? Just wanted to see what was going on.

http:/fwww.bbb.org/sacramento/business-reviews/financial-services/ameritech-financial-in-el-dorado-his-ca-
- 80022636/

Plezase call me direct {707-758-0662) if there is something | can help with. Thank you so much.

. Warm Regards,

| 24
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Case 4:18-cv-00806-SBA Document 70-18 Filed 03/05/18 Page 4 of 7

61172016 BBEE of Northeast California Mail - Re: Update on page.

Brandon Frere
President & CEQ
* AmeriTech Financial
- 1101 Investment Blvd. Suite 200
El Dorado Hills . CA 635762
- Phone: 800-792-8621 ext. 101
- Cell: 707-758-0682
Fax: 800-878-1182
: Email: brandon@ameritechfinancial.com
Website: www.ameritechfinancial.com

- @Our Client Promise:

180% Client Satisfaction - 188%; of The Time

- NOTICE: The information contained in (and attached to) this e-mail is intended only for the personal and
confidential use of the designated recipient(s) named above. If the reader of this message is not the

. intended recipient, you are hereby notified that you have received this document in emor and that any

- review, dissemination, distribution or copying of this message is sirictly prohibited. If you received this

- communication in error, please notify us immediately by reply e-mail, and delete the original message
(including attachments).

AMERITECH ©

—=E 1N ANG]A L=

. 1101 Investment Blvd. Suite 290
. El Dorado Hills, CA 85762

Phone: (800) 792-8621
Fax: (866) 818-9026
Referral Program: refer.ameritechfinancial.com
* Cusiomer Service: customer.service@ameritechfinancial.com
: Submit Documents: income.doc@armeritechfinancial.com
Web: www.ameritechiinancial.com

- Our Client Promise: 186% Client Satisfaction - 166% of The Time

NOTICE: The information contained in (and attached to) this e-mail is intended oniy
for the personal and confidential use of the designated recipieni(s) named above. If
the reader of this message is not the intended recipient, you are hereby notified that

1 e

FTC-BBB-000186
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Case 4:18-cv-00806-SBA Document 70-18 Filed 03/05/18 Page 5 of 7

8/1/2018 BBB of Nertheast California Mail - Re: Update on page.
& Better
% Business Elizabeth Nichols <enichols@necal.bbb.org>
Fles "
BEE Bureau

Re: Update on page.

1 message

Brandon Frere <brandon@ameritechfinancial.com> Tue, May 31, 2016 at 12:01 PM
To: Alma Galvan <agalvan@sacramento.bbb.org>
Ce: Elizabeth Nichols <enichols@sacramento.bbb.org>

Hello Ms. Nichals,
Hope you are doing well and had a great Memorial Day weekend.

| would have emailed you sooner, but | got married this weekend and as you can imagine, was preily tied up
(mostly just nerves). However, | am back now for today then going on my honeymoon leaving tonight. Pretty
excited about that and really happy.

| just wanted to follow-up with you regarding the status of the site. If you could call me today, that would get
great since [ will be out for awhile with no cell phone service.

We very much value our relationship with the BBB, and as Alma will tell you, we are trying to quickly figure out
what we can do to make your lives easier from a processing perspective, We know that you have strict policy's
and procedures and we want to make sure we are following them to the 'T' so that we are using your platform for
what it was intended for to make sure our accreditation is always in the best standing.

Our relationship with the BBB is our top priority, because our customers are our top priority. We have an internal
and external 100% Client Satisfaction bar that is set SUPER high. Our customers happiness is all that matters.

Thank you, and | will look forward to hearing from you. My direct number Es:_

Warm Regards,

—EFINANZIAL

Brandon Frere

President & CEQ

AmeriTech Financial

11071 Investment Blvd. Suite 200

El Dorado Hills , CA 95762

Phone: 800-782-8621 axt. 101

Cell; 707-758-0662

Fax: 800-878-1182

Ematl:  brandon@ameritechfinancial.com
Website: www.ameritechfinancial.com

Our Client Promise:

| 14
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Case 4:18-cv-00806-SBA Document 70-18 Filed 03/05/18 Page 6 of 7
6/1/2016 BBB of Northeast California Mail - Re: Update on page.

100% Client Satisfaction - 100% of The Time

NOTICE: The information contained in (and attached to) this e-mail is intended only for the personal and
confidential use of the designated recipient(s) named above. If the reader of this message is not the intended
recipient, you are hereby notified that you have received this document in error and that any review,
dissemination, distribution or copying of this message is strictly prohibited. If you received this communication
in error, please notify us immediately by reply e-mail, and delete the original message (including attachments).

On Thu, May 26, 2016 at 8:44 AM, Alma Galvan <agalvan@sacramento.bbb.org> wrote:
. Good Moring Mr. Frere,

. Thanks for writing. My department handles the complaint process, as far as your report being on update that
- would be Trade Practices. | included Elizabeth Nicholas in our email, she is currently updating the company
report (which we do a couple times a year), tc make sure all information about the business is current, and

- BBB standards are being met.

- Thank youl

Alma Galvan, Customer Service Supervisor
Better Business Bureau serving Northeast California
3075 Beacon Blvd

West Sacramento, CA 85691

p: 916-231-8934
agalvan@sacramento.bbb.org
- bbb.org Start With Trust®

- On Wed, May 25, 2016 at 4:44 PM, Brandon Frere <branden@ameritechfinancial.com> wrote:
Hi Alma,

. Hope you are doing well and it was nice speaking with you the other day..
' We noticed that for some reason our BBB page is being updated.? Just wanted to see what was going on.

http:/fwww.bbb.org/sacramento/business-reviews/financial-services/ameritech-financial-in-el-dorado-his-ca-
- 80022636/

Plezase call me direct {707-758-0662) if there is something | can help with. Thank you so much.

. Warm Regards,

FTC-BBB-000185
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Case 4:18-cv-00806-SBA Document 70-18 Filed 03/05/18 Page 7 of 7

61172016 BBEE of Northeast California Mail - Re: Update on page.

Brandon Frere
President & CEQ
* AmeriTech Financial
- 1101 Investment Blvd. Suite 200
El Dorado Hills . CA 635762
- Phone: 800-792-8621 ext. 101
- Cell: 707-758-0682
Fax: 800-878-1182
: Email: brandon@ameritechfinancial.com
Website: www.ameritechfinancial.com

- @Our Client Promise:

180% Client Satisfaction - 188%; of The Time

- NOTICE: The information contained in (and atiached to) this e-mail is intended only for the personal and
confidential use of the designated recipient(s) named above. If the reader of this message is not the

. intended recipient, you are hereby notified that you have received this document in emor and that any

- review, dissemination, distribution or copying of this message is sirictly prohibited. If you received this

- communication in error, please notify us immediately by reply e-mail, and delete the original message
(including attachments).

refer.ameritechfinancial.com

AMERITECH &~ longge program

—=E 1N ANG]A L=

. 1101 Investment Blvd. Suite 280
_ £l Dorado Hills, CA 95762

Phone: (800) 792-8621
Fax: (866) 818-9026
Referral Program: refer.ameritechfinancial.com
- Customer Service: customer.service@ameritechfinancial.com
: Submit Documents: income.doc@armeritechfinancial.com
Web: www.ameritechiinancial.com

- Our Client Promise: 186% Client Satisfaction - 166% of The Time

NOTICE: The information contained in (and attached to) this e-mail is intended oniy
for the personal and confidential use of the designated recipieni(s) named above. If
the reader of this message is not the intended recipient, you are hereby notified that

| e
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Case 4:18-cv-00806-SBA Document 70-19 Filed 03/05/18 Page 2 of 2

’ Better

-E- Business Elizabeth Nichols <enichols@necal .bbb.org=
BEE Bureau

Update onourBBB page

1 message

Tom Knickerbocker <tom. knickarbocker@amantachﬂnanclal com=> Thu, Jun 2, 2016 at 10:33 AM
To: enichols @sacramento,bbb,org, agalvan@@sacramento.bbb.org

Dear Ms. Nishals,

Hopa your week la golng welll My name is Tom Knickerbocker, I'm the Vice Prasident of AmerTech Financlal,

I'm reaching out today to check on the status of our BEE page, as our rating has yet to be restored, If there's anything |
can do to help you with this procass, pleass don't hasitate te eontact me directly.

As Brandon may have mentioned, 100% Cllant Satlafaction ls our #1 goal al AmeriTech Financlal, and ag such, we hold
the BBB in the highest regard as it provides a window Into our relationship with our theusands of happy clients,

Pleakae Le;el fraa to contact me diractly anytime at_ Thanks for vour time, and have a fantastic week and
waakan

We love our BEBI

Tom Knickerbocker

Executive Vice President

AmeriTech Financial

1101 Investment Blvd

El Dorado Hills, CA 95762

Email:  tom knickerbocker@ameritechfinancial.com
Website: www.ameritechfinancial.com

rafer ameritechfinancial.com

ref erraf
ﬁE’!EFJIE.‘?f' rogr

1101 Investment Blvd, Sulte 290
El Dorado Hills, CA 85762

Phone: (800) 792-8621

Fax: (866) 818-9026

Referral Program: rafar.ameritechfinancial.com

Customer Service: customer,service@ameritechfinancial.com
Submit Decuments: income, doc@eameritechfinanczial,com
Wab: www, amaritechfinanclal.com

Our Client Promise: 100% Client Satisfaction - 100% of The Time

NQTICE: The information contained in (and attached to) this e=-mail is intended only for the
personal and confidential use of the designated recipient(s) named above. If the reader of
this message is not the intended recipient, you are hereby notified that you have received this
document in error and that any review, dissemination, distribution or copying of this message

FTC-BBB-000190
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Jjune 7, 2016

Mr. Brandon Frere

AmeriTech Financial

311 Professional Center Dr Ste 200
Rohnert Park, CA 94928

Dear Mr. Frere,

We are writing you to address concerns we have with complaints we have received
for AmeriTech Financial, concerns that you are partnered with a company that has
been subject to disciplinary action as a result of a lawsuit filed by the Consumer
Financial Protection Bureau, concerns with your advertising, and concerns with
additional consumer reports we have received. Our concerns are outlined below.

Complaints
First, we have received a number of complaints which contain concerning
allegations.

s« Complainants have alleged that they are being scammed by AmeriTech
Financial.

e Several complainants allege they were lead to believe the payments being
made to your company were going towards their student loan debt, only to
find out later that this was not the case,

¢ Complainants have also alleged the company made various misleading
representations, including:

o claims that AmeriTech Financial was a “government company working
directly with the department of education;”

o claims that AmeriTech could “get me a lower monthly payment with
my servicer if I dealt with them as opposed to dealing with my
servicer on my own;”

o claims that the sales representative stated “you can include ‘anyone
you car pool with, buy presents for, spend money on, take out to eat,’
etc.” as family members;

o and claims the company can “save you hundreds of dollars in student
loan payments by handling the consolidation for you.”

s In addition, we received an anonymous phone call, in which the caller
explained that AmeriTech Financial sales representatives are instructed to
mislead customers and trained to tell customers to falsify their family sizes in
order to get a lower monthly payment,

BBB Accreditation Standard Three requires an Accredited Business to “honestly
represent products and services, including clear and adequate disclosures of al
material terms.”

Please provide us with a written explanation responding te each of the concerns
outlined above.
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Second, we are concerned that your company may not be abiding by the Federal
Trade Commission's "Telemarketing Sales Rule,” which states that it is illegal for
companies offering debt relief services to charge any fees “before you have settied
or otherwise resolved the consumers debts.” You can read more about the
Telemarketing Sales Rule here:

https://www.ftc.gov/system/files/documents/plain-language/bus72-debt-relief-
services-telemarketing-sales-rule-guide-business. pdf

The complainant, Timothy Jones, alleges an agent “prompted me to pay a sum of
money to initiate the program...”

BBB Accreditation Standard Two, Section A requires an Accredited business o
“follow federal, state/provincial and local advertising laws.”

Please provide us with documentation confirming that you do not charge upfront
fees for your services. If you do not feel the Telemarketing Sales Rule applies to
your business, please explain why in writing.

Company Affiliation

Third, we have received a copy of the contract a customer signed with AmeriTech
Financial. In that contract, the customer is asked to use a dedicated savings account
through which payments to AmeriTech Financial will be made. This account is
managed by a company called Global Client Solutions, LLC. According to public
records Global Client Solutions, LLC was subject to disciplinary action following a
tawsuit filed by the Consumer Financial Protection Bureau.

According to the Consumer Financial Protection Bureau, Global Client Solutions, LLC
allegedly helped “other companies to collect tens of millions of dollars in illegal
upfront fees from consumers.”

You can read more about this action here:

http://www.consumerfinance.gov/about-us/newsroom/cfpb-takes-action-against-
global-client-solutions-for-processing-illegai-debt-settlement-fees/

BBB Accreditation Standard Eight states that an Accredited business shall “avoid
involvement, by the business or its principals, in activities that reflect unfavorably
on, or otherwise adversely affect the public image of BBB or its accredited
businesses.”

Please provide us with & written explanation detailing how you feel your affifiation
with Global Client Solutions, LLC satisfies the Accreditation Standard cited above. If
not, please provide your plans for working with a different company.

Advertising
Fourth, complainants have reported receiving mailers from your company. We were
provided with a copy of one of these mailers. This mailer states:

« “We are pleased to inform you that you may now participate in the Student
Loan Documentation & Processing Services Program. This program can
immediately assist you in potentially saving thousands on your student
loans. With the implementation of the Health Care and Education
Afferdability Reconciliation Act of 2010, the U.S Department of Education has
adjusted their re-payment policies;”

Stiner Attachment T - 2
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¢ “To confirm your eligibility, please contact our Student Loan Department with
your account #;7

"FAILURE TO RESPOND TO THIS NOTICE COULD CANCEL THIS OFFER;”
“Student Loan Department;”

“FINAL NOTICE;"

and “"RE: Student Loan Payment Reduction & Forgiveness.”

A copy of this mailer is attached.

e @ e e

We believe these statements to be misleading by implying government affiliation
and urgency without directly stating what the offered services consist of. It is not
clear that this mailer is a solicitation from a business rather than a notice regarding

a government program.

According to the BBB Code of Advertising, which all Accredited businesses agree to
abide by, advertisements that are untrue, misleading, or deceptive shall not be used
and misrepresentation may result not only from direct statements, but by omitting
or obscuring a material fact.

Additionally, BBB Accreditation Standard Two, Section F requires an Accredited
business to “avoid misleading customers by creating the false impression of
sponsorship, endorsement, popularity, trustworthiness, product quality or business
size through the misuse of logos, trustmarks, pictures, testimonials, or other means.

Furthermore, Title 39, United States Code, Section 3001 also states that offers
which reasonably could be interpreted or construed as implying any Federal
Government connection, approval, or endorsement through the use of a seal,
insignia, reference to the Postmaster General, citation to a Federal statute, name of
a Federal agency, department, commission, or program, ete. must include a
disclaimer conspicuously placed on the outside envelope, reading “THIS IS NOT A
GOVERNMENT DOCUMENT.” A disclaimer must also be conspicuously placed on the
front and back of every page of the solicitation itself, reading: “THIS PRODUCT OR
SERVICE HAS NOT BEEN APPROVED OR ENDQRSED BY THE FEDERAL
GOVERNMENT, AND THIS OFFER IS NOT BEING MADE BY ANY AGENCY OF THE
FEDERAL GOVERNMENT,” or a notice to the same effect in conditions as prescribed
by the United States Postal Service.

Please modify this advertisement by removing statements suggesting urgency and
which imply that this offer is regarding a government program rather than offer for
services made by a for profit company.

We are also concerned that you are advertising a 100% Satisfaction Guarantee on
your website, www.ameritechfinancial.com. Additionally, on December 16, 2015 you
informed our Director of Trade Practices, Daniel Stiner, “due to our total
commitment to our clients 100% satisfaction - a full refund is available at anytime
during the process and even afterwards if they are not totally, and utterly satisfied
with our service. We really take the client satisfaction thing very serious and it is
our #1 priority.” However, we have received complaints in which the complainants
allege that AmeriTech Financial, refused to give them a refund when they requested
it

According to the BBB Code of Advertising, “Advertisers should only use ‘satisfaction
guarantee,” ‘money back guarantee,’ ‘free trial offer,” or similar representations in
advertising if the seller or manufacturer refunds the full purchase price of the
advertised product or service at the consumer's request.”
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Please provide us with documentation confirming that you do issue full refunds at all
consumer requests. If not, please cease advertising 100% Satisfaction Guarantees.

Business Transparency
Finalty, we received an anonymous consumer phone calil, informing us that your
business was not located in El Dorado Hills, California, but was in fact located in

Rohnert Park, California.

BBB Accreditation Standard Four requires an Accredited business to “openly identify
the nature, location, and ownership of the business.”

Please provide us with a lease agreement confirming that your business is located at
1101 Investment Blvd Ste 290 El Dorado Hills, CA 95762,

You may review the BBB Accreditation Standards here: http://go.bbb.org/1uGehkP.
You may review the BBB Code of Advertising here: http://go.bbb.org/1luzut2

Due to the nature of the concerns outlined above, we will be referring AmeriTech
Financial to our Board of Directors for Accreditation review. If you would like to
provide a written statement and documentation for our Board of Directors review at
this meeting, please do so within ten days of the date of this letter. Additionally,
your response, or lack thereof, to the concerns expressed above may be reflected in
AmeriTech Financial’s public BBB Business Review and Rating. If you have any
questions, I may be reached at (916) 231-8529 or enichols@sacramento.bbb.org.

Sincerely,

clizabeth Nichols
Trade Practices Specialist
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AMERITECH

FINANCIAL
Required Documentation ang Instructions

WAl Formw Leewiod in “Document Package ™ PLEF)

ts ta AmeriTech Financial as soon us possibie.

w lease return the following documents o
e Eailure 1o retum documents in a timely manner will result in processinge delays.
® OMEY $ian ciie provided forms ~ do uotdate forms unloss ctasiwise instructed:
e Please do ne: 11l out any additional informatios on the sigzature forms.
—0s

1} Incsme Bascd {IBR) Federal Form

a. Your signanre is required on Page 4. DO NOT DATE
L IFYOUVE FILED MARRIED-JOINT ON VOIIR MOST RECENT
TAX RETURN. YOUR SPOUSE’S SIGNATURE IS ALSO REQUIRED
ONPAGE 4

2} General Forbearance Regeest Federal Form

z.  Your signatuce is required on bottom of page 2. DO NOT DATE

Pavstubs — For the £13st recent mantk

L5

&, Paystub date range neds (o cover ar ieast 30 days of pav. and must be within the
miost recent 30 days

os

HDW

4

1040 Tay; Return

2. For most recent filed year - nlease send a FULL copy of vour returm.

Retura the following documents 1o AMERITECH FINANCIAL within 6 months:

1} Employinent Certifization for Public Service Loan Forgiveness (PSLF) Federal Form

==

YVhis Torme onlv applies if vou work fer 8 non-profit 301{c}3 o Jovarnment entity,

a.

i. Step | Provide this form to vour HR department 1o coreplets,

(or this special formi is reguired at
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Hi, Sizp 3: Reum to AMERITECH FINANCIAL.

AMERITECH
L

FINANCEA

{nstructions: How to Return Reguired Documents

1} ot T, Ernsil {*Preferred” )

a.  “lacy eouired docwmenis and email to:
income.dor@ameritechfinancialeom

*Lig nol emiail doctaments io your Account Represemiaiive

*Only email files in PDFE formar

1) Coaebes oo MK
£ Tztsscurely o 1-B&6-818-5030

3) Option 3: Mail

a.  Mail g physical copy of vour documents !

AmeriTech Financial
Adttn: Documents

P01 Investment Bivd
Suite 280

El Dorade Hills, CA 95762

',-—85 cuSizned ay:
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Witliam D, Ford Federal Direct Lo

WARNING: Any person who knowingly makes & fa s o
accompanying document is subject to penalties that may include fines, impfisomment, or both, under the U.5. Criminza!

Code and 20 U.5.C. 1087,
SECTION 1: EQEE’? ?Ef’{ STy

SECTION 2: BORROWER AUTHORIZATIONS, UNDERSTANDINGS, AND CERTIFICATIONS

Before signing, carefully read the entire form. For mors information about PSLF, viclt Stg entdid. sovipublic

gruice.

Pauthorize:
i. My emplover or other entity having records shout the em 310‘“'7‘ ant that is the besis of my request to make
information from tiass records aunilable tr fne 0 3 raeint of Educstian i
contractors.
Z. The Department {and its
repayment of my loan{s} 2t zhe zzlephone
Tor my cativiar ‘."el»:‘.:‘*.i“n:"tﬂ ar arkarwirslaes

FECUEST GF My 3:‘_‘:8!‘.{5 . including

ary future numbaer that | provide

P its agents ar can:;’qctorag Ty contaot me regarding my
avide on this form or

.:w-r-;,_r;-(i totonhn

=2

prereccrded

3.

4,

3. i siibst

8. The Department wi e i L*’!’-'ti g oF eincfrnnicaéiy of the numb

mployer or ermployere and the r

H

irply for PSLF

: Wity me ia wriiing 5]
3t v ermslayment or payments dg

8.

ard custres s Bestatsn ¥ kriawi

Borrower Signaturs

rome e D R ..“ _.._.T—... E. !-:l' T e s e e e ’:?Stlner Auachment T 9
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Eﬁmawer fﬁh. e —

Borrowur el - -

SECTION 3: EMPLOYMERNT INFGRMATION {TO BE COMPLETED BY THE BORRZ/ER OR EMPLOYER]

et &

i

el

SECTION 4. ERMP

Emplover Name:

Federai Employer io tipn Mumber (EINL

\"D ur smpio

r's £ may b“ found on your Wage and

Employment Status: ]

Hours Per Weak (A
Cation, Igev e Lme, o7 any leave taken
undzar the Family Medica! Leave Act of 1853, If you
employerisa bG‘iiL 3} or a nat-for-orofit
arganization, du notl inchude any NEUrs you
religious 5??3‘1?"".5{'.'“311,_ worshin services, or

prosefytizing.

Include va

spenton

is your emnlover 2 gnverrmental organization?

R
Firria ot

A governmental o :
or Tribal goverrmant args

m-'-rfm EEIEW:‘:, or entity,
‘-_'( 2 Tribal

a public

college or university, or th:

AmearicCorns
] Yas-

[ No-Continue to

s e 3 Faderal. State, local,

18, Is your emplover
section 80L{c)=) of

4
wd

?

Fol
{..JJ

e

[

Sfom

& tex-2xerpr organization under
the Internal Revenue Code?

Yes - Skip to Section 4

[ ] Mo -Continue o lter 11,

T your empiover ¢ not-forearofit grganization?
1 Yes- Continus to lem 12,

{1 No- Your amaloyar 22n0s not gualify,

is vour emplover 3 partisan political organization?
[] Yes- Your empisver does not gualify.

(| Nog-Continueto item 13,

Is your ermployer 2 12t

sor pnian?

[] Yes-Your emplover does not gualify.

No - Continue &

Does vour emziove of the below
services?
1 Yes - Salect all the services vour emplover

provides andl

LOVES CTRTITICATION (TO BE COMPLETED BY THE EMPLOvER

e
L o

Ttinue to Section 4.
Ly CrAaragement

s {se0

Lrerss

Military servics Section 8}

Fubliv savets

Law an‘arcement [see Section €)

Public interest legal services {see Section 8)
Early chiichand éducation (see definition of
“public sarvice orgznization” in Section 6!
Digiylis erprei-on far individuals with disabilities
Pkl sersics for the elderly

Byehlie Bty = iy

& tlafinition of " public
service ob gcm?ar on” in Saction 6}

“ij lic ed ooy

n.a...,,.

shlic Bbrairy servines

;'.'\"“ _‘f ﬁ.&‘ 1; 93
rsohoni-hased services

riot guaiify.

- YOur eMnIovEr

15,

Npter'f any of the informas

18, Authat

e 4T

[T | certify that the information i Section

s i orossed out or 2ltere

17. Authorized Official’s (ine:

18. Authorizea &

215 true, compiete, and correct To tha v
and that | am an suthorize 1 official {see Section 6) of the organization narmsw in Etit‘-iz-:v- 3

20. Authorized

e

d in Section 3, vou mustinitisi 0298 changes,

Officiad’s Emaie

21, Date:

Page 2of 6

Stiner Attachment T - 10



Case 4:18-cv-00806-SBA Document 70-20 Filed 03/05/18 Page 12 of 46

M AR RED i_;i., : OB No. 184501062
Form Approved
Exp. Date 10/3172013

W Earn [REPAYEL, Pay As You Earn {PAYE) ncomse-Bs

15‘

e
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{Cire - s Family Education

T O 0N 2Ry accompanying
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WARNING: Any
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Docud

SECTION 3: FAMILY Se2E ™

ATHON

I T T O

suding your spouse and children,

8. How many children, ol by waddeg chiltirel, 78 0 . rHOW F1S0Y PR
your family and recawe ool waan hedr of thelr suppert five with youy, and
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0 cContinue to tem o
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Do not enter & vz ug 70
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e

8. Did you file a federal i
the past vwo tax ysars

¥
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: - e 1 oshs makes 3 knowingly faise
ETE e o Yy mlvies Lnuur: S this form may be
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[ Yes - Continue to fem 10,
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___j NG - Frovige s Yl 0

PECUID S a1y
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¥
i
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b. Spousa’s Name -ptirn® Bop sh oo r P2 e e spouse tost his or her
) iob nr separisor in income?
SER 1 Yes - Confiaue to Kem 18,
T Mo - Pravie s e ahid your spouse’s most recent
T taderal inenmiway ceiurn or transcript. Skip o

TR

(g"

repay Mo LSl Loat !

(] Yes - Cantrmge o e _ . - )
: 18, Do you currensiy rave vavame incame? Check "No" if
L no SRR TRIT 2 8 OU i oret e e =t inenie o récelve only untaxed
18. Whes you fited your iest feceral Incoime tax resurs, R Ths
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[ Yes-C mstructen
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11@% investment Blvd Suite 290

&1 Dorade Hills, CA 95762

Telephone: (800) 792-8621

Fax: {8646 8185428

Website: waw. AmeriTechFinancizl.com
Decuments: income.doc@ AmeriTechFinancial.com
Email: support@AmeriTechFinancial.com

Client Name: Hollee Warlitner Ciient #: [ NNGINGNE
Address: [NNEGTGTGTNTNG Home Phone: | NNNGTNE
City, State, Zip [ NEGTcN H B ooovhone

Date: 5/9/2016

Thank you for centacting AmeriTech Financial. Based on the information vou have provided to our
company, we believe that you may qualify for one or morte student loan 953\51:_nm: programs offered by
the United States Department of Education. AmeriTech Finaneial CAFRYY s privately pwned company:
that helpsconsumers like yowidentify programs that may besuitable for their situation; gathers their
application documents, and then assists them by preparing those documenis forreview and

submission.-To begin, we need the following information from you:

1. Please carefully read the eacloscd agreement. and make sure that ail pages arc signed and dated
where md].,ateci.

2. Withy vour permission and instruction, please provide your National Student Loan Data Sy
federal student identification (“FSA TD™) login information. and / or your most current sfudem
loan servicer account statement(s).

3. Please provide a copy of a voided check, along with the attached ACH Authorization Forms,
signed by the account holder who is remiiting the program payment

4. After you have faxed your documents. or provided your FSA ID login, please contact AF at |
800-792-8621 ext. 0 and speak 10 a Client Services Representative to verify all documentation
has been received. You may also email vour documentation to:
income.doc@AmeriTechFinancial.com

5. Bespre to retain 2 copy of all documents for your records.

Bue to the importance of this material and so that we may start working s“;-;m 25 5000 43 possible, please

return these documents and, if ;,esszble provide vour FSA ID login to AmeriTec I
cmail to income. doc@AmeriTechFinancial.com, or mail to 11071 Investment Blva Suite 250, El Dorad
Hills, CA 95762 as soon as possible.

If you have any questions when reviewing the attached documenis, please Tesi free to contact vour
AmeriTech Financial Client Services Representative directly at 1-806-792-8621.
R —— Stiner Attachment T - 17
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National Student Loan Daita System Access Permission

Purpose: For AmeriTech Financial to Access My Student Loan Information from Government Databases
Reason: To Obtain Accurate Information Relating to My Student Loans For Application Purposes

What I Need to Do:  As the Debtor who is responsible for these loans, you need to creaic an online User
Namec and Password. The U.S. Department of Education recommends that you keep your User Name and
Password secure to prevent any fraudulent use. The purposes of the User Name and Password is to permit
you access 10 various government websites and allow you fo sign electronically on any a appiications. Thers
arc other purposes as well, so please keep vour information secure.

Why We Request Your User Name and Password: With your permission and instruction, we need
carry out the application services that you have requested of us. We will keep your User Name and Password
secure, and we will never share it with third parties. We need this information to complete our contracted
services, including gathering the relevant, pending lean information pertaining to you, and completing the
applications that you qualify for. While the government does not encourage such sharing because they want
to prevent fraud and abuse, with your consent and instruction we are permitted to review and assist you
with the services you have requested of us. We will never use this information to sign or submit applications
ale OWil.

for vou- yvou must do that on

Awuthorization: As part of the federal student loan assistance application process, it will be most efficient
for AmeriTech Financial to access your student loan information within the Student Loan Data System
(“Data System™) located online at http://www nslds.ed gov.

The Data System contains a complete list of your federal education loans, along with current estimated
balances and servicer details — information that is required to complete your application(s).

By opting in to the AmeriTech Financial Document Preparation and Service Agreemcent, we request that
vou allow AmeriTech Financial and its agents to access your profile and all the data contained within
that profile. In order to allow this access, you will need to provide your FSA ID and password.

Please note that all information that AmeriTech Financial obiains from the Student Loan Data System will
bet ed KplﬁbSlV for the purposes of confirming information, assisting in the completion and submission
.F‘
5383

applications. and, if purchased. annual monitoring and validation of your account.

Acknowledement

I have read. understood. and agrse to the above statements regarding access to my Data System profile. T
understand that any information received or accessed will be used solely for the purposes as staied above.

By signing below. I agree to allow AmeriTech Financial and its agent’s access the Student Loan Data
System and my personal profile as explained above.

DocuSigned oy:

Client Signamre: f h Diate: 5/9/2016
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Doeus

Client Last Name: wa

Eormer Last Name
; ; City. suae. Zip: [ NG H I
Clieni Email; _@gma"; T.com Clignt Phone: _ |

Loan Status (eurrent, delinguent, defaul, consolidmiedy  Current

s '-;ﬂv'l ;

Approximate Correm Monthiyv Payment: § 330.00 New Loan Payment ¥ ion Term: Annualiy

Estimated New Lozn Pavment: § 20,00 Current Loun Serviceriay  Fedioan |

olidation, Other):

e DOB (Mv-oD-vyyy): R
FSATD & {'L}dct_ / — i

Occupation: ASSociate

empoyer Ciy. S 7 |~

Clicar Stated Family Sizer 1

Client Marital Stares: Single Clien: Stated Tax Filing Suns: Single
Curremt Anvual Income: 3 -_ Fomm of Doecumenied Incdme Submined: Paystubs
Spouse Firt Name: Spouse Last Mame:

R - . i
Spouse S8N: Sporse BOR: {
Spouse Employver Name: Spaulse Wark Phone:

PSLF Candidate { Yes # Noj: NO

Relaticaship o Client: OTher

ip to Cliens: Other

ot :
Bank Mame: Member one Federal Credit union Account Number: ﬁ
Aceaunt Type (Checking / Savings); Checking Routing Number: _

Nates:
This Service Agreement is made and entered into, the date of faimming, by and between AmeriTech Financial ("AF L and
Clignt, as stated in Section 1, hereinafter referred 1o ag (FCliont™) rosi iding at address as stafed in Scetion 1. Subiect to, and

175,

conditioned upon, the following for the AmeriTech Financial Document Preparation and S ervice Agreement. All information
above is provided by the Client

DocuSigred By

/

Client Evnafum:! '!’ / ;]g gL Date: 5/Stmes Attachment T - 19




AmeriTech Financial
Privacy Policy

AmeriTech Financial (hereinafter "Company") is dedicated to protecting your privacy and providing you
with the highest level of service. This Policy explains what Company does to keep information about you
private and secure. This Policy covers only information that vou provide to Company or that it obtains
about you from companies that you have chosen to do business with. Pleasc read this Policy carefully and
gontact us if you have any guestions.

Personal Information We Collect
The personal information we collect about you comes from the following sources:

e [Information we reccive from you. such as your name, address, and tclephone numbcr, or other
information that you provide to us over the phone or in documents or applications,

s [nformation aboul your transactions, such as your account balances with your creditors.
payment historics, account activity, and all other information that may be contained in your
credit card statements or other reports relating to your debt, and

s Information we receive from consumer reporting agencies and other sources, such as your
credit bureau reports, collection agency reports or other communications, and other information
relating to your payment histories, creditworthiness. annual income, or ability to satisty your
obligations.

We will not sell or transfer your personal information to third parties for any purpose in our sole discretion.
We prohibit the salc or transfer of personal information to non-affiliated entities for their use without giving
vou the opportuaity to opt-out. We may disclose such information in order o effect or carry out any
transaction that you have requested of us or as necessaryv to complete our contractual obligations with you.
We may also share your information with service providers that perform business operations for us,
companics that act on our behalf to market our services, or others only as permitted or required by law,
such as to protect against fraud or in response to a subpoena. We may also share or transfer our information
in the event we transfer or sell your account or our business assets to another provider.

By carrying out those services, we may disclose your information, as we sec it and as permitted by law, to
your creditors, credit card companies, collection agencics, banks, and other entitics and individuals
specifically necessary to effect, administer and perform our services.

Your Choices / Opt-out

We provide vou the opportunity to ‘opt-out” of having vour personally identifiable information used for
certain purposes. By providing information to Company you are consenting to the collection, use and
disclosure of such personal information in the manner described in this privacy policy. We provide you the
opportunity to withdraw your consent when such information is collected.

Such consent may be withdrawn by calling the telephone number provided below or may be done in
writing/email and sent to our customer service department at the following physical address or email
address:

Stiner Attachment T - 20
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AmeriTech Finaneial
1167 Emvestment Blvd Suite 298
El Dorade Hijls, CA 95762

i by email: support@AmeriTechFinancial.com
I by phone: 1-800-7¢2-8621 Extension: §

Haw We Prateet Your Information

We train our employees 10 protect all customer information. We maintain physical, clectronic and
procedural controls that comply with government standards. We authorize our employees, agents and
d-it to do their work with us, You can heip to

et information about vou onty when they nee
a'i information or password with

conmactors 1o g
maintain the security of your online transactions by not sharing your person
rernber. no method of transmission over the Internct, or method of cloctronic storage. is 100%

...
o

anyone. Re
secure.
If you have any questiens, pl

-

294, El Dorado Hills, CA 93

Fils

case contact
?L;..

This policy applies 1o current and former customers.

AmeriTech Financial at 1101 Tnvestiment Blvd Suite

o DesuSigned by

e b B Date:_ 5/9/2016

Client Signatuze: |
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NOTICE OF CANCELLATION

YVou may cancel this iransaction, without any penslty or vbligation whatseever, within three business days of

the day in which vou eareil for this service.
if you cancel. 2l pzyments or other consideration which may have already been miade by you will be refurned
within ten business days following receipt by the telephone solicitor of your cancellation netice.

if vou cancel. you miust return the goods 15 the teivphany selititor at the address Bsted below and at the
telephone soliziter's risk and expense within twenty days of the date you receive back from the telepbone
solicitor the payments or consideration vou have already made.

Te eanest this transcorion. enoii in the mail or deliver s signed and dated copy of this cancellation notice or

any other written notice te AmeriTech Financial at

AmeriTeol Finanaiyd

ele Customer Service Departiment
FHET Investimert Blod Bia, 104

®l Dinrode s, 04 97767

Mot iater than midfeizht of the thivd husiness dey after which vou received this natice

i

herehy caacel this ivapsaetion.

{Trei)

Stiner Attachment T - 22
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AmeriTech Financial
Complaint Policy

Qur goal at AmeriTech Financial is to provide exceptional serviee to our Clients. While every effort is
taken o ensure we treat our Clients in a fair, courteous, and honest manner. sometimes our Clients have
special inguiries that require our immediate attention.

We believe that our Clients have the right to raise a complaini, and the right to have their complaints
addressed immediately. We also believe that a successful organization must be willing to evolve in an
effort 1o meet the nceds of 1ts Clients. Therefore. we have established a complaint process for Clients who
arc unsatisfied with the service or treatment they have received.

How to Initiate 8 Complaint

In the event you are unsatisfied with our'service, please initially dircet your comment or complaint
directly to the employee or team which is responsible for your dissatisfaction. If the individual employee
cannot resolve the matter, we will quickly engage the relevant Manager or Director to resolve vour

nmiaiist.

We always attempt 1o resolve your concerns at the first point of contact, However, if vou are not satisfied
with the resolution, you may then notify our Compliance Officer directly in writing at:

1. Compliance(@ AmeriTechFinancial.com
2. 1-800-792-8621 Extension: 0
3. AmeriTech Financial

Attention: Compliance Officer

1101 Invesément Blvd Suite 290

El Derads Hiils, CA 95762

Please include the following in vour written correspondence

I. A clear description of the complaint and any suggestions vou may have that would resolve vour
grievance.

Details of any relevant information relating to any contacts you may previously have had with
AmeriTech Financial on this subject.

[

3. Whether it is an original complaint, or 2 follow-up to a reply you were not satisfied with.

4. Your complete contact information (including full postal address. telephone number, 2nd email
address) and vour date of birth (for verification purposes).

What to Expect

We strive to resolve all complaint inquiries as quickly and efficiently as possible. You can expect o
receive a response from us within 2 business days afier we receive your complaint. [f your case is
particularly complex and cannot be resolved within 2 business days, we will provide you with an
estimated time in which you should expect to receive such resolve. Thank You.
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Limited Power of Atiorney

To: Any and all of my Student Loan Creditors:

I. hereby duly authorize, empower and appoint AmeriTech Financial'of 1101 Investment Blvd Suiie 290,
El Dorado Hills, CA 95762 its agents and representatives (“AF™) permission to perform any acts
necessary or convenient, including but not Jimited to, the following on my behalf:

¢ agencics 1o obtain information
on my student leans,

2. Prepare, sign, and file with my prior approval any documenis pertaining to my studeni loans with any

governmental body or agency.

3. To commugnicate with banks, creditors. {inancial institutions, licensed collection agencics, and all other
related entities and individuals relating to my federal student loans, including but not limited Lo the balance
of my account, payment history verification of the account, financial adjustments, and any and all necessary
communications, correspondence, and negotiations regarding my account{s). 1 assert that all of the
information thar [ have provided and will provide AF is true and accurate.

4, 1 hereby authorize third party communication from banks, creditors, financia! institutions. licensed
collection agencies, and all other related entities and individuals relating to my federal student loans to
communicate directly with AF concerning my account or the collection activities associated with it in

accordance with Scction 805(b) of the Fair Debt Collection Practices Act.

;
i

Lunderstand that AF is nota Taw firm, is not licensed to practice law or provide legal advice and that [ will
not request or accept, any legal advice from AF relating to my personal financial situation. [ expressly

agree to waive, forgo, indemnify and defend any claim against the AF relating to the practice of law, [

understand that any creditor or collection activity, demands, or lawsuits are unrelated to my enroliment in
the AF program.

I agree-that electronic or facsimile copy signature shall be deemed original and is an authorization by me

for all lawfully enforceable purposes.

This Limited Power of Atiorney shall remain in force until or unless modified or rescinded in writing, or

upon resolution of the current matter.

Executed On (Date): 5/9/2016
'r—E.‘atuS‘@r:ed by:
Applicant SHE&EG{&:W Applicant SSN:_

Applicant Name: Hollee warTitner Apptlicant DGB: — /
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Fingneiol Education Benefits Center Program Envoliment and Student Loan Financial Education Kir Agreement

Cdngramiaﬁ{ms’ We are excited that you have taken the first step in improving vour finances through our Financial
Analy ~.r~, & E\»aﬁuaimn qtude*&t L«;an mec:ai qucﬂion Kit ancE ';,am a'aroﬂmcnt mto ihc: memal Education Benetits

imancaﬂ 111d3r’endm“' today and gi\c vou the f!reatest opportunity for improving vour t;nanc al po‘:moz‘a forever.

::Thrs Financial Education Benefits Center Program and Student Loan Financial Education Kit Agreement which ingludes a:
personal financial budgetary analysis, access to the Financial Education Benefits Center portal, access to otficial forms :
"_'“nd Lscf“m J{)f\.-LliTi"I"ES.. access io pmtable lﬂgal do‘.umcm« anci mmp[dtes. resume and cover | ctt°1 dmuma_nmtmn tools for:
Smdcnt Loan Financial Education Kit how 10 book series efcc-tronic educatienai video compilation do it your@eif -

printable forms, outside tax preparaiion and assistance, Life Lock identity theft protection, a Better World Club Express

Road Service membership, everyday discount benefits solutions, as well as credit. rcpazr assistance through the Credit Pros:_
International, {sometimes collectively referred to as the “Membership Plan™) is entered into on the date shewn below
“betwecn The Financial Education Rencfits Center (“FEBC™) and the member shown below (“Member™).

FEBC provides products and services related to consumers seeking to understand and improve their finances. FEBC isa
private company; not affiliaied with any goverament: agency and is not a law firm. It assists members understand matters
affecting their finances through individual support and educat ional services and provides membership benefits as listed
below. In exchange for its fees for services as described herein, FEBC will provide the following products and continuous
services as part of its Financial Education Benefits Center Program and Student Loan Financial Education.

Cligans Information

Ciient Full Name: Hollee wWarlitner

Client Best Contact Phone Number: I
Client Best Mailing Address: ] _ =

One on One FEBC Program Consultation: we prowde an explanation of what to expect from ouwr pmducts and services
and how to access vour benefits and program through our customized web portal.
Aceess to The Financial Education Benefits Center Program Oaline Portal: you will stay regulariy informed of
student loan benefits available to you through our online cducational resource portal and access points.
FEBC Personal Financial Budgetary Analysis: through our financial analysis and evaluation we help you create and
follow a personal financial budget to assist you in getting on track and understanding your income and cxpenses and
where vou might need help.
Access 1o Official Forms and Useful Decuments: a library of important documents and forms at your fingertips, for use
in your day to day transactional matters.

ceess to Dozens of Printable Legal Documents and Tempiates: [ease agreements, bills of sale, house titles — and
much much more. You'll receive access to our ever-growing document archive that will become a valued resource for vou
when vou need it
Resume and Cever Letter Documentation: several professional resume and cover letter iemplates are at your disposal,
helping you to be even more competitive in the job market.
Copywrited Three Part Student Loan Financial Education Kit How To Educational Book Series: explains the ins
and outs of student loans and includes important application instructions, every student loan bylaw and technigues on how
to properlv manage vour own student loan simation yourself. A complete do-it yourself selution to handling student loans.
Tools for Keeping a Budget: vou will receive access to the budgetary tools that cater most to your lifestyle and will help
vou to save money through Ieveraging vour income over your expenses.
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Access to Dozens of Educational & Usefnl Web links: fzs'n legal document databases to tax and morigage calculators,
this interactive forum will allow you to access useful rescurces that will help to simplify vour life.

Financial Calculators: provides financial calculations pertaining to different financial matiers arising in vour life such ag:
taxes, insurance, credit card payments, and much more.

Copvwrited Three Part Student Loan Financial Educatior Kit How Te Educational Bosk Series: ¢xplaing the ing
and outs of student loans and includes important application instructions, every student loan bylaw and technigues on how
to properly manage your own student loan situation yourself. A complete do-it yourself solution 1o handling student loans,

Electronic Educational Student Loan Videe Compilation: hours of how to videos teaching vou the intricacies of
federal student loans, budgeting for yourself and your family, and tips on how to properly save and invest your money.
De Bt Yourself Printable Forms: Everything you need in one place. Our forms are categorized as Business and Personal
Finance (statement templatesicalesiators), Employment, Government Contracting {RF(s, NDA wmplates), Lease
Agreement templates. Small Business, State Tax Forms, and Smdent Loans forms for vour use.

The Membership Plan also includes the following services and/or memberships from third parties:
Tax Preparation Serviees: FEBC will pay a third party company o prepare and file one or ail 0* the foliowing tax
documents for you, individually: (1) individual fax return; (2) Schedule C: (3) Schedule D: ( 4) k-1; and (5} onc extension,

Life Lock Tdentity Theft Protection: receive identity threat detection alerts, lost wallet protection and less junk maii by
utilizing this valuable Serv.icc

: - LXpies : One of the nation's most prominent roadside assisiance providess. Better
World Club connects it me“'ibw:s with over 40,060 service providers nationwide and provides essential roadside assistance
services such as towing, battery jumpsiart, flat tire change. lockout service, fire! detiv: ury. and winching, along with
offering thousands of addzimra 1 discounts for hcm}s car rentals, and more.

e : SS18L: _ ernationial; cach active Member will be entitled to 2 discounted
one-on-one credit audit and cemuitaala‘n free of Lhawe to assess your credit repair needs as well as receive a deep, 65%
discount for monthly services. This is a huge value for all your cre L!t.r;_.pmr needs. You will have direet access to our thivd
party affiliate company, The Credit Pros International. to help vou in achieving the highest credit rating possible

FEBC Everyday Discount Benefits Solutions: you will receive access to a wide va wriety of discount and "‘“zngs plans
that you can use 10 save money on your normal day fo day purchases. These benefits include medical and wellness
discounts, food and grocery savings, entertainment discounts, twenty four hour Telemedicine through AmeriDac, and
many more opportunitics to keep more money in vour pocket each month.

Authorization Fees for Membership Plan & Refund Policy. Subject to the Terms and Conditions of this Agreement
and the description above, the purchaser of tha. Emamna% t,ducatzon ch’n*s C enter Paovmm and St udﬁ Loan Fmanua*
Edu mon K;E (the “\Aemb‘.r”} ?T%b : 2R ' 10 d

g e moniily “ihe cmai‘émenr fee and aﬁ .m.mberth ;iuca. are mb}est © 3pp1 Labh_ state balpb tax ané
montliiv dues ma) be mcre,asc_d upon thirty (303 days writlen notice to member at du, addr‘.ﬁ ln.u,d belew {or as later

th's: members%np pa;ymms« Ifa pavment is dccﬁmu{i b\, Member’s bank or dedicated
account prov :d\,z, F aparscxal Ec.ucal;an Benefits Center may attemipt to again process this payment at a later date, typicaliy
within 72 hours. No products will be shipped or services provided until payment is confirmed. Member ful ily understands
that Member is purchasing a Financial Education Benefits Center Student Loan Financial Education Kit and enrolling into
the Financial Education Benefits Center Program through Financia! Education Renefits Center. The program includes
monthily membership programs offered and provided sxclusively by outside companies including, but not fimited to,
outside tax preparation services, Life Lock identity theft protection, Better World Club Express Road Service
membership, FEBC everyday discount benefits solutions. and The Credit Pros International. FEBC has the right to
substitute the primary product(s) w;th an altematz» p!‘é}di.is_ii_’s) of eqm] value Al! *mnba:.mns wi Ii appear on M ambur's

.

mmk aratcrncm(u} as “bEEC F‘ f

g
"

&n«t i Memb»t has any qmqhom about ?\éember pavmem or \vshca o fm'm inate ﬁm
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agreement, Member may contact Financial Education Benefits Center directty at 1-800-953-1388 cxtension 6, or 5880
Commerce Blvd Suite 105, Rohnert Park, CA 94928,

Terms and Conditions of Agreement'

Aside from its personal one on one consultation, FEBC provides an oaline portal 1o give visitors a general understanding
of the law, financial/budgetary matters, resume building, and official and legal forms and to provide an automated
software solution to individuals who choose to prepare their own legal/financial/business-refated documents. The portal
and other included services referenced above include general information on commonly encountered legal. financial and
business issues. FERC and its Services are not substitutes for the advice of attorneys and financial/tax professionals. The
membership plan also includes outside tax preparation services, Lifc Lock identity thefl protection, Better World Club
Express Road Service membership, and FEBC everyday discount benetiis solutions, and The Credit Prog International
{“Separate Services'). The provisions of the Separate Services are the respansibility of those respective companies.

FEBC strives to keep its legal/business documents accurate, current and up-io-date. However. because the law changes
rapidly, FEBC cannot guarantee that all of the information on the portal is completely current. The law is different from
jurisdiction to jurisdiction, and may be subject to interpretation by different courts. The law is a personal matter, and no
gencral information or Jegal tool like the kind FEBC provides can fit every circumstance, Furthermore, the legal
information contained on the portal is not legal advice and is not guaranteed to be correct. complete or up to date.
Therefore, if you need legal advice for your specific problem, or if your specific problem is too complex to be addressed
by our toels, you should constlt a licensed attorney in your area. Similarly, if vou need specific financial advice
concerning taxes, insurance, mortgages, etc. you need to obtain the advice of professionals in such matters.

}. Privacy Policy. FEBC respects your privacy and permits you to control the treatment of your personal information. A
complete statement of FEBC's current Privacy Policy is contemporaneously being provided to you and is expressly
incorporated into this Agreement by reference.

2. Ownership. The portal is owned and operated by FEBC. All right, title and interest in and to the materials provided on
portal, including but not Hmited to information, documents, logos, graphics, sounds and images {the "Materialg") are
owned either by FEBC or by FEBC’s respective third party authors, developers or vendors ("Third Party Providers").
Except as otherwise expressly provided by FEBC, none of the Materials may be copied. reproduced. republished,
downloaded, uploaded, posted, displayed, transmitted or distributed in any way and nothing on the portal shall be
consirued to confer any license under any of FEBC's intellectual property rights, whether by estoppel, implication or
otherwise, FEBC does not sell, license. lease or otherwise provide any of the Materials other than those specifically
identified as being provided by FEBC. Any rights not expressly granted herein are reserved by FEBC. Any reference fo
the products and services of third party vendors such as outside tax preparation services, Life Lock identity thefi
protection, Better World Club Express Road Service membership, and FEBC evervday discount benefits solutions, and
The Credit Pros International does not belong to FEBC. FEBC has limited rights to sell such services.

3. Limited Permission to Download. FEBC hereby grants yvou permission {o download, view, copy and print the Materials
on any single. stand-alone computer solely for your personal, informational, non-commercial use provided that (1) where
provided, the copyright and trademark notices appearing on any Materials not be altered or removed, (ii) the Materials are
not used on any other website or in a networked computer environment and (iii) the Materials are not modified in any way,
except for authorized editing of downloadable forms for personal use. This permission terminates automatically without
notice if you breach any of the terms or conditions of this Agreement. On any such termination, you agree {0 immediately
destroy any downloaded or printed Materials. Any unauthorized use of any Materials contained on the portal may violate
copyright laws, rademark laws, laws of privacy and publicity and communications regulations and statutes.

4. Links to Third Party Sites. This Site and Applications may contain links to websites controlled by parties other than
FEBC (each a "Third Party Site"). FEBC works with a number of partners and affiliaies whose sites are linked with FEBC.
FEBC may also provide links to other citations or resources with whom it is not affiliated. FEBC is not responsible for and
does not endorse or accept any responsibility for the availability, contents, products, services or use of any Third Party Site.
any website accessed from a Third Party Site or any changes or updates to such sites. FEBC makes no guarantees about the
content or guality of the products or services provided by such sites and companics that operate them. FEBC is providing
these links 1o you only as a convenience, and the inclusion of any link does not imply endorsement by FEBC of the Third
Party Site, nor does it imply that FEBC sponsors, is affiliated or associated with, guaraniees, or is legally authorized to use
any trade name. registered trademark, logo, legal or official seal, or copyrighted symbol that may be reflected in the links.

! in these Terms and Conditions of Agreement, the words “you" and “your™ refer to cach x&%{%&ﬁ@ﬁh@s&&&“ 52T “us”,
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You acknowledge that you bear ail risks associated with aceess 1o and use of content provided on a Thir

agree ?:ha* PEBC is nel dr.:msmle f'or any loss or dzm*mr of any m}la vou may incur trom cia_almg wz“b
content located on any sa_u:h Third Party Siie.

5. Use of cur Legal Forms. On our p’.)ﬂ'ai ;md through certain partners, we offer self-help
understand that your purchase of these services, downloading, and/or- using form documents is neither le g E ad‘v-n::‘ nor
the practice of law, and that each form aud any applicable instructions or guidance is not customized to your particular

needs,
License fo Use.

e

FEBC grants you a limited. personal, non-exclusive, non-ransferable license to use our forms (the "Forms™) for vour oy
persenal, internal business use. or if you are an attorney or professional, for your client. Except as otherwise provided, you
acknowledge and agree that you have no right to modify, edit. copy. reproduce. creatc derivative works of, reverse
engineer, aiter. enhance or in any way exploil any of the Forms in any manner, except for modifications in filling out the
Forms for your authorized use. You shall not remove any copyright notice from any Form.

Eesale of Forms Prohibited,

By downloading Forms, you agree that the Forms may only be used by yvou for vour personal or business use or used by
you in connection with you or your client and may not be sold or redistributed without the express written consent of

FEBC.

6. Use of Third Party Serviees. Your membership plan includes monthly memberships and services with third party

companies who are responsible for providing their services under their own plans. You understand that i if you have any
issues with their services, such matters should be addressed directly with the company responsible for the provision of

such services.

s 7 !}{SE’LTE RESCLUTION BY BINDING ARBITRATION.

umierRishts - Mandatar Arbitration Requirement — Please read carefully: In the
claim er dispute between th parties arising out of or relating to this agreement or the
brcach termination, enforcement, interpretation, conscionability or validity lh:,ra,of mcéudmw *my detarmmamr- 0’5 fh..
scope or applicability of this agreement to arbitrate, shall be determined by

or in the county in which the consumer resides, in aceordanee with the Laws of ti:e Siaia @f Caidamm fﬁa
agreements te be made in and to be performed in California. The partiesagree that the arbitration ghall be
‘administered e Amnerican Arbitration Association ("AAA™) pursuant o its rules and procedures and an arbimrator shall
be selected by the AAA. The arbitrator shall be neutral and independent and shall « c‘rrp y with the AAA eode of ethics.
The award rendered by the arbitrator shall be final and shall not be subject to vacation or modification. Judgment on the
award made by the arbitrator may be entered in any court ha\rh‘ﬁjdi isdiction over the parties. If either party ?azis to
comply with the arbitrator's award, the injured party may petition the circuit court for enforcement. The parties sigme
that either party may bring claims against the other enly in his/her or its individual cagzaut‘; and not as 2 plainti

or class member in any purported ciass or representame proceeding. Further, the parties agrec that the arbitrator m

not consolidate proceedings of more than one person's claims, and may not otherwise pl'ﬂxtdl, over any form of
representative or class proceeding. The parties shali share the cost (not artorneys” fees) of arbitration equally. In the event
a party fails to proceed with arbitration, unsuccessfully chalienges the arbitrator's award, or fails to comply with the
arbitrator's award, the other party is entitled to costs of suit, mdwmn a reasonable atiorn: 2y’ ‘s fee for having to compel
arbitration or defend or enforce the award. Binding Arbitration means that both parties give up the right to a tial by a

Jjury. It alsc means that both partics give up the right to appeal from the arbitrator's .’uhng cxcept for a narrow range of
issues that can or may be appealed, It also means that discovery may be severely limited by the arbitrator. This section
and the arbitration requirement shall survive any termination. OPT-OUT PRGCESS: You may choose to opt-out of this
Arbitration Provision but only by following the process set-forth below. If you do not wish to be subject to this Arhitration
Provision, then you must notify us in writing within thirty (30) calendar days of the date of this Agreement at ¢ the
following address: FEBC, Atin: Customer Service, 5880 Commerce Blvd 105 Rohnert Park, CA 94928, Your written
notice must include your name, address, the date of this Agreement, and a signed statement that vou wish to opt out of the

Asbitration Provision. If you chose 1o opt out, then your choice will apply only to this Agreement,
Stiner Attachment T - 28

f any controversy, ¢




sosusion envaicpe 1o ISR "t /C-20 Filed 03/05/18 Page 30 of 46

8. NGO WARRANTY. THE ONE-ON ONE CONSULTATIONS, THE PORTAL, APPLICATIONS, AND ALL
MATERIALS. DOCUMENTS OR FORMS PROVIDED ON OR THROUGH YOUR USE OF THE PORTAL ARE
PROVIDED ON AN "AS IS" AND "AS AVAILABLE" BASIS. TO THE FULLEST EXTENT PERMITTED BY LAW.
FERC EXPRESSLY DISCLAIMS ALL WARRANTIES OF ANY KIND, WHETHER EXPRESS OR IMPLIED,
INCLUDING BUT NOT LIMITED TO IMPLIED WARRANTIES OF MERCHANTABILITY, FITNESS FOR A
PARTICULAR PURPOSE, TITLE AND NON-INFRINGEMENT CONCERNING ALL. MEMBERSHIP BENEFITS
FOUND WITHIN THE PORTAL AND THOSE SEPARATE SERVICES OUTSIDE OF THE PORTAL. INCLUDING.
RUT NOT LIMITED TO, QUTSIDE TAX PREPARATION SERVICE, LIFELOCK MEMBERSHIPS, BETTER
WORLD CLUB ROAD SERVICE MEMBERSHIPS. CREDIT REPAIR ASSISTANCE FROM THE CREDIT PROS
INTERNATIONAL AND FEBC EVERYDAY DISCOUNT BENEFITS SOLUTIONS.

FEBC MAKES NO WARRANTY THAT: (A) THE PORTAL. APPLICATIONS, THE MATERIALS, OR THE
SEPARATE SERVICES WILL MEET YOUR REQUIREMENTS: (B) THE PORTAL, APPLICATIONS, THE
MATERIALS. OR THE SEPARATE SERVICES WILL BE AVATLABLE ON AN UNINTERRUPTED, TIMELY,
SECURE OR ERROR-FREE BASIS; (C) THE RESULTS THAT MAY BE OBTAINED FROM THE USE OF THE
PORTAL, APPLICATIONS, OR ANY MATERIALS OFFERED THROUGH THE PORTAL OR APPLICATIONS,
WILL BE ACCURATE OR RELIABLE; OR (D) THE QUALITY OF ANY PRODUCTS, SERVICES, INFORMATION
OR OTHER MATERIAL PURCHASED OR OBTAINED BY YOU THROUGH THE PORTAL, APPLICATIONS,
THE MATERIALS. OR THE SEPARATE SERVICES OR N RELTANCE ON THE MATERIALS WILL MEET YOUR

EXPFECTATIONS.

OBTAINING ANY MATERIALS THROQUGH THE USE OF THE PORTAL {S DONE AT YOUR OWN DISCRETION
AND AT YOUR OWN RISK. FEBC SHALL HAVE NO RESPONSIBILITY FOR ANY DAMAGE TO YOUR
COMPUTER SYSTEM OR LOSS OF DATA THAT RESULTS FROM THE DOWNLOAD OF ANY CONTENT,
MATERIALS, INFORMATION OR SOFTWARE.

NOTWITHSTANDING THE ABOVE, FEBC OFFERS A 30 DAY SATISFACTION GUARANTEE.

9. LIMITATION OF LIABILITY AND INDEMNIFICATION. EXCEPT AS PROHIBITED BY LAW. YOU WILL
HOLD FEBC AND ITS OFFICERS, DIRECTORS, EMPLOYEES, AND AGENTS HARMLESS FOR ANY
INDIRECT, PUNITIVE, SPECIAL, INCIDENTAL, OR CONSEQUENTIAL DAMAGE, HOWEVER IT ARISES
(INCLUDING ATTORNEYS' FEES AND ALL RELATED COSTS AND EXPENSES OF LITIGATION AND
ARBITRATION. OR AT TRIAL OR ON APPEAL, IF ANY, WHETHER OR NOT LITIGATION OR ARBITRATION
IS INSTITUTED), WHETHER TN AN ACTION OF CONTRACT, NEGLIGENCE, OR OTHER TORTIOUS ACTION,
OR ARISING OUT OF OR IN CONNECTION WITH THIS AGREEMENT. INCLUDING WITHOUT LIMITATION
ANY CLAIM FOR PERSONAL INJURY OR PROPERTY DAMAGE, ARISING FROM THIS AGREEMENT AND
ANY VIOLATION BY YOU OF ANY FEDERAL, STATE., OR LOCAL LAWS, STATUTES, RULES. OR
REGULATIONS, EVEN IF FEBC HAS BEEN PREVIOUSLY ADVISED OF THE POSSIBILITY OF SUCH
DAMAGE, EXCEPT AS PROHIBITED BY LAW, IF THERE IS LIABILITY FOUND CN THE PART OF FEBC, IT
WILL BE LIMITED TO THE AMOUNT PAID FOR THE PRODUCTS AND/OR SERVICES, AND UNDER NO
CIRCUMSTANCES WILL THERE BE CONSEQUENTIAL OR PUNITIVE DAMAGES. SOME STATES DO NOT
ALLOW THE EXCLUSION OR LIMITATION OF PUNITIVE, INCIDENTAL OR CONSEQUENTIAL DAMAGES,
SO THE PRIOR LIMITATION OR EXCLUSION MAY NOT APPLY TO YOU.

16. Compliance with Intellectual Property Laws. When accessing FEBC or using the FEBC portal as part of the
Financial Education Renefits Center Program and Student Loan Financial Education Kit, you agree to obey the law and
you agree to respect the intellectual property rights of others. Your use of the Serviee and the Site is at all times governed
by and subject to laws regarding copyright, trademark and other intellectual property ownership. You agree not to upload,
download, display, perform, transmit or otherwise distribute any information or centent in violation of any third party's
copyrights, trademarks or other intellectual property or proprietary rights. You agree to abide by laws regarding copyright
ownership and use of intellectual property. and you shall be solely responsible for any violations of any relevant laws and
for any infringements of third party rights caused by any content you previde or transmit or that is provided or transmitted
using your FEBC uscr account.

11, Entire Ag_ ceme ‘belovwr, Member acknowledges that he/she has read, understands
and agrees to everyterm, covénant-and condition of this Agreement and that he/she has received a true and complete copy
hereof, effective on the date below. This agreement is the only agreement between the parties and there is no other

collateral agreement {oral or written) between the parties in any manner relatmg to gﬁﬁgkjﬁm%%ﬂz agmgment. it
any portion of this agreement is held to be invalid or unenforceable, the remaining provisions witl remain in effect. The
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DocuBign Envelope ID
parties mutually understand and agrec tiat a facsimile copy signature or an elecironic gigna
deemied an original for all lawfully enforceable purposes,

ture on ihis agreement shall be

dthin thirty {30) days of signing and receive & full refund for
50 reghesta *e;.mf’ ”’::}m the date of purchase. Howeaver.

"EBC reserves the reszht 0 detemnna a *’Ea.%ﬁ"!&[)z\.. tef'.md amiotint.

Terms of Agreement for Pavment:

tinancial BEducation Benefits Center, located at 5880 Commerce Blvd Suite 1035, Rohnert Park, CA 94028, is authorized

to deduct a scheduled payment from Member’s chosen dedicated account as spr:ciﬁ"d below. In the event that Member's
drafi is returned unpaid for any reason, Member agrees to pay all past due balances immediately and the current month’s
payment amount. The date of the draft is listed above, however if the draft daic falls on a weekend or bank heliday, the
debit transaction will take place on the next business day. The company has the ri g o ubsuiulc the primary product(s}
with an alternative produci(s} of equal value. This authority w:h remain in effect uniif Financial Education Benefits
Center 15 notified by Member in writing by cither email to; suppori@fcbep.com or by fax to ;~§§f§6-936-0?‘?'& at least test
(10) business days prior 1o the next scheduled draft date. For questions regarding your payment. vou may also contact us
directly at 1-800-953-1388 extension 0. No other forms of cancallation by Member will be honored. The reversal of funds
from a Member’s account that was drafied in error cannot be made until seven business days from the draft date. The
Member agrees to waive all rights of reversal or refusal of any payment on any draft that Financiai Educat ion Benefits
Center may make against the dedicated account during the time Member is actively enrolled. The Member agrees with all
of the provisions and conditions outlined herein. The Member further agrees to hold Financial Education Benefits Center,
its dircctors, employees, officers, and its agents harmless from any damages that may occur or arise from and within th
entively of this agreement. Financial Education Benefits Center will not be responsible for any fees your financial
institution may asscss should a draft be rerurned for insufficient funds.

‘inancial Education Benefits Center Monthly Program Enroliment Payment Sommery Information

5|

Another account of Member’s choosing

ACKMNOWLEDCMENT
As indicated by my signature below, T acknowledge that T have read. understand and agree to arms and conditions of
the Financial Education Benefits Cemer Frogram asd Student Loan Financial Education Kit ( 1 §rmbu<:=*sr Plan™),

including the Terms of Agreement for Payment.

Fiember Name: Hollee warlitner Executed On this Date: 5/3/2016

[—ﬂocusigned by:
() ... I
L Bate of Birth:
Secial Security Number

Member fﬁigﬁam?e:{ / ;

river License Number:

For: Financial Education Benefits Center (“FERC™

By: Jennifer Martinesy
Ti

itle: Administrative Representative

Stiner Attachment T - 30
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Date:

Name & Address: Hollee Warlither

To whom this may concern,
To the best of my knowledge, my current annual gross income for this year

wiil be 3

Thank vou,

Signed:

Print; Hollee Warlitner

SSN: - &

Stiner Attachment T - 31



Docusign Emveiops 1> [

NOTICE OF CANCELLATION

You may cancel this fransaction, without any penaliy or obligation whatsoever, within three business days of
the day in which you enroll for this service.

If vou cancel, ali pavments or gther consideration which may have aiready been made by yvou will be refurned
within ten business days following receipt by the telephone solicitor of your cancellation nefice.

If vou cancel, you must return the goods to the telephone solicitor at the address listed below and at the
telephone solicitor®s risk and expense within twenty days of the date vou receive back from the telephone
solicitor the pavments or consideration you have already made.

To cancel this transaction, deposit in the mail or deliver a signed and dated copy of this cancellation notice or
any other written notice to Financial Education Benefits Center at

Financiai Education Benefits Center
¢/o Customer Service Depariment
5880 Commerce Blvd Ste. 103
Rohnert Park, CA 94928

Not iater than midnight of the third business day after which yvou received this nofice.

I hereby cancel this transaction.

(Client's signature)

(Print Name)

(Date)

Stiner Attachment T - 32
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AmeriTech Financial
Decument Preparaticn and Service Agreement

This Service Agreement is cantered into on the date shown below between the AmeriTech Financial (AT} and the Client
shown below (“Clignt™).

AE prowdcs processing and support. services to assml consumers who are applying fi Pcdcral Studcn: Lean Consohdazmn

consolidation, and/or other repayment_p}an procram documents. AF s not 2 le'tdcr ora dcbt Cﬁ!‘h{}!!dati{}ﬁ company. Tt does
notpromise to improve vour credit score.

Client requests AF to.perform, in good faith, the following services, (“the Services™): {a) Review the Client’s current Federal
Student Loan debt situation, (b) Identify potential Student Loan Consolidation, and/or other repavinent pian options that
may be availabie to Client from the DOE. (c) Discuss potential options with the Client, and (d} Prepare and process, on the
Client’s behalf, a Federal Student Loan Conselidation Application., and/or other repayment pian program application with

the DOE after Client selects desired option.

Now therefore in consideration of the foregoing and every term. covenant and condition hercafier set forth. AF and Client
do hereby understand, covenant and agree to the following:

1. Provide Complete and Truthful Informatien, AF will provide Client with an overview session limited to his/her
Federal Student Loan debis to assisi the Client in Iocating options thal may be available to Client. Client expressly represents
and warrants that he/she/they will at all times provide AF with information that is complete. accurate and orue (o the best of

their knowledge and belief.

2. Performance of Services. Upon recceipt of all information from Clicat, AF shall promptly analyze Clieni’s Federal
Student Loan debt situation, review the information provided by the Client. and complete the application forms required for
the DOE program(s) that have been sclected by the Clicni. Upon completion of AF’s review and due diligence, AF shail
prepare for filing with Client’s lender an application to initiate a Federal Student Loan Consolidation. and/or other
repayment plan available te Client through the DOE on behalf of CHent. Where appropriate, AF will assist in applying for
prc-conmlidntian forbearance, applying for loan consolidations, submiiting post-consolidation documents. applying for
income-based repaymcnt programs and reapplying for income-based repayment programs.

assist boirox\u W 1th ;my addz::anai Sl’..zda.]'ﬂ Imn repayxmat pian m:r.ds ara cost dcteﬂmnec md pu;dbic at dl:.‘ ime services
are provided.

4, Bocuments Service Agreement and Monthly Cost Authorization. A will use a third party payment protessor to debit
Cligat for feese’payments and Client shatl-pay all processing fees associated-with siich. Client herby authorizes AF to deduct
all payments due per this contract from the financial institution listed in the accompanying Credit Card/ACH Authorization
or such other financial institution that may be used by Client from time to time. Further, Client authorizes their financial
institution {0 accept and o charge any debit entries initiated by AmeriTech Financial to Client’s account. This'authorization
for automatic withdrawal of fees/paymenis is to'remain in fisll force snd-effect until AF has received written notice from
Clieai-of its fermination in.such time=and such manmer asto afford AF a reasonable opportunity to aet. A fee/payment
(whether paid by debit or other means) that is not honored by Client’s financial institution for any reason may be subject 1o
a 520.00 service fee imposed by AT (unless otherwise limited or prohibited by state law). the amount of which may be
debited from Client"s account.

5. Process. Once paperwork has been received, processing will begin, AF will always act promiptly on Client’s documents
:a.nd program. Be advised that Federal Student Loan Consolidations, and other repayvment plans completed by AF rely on
the relevant lenders for promipt service and AF cannot be held liable for delayed completion. Average completion of a
Federal Student Loan Consolidation through the DOE is usually ninety (90) days. but may take longer. AF solely prepares
and provides documents/applications for C lient’s review and approval before it submits such documents to the DOE. AF
does not control the DOE application review process. Stiner Attachment T - 33
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é. Indemnification and Hold Harmless. Client hercby agrees to defend and hold harmless AF from and against any claims
and Hability of any nature whatsoever arising out of or in connection with Client’s failure to timely provide requested
information to AF, Client’s lack of authority or ability to complete terms of this Agreement. and all other claims arising out
of this Agreement or relating to Clicnt’s loans and other financial obligations. This Agreement constitutes the entire
agreement between the parties. AF makes ne warranty, express or implied, as to the fitness of any recommendation it may
make to Client arising cut of this Agreement, Except for cause, Client unconditionally waives any right of action against
AF, its officers, directors, emplovees, agents, brokers and assignees, at law, equity or any other cause of action for any
reason, directly, indirectly or proximately believed to arise out of this Agreement, for any damages of any nature whatsoever
that Client may incur by reason of Chient following anv recommendation of AF or Client’s failure to follow any
recommendation of AF, whether any singular, concurrent or series of recommendations are acted upon or not acted upon in
whole or in part by Client. This section shall survive any termination of this Agreement.

: : ) ig| auiremest — Plcasc read carefully: In the
event of any controversy, claim or dispute between the parties arising out of or relating to this agreement or the
breach, termination, enforcement, interpretation, consionability or validity thereof, including any determination of the scope
or applicability of this agreement to arbitrate, shall be determined by arbitration in Sonoma Coeunty, California or in
the county in which the eonsumer resides, in accordance with the Laws of the State of California for agreements to
be made in and to be performed in California. The parties agree that the arbitration shall be administered by the American
Arbitration Association {"AAA") pursuant to {ts tules and procedures and an arbitrator shall be selected by the AAA. The
arbitrator shall be neutral and independent and shall comply with the AAA code of ethics. The award rendered by the
arbitrator shall be final and shall not be subject to vacation or medification. Judgment on the award made by the arbitrator
may be entered in any court having jurisdiction over the parties. If either party fails to comply with the arbitrator's award,
the injured party may petition the circuit court for enforcement. The parties agree that either party may bring claims
against the other only in his/her or its individual capacity and not as a plaintiff sr class member in any purported
elass or representative proceeding. Further, the parties agree that the arbitrator may not conselidate proceedings of more
than one person's claims, and may not otherwise preside over any form of representative or class proceeding. The parties
shall share the cost (not attomeys’ fees) of arbitration equally. In the event a party fails to proceed with arbitration,
unsuccessfully challenges the arbitrator's award, or fails to comply with the arbitrator's award, the other party is entitled to
cosis of suil, including a reasonable attorney's fee for having to compel arbitration or defend or enforce the award. Binding
Arbitration means that both parties give up the right to a trial by a jury. Tt also means that both parties give up the
right to appeal from the arbitrator’s ruling except for a narrow range of issues that can or may be appealed. Ii also means
that discovery may be severely limited by the arbitrator. This section and the arbitration requirement shall survive any
termination. OPT-OUT PROCESS: You may choose to opt-out of this Arbitration Provision but only by following the
process sei-forth below. If vou do not wish to be subject to this Arbitration Provision, then vou must notify us in writing
within thirty (30} calendar days of the date of this Agreement at the following address: AF, Attn: Customer Serviee, 1101
Investment Blvd Suite 220, El Dorado Hills, CA 95762, Your written notice must include your name, address. the date of
this Agreement, and a signed staterment that you wish to opt out of the Arbitration Provision. I you choose to opt out. then
vour choice will apply only to this Agreement.

8. Entire Agreement. By virtue of Client’s signatre below, Client acknowledges that he/she has read, understands and
agrecs to every term, covenant and condition of this Agreement and that hefshe has received a true and complete copy
hereof, effective on the date below. This agreement is the only agreement between the parties and there is no other collateral
agreement (oral or written) between the parties in any manner relating to the subject matter of this agreement. If any portion
of this agreement is held to be invalid or unenforceable. the remaining provisions will remain in effect. The parties mutualiy
understand and agree that a facsimile copy signature or an ¢lectronic signature on this agreement shall be deemed an original
for all lawfully enforceable purposes.

9. Cancellation Policy. Client may cancel this contract at any tiime prior io being approved for a Federal Student Loan
Consolidation, or any other Department of Education repayment plan option achieved on Client’s behalf.

10. Limitations on Damages. AF's liability under this agreement and/or relating directly or indirectly to Client’s
participation in the Student Loan Consolidation Program, under any theory of Lability regarding any claim by the Client is
limited to the amount of fees paid by Client to AF. The Partics agree to be contractually bound to such limitation on any
damages, and agree not to demand or attempt (o recover any amount in excess of such. This section shall survive termination.

11. Information Autherization: Client hereby authorizes AF fo verify Client’s past and present employment eamings
records for income verification purposes that are needed to process Client’s Federal Student Loan Consolidation. and/or
other repayment plan program available to Client. The information AF obtains is only to be used in the processing of Client’s
application for a Federal Student Loan Consolidation or any other repayment plan pQyggap WaeHE e HOTE- 2 AT does
not provide any form of credit repair, credit score enhancement, or debt relief.
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12, Legal Authorization Form: This form will serve o acknowledge that Client has authorized AF to act on Client's
behall fo apply for consolidation of Client’s Federal Student Loans, and/or other repayment plan programs available 1
Client. Client has been advised that if approved for the Federal Student Loan Consolidation, and/ar other repayment plan
rogramy, Client will reecive a sixty (60) day furlough before payments will start, If Client has any questions regarding this

3 mL Ay

Federal Student Loan Consolidation Program, Client should contact AmeriTech Financial at 1-800-792-8621.

e

13. Impertant Disclosures about the AmeriTech Financial Services. Client 1ay choose to complete histher cwn
consolidation documents based on the applicablc federal student loan programs and is not obligated to use a third party
resource such as AF or pay a service fee. Please note that AF does not expressly or impliedly warranty, repréesent or gu
that it will be able to reduce Client’s total student loan debt or monthly payments.

Arantes

» TFailtire to make timely payments, or non-payment io-Client's-cred

credit standing, collection efforts, and may incur more fees and interest,

itors will adversely affect ¢he

» If Client utilizes s Dedicated Account to save funds towards program fees, Client owns the funds
in the accouny; Client may withdraw from AF’s service at any time withont penalty; and if Client
withdraws from AF’s service, he or she will get all the money in the account other than fees earned

in complianee with the TSR.

4. Dedicated Savings Account: Client understands that Client is solely in control of 2ll savings funds for the purmose
of paying the fees due for the services that AF is contracting to perform. Client will designate an account for program
savings funds and such dedicated account is independent from AF. Client selects:

X _FDIC tnsured Bank thru Globa! Client Solutions, LLC

Another account of Member’s choosing

Payment Information

BY SIGNING BELOW (ELECTRONICALLY OR PHYSICALLY). | HEREBY ACKNOWLEDGE THAT I HAVE
NOT BEEN ADVISED BY AMERITECH FINANCIAL, ANY OF ITS AGENTS, ANI/OR AFFILIATES TO
FOREGO A STUDENT LOAN PAYMENT IN EXCHANGE FOR THE GOOD FAITH PAVMENT AND
FEDERAL STUDENT LOAN CONSOLIDATION PROGRAM. DURING THIS PROCESS, I AM RESPONSIBLE
FOR MAKING MY PAYMENTS, AND FAILURE TO DO SO COULD DISQUALIFY ME/MUS FROM
OBTAINING THE SERVICE THAT WAS AGREED UPON. 1 UNDERSTAND THAT I CAN APPLY ON MY
OWN TO CONSOLIDATE MY LOANS WITHOUT THE ASSISTANCE OF AMERITECH FINANCIAL. |
FURTHER ACKNOWLEDGE THAT NO GUARANTEES CONCERNING THE SUCCESS OF THE LOAN
CONSOLIDATION HAVE BEEN PROVIDED TO ME/US BY AMERITECH FINANCIAL, AND/OR ANY OF ITS

AGENTS, AND/OR AFFILIATES AND A POSITIVE QUTCOME IS NOT GUARANTEED. 1. THE CONSUMER.
HAVE BEEN EXPLATNED THE PROGRAM IN FULL AND TO MY SATISFACTION.

ACKNGWLEDGMENT

A indicated by my signature below, T acknowledge that [ have read, understand and agree to the terms and conditions of
the Document Preparation and Service Agreement.

Client Name: Hellee Wariitner Executed On this Date: 5/9/2018

fr' o = :
Social Seez&r‘iéyﬂumb&r:_

Diriver License Number:

For: AmeriTech Financial {“AF™)

By: Thowmas Knickerbocker

Title: Administrative Representative

Stiner Attachment T - 35
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1 This Dedicated Account Agreement and Appilication
{“Agreement’} contains the terms, conditions, and disclosures that apply to
vour dedicated account ("Account”). By signing this Agreemeant or using
vour Account, you agree that this Agreement shall apply: and you agree to
abide by afi of the lerms and conditions set forth herein, including the
“ARBITRATION OF DISPUTE" provision in paragraph XVl on page 2 of
this Agreement, which requires vou o arbitrate any dispute with Glohal. I
you have any gqueslions ihat you do not believe are addressed in this
Agreement, you can and should call, smail, or write Global Client Sclutions,
LLC {"Global*} at the number or addresses shown at the end of this
Agreement. Please revisw this Agreemant carefully and keep it with vour
other important records,  In this Agreement, the words, "i", “ming",
"y, "you” and “your' mean you and any other party who you autherize to
, use y::u.u' A.,couni g !

and doss noi parm;zata in Eh= censo[‘datzcn of ysur federal student toans
In genara] wou will be {i) making pericdic deposits to your Account from your
primary bank account and/or via debil/credit card iransactions, if applicable,
and (i) vou wili ba periodically disbursing funds from your Account to pay for
the senvices associated with your financial service program and your
Account, and, if applicable, to pay student loan lenders, Your Account is 2
Federal Deposit Insurance Corporation ("FDIC”) insured sub-account within
a master custodial account maintained at 2 bank designated or selectad by
Global. Additionaily. vou authorize Global to transfer your Account to
ansther FDIC insured institulion under the existing terms. Global will provide
written notice to you of such change. Any such notice, and any other written
notice that is provided for in this Agresmenl, will be senl io you ai either the
physical addrass vou have provided in the application porion of this
Agreement analor the emall address you establish with Global. i an email
address is not provided to Global, all notices that are provided for in this
Agresment will be sent fo you at the physical address you have provided in
the application portion of this Agreement. Your Account may not be used
for any illegal purpose.

Hl. Passcodes / Passwords: You will be provided with a four-digit
passcode {your "Passcode”} that will enable you to access your Account via
the telephons 2nd to identify yourself when contacting a customer support
representative.  You will 2lso be provided with an initiai Internet password
{your "Password”) that will enable vou to access your Account via the
internet. You may change your Password at any time for security purposes
and you are encouraged to do so from time to time. You are responsible for
the orotection and use of your Passcode and Password. Do riot disciose
your Passcode or Password to anyone who does not have your permission
to access your Account,

. Telephonic / Electronic Communications: You suthorize Glebal
to accept 2nd act upon any instruction received from you or authorized by
you under this Agreement concerning vour Agcount. where you have
communicatad thatinstruction or autharization by telephons, facsimile, email
or oiher electronic means using 2 telephone keypad ofF computer. Use of
your Passcode, Password or any cther farm of identification designated by
you in any transaction constitutes and will be accepted as your electronic
signature, as that term is used in the federal Elecironic Signatures in Global
and National Cammerce Act and other applicable laws.

¥. Authorizing and Initiating Transactions: In this Agrsement you
authorfze certain transactions involving vour Account. Uniess you direct
otherwise in writing, Global may also act upen those instructions that you
have conveyed o your Spongor, as defined in the application portion of this
Agreement, and such instructions mayv be acied on without further
confirmation. From time to ime, you may change those insiructions and/or
give other instructions by contacting Global's Cusiomer Support. In any
event, you must always provide a reasonable period of time o act upon your
instructions. All deposits to your Account wili be authorized and initiated, as
applicable, pursuant to your instructions, and all disbursements from your
Account will be authorized and iniliated pursuant to your instructions and
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provided it contains sufficient funds to cover the amount of the disbursement.
However, neither Global, nor any service provider o Global shail be
responsible for determining when a payment is actually due, nor shali they
be responsible for determining whather a paymeant s for the corract amount
or otherwise proper. Global's soie obligation in this regard will be o exscute
your payment instructions in a commercially reasonzable manner 2s soon as
practical afier receint of such instructions. Global shail not be responsibie
for any lale payment fee, penalty or other charge levied against you; or for
any other adverse action taken by any parly. Global shall net be lisble for
any conseguences or damages vou may claim resulting from Global acting
on your instructions.

Vi Fees and Charges: The “SCHEDULE OF FEES AND
CHARGES" identifies the fees and chargss you are obligated to pay Glabal
in connection with this Agreement and your Account; and you agree that
these fees and charges may be deducted directly from your Account. The
fees and charges in the "SCHEDULE OF FEES AND CHARGES" are the
only fees associsted with Global's services and your Account. The Monthly
Service Gharge for the first month in which your Account is established will
not be prorated and will be deemed eamed in full a5 of the day the Account
is established, e.q., if your Account is established on the 15* day of a month,
the Monthly Service Chargs for such menth shall be earned as of that day.
Thereafier, the Monthly Service Charge will be deemed eamed in full on the
first day of each calendar month during which your Account remains open.
Gther fees will be deemed earned at the time of the transaction or the event
that gives rizse to the fee. You expressly acknowledge that Global may
increase the fees and charges asscciated with your Account at any time,
and that you will be provided with written notice at least thirty (30) days’ prior
to such increase. Global shall not be responsible for any other fees andfor
charges that yvou may incur in association with vour financial service
prograim.

VIL Termination of Agreement [ Account Closure: You may
terminate this Agreement and close your Account at any time by sending &
written notice to Glebal's Customer Support. The written notice must provide
Giobal with the following information:

Your full name and current address;
Your Account number;

The date of the reguest; and

Your raguest to clase your Account.

Bk 2

Please provide Global with sufficient time to process the request, Inaddition,
Global may suspena, cancel or terminate this Agreement and your Accourit
at any time without nofice for inactivity, or if your financizal service program
has been terminated or is no longer being managed, if your Account is
improperly maintained or used, or if you otherwise viclats any provision of
this Agreement. If this Agreement s terminated for any reassn, or upon
Account closure, the coliected balance in your Account will be credited to
the debit/credit card account utilized for deposits and/or will be sent to you
by check, as deemed appropriate by Giobal, within & reasonable period of
fime.

VHE Mopthly Statements: You will receive your first monthiy
statement by mail shawing your Account activity and balance by mail
Thereafter, monthly statemients will be available cnline, and may be
accessed using your login information and Password. Should you desire to
continue receiving a paper staternent via the United States Postal Service,
please contact Global's Cusiomer Support and make a request to recaive
mailed paper statements.  You may obtain balance and transaction
information by using your Passcode !o sccess your Account over the
talephone. by using your Password to log into Global's wabsits, or by calling
Glabal's Customer Support, You zgree fo review your statement carefully
and to report any erroneous, improper or unauthorized ftransactions
prompily.

X, Nan-interest Acccount: Your Account is 2 non-interest bearing
Account.

D
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X Unautherized Transactions and Customer Responsibility: You
should never share your Fasscode or Password(s) with anyons and shouid
kesn your Account information and papers in 2 secure place. if you belisve
som=cne has transferred or may iransfer money from your Account withous
yaur permission, coniacl Globai's Customer Support immediately.

XL FDIC insurance: The funds in your Account will be FDIC insured
up to 8 maximum of 8250,000.G65. The insured amount may increase of
decraase and is subject to limits set and reset by the FDIC from @ime io fime.

XH. Incomplete Transactions: Neither Globai nor any service provider
to Giobal shall be liable for falling te complete a fransaction due ta insufficient
funds in your Account; or if circumstances beyond their control prevent the
completion of the iransection. including, without limitation, the acls or
omissions of any ACH, check or other processor, the National Auiomated
Clearing House Assocciation, the Federal Reserve Sysiem, any bank, or the
dirsctive of eny regulatory authotity,

¥ili.  Error Resclution Procedures: In the event of polential errors or
gusstions concermning specifiic ransactions rnar{':{wng your Accaumd, you must
r'all or write Global's Customer Support ne later than sixty (80} days after the
transaction in question appears on your monthiy statement. Furthermore, at
the very minimum you must provide Global with the following information:

Your full name and Account number,

The gats and amount of the transaction;

The type of transaction and & description of the suspscted error
{please explain as clearly as possibie why you belisve thers is
an errar or why you nesd additional information); and

4. The dellar amount of the suspected error.

W

If the information was provided over the phone. you may be asked and
required to provide i again in writing within ten (10) business days. Global
will inform you of the results of the investigation of the suspectad eror within
ten {10} business days afler you submit the infarmation and any emror will be
promptly corrected. However, if Global requires more time to investigate the
suspected error, it may take up lo an additional thirty (30) days fo complete
the investigation, I Global determinas that there is no crror, you will be
provided with a written explanation within three {3) business days of such
determination; and you may ask fer and raceive copies of the documents
used in making any such determination.

application potﬂm of this Agzzemem. Accordingly, you hsrebg
expressly acknowiedge that Global does pot have any involvement in

or responsibilities of any nature with respect ic your confractus!

reement with vour Sponsor, iz! servic FENT e
results that vou may or may not achieve from vour parficipation in a
fingncial service program. Furthermore, you hsreby expressly
acknowledge that any representation. statement, or obligation made
by your Sponsor or in connection with your financial service program
does not and cannct bind Globai. Finally, you sxpressly acknowledge
that Global shall not be liable for eny actions taken by your Sponsor in
connection with your financial service program.

xv. Garnishment Acknowledgement: In the event that = creditor of
yours moves 1@ gamish funds in your Accouni, you exprassiy
acknowledge that Global will answer the garnishment snd comply with
any writ issued by the Cowrt In accordance with the appiicable stale
law. Furthermore, you expressiy acknowledge that Globai will not be
responsible for chzflenging or raising = defense fo the garnishmenton
your behaif. You specifically agree to indemnify and hold Global harmiess
from any loss, liability, obligation, damage, cost and expense resulting from
a creditor’s attempt to garnish and/or hold Global liabla for any judgment
againat you.
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X\ Governing Law: This Agrzement shall be governad by the laws
of the state where you reside, except that the siate's rules or sialuies
goveming zrbitration procedures shail nol appiv. I any part of this
Agreement is declared void or unenicreeable, such provision(s} shall be
desmed severad from this Agreement, and the remainder of this Agreement
shall remain in full farce and effect. This Agreement may be modiiied to the
extent necassary to give such force and effect to the remaining provisions.
No delay or forbearance in the strict cbservance or performance of any
provision of this Agreement, nor any failure to exercise a right or remedy
hereunder, shall be censtriued as 2 waiver of such pedormance, right, or
remedy, gs the case may be.

AVIL. Limitation of Liability: Under ne ciicumstances shail Global
ever be lizble for any special, incidental, conseguentizl. exemplary or
punitive damages. Moreover, under no circumsianc,,s shall Glcbai ever pe
liable for the conduct or contractual obiigations of 2 third party, including, but
not limitsd to, the Sponser, ae defined in the appiicamm pertion of this
Agreement

Xvill. ARBITRATICN OF DiSPUTE - MMPORTANT RNOTICE
AFFECTING YOUR RIGHTS: In the svent of any contrcversy between the
pariies, including, but not limited, to any ¢claim, dispute, suit, demand, cross
claim, counterclalm, or third party complainl {whether sialulory, in tort, or
otherwisa} arising out of or relating io this Agreementi or ils performance,
breach, termination, enforcement, interpretation or validity. including the
validity, scope or applicsbilily of ihis provision o arbitrale. shall be
determined by binding arbitration. This arbitration provisicn is governed by
ihe Federal Arbitration Ast ("FAA™), SU.8.C. § 1 el seg. and not by any state
rule or statute governing arbitration. Arbiiration under this provision shall be
conductad in either the county in which the consumer residses ar the closest
metropolitan county. THE PARTIES AGREE THAT ARBITRATION SHALL
BE BEFORE A SINGLE ARBITRATCR ON AN INDIVIDUAL BASIS AND
NOT AS A CLASS OR MASS ACTION. FURTHERMORE, THE PARTIES
AGREE THAT THE ARBITRATOR MAY NOT CONSCLIDATE
PROCEEDINGS OF MCRE THAN ONE PERSON'S CLAIMS. The
Arbitrafion shall be azdminisiered by the Judicial Arbitration Meciation
Services ("JAMS"), 182C Main Sireet, Suile 300, Irvine, CA 92814
{www.iamsadr.com), the Amerigan Arbilralion Assodialicn (TAAAT, 335
Madison Ave., Floor 10, New York, NY 10017-4805 (www.adraoral, or
another nationally known consumer arbitration service on which the parties
shall agree. Arbitration shall be adminisiered according o the arbitration
service's fee schedule and the service's cumeni zpplicable ruies and
procedures excepl: 1) thal the parties sxpressiy waive the applicability of
any rule governing class or mass action: and ‘*J that the pariies agree that
any specific arbifration procedure provided for hersin shall apgly to the
arbitration proceeding. The arbifralor shell be neuiral and independent and
shall comply with the selecled arbiration service’s code eof sthics.
Additionally. the arbitraicr shall be guided by and appiy the Federal Rules of
Evidence snd “‘goveming substantive™ law. The arbitrator's awerd shall be
final and binding on &l parties. Judgmeant an the srbitration award may be
entered in any court having jurisdiction sver the pariies. If a pariy fails lo
comply with the arbitralor’s award, the other party may petition 8 court having
jurisdiction to enforce the award, The parties shall bear their own aftornays’
fees unless such fees are sxpressly provided for by applicahle iaw. If the
arbitratar determines that reascnabie attorneys' fees are to be awarded
under applicabls law, the partias agrae that the erbitrator will also determing
the amount under the award for alterneys’ fees. In the event a party fails o
procead with arbitration, falls to comply with the arbitralor's award or
unsuccessfully challenges the arbitrator's award, the cther party is entitled
to any costs and expenses incurred, including a reasonable attomeys’ fee
for having to compel arbiiration or defend or enforce the award.

Binding Arbitration means: (1) that both parties give up the right ic a
trial by = judge or jury; {2) that both parties give up the right to sppas/
from the arbitrator’s rufing except for a2 narrow range of appeaiabls
issues expressly provided for in 9 U.5.C. § 16; and (3) that discovery
may be severely limited by the arbitrator, and should the arbitrator
decide to ailow fuli discovery, the erbitrator may not exceed dissovery
limitations set forth by the Federsf Rules of Civil Procedure.

{ scknowledge that | heve read and agree fo ekide by the terms of the
arbitration provision set forih above.

Bom'.a'gm%

SIGNATURE:
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KiK., USA Patrint Act Complianca: As required by the USA Patriol Act,
vou authorize Global to lake reasonable and practical measures to verify the
accuracy of the information you have provided in the application poriion of
this Agreement, as well as to verify your identity by, including and without
firnitation. sscuring or accessing your credit repor, andfor obtaining any
other information about you in order o assist in combating {errerism and
preventing Glabal's system and the banking system from being used fer
money faundaring or other impermissible, ilegal purposes.

XX PRIVACY PCLICY: Gloha!l may coilect personal information that
you prowvide: {1) in the application portion of this Agreement; {2} in any
updated information you may provide from Hime to time; and (3} as part of
the transactions processad through your Account. A descriplion of the
Privacy Policy applicable to your Account is provided befow, if you have
sddiional questions regarding this Agrsement's Privacy Policy, please
cantact Global's Customer Support.

a. Celiection [ Use of Personal Information: Collection of your
personal information is designed to protect access to your
Agcount and to assist in providing vou with the products and
services you have reguesied. Al persenal information
sollected and stored by Global, or on ilg behalf, is used for
specific business purposes: (1) lo protect and administer your
Account and initiate your authorized transactions; {2) to assist
in the design or improvement of products and services; (3} o
identify additional products or services offerad by Glabal andfor
its affiliated companies that may meet your needs; and (4} to
caomply with state and feders! banking regulations. Only
approved and authorized personne! will have acocess o such
information.  To further protect your information, auditing
mechanisms are in place fo identify anyone who may have
accessed and in any way modifiad your personal infermation.

b, Mazintenance of Accurate Information: Yeou may update
vour persanal information online, st any time, by using your
Password 1o log inlo Global's website or by contacling Glabal's
Customer Support. To ensure that Global is able to protact
your Account and verdfy your information, it is in your best
interesis io maintain accurate and current any records
concerning your personal information.

c. Limiisd Access to Personal information: Access o your
personal information is limited to only those personnel with
business rezsen for accessing such information.  In additicn,
zll persennel are trained and educated about the importances
of confidentiality and customer privacy. Individual user names
end passwerds are used by epproved personnel lo access vour
personal information, providing sudit trails to further safeguard
the privacy of your personal information.

d. Third-Party Disclosure Restrictions: All third parties with a
cusiness need o access your personal information are
reguirsd io adhere to siringent privacy policies. Your personal
information may be supplied 1o a third party In order to process
a iransaction you have authorized or if the disclosure is allowed
or required by law, e.g., the exchange of information with
reputable reporting agencies in response to & subpoena, in
cannaection with the investigation of fraudulent activity, ete.

e. Sharing of Information: You authorize Global to share
cerain information with vour Spensor, as defined in the
Application portion of this Agreement, and any third party to the
exient necessary lo administar your Accouni in accordance
with vour instructions and authorization. You expressiy
acknowledge that Global does not maintain records of any
documents or information associated with your financiai
service program.

Pagae 3¢i4

HXL English Language Govemns: The terms of this Agreement and
the products and services we provide are governed by the English language.
As a courlesy, Global has made this Agreement available in languages other
than English. If there is any difference in meaning between the English and
non-English version of any of our decuments, including this Agreement, the
English version will apgly to vour Account and is available {o you upon
request.

KL Merger Clause: This Agreement contains the complete and final
understanding between the paerties.  Any prior oral statemenis,
represantations, or agreements are superseded by this Agreemeant.

R Customer Support Information:

524290 E Avenue. Suite 177

Carrespondence Address:

Telephone: {800} 358-T

Fax: {868):

Website Address: v .
Email: cusiom om

Note: Global will provide you with a welcome packet subsequent to the
execution of this Agreement that will contain depaosit instructions applicable
to those customers who choose to send in deposits.
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R WEEHLA L ED AlLuun ) AGREEMENT AND APPLICATION
i hereby apply for and agres 1o esiablish 3 non-inlerest bearing dadicated aceount {"Account”) to be administered 2t 2 bank selecied by Slobal Client Salutie
uttizalion in connection with a financial servics pregram of my own choesing (my “Program’} that is:managed by the organizafion responsibis lor sdministenng ine Program ("Soonsor
t understand that Giobal is.nat & parly 1o my Program end doss not participate in the managemeant of my Program. understend thal this Agreement is subject o a customer identificaiion
proges reguired by the USA Panrint Acl and other applicable laws; and accardingiy, | hareby represent that the following infarmation is true snd complate to e bast ol my knowizdgs
and befiel. in addition, | understand that | may be required to provide 2 copy of & driver's license andior other information from tme 1o tme for Use in connection with the verification of
my ideniity and the adminisiration of the Account, Furihermors, | understand that the Account iz governed by tha ferms of this Agreement and that { am bound by sl 6f itz terms
and conditlons, including the hinding arbitration provision locsted in paragraph XWili an page 2 of this Agreement.
ACCOUNT GWNERSHIP, CONTROL AND USE: 1 understand that the ACCount, whan astabiished in accordencs with this Agreement, will be my sole and exclusive properny;
that only | {or authorized contact. If any) may authorize ransacions invalving my Account and that only | may withdraw funds from and closa my Account a8 provided for in the Agresment.
I mereby authorize (2] periadic depasits to be mads 1o my Account pursuant o the authorization provided below and (b} padogie dishursemenis to be made rom My Acounl, in this
regard, | hereby authorize pavment from my Accournt of the Tees and charges provided for in this Agreemsnl. Should | designate an authorized contact, such designation sliows for
confirmation of Account information and for receipt of massages ragarding mv Account lo the designea.
PERMISSION 7O SHARE DATA: | hersby grant parmission far the bank, Gigbal and e Sponsor to share infarmation regarding rmy Account and my Progsan with one ancthar
=nd with any other party Lo the extent necessary to facilitale the transactions | authorize on my Account, and atkrowledge thet sharing information among thase paries is 2sseniial 1o
the administratinn of my Account, | understand that the Agreéement provides additional information relating 1o my privecy righls,
------- reeeeswees SLE FIELDS REGUIRED UNLESS OTHERWISE NOTED erremmmranemereameee

Applicant: Last Name [Please prin clearly) [ First Hame J Ml | Sociaf Security 2 Date of Birth (mmiddlyy)
Warlitner  Hollee i * —
Authorized Contact {optionall Last Marne Firzt Name i | Socisl Security # ate of Birth {mmiddhny
i'
Efailing Address i City Siate | Zip Coda
[ — =
¢ Physical Address {if different from mailing sddress) City State ! 2ip Code
! |
fieme Phone No. ! Email Address Mother's Maiden Name {for fulure 1D purposes)
I gmail.com .
{ Ce=il Phone No. ] Sponsor | Sponsoris Gicbal Acsount Number (if knowr}
l {Ameritech Financial
~FrpicsifmSionature Date
Hode e bk 5/9/2016
A = [ - - s g -
AUTHORIZATION TO DEBIT BANK ACCOUNT SCHEDULE OF FEES AND CHARGES |
Applicant's Financial Institution information : = |
Bank Name T Reoting Nember® 1 % z i | Account Setup {one-time feg} 50.00
; 5 i ' i iMonthiy Service Charge $8.00
Member One Federal Credit union %ﬁ W f ¥ RaTg ¥
Addrass | cuy [ Gtate | Zip Coue Optional Seryicss:
{ i J ACH Disbursement $1.50
L o = = l . || Manual Check Disbursement §2.00
] : 7 e i . R - e &4 -~
e s S Spphan srcheckd | !incoming Wire Transfer $16.00
| Ouigoing Wire Transfer 215.00
Address {as it appears on checl) ity State | Zip Gods ] i 2nd Day Delivery” £10.00
i | Overnight Dalivery” $20.00
ESEE fEasmncial Edoe tion Sanatis Gonter Program and Student'Losn Financial Educetion G [Flan Cishonored/Retured Deoosit ftem 8000
Amount of initial Debit l . ‘bDate of E!Iehit ;‘mm.fddeym) : Stop Payment Order S17.50
: n . -N&-g F Pt — 2
20 O g ﬂn&rf 2(}':;16 | pe i i | i *3:00 pm Central Time Culof
Debitinoludas: $100 Plan enrlimentfes: $59 Plan monthiyfee, § SV - Program monthly fee, and Global's 58 monthly fee. s .
Amount of Debit Date of Debit (mmiddinay) and on or after the same dav of each - y
F - rae ] 20 6-b7-b8 YT 1T T rrgn!h theresfier for an additianat CUSTOMER SUPPDRT
b 7 P I | FLo ] ] months Any aueslions o mauides relating o vour
OG0 e - .t - ‘ - Yy w.ﬂe-l!ri.ﬁ o Ilﬂ'..||J||.u=, relating -E..: _.rOI_I.':
mmonthly fes, B o) Eﬁ_‘a_:gg_rem montily feg ‘and Global's 88 monthiv fes, Actount showld be directed o Slobal's
T ryrsm—pea Sustomer ri. See paragraph XXl of
Date of Debit frmiddiyyuy) _ e o CUPROTL RS DEASREN D O
T [ T T [~ land on or afier the same day of each ihis Agraement for Giobal's corespondence
On or afier | 2007 -09-08 | { { | | |month thereaker unti further notice. | S99Tess, Giobal's webaite addrsss, and the
Eintiites:: $00 Piar et o Y e ———— tolkfres number fo Gicbal's Cusiomer Support.
Debitincludes: $99 Plan monthly fes onty. ... Please note thal Globial Is viot 3 pany te your

felating o your
ssed 0 your

i nereby aulhorize Global to initiate debit entries to my checking account for O savings account) at the financial institutinn named | Program,
above (my “Primary Bank Account™, in the ameunt(s) and on or zfier the datels; set forth above, for the purposs of transferting | Program  shout
funds to my Accouni. | understand that said funds will be used in connection with my financial service program {the | Spoansor, and not to Clobal,
"Progrem™), and if elected, in connection with the Financial Education Benefits Center Program and Student Lean Financial 3
Education Kit {the “Plan”). Upon Gisbal's recaipt of notice from the Sponsaor, regarding the compietion of my Program, i FOR OFFICE USE ONLY
furthar heraby authorize Global to continue to inftiate debit entries to my Primary Bank Account en a month to menth basis |
in the total amount of $§85.00 per month %o be used in connection with my Plan; additionatly, | undsrstand that upan ths |
completion of the Program that Clobal wili no longer assess Global's $8.00 Monthly Service Charge. | represent that my
‘Primary Bank Account exists; that | own it; and that | will maintain sufficient funds in it 1o parmit the dahits to ciear on the applicablz | CUSTDMER'S GLOBAL ACCOUNT
datee. | understand thal | may insir 3 charge as set fordh in the Schedule of Fees and Charges if any atemptad debii Is not | NUMBER
imimediately honcred when presenied: and that the financiai institution providing my Primary Bank Account may ziso assess 3 |
charge i this aceurs., In addition, | understand that | may subsequenily designate anather aceount for this purpese by contacting
Global's Customer Support; that | may alsc change the coresponding amounts and dates from tms o time in that manner; and that
the reprasentations | made above sbout my Primary Bank Account wil apply to any other account thet | designale.
| This authorization shail remain in fll force and sffect until | give a written termination nolice o Giohal that afords it 2 reasonahle
period of ime 10 act on it Any such notfice, and any other wiitten notice that is provided for in this Agreement, shall be sent to . 5 : o . -
Eio bal's Custemer Support at ihe addresses set ,‘c:rmjin the Agresment. R - e e e L e
' Rauting Momber is the S-digit number appesaring in the Soitom left romer of wour-check ¥ Account Mumber is 1o tha rig)
sefara the Check Number.,
s Bprneent ¥ Signature Authorizing Global to Debit Apnficant’s Primary Bank Account Date
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NOTICE OF BILLING DETAILS ON YOUR STATEMENT

Keep this notice for future reference regarding billing
This notice contains important information about yvour Account.

All billing is processed through Global Client Solutions

Your bank statement indicator will appear as

acs - I

D%

| HDW

Please notify or contact us directly in case of any questions regarding the billing
process. You can get hold of us at 1-800-792-8621 and press 0 (zero] for

Customer Service.

{ acknowledge and understand that Global Client Solutions will be processing all
transactions for my account, and that the transactional indicator on my bank
statement will appear as above,

{—“Docusigned by
¥ Hollee warlitner x% _ 1;.__‘_,
Full Name Sighaes
¥ 3/9/2018
Date
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eferrval Program

Refer your friends and family and earn $25 credit
for eack successful referrall

It’s easy, just log inte refer.amerifechfinancial.com using the email address and
password providec to AmeriTech Financial

Note: When registering, enter your Unique Reference Number: I

Next, simply click on “Pest to Facebook,” “Post to Twitter,” or any of the sther mediums
you wish to use:

7 PR 1 gt
S8nd Ciaah

st ic Dwitter

X g ] TR LI
Fost fo Linksdin

Login, pest; and you’re done!l 1 u‘v\f
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Referral Program Questions & Answers ' H

What is the Referzal Prosram?

The Referzal Program rewards Clients for referring ricnds and family who enroll with AmeriTech Financial,

How do 1 get started?

it's easy! Login to refer.ameriteghiinancial.com . where you'il be given the necessary tools to invite your friends and
family to jein throngh Twitter. Facebook. Linkedln and MORE! Click ~ Post - You're Done!

RBewards Prosram

AmeriTech Financal hag parinered with Tango Card, a zero-fee rewards card that can be used at nearly 80 ditferent
sites and businesses across the country! Use your Tango Card 1o buy gifts oh Amazon, expand your playlist on iTunes,
buy movie tekets on Fandango, stock up on the newest electionics atl Best Buy, or pet those new hiking boots at REI - and

that's just the start!
To see the full Hst ol websites and businesses where Tango Card can be used, click here:

https:fwww tanoocard conythe-rewards-gaiaioy

What if | want to donate fo one of AmeriTech Financial’s select charities?

Grear Question! AmeriTech Financial is committed to helping people who are faced with challenges — and not just with
Federal Student Loans, W feel it s our responsibly to make the world a better place by utilizing our business to help!

When you choose o redoem vour reward credit, vou'll have the option o donate that credit 1o gne of 15 different
charities! The portion vou decide o donate will be 188% MATCHED - Dollar for Dollar by AmeriTech Financial,

and donated in vour name!

Do I have to donate all of my referral eredit to participate?

Ne. You can donate only a portion of your accumulated referral credits, and can choose o do so at any time,

How ean | track mv referrais?

» can be tracked on you MyAccount page (Hnk). You'll he able 1o sec the siatus of every person that has clicked

All referral
on your posts and can see where they're at in the enrollment process.
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Can 1 donate to mere than ene charitv?

Yes! During the rewaré redemption process, you'll be given the choice as to which charities you'd like to donate to.
You'll be eble to select onc at a time, but as long as you bave an available balance on your Tango Card necount. vou'll be
ao

able ta donate o another charity when vou revisit the redemption page.

How will 1 know the donation has been made?

Each time 2 donation is made on your behalf you will receive a confirmation via email from Tango Card showing the time.

date, and amount that was donated.

Are mv dsnations fax deductible?

Yes.

When will this program end?

There currently Is no end date, but AmeriTech Financial reserves the right to terminate andfor modify this offer st any time

without prior notice.
Who can I refer?
You can refer friends and family who require help with their studesnt lcan debt.

When will the crediés be applied to mv account?

Once your Referral has made tvo suecessiul payments inio the AmeriTech Financial program, o credit will be applicd 10
your referral account redeemable at refer.ameriicehfinancial.com. Client will be notified by AmcriTech Financial via
automuted email notification prior to each credit being applied. Please allow: for up to Z weeks to recetve credit.

What if the person [ would like to refer alreadv has enrolled with AmeriTech Financial?

You must be first {o refer friends or family. before they heve alrcady enrolled with AmeriTech Finangial,

What if mv guestion is not answered here?

Contact 1-8060-792-8621, or email referralsi@AmeriTechFinancial.com .

1 hzve read and underseand the AmeriTech Financial Referral Program guidefines:

= DocuSigned by:
s / [ I B R
Siganl [L.7F.. | | g = Date 5/9/2018
1 |

Stiner Attachment T - 43



Page 45 of 46

Express Mall Payment Address:
%5; QSQ"\?:%S
: Sk

e i




i

&

wing your Account activity and balance
receiving a gj@;}iﬁ-}r statement vig the United

Ll
SR
Loma

e




Case 4:18-cv-00806-SBA Document 70-21 Filed 03/05/18 Page 1 of 7

Stiner Attachment U



Case 4:18-cv-00806-SBA Document 70-21 Filed 03/05/18 Page 2 of 7

Better
= Business Elizabeth Nicheis <enichols@necal.bbb.org>

8B Bureau

Re: A message from your BBB
1 message

Tem Knickerbocker <tom.knickerbocker@ameritechfinancial.com= Wed, Jun 8, 2016 at 1:37 PM
To: enichols@sacramento.bbb.org, Brandon Frere <brandon@ameritechiinancial.com>

Dear Ms. Nichals,

Thank you for your e-mail and outlining your concerns to us. We appreciate your providing AmeriTech Financial an
opportunity to respond to your inquiries. We take our relationship with the BBB very seriously as it's one of the few
organizations that consumers nationwide trust to provide them with accurate and valuable information sbout
companies they choose to work with. Since the beginning of AmeriTech Financial, we have worked hard to ensurs
that we meet and exceed industry expectations from a compliance standpoint, and we take pride in our outstanding
Custemer Service teamn when it comes to addressing client's guestions and concerns.

I will make sure our response is as thorough as possible, but if you'd like more information abaut a3 specific item in
our response, please don't hesitate to contact me day or night 2| . 1! be in touch soon with our full
response 1o your email.

Sincerely,

Tom Knickerbocker

On Tue, Jun 7, 2016 at 4:44 PM, <enichols@sacramento.bbb.org> wrote:

- BBB

June 7, 2016

Mr. Brandon Frere

AmeriTech Financial

311 Professional Center Dr Ste 200
Rohnert Park, CA 294928

Dear Mr. Frere,

We are writing vou to address concerns we have with
complaints we have received for AmeriTech Financial,

FTC-BBB-000254
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concerns that you are partnered with a company that has
been subject to disciplinary action as a result of a lawsuit
filed by the Consumer Financial Protection Bureau, concerns
with your advertising, and concerns with additional consumer
reports we have received. Our concerns are outlined below.

Complaints
First, we have received a number of complaints which contain
concerning allegations.

o Complainants have alleged that they are being
scammed by AmeriTech Financial.
° Several complainants allege they were lead to believe

the payments being made to your company were going
towards their student loan debt, only to find out later that this
was not the case.

® Complainants have also alleged the company made
various misleading represantations, including:

o] claims that AmeriTech Financial was a “government
company working directly with the department of education;”
o] claims that AmeriTech could “get me a lower monthly
payment with my servicer if I dealt with them as opposed to
dealing with my servicer on my own;”

s} claims that the sales representative stated “you can
include ‘anyone you car pool with, buy presents for, spend
money on, take out to eat,’ etc.” as family members;

0 and claims the company can “save you hundreds of
dollars in student loan payments by handling the consolidation
for you.”

® In addition, we received an anonymous phone cail, in
which the calier explained that AmeriTech Financial sales
representatives are instructed to mislead customers and
trained to tell customers to falsify their family sizes in order
to get a lower monthly payment,

BBB Accreditation Standard Three requires an Accredited
Business to “honestly represent products and services,
including clear and adequate disclosures of all material
terms.”

Please provide us with a written explanation responding to
each of the concerns outlined above.

Second, we are concerned that your company may not be
abiding by the Federal Trade Commission’s “Telemarketing
Sales Rule,” which states that it is illegal for companies
offering debt relief services to charge any fees “before you
have settled or otherwise resolved the consumers debts.” You
can read more about the Telemarketing Sales Rule here:

https://www.fic.gov/system/files/documents/plain-danguage/bus 7 2-debt-
relief-services-telemarketing-sales-rule-guide-business.pdf

The complainant, Timothy Jones, alleges an agent “prompted
me to pay a sum of money to initiate the program...”

BBB Accreditation Standard Two, Section A requires an
Accredited business to “follow federal, state/provincial and
local advertising laws.”

Please provide us with documentation confirming that you do
not charge upfront fees for your services. If you do not feel

FTC-BBB-000255
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the Telemarketing Sales Rule applies to your business, please
explain why in writing.

Company Affillation

Third, we have received a copy of the contract a customer
signed with AmeriTech Financial. In that contract, the
customer is asked to use a dedicated savings account through
which payments to AmeriTech Financial will be made. This
account is managed by a company called Global Client
Solutions, LLC. According to public records Global Client
Sciutions, LLC was subject to disciplinary action following a
tawsuit filed by the Consumer Financial Protection Bureau.

According to the Consumer Financial Protection Bureau, Global
Client Solutions, LLC allegedly helped “other companies to
collect tens of millions of dollars in illegal upfront fees from
consumers.”

You can read more about this action here:

hitp:/ivawwr.consumerfinance.gov/about-us/newsroom/cfpb-takes-astion-
against-global-client-sclutions-for-processing-illegal-debt-setilament-
fegs/

BBB Accreditation Standard Eight states that an Accredited
business shall “avoid involvement, by the business or its
principals, in activities that reflect unfavorably cn, or
otherwise adversely affect the public image of BBB or its
accredited businesses.”

Please provide us with a written explanation detailing how
you feel your affiliation with Global Client Solutions, {LC
satisfies the Accreditation Standard cited above. If not, please
provide your plans for working with a different company.

Advertising

Fourth, compiainants have reported receiving mailers fream
your company. We were provided with a copy of one of these
mailers. This mailer states:

s "We are pleased to inform you that you may now
participate in the Student Loan Documentation & Processing
Services Program. This program can immediately assist vou
in potentially saving thousands on your student loans. With
the implementation of the Health Care and Education
Affordability Reconciliation Act of 2010, the U.S Department
of Education has adjusted their re-payment policies;”

® “To confirm vour eligibility, please contact ocur Student
Loan Department with your account #;”

e “FAILURE TO RESPOND TO THIS NOTICE COQULD CANCEL
THIS OFFER;”

e “Student Loan Department;”
° “FINAL NOTICE;”
e and “RE: Student Loan Payment Reduction &

Forgiveness,”
A copy of this mailer is attached.

We believe these statements to be misleading by implying

government affiliation and urgency without directly stating

what the offered services consist of. It is not clear that this
mailer is a solicitation from a business rather than a notice
regarding a government program.

FTC-BBB-000256
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According to the BBB Code of Advertising, which all
Accredited businesses agree to abide by, advertisements that
are untrue, misleading, or deceptive shall not be used and
misrepresentation may result not only from direct
statements, but by omitting or obscuring a material fact.

Additionally, BBB Accreditation Standard Two, Section F
requires an Accredited business to “avoid misleading
customers by creating the false impression of sponsorship,
endorsement, popularity, trustworthiness, product quality or
business size through the misuse of logos, trustmarks,
pictures, testimonials, or other means.

Furthermore, Title 39, United States Code, Section 3001 also
states that offers which reasonably could be interpreted or
construed as implying any Federal Government connection,
approval, or endorsement through the use of a seal, insignia,
reference to the Postmaster General, citation to a Federal
statute, name of a Federal agency, department, commission,
or program, etc. must include a disclaimer conspicuously
placed on the outside envelope, reading "THIS IS NOT A
GOVERNMENT DOCUMENT.” A disclaimer must also be
conspicuously placed on the front and back of every page of
the solicitation itself, reading: “THIS PRODUCT OR SERVICE
HAS NOT BEEN APPROVED OR ENDORSED BY THE FEDERAL
GOVERNMENT, AND THIS OFFER IS NOT BEING MADE BY ANY
AGENCY OF THE FEDERAL GOVERNMENT,” or a notice to the
same effect in conditions as prescribed by the United States
Postal Service.

Please modify this advertisement by removing statements
suggesting urgency and which imply that this offer is
regarding a government program rather than offer for
services made by a for profit company.

We are also concerned that you are advertising a 100%
Satisfaction Guarantee on your website,
www,ameritechfinancial.com. Additionally, on December 16, 2015
you informed our Director of Trade Practices, Daniel Stiner,
“due to our total commitment to our clients 100%
satisfaction - a full refund is available at anytime during the
process and even afterwards if they are not totally, and
utterly satisfied with our service. We really take the client
satisfaction thing very serious and it is our #1 priority.”
However, we have received complaints in which the
complainants allege that AmeriTech Financial, refused to give
them a refund when they requested it.

According to the BBB Code of Advertising, “"Advertisers should
only use ‘satisfaction guarantee,’ ‘money back guarantee,
free trial offer, or similar representations in advertising if the
seller or manufacturer refunds the full purchase price of the
advertised product or service at the consumer's request.”

Please provide us with documentation confirming that you do
issue full refunds at all consumer requests. If not, please
cease advertising 100% Satisfaction Guarantees,

Business Transparency
Finally, we received an anonymous consumer phone call,

FTC-BBB-000257
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informing us that your business was not located in El Dorado
Hilis, California, but was in fact located in Rohnert Park,
California.

BBB Accreditation Standard Four requires an Accredited
business to “openly identify the nature, location, and
ownership of the business.”

Please provide us with a lease agreement confirming thar
vour business is located at 1101 Investment Blvd Ste 290 Fi
Dorado Hills, CA 85762.

You may review the BBB Accreditation Standards here:
hitp://go.bbb.org/1uGehkP. You may review the BBB Code of
Advertising here: hitp://go.bbb.org/Huzut?

Due to the nature cf the concerns outlined above, we will be
referring AmeriTech Financial to cur Board of Directors for
Accreditation review. If you would like to provide a written
statement and documentation for our Board of Directors
review at this meeting, please do so within ten days of the
date of this letter. Additionally, your response, or lack thereof,
to the concerns expressed above may be reflected in
AmeriTech Financiai’s public BBB Business Review and Rating.
If you have any questions, I may be reached at {915) 231-8828
or enichols@sacramento.bbb.org.

Sincerely,

Elizabeth Nichols
Trade Practices Specialist

This mailing was sent to tom.knickerbocker@ameritechfinancial.com.

This message is being sent to you by Better Business Bureau Serving Northeast California.

BBB Serving Northeast California
3075 Beacon Blvd. West Sacramento, CA 85691-3462 hiip:/iwww. bbb orgfsacraments/

Tom Knickerbocker
Fxecutive Vice President

AmeriTech Financial

1101 Investment Blvd

El Dorado Hills, CA 95762

Email: tom.knickerbocker@ameritechfinancial.com
Website: www.ameritechfinancial.com

FTC-BBB-000258
Stiner Attachment U -5



Case 4:18-cv-00806-SBA Document 70-21 Filed 03/05/18 Page 7 of 7

refer.ameritechfinancial.com

AMERITECH

o B AN G A L

1101 Investment Blvd. Suite 290
El Dorade Hills, CA 95762

Phone: (800) 792-8621

Fax: (866) 818-9026

Referral Program: refer.ameritechfinancial.com

Customer Service: customer.service@ameritechfinancial.com
Submit Documents: income.doc@ameritechfinancial.com
Web: www.ameriiechfinancial.com

QOur Client Promise: 180% Client Satisfaction - 100% of The Time

NOTICE: The information contained in (and attached to) this e-mail is intended only for the
personal and confidential use of the designated recipient(s) named above. If the reader of
this message is not the intended recipient, you are hereby nofified that you have received this
document in error and that any review, dissemination, distribution or copying of this message
is strictly prohibited. If you received this communication in error, please noftify us immediately
by reply e-mail, and delete the original message (including attachments). All participants in
Ameritech Financial's referral program must agree to the Terms & Conditions of the program,
reviewable at refer.ameritechfinancial.com.

FTC-BBB-000259
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888-481-1120
www.gmlaw.com
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2140

e 395.0960 (Faosimila)
Email: Rebby.benbacss@@arn i com

June 23, 2016

Via Electronic (enichol Fament Mail
Elizabeth Nichols, Trade Practice Specialist

BEB Serving Northeast California

3075 Beacon Blvd.

West Sacramento, CA 95691

RE: Our Client:  AmeriTech Financial

Our File No.:33508.000]

Dear Ms, Nichola:

This firm represents AmeriTech Financial (“AmeriTech™). I am sending this letter in response to
your June 7, 2016 inquiry relaying your concerns about our client. My goal is to respond directly
to those concerns and hopefully express the ethics and consumer protection practices of my
client,

Following your review of this letter, it may be reassuring for my ¢lient to stop by your office and
meet with you. The company’s principal would like to meet in person (without the need for
attorneys from our firm) to follow-up and answer any further questions you may have,

Below I will summarize and respond to each of your concerns, As you will see, AmeriTech has
not done anything wrong and truly cares about assisting consumers, With that said, AmeriTech
will certainly work with your Office to ensure that your office is satisfied with the company and
holds top rating. AmeriTech considers the BBB an important resource for both business and
consumers, and wants to make sure that your office fully understands its business.

Background

Before addressing each of the matters in your letter, it would be helpful to provide a brief
background on both AmeriTech and its owner, Brandon Frere.

As an initial matter, AmeriTech provides document preparation and consulting services to
student loan borrowers who need help with compiling the proper paperwork to submit to the
Department of Education so that such consumers can take advantage of the various federal
programs available to them.

Boca Raten | Ft, Lauderdale | Las Vegas | Miami | Miami Beach | New Yerk | Orlando | Port St. Lucia | Tallahasses | Tampa | Wast Palim Baseh
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Elizabeth Nichols, Trade Practice Specialist
June 23, 2016
Page No. 2

AmeriTech works with consumers who are unfamiliar or frustrated with the existing do-it-
yourself process, and who would rather have someone assist them. AmeriTech’s business model
is comparable to that of H&R Block. H&R Block offers tax advisor who may assist in filling out
tax documents and submitting them to the IRS, While the guidance may lead to more of a refund
than the consumer might have obtained without assistance, such individuals are only helping to
obtain the tax refunds to which the consumer is entitled or lower the tax burden in accordance
with the law. Likewise, AmeriTech is providing assistance in completing forms that might
otherwise seem unwieldy to a typical consumer.

AmeriTech does not act or offer to act as an intermediary between the consumers and their
creditors. Instead it provides guidance on navigating the application process through the
Department of Education. Notably, there is no negotiation that goes on when it comes to student
loans and the Department of Education, and the company never receives funds from consumers
that are intended for payment to their creditors.

Ag you may have recently read, multiple federal and state consumer protection agencies have
been very critical of the US Department of Education’s handling of student loans and its
appointed services. The complaints range from too much confusion or bureaucracy to conswmers
who are scared because of abusive collection tactics, Indeed, we even understand that the DOE’s
loan servicers are paid a commission from collecting on vulnerable student loan debtors. Sucha
commission process results in over-aggressive collectors, and our client helps scared consumers
get through the process more easily.

On a personal note, I represent hundreds of clients in various highly regulated industries. Over
the years that I have worked with Mr. Frere, he has placed great import on compliance issues,
requesting that my firm review and revise mailers, scripts, contracts, as well as policies and
procedures. He is constantly attentive to consumer protection issues and attends all industry
conferences. 1 have taken note, and so have a number of state and federal regulators, of his
atfentiveness as well as how he actively participates and focusses on clear communications with
consumers to set expectations properly.

Complaints

The company was surprised to read your description of purported complaints against it. With that
said, it is important to note that Ameritech has already assisted thousands of satisfied consumers.
So, it sounds like there were some outliers who were disappointed with their experiences.

Assuming that the agents follow the company’s policies and procedures, specifically its scripts,
there should be little confusion, So, AmeriTech is going to provide additional training as a
refresher in case any agents have modified or deviated from what they were previously taught. It
will also remind the employees of other policies and procedures so that it is clear that matters are
to be fully disclosed.

More specific to your request to respond to each concern, I set them forth below in iralics with
responses to each:

FTC-BBB-000275
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* Complainanis have alleged that they are being scammed by AmeriTech Financial.

It is difficult to respond to this sweeping claim without a deseription of what was considered a
“scam.” Perhaps there was a misunderstanding concerning the services being provided,
However, AmeriTech does not collect lts fees until it completes its work consistent with
applicable laws,

Moreover, AmeriTech has an extremely liberal 100% satisfaction policy to ensure that any
complaints or issues are immediately resolved- and if any consumer has any issue, staff at the
company have the discretion to take whatever steps are needed to fix such issue immediately, or
push a refund back to the consumer, There is no resistance to this. The company has trained its
staff that the most important aspect of its business is customer satisfaction. Such comes ahead of
making money, because the company is in business for the long-term.

* Several complainants allege they were lead to believe the payments being made to your
company were golng towards thelr student loan debt, only to find ot later that this was not the
case,

This allegation is counter to both the sales and verification scripts where it is clearly stated
multiple times how the program works and how AmeriTech assists in filling out and submitting
application paperwork, All sales calls are recorded with the consumers clearly stating they
understand this fact. Indeed, the verification script states, “And you understand that the charges
we just discussed are not for any-other produet or service por will any portion of these amounts
be disbursed to any of your ereditors or your student loan service provider. Is that correct?”

Kindly let me know the consumers who assert that they believed their payments made to
AmeriTech were being paid towards their student loan debt so that our client can locate
recordings of the calls and/or determine whether there is a pattern of the consumers speaking
with the same company representative. We will share the calls with your office if you want.
Frankly, this allegation is completely opposite to the business model and any consumers who are
saying this need to be addressed immediately. We will address it internally with the company,
and externally to make sure customer service handles these customers with respect and
explanation.

¢ Complainants have also alleged the company made various misleading representations,
including:

= claims that AmeriTech Financial was a “government company working directly with the
department of education; "

Perhaps there were misunderstandings relating to statements that AmeriTech assists consumers
apply for government programs where somehow the consumer thinks that they are the
government. The company uses the DOE portal and submits applications directly to the DOE on

FTC-BBB-000276
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behall’ of its customers. With that said, the verification script ensures that the consumer
understands that the company is not government affiliated, stating:

And you were also informed and understand that AMERITECH
FINANCIAL is not a credit repair service organization, a consumer credit
counseling agency, a debt settlement company, a licensed real estate
agency, a law firm, your tax advisor, your student loan service provider, a
government agency, or affiliated with any such companies, individuals or
agencies. Is that correet?

- claims that AmeriTech could “get me a lower monthly payment with my servicer if |
dealt with them as opposed to dealing with my servicer on my own; "

Such statement is nowhere in the seript and the mailer accurately notes that the service can be
performed by the consumer on their own,

The company monitors its employees while they are on calls and is unaware of such statements
being made, In fact, the company heavily monitors its employees and has not detected this
previously.

AmeriTech will be conducting additional training for all employees to ensure that they
understand their responsibilities and that they will be immediately terminated if they waiver from
their seripts in a manner that may be misrepresentative of what the company offers.

With that said, AmeriTech’s employees have spoken with customers who have complained about
their loan servicers and the runaround that the consumers have experienced when attempting to
consolidate their loans through their servicers on their own. Perhaps the telephone agents
imparted that information (which is not part of their script) to consumers. In either case,
AmeriTech will be reminding everyone of thelr responsibilities to ensure compliance with the
law and to remain accredited with an A+ BBB rating.

- claims that the sales representative stated "you ean include ‘anvone you car pool with,
buy presents for, spend money on, take out to eat,’ etc. " as family members;

Based on AmeriTech’s sales seript and their training, all agents are to read the definition of
“family size” verbatim. If a sales agent was directing consumers to include anyone they carpool
with, buy presents for, spend money on, or take out to eat as “family members”, then AmeriTech
agrees that is a problem and would want any information relating to such a call and
representation so that it could determine who made that statement and discharge the agent if still
employed by the company. We worked with AmeriTech in drafting the following verbiage in
their script;

The last thing we need is to go over family size. Family size is typically
different from what you claim as dependents on your tax return. It is a
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figure that you provide for your application, determined by you, that
basically covers the number of people that you support and whe live with
you. Again, not just dependents. I am required to read you the family size
definition:

“Family size includes you, your spouse, and your children
(in¢luding unborn children who will be born during the year
for which you state your family size), if the children will
receive the majority of their support from you now. It includes
other people that live with you that receive the majority of
their support from you, and they will continue to receive this
support from you for the year that you state your family size.
Support includes money, gifts, loans, housing, fooed, clothes,
car, medical and dental care, and payment of college costs.”

Based on that, do you have any children that you provide support to?

Aside from children (and spouse, if married), do you have any other
people who should be included in your family size?

Ok, so the total we have is (make sure this matches in §1),

- and elaims the company can “save you hundreds of dollars in student loan payments by
handling the consolidation for you,"

While the company can assist in applying for programs intended to save consumers on their
monthly payments, the scripting and contract includes specific explanation on this—that a
consumer “may choose to complete histher own consolidation documents based on the
applicable federal student loan programs and is not obligated to use a third party resource such as
[AmeriTech] or pay a service fee.”

With that said, to the extent that a company representative made a claim along the lines of saving
hundreds of dollars handling conselidations, it might have been taken out of context. That is
because AmeriTech does not simply assist in applying for consolidations. Indeed, many times
the company does not even assist in applying for a consolidation, but instead works with the
consumer to apply for a repayment program.

AmeriTech would only focus on the application process for a congolidation if it would benefit
the bortower to do so. Each client has a catered solution based on their specific loan structure
and financial situation so they can receive the best benefit(s) based on their unique situation.
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o In addition, we received an anonymous phone call, in which the caller explained that
AmeriTech Financial sales representatives are Instructed to mislead customers and trained to
tell customers to falsify their family sizes in order to get a lower monthly payment

Do you think this “anonymous call” was from an upset ex-employee or competitor who is upset
with our client’s compliance and practices? Again, this is difficult to respond to. Sale reps are
MEVER instructed to mislead customers or trained to falsify family sizes in order to get a lower
payment, AmeriTech has a strict enforcement policy that results in reprimands, up to, and
including, termination for failing to follow the approved seript.

When someone makes an anonymous call, [ wonder if they are a competitor trying to sabotage
my client. A former employee should not be so concerned to share such information if it is true.
And, again, AmeriTech would want to know if there is a rogue employee not following the
seripting so that it could properly discharge that individual. AmeriTech has management on the
floor supervising and listening to calls to ensure that the company representatives do not put
AmeriTech in jeopardy.

Once more, now that AmeriTech has learned of the purported consumer complaints, it is going to
provide additional training to new and old employees to remind them of the importance in
sticking to their scripts.

Up-Front Fees

Your letter reminds AmeriTech about the Telemarketing Sales Rule (*TSR™) and notes that the
TSR prohibits collecting fees before settling or resolving a consumer’s debts. It further asserts
that “complainant, Timothy Jones, alleges an agent ‘prompted me to pay a sum of money to
initiate the program...”” While it is certainly defensible that a company assisting with document
preparation is not engaged in debt adjusting (even if it means lowering amounts due or payable),
AmeriTech understands that various regulators are taking aim at the industry and the company is
proudly one of the first of its kind to reach out to a dedicated account provider so that it would
not collect upfront fees,

As the President of the Association for Student Loan Relief (“AFSLR"), when [ learned that
some regulators were limiting up-front fee collection in the student loan document preparation
arena, | advised AFSLR’s members, AmeriTech’s owner is an AFSLR member and immediately
wanted to learn how to set up his company to conform with those payment restrictions, and did
80,
AmeriTech does not collect up-front fees. Enclosed as Exhibit “A” is a copy of its Document
Preparation and Service Agreement which spells out how the fees are collected. Therein, it
specifically notes:

3. Performance of Services. Upon receipt of all information from Client, AF shall promptly

analyze Client’s Federal Student Loan debt situation, review the information provided by the
Client, and complete the application forms required for the DOE program(s) that have been
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selected by the Client, Upon completion of AF's review and due diligence, AF shall prepare for
filing with Client’s lender an application to initiate a Federal Student Loan Consolidation, and/or
other repayment plan available to Client through the DOE on behalf of Client, Where appropriate,
AF will assist in applying for pre-consolidation forbearance, applying for loan consolidations,
submitting post-consolidation documents, applying for income-based repayment programs and
reapplying for income-based repayment programs.

3. Fees for Services, The cost of the program for a client enrolling is $1,000.00 which is
comprised of $200.00 as a fee for obtaining a forbearance and $800.00 after obtaining approval of
a Federal Student Loan Consolidation, or any other Department of Education repayment plan
optien on Client's behalf. Such fees shall be chargad to the Client’s chosen dedicated aceount as
specified below upon completion of the respective work, Thereafter, AF will reach out annually
to assist borrower with any additional student loan repayment plan needs at a cost determined and
payable at the time services are provided,

The telephone agent does offer an optional, independent and separate program called the
Financial Education Benefits Center (“FEBC") program that is a financial education program. It
is offered separate and apart from the document preparation program. If a consumer decides that
he or she would like to sign up for the FEBC membership program', then there is a one-time
enrollment fee, but that has nothing to do with the student loan program and may be signed up
for separate and apart from the student loan application program.

In terms of the complainant, Mr. Jones, AmeriTech’s Customer Service team spoke with him and
re-explained their fee structure, He later withdrew his complaint, and sent AmeriTech an email
requesting for the BBB complaint to be removed once he understood where hig fees were going
to (FEBC). The email was forwarded to the case worker, Andrella Jones-Thomas, who then
proceeded to remove the complaint from AmeriTech’s BEB page.

Kindly do not confuse or report to any person or ageney that our client charges upfront fees in
vielation of the FTC’s TSR. It does not, and only charges upon completion its contracted weorlk.

Company Affiliation

Your letter expressed concerns that AmeriTech Financial has partnered with Global Client
Solutions, LLC (*GCS™). First of all, I would not call it a partnership, no more than you or I
would select and use a specific bank for our personal banking, like Bank of America. GCS
provides dedicated account payment services consistent with the FTC's definition of a Dedicated
Account Provider (DAP) in the TSR,

' The membership includes a personal financial budgetary analysis, access to the Financial Education Benefiis
Center portal, access to official forms and useful documents, access to printable legal documents and templates,
resume and cover letter documentation, tools for keeping a budget, access to dozens of educational and useful web
links, nccess to useful financial caloulators, n three part Student Loan Financial Education Kit how-to book seriss,
electronic educational video compilation, do it yourself printable forms, outside tax preparation and assistance, Life
Lock identity theft protection, a Better World Club Express Road Service membership, everyday discount benefits
solutions, as well as credit repair assistance through the Credit Pros International,
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There are only a couple of companies in the country that have been able to roll out the specific
dedicated account services that GCS supports, and GCS has from its banking side, provided a
compliance review and allowance for Ameritech to be on its system.

Ameritech does not receive referral fees or split any profits with GCS,

The FTC's TSR disallows a company from collecting advance fees prior to providing debt
adjustment services. At the same time, understanding that companies may never receive payment
for past work performed, the TSR ereated a special allowance for dedicated accounts. It permits
companies that engage in debt settlement or debt adjusting to require special purpose accounts be
set up to maintain funds for fees before they may be collected by a business. See 16 C.F.R. 310.

That is the purpose of the Global Client Solutions, LLC accounts. Notably, in setting up those
accounts with the consumers, AmeriTech does not receive funds from its customers prior to
preparing and submitting the federal student loan consolidation application, Rather, AmeriTech
custormers use an independent bank or bank agent, one in which the customer contracts directly
with, to facilitate and administer bank accounts which are used by the customers to pay their
earned fee. All consumer savings, at all times, are under the control and ownership of the
respective consumer-owners. The funds always sit in bank accounts that are not controlled by
AmeriTech, and instead are FDIC-insured to each consumer-account owner.

I'm well aware of GCS’s business model as a dedicated account provider which has been vetted
over the years. Indeed, my firm handled its dispute with the Consumer Financial Protection
Bureau that you referenced in your letter, The fact is, GCS has filled a void in the debt
adjustment industry to assist consumers set aside funds to settle debts while also ensuring that
they had sufficient funds to pay a debt adjustment company assisting them. Although the TSR
describes and allows for the exact business model that GCS provides, it seems that instead of
directing enforcement actions against the hundreds of debt adjustment companies in the
marketplace, the CFPB felt it would be wisest to direct a case against the company that sets up
dedicated accounts for the consumers and require that company to monitor how and when a debt
adjustment company’s fees are earned.

With that said, the consent order that is described in the link that you provided places very strict
requirements on GCS to ensure that the companies with whom it is operating are not collecting
advanced fees. The fact is, when AmeriTech reached out to GCS, considerable due diligence
took place as GCS does not want to violate the consent order. Indeed, GCS required that certain
contractual provisions be added to the consumer contract to minimize any risk.

GCS has proven to abide by the TSR with the utmost integrity, with zero exceptions. They must
be sure that student loan work was performed prior 1o releasing any eared funds to our client.

GCS provides a strong compliance element to Ameritech’s business, and to look at it anyway
differently is just plain wrong.
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Advertising

The BBEB reviewed a mailer that AmeriTech purportedly sent to consumers. While there are a
couple of iterations of a mailer that Ameritech sent a while bacl, it has since modified its mailers
(prior to receiving your communication). A copy of the new mailer is enclosed as Exhibit “B”,

I would like to point out that the company has never sent mailers containing government
symbols which have been shown to deceive consumers. And even the mailer to which you are
referring contained a disclosure at the bottom which read:

Disclaimer and Disclosure: The Company does not assume or pay consumer debts and
does not provide tax advice. This is not a loan, Company provides document preparation
and processing services for a fee. Company products and services are optional and
mutually exclusive from each other, Read and understand all contract terms prior to
enrollment. We have many success stories but cannot guarantee warranty or predict the
outcome in any particular situation, There are many free govemnment programs available
and you may apply on your own directly with the DOE for its services without fee. We
are not associated or required for use. Our services are intended to make it easier and
quicker to complete all application forms. All student loan assistance plans are subject to
lender approval. This is not a Company affiliated with a government agency. For more
information about the programs offered please direct all questions and inquiries to [phone
number].

Please note that there should be no confusion over whether AmeriTech was affiliated with the
government. As noted above, the mailer that was provided to you has not been used for some
time and the front of it discloses that “[t]his is not a Company affiliated with a government
agency.”

It also clearly states that “Company provides document preparation and processing services for a
fee.” The current mailer contains disclosures to ensure no confusion. Moreover, as explained
above, even the verification script has the consumer acknowledge that it is not = government
program.

As for the “Account #” reference, the company will change it to “Reference #”. The current
mailer does not contain a timeframe by which a consumer must response nor does it reference a
“Final Notice”. And although there is no longer a “Final Notice,” please note that at the time it
was included, it was on mailers that were follow-ups to ones that first stated, “Important Notice”.
The mailers were identical at the time, but the final notice one was sent when it really was the
last time that the company would reach out to the particular consumer.

Even during the limited window in time that the mailer was used, the consumer contract
contained (and still does contain) multiple statements to make it clear that the company is private
and not affiliated with the government,
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Business Transparency

The location that AmeriTech operates from is in El Dorado Hills, California, where it has
operated since January 2016. Any confusion is likely because—and we realized it now—the
company’s lease had not yet been assigned from American Financial Benefits Corporation which
previously sold similar services. However, Ameritech’s business license is at the El Dorado Hills
address.

AmeriTech has a fully functioning sales office operating out of its El Dorado Hills corporate
address. That is where the company receives and process mail and is usually fully operating 12
hours a day. Enclosed as Exhibit “C” is a copy of the business license and Exhibit “D7” is the
lease, which the company is working on finalizing an assignment of to conform with the
aperations.

Conclusion

I trust that this letter satisfies the matters that you had wanted addressed through your June 7
letter and that our client will remain accredited with an A+ BBB rating. Should you have
additional questions or concerns, kindly let me know.,

Very Truly Yours,
GREENSPOON MARDER, P.A.

Y

{::w‘ Robby H. Birnbaum, Esq.
For the Firm

Enclosures
¢ Client
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AmeriTech Financial
Document Preparation and Service Agreement

This Service Agreement is entered into on the date shown below between the AmeriTech Financial ("AF") and the Client
shown below (“Client™).

AF provides processing and support services to assist consumers who are applying for Federal Student Loan Consolidation
Services, and/or other repayment plan programs available through the Department of Education (“DOE”). AF is a private
company, not affiliated with any government agency and, for a fee, will assist in assembly and submission of student loan
consolidation, and/or other repayment plan program documents, AF is not a lender or a debt consolidation company. It does
nol promise o improve your credit score,

Client requests AF to perform, in good faith, the following services, (“the Services”): (a) Review the Client’s current Federal
Student Loan debt situation, (1) Identify potential Student Loan Consolidation, and/or other repayment plan options that
may be available to Client from the DOE, (¢) Discuss potential options with the Client, and (d) Prepare and process, on the
Client's behalf, a Federal Student Loan Conselidation Application, and/or other repayment plan program application with
the DOE after Client selects desired option,

Mow therefore in consideration of the foregoing and every term, covenant and condition hereafter set forth, AF and Client
da hereby understand, covenant and agree to the following:

1. Provide Complete and Truthful Information. AF will provide Client with an overview seasion limited to his/her
Federal Student Loan debis to assist the Client in locating options that may be available to Client, Client expressly represents
and warrants that he/she/they will at all times provide AF with information that is complete, accurate and true to the best of
their knowledge and belief,

2. Performance of Serviees, Upon receipt of all information from Client, AF shall promptly analyze Client’s Federal
Student Loan debi situation, review the information provided by the Client, and complete the application forms required for
the DOE program(s) that have been selected by the Client. Upon completion of AF's review and due diligence, AF shall
prepare for filing with Client’s lender an application to initiate a Federal Student Loan Consolidation, and/or other
repayment plan available to Client through the DOE on behalf of Client. Where appropriate, AF will assist in applying for
pre-consolidation forbearance, applying for loan consolidations, submitting post-consolidation documents, applying for
income-based repayment programs and reapplying for income-based repayment programs.

3. Fees for Services. The cost of the program for a client enrolling 15 $1,000,00 which is comprised of $200,00 as a fee for
obtaining a forbearance and $800,00 after obtaining approval of a Federal Student Loan Consolidation, or any other
Department of Education repayment plan option on Client’s behalf. Such fees shall be charged to the Client’s chosen
dedicated account as specified below upon completion of the respective work, Thereafter, AF will reach out annually to
assist borrower with any additional student loan repayment plan needs at a cost determined and payable at the time services
are provided.

4, Documents Service Agreement and Monthly Cost Authorization. AF will use a third party payment processor to debit
Client for fees/payments and Client shall pay all processing fees associated with such, Client herby authorizes AF to deduct
all payments due per this contract from the financial institution listed in the accompanying Credit Card/ACH Authorization
or such other financial institution that may be used by Client from time to time, Further, Client authorizes their financial
institution to accept and to charge any debit entries initiated by AmeriTech Financial to Client’s account. This authorization
for automatic withdrawal of fees/payments is to remain in full force and effect until AT has received writlen notice from
Client of its termination in such time and such manner as to afford AF a reagonable opportunity to act. A fee/payment
(whether paid by debit or other means) that is not honored by Client’s financial institution for any reason may be subject to
a $20.00 service fee imposed by AF (unless otherwise limited or prohibited by state law), the amount of which may be
debited from Client’s account.

&, Process. Once paperwork has been received, processing will begin, AF will always act promptly on Client’s documents
and program, Be advised that Federal Student Loan Consolidations, and other repayment plans completed by AF rely on
the relevant lenders for prompt service and AF cannot be held liable for delayed completion. Average completion of a
Federal Student Loan Consolidation through the DOE is usually ninety (90) days, but may take longer, AF solely prepares
and provides documents/applications for Client’s review and approval before it submits such documents to the DOE. AF
does not control the DOE application review process,
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6. Indemnification and Hold Harmless. Client hereby agrees to defend and hold harmless AF from and against any claims
and liability of any nature whatsoever arising out of or in connection with Client's failure to timely provide requested
information to AT, Client’s lack of authority or ability to complete terms of this Agreement, and all other claims arising out
of this Agreement or relating to Client’s loans and other financial obligations. This Agreement constitutes the entire
agreement between the parties. AF makes no warranty, express or implied, as to the fitness of any recommendation it may
make o Client ariging out of this Agreement. Except for cause, Client unconditionally waives any right of action against
AF, its officers, dircctors, employees, agents, brokers and assignees, at law, equity or any other cause of action for any
reason, direetly, indirectly or proximately believed to arise out of this Agreement, for any damages of any nature whatsoever
that Client may incur by reason of Client following any recommendation of AF or Client’s failure to follow any
recommendation of AF, whether any singular, concurrent or series of recommendations are acted upon or not acted upon in
whole or in part by Client. This section shall survive any termination of this Agreement.

7. Important Limitation on Consumer Rights - Mandatory Arbitration Requirement ~ Please read carefully: In the

event of any controversy, claim or dispute between the parties arising out of or relating to this agreement or the
breach, termination, enforcement, interpretation, consionability or validity thereof, including any determination of the scope
ot applicability of this agreement to arbitrate, shall be determined by arbitration in Sonoma County, California or in
the county in which the consumer resides, in accordance with the Laws of the State of California for agreements to
be made in and to be performed in California. The partics agree that the arbitration shall be administered by the American
Arbitration Association ("AAA") pursuant to its rules and procedures and an arbitrator shall be selected by the AAA. The
arbitrator shall be neutral and independent and shall comply with the AAA code of ethics. The award rendered by the
arbitrator shall be final and shall not be subject to vacation or modification, Judgment on the award made by the arbitrator
may be entered in any court having jurisdiction over the parties. If either party fails to comply with the arbitrator's award,
the injured party may petition the circuit court for enforcement, The parties agree that either party may bring claims
against the other only in his/her or lts Individual capacity and not as a plaintff or class member in any purported
elass or representative proceeding, Further, the parties agree that the arbitrator may not consolidate proceedings of more
than one person's elaims, and may not otherwise preside over any form of representative or ¢lass proceeding, The parties
shall share the cost (not attoreys’ fees) of arbitration equally, In the event a party fails to proceed with arbitration,
unsuccessfully challenges the arbitrator's award, or fails to comply with the arbitrator's award, the other party is entitled 1o
costs of suit, including a reasonable attorney's fee for having to compel arbitration or defend or enforce the award. Binding
Arbitration means that both parties give up the right to a trial by a jury. It also means that both parties give up the
right to appeal from the arbitrator’s ruling except for a narrow range of issues that can or may be appealed. It also means
that discovery may be severely limited by the arbitrator, This section and the arbitration requirement shall survive any
termination. OPT-OUT PROCESS: You may choose to opt-out of this Arbitration Provision but only by following the
process set-forth below. 1f you do not wish to be subject to this Arbitration Provision, then you must notify us in writing
within thirty (30) calendar days of the date of this Agreement at the following address: AF, Attn: Customer Service, 110]
Investment Blvd Suite 290, El Dorado Hills, CA 95762, Your written notice must include your name, address, the date of
this Agreement, and a signed statement that you wish to opt out of the Arbitration Provision. If you choose to opt out, then
your choice will apply only to this Agreement,

8. Entire Agreement, By virtue of Client's signature below, Client acknowledges that he/she has read, understands and
agrees to every term, covenant and condition of this Agreement and that he/she has received a true and complete copy
hereof, effective on the date below. This agreement is the only agresment between the parties and there is no other collateral
agreement (oral or written) between the parties in any manner relating to the subject matter of this agreement. If any portion
of this agreement is held to be invalid or unenforceable, the remaining provisions will remain in effect. The parties mutually
understand and agree that a facsimile copy signature or an electronic signature on this agreement shall be deemed an original
for all lawfully enforceable purposes.

9. Cancellation Polley. Client may cancel this contract at any time prior to being approved for a Federal Student Loan
Congolidation, or any other Department of Education repayment plan option achieved on Client's behalf,

10, Limitations on Damages. AF's liability under this agreement and/or relating directly or indirectly to Client’s
participation in the Student Loan Consolidation Program, under any theory of liability regarding any claim by the Client 15
limited to the amount of fees paid by Client to AF. The Parties agree (o be contractually bound to such limitation on any
damages, and agree not to demand or attempt to recover any amount in excess of such, This section shall survive termination.

11. Information Authorization: Client hereby authorizes AF to verify Client’s past and present employment earnings
records for income verification purposes that are needed to process Client’s Federal Student Loan Consolidation, and/or
other repayment plan program available to Client, The information AF obtains is only to be used in the processing of Client's
application for a Federal Student Loan Consolidation or any other repayment plan program through the DOE, and AF does
not provide any form of credit repair, eredit score enhancement, or debt relief,
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12. Legal Authorization Form: This form will serve to acknowledge that Client has authorized AF to act on Client’s
behalf to apply for consolidation of Client’s Federal Student Loans, and/or other repayment plan programs available to
Client, Client has been advised that if approved for the Federal Student Loan Consolidation, and/or other repayment plan
program, Client will receive a sixty (60) day furlough before payments will start. If Client has any questions regarding this
Federal Student Loan Consolidation Program, Client should contact AmeriTech Financial at 1-800-792-8621,

13. Important Disclosures about the AmeriTech Financial Services. Client may choose to complete his/her own
congolidation documents based on the applicable federal student loan programs and is not obligated to use a third party
resource such as AF or pay a service fee, Please note that AF does not expressly or impliedly warranty, represent or guarantee
that it will be able to reduce Client’s total student loan debt or monthly payments.

« Failure to make timely payments, or non-payment to Client's creditors will adversely affect the
credit standing, collection efforts, and may incur more fees and interest,

s If Client utilizes a Dedicated Account to save funds towards program fees, Client owns the funds
in the account; Client may withdraw from AF's service at any time without penalty; and if Client
withdraws from AF’s service, he or she will get all the money in the account other than fees earned
in compliance with the TSR,

14. Dedicated Savings Account: Client understands that Client is solely In control of all savings funds for the purpose
of paying the fees due for the services that AF is contracting to perform. Client will desighate an account for program
savings funds and such dedicated account is independent from AF, Client selects:

FDIC Insured Bank thru Global Client Solutions, LLC
____ Another account of Member's choosing

Payment [nformation

BY SIGNING BELOW (ELECTRONICALLY OR PHYSICALLY), I HEREBY ACKNOWLEDGE THAT I HAVE
NOT BEEN ADVISED BY AMERITECH FINANCIAL, ANY OF ITS AGENTS, AND/OR AFFILIATES TO
FOREGO A STUDENT LOAN PAYMENT IN EXCHANGE FOR THE GOOD FAITH PAYMENT AND
FEDERAL STUDENT LOAN CONSOLIDATION PROGRAM. DURING THIS PROCESS, I AM RESPONSIBLE
FOR MAKING MY PAYMENTS, AND FAILURE TO DO SO COULD DISQUALIFY ME/US FROM
OBTAINING THE SERVICE THAT WAS AGREED UPON. I UNDERSTAND THAT I CAN APPLY ON MY
OWN TO CONSOLIDATE MY LOANS WITHOUT THE ASSISTANCE OF AMERITECH FINANCIAL. |
FURTHER ACKNOWLEDGE THAT NO GUARANTEES CONCERNING THE SUCCESS OF THE LOAN
CONSOLIDATION HAVE BEEN PROVIDED TO ME/US BY AMERITECH FINANCIAL, AND/OR ANY OF ITS
AGENTS. AND/OR AFFILIATES AND A POSITIVE OUTCOME 18 NOT GUARANTEED, I, THE CONSUMER,
HAVE BEEN EXPLAINED THE PROGRAM IN FULL AND TO MY SATISFACTION,

ACKNOWLEDGMENT

As indicated by my signature below, | acknowledge that 1 have read, understand and agree to the terms and conditions of
the Document Preparation and Service Agreement,

Client Name: Executed On this Date:
Client Signature: Date of Birth:
Driver License Number: Social Security Number:

For: AmeriTec

By: Thomay Knickerbocker

Title: Administrative Representative

FTC-BBB-000287
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ATTENTIOM: first last

You have been invited 1o participate in a Student Loan Document Preparation and Processing
Senvices Program. This program will assist you in applying for government relicf aptions that
can potentially save you thousands on your student loans.

Special US. D= nt of Education mes available may include:

50/ month Monthly Student Loan Payment

o MinEmum Income Requirement or Credit Check
Total Loan Forgiveness Programs

Ko Program Payment for up to 20 days

Special Programs for Public Service Employees

L G O R

%

o conifim your elighdity, please contact ouer Studsnt Loan Depertment with wour Scosunt §: referenos

time_1-time_2 zone.

Call Toll Free tollfree

Filed 03/05/18
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- REVIEWEEARRROVED
ORM 913 LEASE AGREEMENT o f(”(;n.{,; BROVED
e A

7

[Full Service Gross|

‘ PREMISES:
1101 Investment Blvd., Suite 290 El Dorado Hills, Ca

LANDLORD:
CS8 Propertics, LLC

TENANT:
American Financial Benefits Center, a California Corporation

GUARANTOR(S):

FTC-BBB-000294
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IN WITNESS WHEREOF, the parties have cxecuted this Lease as of the dates set forth below,

C58 F"I'CJF'JEI"@H’ILL :

By: R dahpey [ EEHT
(Print Name) ©*

CANDLORD:, - TENANT:
e American Financial Benefits Center,

a Califgegia corporation

(Signature)

By: Brandon Frere

Its; President

Date: (J?/ ll’/ (5'

o3

FTC-BBB-000313
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AGENT REPRESENTING BOTH LANDLORD AND TENANT:

A real estate agent, either acling directly or through one or more associate licensees, can legally be the agent of
both the Landlord and the Tenant in a transaetion, but only with the knowledge and consent of both the Landlord
and the Tenant. In a dual ageney sitvation, the ageni has the following affirmative obligations 10 bath the
Landlord and the Tenant: (a) a fiduciary duty of utmost care, imegrity, honesty and loyalty in the dealings with
gither the Landlord or the Tenant: (b) other duties to the Landlord and the Tenant as stated above in their
reapective scetions,

In representing both Landlord and Tenant, the agent may not, without the express permission of the respective
party, disclose (o the other party that the Landlord will accept a price less than the listing price or that the Tenant
will pay a price greater than the price offered.

The wbove duties of the agent in a real esiule ransaction do nol relleve a Seller or Buyer from the responsibility
te proteci his or her own inlerests. You should carefully read all agreements fo assure that they adequately
express your understancing of the wransaction. A real estate agent Is a person quallfied to advise about real
estate, If legol or fox aefvice Is desired, consull o comperent professional.

Throughout your real property transaction you may receive more than one disclosure form, depending upon the
number of agents assisting In the transaction, The law requires gach agent with whom you have more than a
casual relationship to present you with this disclosure form, You should read its contenis each time it is presented
1o you, considering the relationship between you and the real estate agent in your specific iransaction.

This disclosure form includes the provisions of Sectlons 2079.13 1o 2079.24, inclusive, of the Civil Cade set forth
on the following puges. Read it carefully.

¥ \¢ 5 e
(Im«gnmm'?u]*\ %‘f-‘atf:) {Date)
(Associnte Licensee signature)  (Date) (Tenant signature) (Date)
g,
FTC-BBB-000327
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Betler
Business Elizabeth Nichols <enichols@necal.bbb.org>

e
BEE Bureau

RE: AmeriTech Financial [IWOV-ACTIVE.FID8610028]

1 message

Franklin Homer <Franklin.Homer@gmiaw,com> ™ Thu, Jun 30, 2016 at 5:27 AM
To: Elizabeth Nichols <enichols@sacramento.bbb.org>
Cc: Robby Bimbaum <Robby.Birmbaum@gmiaw.com>

Good Morning: I've reached out to the client to have them gather what you requested and expect 1o hava it to you by
tomorrow of Tuesday {due to the holiday}. Thank you,

Franklin

From: Elizabeth Nichols [mailto:enichols@sacramento.bbb.org]
Sent: Friday, June 24, 2016 4:47 PM

To: Franklin Homer

Subject: Re: AmeriTech Financial [IWOV-ACTIVE.FID9610028]

Dear Mr. Homer,

In the response you attached, it is explained that AmeriTech Financial records all sales calls and would
be willing to share those calls with BBB. Please provide recordings of the entire convarsation(s)
between AmeriTech's sales representative(s) and the following complainants: Patricia Eisenbarth, Dale
Olmstead, Holiee Warlitner, Sadelia Hayward, Timothy Jones, Mary Marks, and Melissa Jimenez,

Thank you,

Elizabeth Michols, Trade Practices Specialist
Better Business Bureau serving Northeast California
3075 Beacon Bivd

West Sacramento, CA 95691

§16-231-8325
enichols@sacramento.bbb.org

bizh.org Start With Trust®

FTC-BBB-000334
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The information contained in this transmission may be attorney/client privileged and confidential. It is intended only for
the use of the individual or entity named above. If the reader of this message is not the intended recipient, you are
hereby notified that any dissemination, distribution or copying of this communication is strictly prohibited. If you have
received this communication in error, please notify us immediately by reply e-mail.

Unless specifically indicated otherwise, any discussion of tax issues contained in this e-mail, including any
attachments, is not, and is not intended to be, "written advice" as defined in Section 10.37 of Treasury Department
Circular 230.

A portion of our practice involves the collection of debt and any information you provide will be used for that purpose if
we are attempting to collect a debt from you.

FTC-BBB-000335
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71812016 BEB of Mortheast California Mail - RE: AmeriTech Financial [IWOV-ACTIVE.FIDSE10028]
%% Better
- DUSINESsSE Elizabeth Nichols <enichois@necal.bbb.org>
EBE Bursau

RE: AmeriTech Financial [[IWOV-ACTIVE.FID2610028]

1 message

Franklin Homer <Franklin. Homer@gmlaw.com> Wed, Jui 6, 2016 at 9:53 AM
To: Elizabeth Nichols <enichols@sacramento.bbb.org>
Ce: Robby Bimbaum <Robby.Bimbsum@gmlaw.com=>

~

Ms. Nichols: | thought that | had hit send on the below a-mail this morning. Per your request, please see the
recordings pertaining {o Dale Oimstead, Patricia Eisenbarih, and Timothy Jones at the following link:

Pwill send you 2 password in a separate e-

Our client has not been abie to locate the 4 additionzl recordings requested. if/when it is able to do so, | will forward
T P
::.Gng.

Please note that AmeriTech has identified representatives that the company had problems with. They were
reprimanded and provided additional coaching after which time thay left the company. As noted in Robby Bi

letter, AmeriTech is actively reminding sll agents of their respensibilities. In additien, they are hiring a full &

-

compliance officer to make it even harder for any agents to veer outside of permitted language znd scripis.

Robby is presently out of the country, but | know that he had wanted to speak with you previoushy.

Thank vou,

ranklin

From: Elizabeth Nichois [mailto:enichols@sacramento.bbb.org]
Sent: Wednesday, July 06, 2016 12:50 PM

To: Franklin Homer

Subject: Re: AmeriTech Financial [IWOV-ACTIVE.FID9610028]

Good Merning,

I am following up with you regarding our June 24, 2016 request for recordings. Please have your client
provide the requested recordings before the end of the week, June 8, 2016. If we do not receive the
requested recordings by June 8, 2016 we will provide your written response to our Board of Directors
for review without this requested additional information. Please note that BBB Accreditation Standard
4, Section A requires an Accredited business to "provide BBB with all information required to evaluate
compliance with BBB standards.”

FTC-BBB-000338
Stiner Attachment X - 1



TI62016 BEB of Northeast California Mail - RE: AmeriTech Financial {IWOV-ACTIVE.FIDS810028]

You may review BBB Accreditation Standards here:

hitp:/fwww bbb.argisacramento/for-busines ses/aboui-bbh-accreditation/bbb-code-of-business-practices-bbb-
accreditation-standards/

Elizabeth MNicheols, Trade Practices Specialist
Better Business Bureau serving Northeast California
3075 Beacon Blvd

West Sacramenio, CA 95681

§16-231-85828
enichols@sacramento.bbb.org

bbb.org Start With Trust®

The information contained in this transmission may be attorney/client privileged and confidential. It is intended only for
the use of the individual or entity named above. If the reader of this message is not the intended recipient, you are
hereby notified that any dissemination, distribution or copying of this communication is strictly prohibited. If you have
received this communication in error, please notify us immediately by reply e-mail.

Unless specifically indicated otherwise, any discussion of tax issues contained in this e-mail, including any
attachments, is not, and is not intended to be, "written advice" as defined in Section 10.37 of Treasury Depariment
Circular 230.

A portion of our practice involves the collection of debt and any information you provide will be used for that purpose if
we are attempling to collect a debt from you.

L .._______________________________________________| 22

FTC-BBB-000339
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7/6/2018 BBB of Northeast California Mail - RE: AmeriTech Financial [IWOV-ACTIVE.FIDS510028)
% etter
.%. S%ﬂ%?ss Elizabeth Nichols <enichois@nscal.bbb.org>
=== Ed?‘%

RE Amera'ﬁ'ech Fmancaa! [!WOV—ACTWE Fi 5981%028}

1 message

Franklin Homer <Franklin.Homer@gmlaw.com> Wed, Jul 6, 2016 at 9:54 AM
To: Elizabeth Nichols <enichols@sacramento.bbb.org>
Cc: Robby Bimbaum <Robby.Bimbaum@gmlaw.com>

The password to access the recordings on the link that | just e-maited you is ||| NG| R

Thank you,

Franklin

Fromi: Elizabeth Nichols [mailto:enichols@sacramenio.bbb.org]
Sent: Wednesday, July 06, 2016 12:50 BM

To: Franklin Homer

Subject: Re: AmeriTech Financial [IWOV-ACTIVE.FID9610028]

Good Morning,

I am following up with you regarding our June 24, 2016 request for recordings. Please have your client
provide the requested recordings before the end of the week, June 8, 2016. If we do not mceive the
regquested recordings by June 8, 2016 we will provide your written response to our Board of Directors
for review without this reguested additional information. Please note that BBB Accreditation Standard
4, Section A reqguires an Accredited business to "provide BBB with all information required to evaluate
compliance with BBB standards.”

You may review BBB Accreditation Standards here:

hitp:/fwww, bbb.org/sacrameniof/for-businesses/about-bbb-accreditation/bbb-code-of-business-praciices-bbb-

accreditation-standards/

Elizabeth MNichols, Trade Practices Specialist
Better Business Bureau serving Northeast California
3075 Beacon Blvd

West Sacramento, CA 95691

FTC-BBB-000340
Stiner Attachment X - 3
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Tlai2018 BEE of Northeasl California Mail - RE: AmeriTech Financial (IWOW-ACTIVE.FID3610028]
916-231-8829

enichols@sacramento.bbb.org

bbb.org Start With Trust®

The information contained in this transmission may be attorney/client privileged and confidential. It is intended only for
the use of the individual or entity named above. If the reader of this message is not the intended recipient, you are
hereby notified that any dissemination, distribution or copying of this communication is strictly prohibited. If you have
received this communication in error, please notify us immediately by reply e-mail,

Unless specifically indicated otherwise, any discussion of tax issues contained in this e-mail, including any
attachments, is not, and is not intended to be, "written advice" as defined in Section 10.37 of Treasury Department
Circular 230.

A portion of our practice involves the collection of debt and any information you provide will be used for that purpose if
we are attempting to collect a debt from you.

- _________________________________________________________| 22

FTC-BBB-000341
Stiner Attachment X - 4



Case 4:18-cv-00806-SBA Document 70-25 Filed 03/05/18 Page 1 of 1

Stiner Attachment Y is in physical form only, and maintained in the case file at the Clerk’s

office.

If you are a participant on this case, this Attachment will be served in physical form.

For information on retrieving this filing directly from the court, please see the court’s main web

site at http://www.cand.uscourts.gov under Frequently Asked Questions (FAQ).

This Attachment was not efiled for the following reason:

Non Graphical/Textual Computer File (audio, video, etc.) on CD or other media.


http:http://www.cand.uscourts.gov
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Stiner Attachment Z is in physical form only, and maintained in the case file at the Clerk’s

office.

If you are a participant on this case, this Attachment will be served in physical form.

For information on retrieving this filing directly from the court, please see the court’s main web

site at http://www.cand.uscourts.gov under Frequently Asked Questions (FAQ).

This Attachment was not efiled for the following reason:

Non Graphical/Textual Computer File (audio, video, etc.) on CD or other media.


http:http://www.cand.uscourts.gov
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Stiner Attachment AA is in physical form only, and maintained in the case file at the Clerk’s

office.

If you are a participant on this case, this Attachment will be served in physical form.

For information on retrieving this filing directly from the court, please see the court’s main web

site at http://www.cand.uscourts.gov under Frequently Asked Questions (FAQ).

This Attachment was not efiled for the following reason:

Non Graphical/Textual Computer File (audio, video, etc.) on CD or other media.


http:http://www.cand.uscourts.gov
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OFFICIAL TRANSCRIPT PROCEEDING

FEDERAL TRADE COMMISSION

MATTER NO. 1723027
TITLE AMERICAN FINANCIAL BENEFITS CENTER
DATE RECORDED: MARCH 15, 2016
TRANSCRIBED: JUNE 5, 2017
PAGES 1 THROUGH 83

TELEPHONE CONVERSATION BETWEEN
BRANDON/JESSE AND PATRICIA OLSON
FTC-BBB-00343

For The Record, Inc.

(301) 870-8025 - www.ftrinc.net - (800) 921-5555
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FEDERAL TRADE COMMISSION

I NDEX

RECORDING: PAGE:

Conversation between Brandon and Patricia Olson 4

Conversation between Jesse and Patricia Olson
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FEDERAL TRADE COMMISSION

In the Matter of: )
American Financial Benefit ) Matter No. 1723027
Services )

______________________________ )
March 15, 2016

The following transcript was produced from a
digital file provided to For The Record, Inc. on May

19, 2017.
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PROCEEDINGS

TELEPHONE CONVERSATION BETWEEN
BRANDON AND PATRICIA OLSON

BRANDON: Hi, this is Brandon. How can I
help you?

PATRICIA OLSON: Yes, | got a letter in the
mail regarding student loan payment reduction and
forgiveness.

BRANDON: Okay. Can you do me a favor and
give me the account number that’s on the letter that
you received?

PATRICIA OLSON: sure. |-

BRANDON: Okay. Patricia?

PATRICIA OLSON: Mm-hmm.

BRANDON: And, Patricia, while 1 pull up
your information, can you tell me some basics about
your student loans, if you’re making your payments, if
they’re in forbearance.

PATRICIA OLSON: Yes. I1’ve been making the
payments probably for about three years now.

BRANDON: Okay.

PATRICIA OLSON: They’re just automatically
taken out of my checking account every month.

BRANDON: All righty. And what do you think

Stiner Attachment BB - 4
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your balance is currently?

PATRICIA OLSON: 1t”s around | -

BRANDON: Okay. And the amount of the
payments that you’re making?

PATRICIA OLSON: I pay, what? |1 think it’s
456.

BRANDON: Is that some sort of interest-only
payment, or a graduated payment?

PATRICIA OLSON: I think 1t’s an interest-
only.

BRANDON: Oh, okay. And how many years do
you think that these loans were structured for?

PATRICIA OLSON: Oh, I have no idea. I’m
not quite sure.

BRANDON: Okay. Let me kind of give you a
brief description of the program. 1°m going to let
you know how it can assist the people who qualify and
then go through a quick questionnaire and 1711 put
together an accurate quote that”’s more specific for
your situation. Okay?

PATRICIA OLSON: Thank you.

BRANDON: So the letter you received, iIt’s
in regards to a student loan payment reduction and
forgiveness document preparation program, okay? And

it allows people who qualify the opportunity to lower

Stiner Attachment BB -5
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their monthly payments and find resolution to their
federal student loans for potentially less than what
your standard repayment is.

And the program is actually based on your
current situation, and the benefits that are available
to you through the Department of Education. And in
the program, any federal loans that need to be
consolidated in order to qualify will be consolidated,
and your monthly payment in the program is actually
based on how much you owe. 1It’s not about -- or it’s
not about (inaudible) it’s about your financial
position.

And annually we’re going to help you out
with all your documents, so make sure that you’re
receiving the maximum benefits that are available to
you.

First thing, what’s -- what’s your current
occupation, Patricia?

PATRICIA OLSON: 1I’m a surgical
technologist.

BRANDON: Okay. And what -- what’s the name
of your employer?

PATRICIA OLSON:
E

BRANDON: By any chance, is this a

Stiner Attachment BB - 6
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nonprofit?
PATRICIA OLSON:

BRANDON: Okay.

I believe so.

Let’s check that out. It

should make a big difference for you. 1I’m sorry,

I o

PATRICIA OLSON: | -
BRANDON: [ °
PATRICIA OLSON: Uh-huh.

BRANDON: Well,

it’s dot-org, which is good.

Okay, the website would be

I, 01O right?

PATRICIA OLSON:

BRANDON: Okay.

PATRICIA OLSON:

Mm-hmm.

I believe -- 1 believe it

I know it’s critical

access. | don’t know if that helps at all or not.

BRANDON: Okay -
annual income?

PATRICIA OLSON:

BRANDON: Okay.
married?

PATRICIA OLSON:

BRANDON: Okay -

PATRICIA OLSON:

believe we filed.

Okay, good. So what’s your

And are you currently

Yes.

File your taxes jointly?

Stiner Attachment BB - 7
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Case 4:18-cv-00806-SBA Document 70-28 Filed 03/05/18 Page 9 of 84

you. Try

payment?

BRANDON: Oh, okay, got it.

All right. Let me go over a budget with
to be as accurate as you can.

PATRICIA OLSON: Okay.

BRANDON: First thing, rent or mortgage

PATRICIA OLSON: Mortgage.

BRANDON: Okay, and what do you pay monthly?
PATRICIA OLSON: -

BRANDON: Electric bill?

PATRICIA OLSON: It’s -

BRANDON: Gas bill?

PATRICIA OLSON: That’s quite a bit. It

runs about -a week, so it’s like - a month.

bill?

BRANDON: (Inaudible) got it. Cell phone

PATRICIA OLSON: That’s |} -

BRANDON: Groceries?

PATRICIA OLSON: That’s about Jjjja week.
BRANDON: Oh, per week?

PATRICIA OLSON: Uh-huh.

BRANDON: |- Car payment?
PATRICIA OLSON: I1t’s |-

BRANDON: And how much do you spend on gas,

car washes, auto expenses?

Stiner Attachment BB - 8
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PATRICIA OLSON: Wasn’t that the [jj for
gas?

BRANDON: Oh, sorry, okay. That was natural
gas, so nothing for natural gas, then, right?

PATRICIA OLSON: Oh, no. That’s included in
the ij- Sorry.

BRANDON: Okay, no problem.

PATRICIA OLSON: Then Jjjijin gas- Sorry.

BRANDON: Got you. Got you. Auto
insurance?

PATRICIA OLSON:  That’s [ -

BRANDON: |Jjjjj- Okay, student loans, what
were those, 1 --

PATRICIA OLSON: 156.

BRANDON: -- 56, got it. Credit cards?

PATRICIA OLSON: Oh, yes. That’s -- that’s
probably around i -

BRANDON:  [ill-

PATRICIA OLSON: Mm-hmm.

BRANDON: Personal care?

PATRICIA OLSON: No. Well, sundries, you
mean? Like shampoo? [Jjjjja month.

BRANDON: Yeah, it’s shampoo, stuff like
that, okay, [J}-

PATRICIA OLSON: . a month.

Stiner Attachment BB - 9
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BRANDON: Okay. Entertainment?

PATRICIA OLSON: Let’s say -a month.

BRANDON: Okay. And miscellaneous expenses?
Anything we didn’t already include we can include
here.

PATRICIA OLSON: Oh, well, it’s kids lunches
and stuff, that would be about [jjjj a month.

BRANDON: Okay. Okay, and next thing 1is
family size. How large would you consider your
family? So how many people are you helping out on an
annual basis?

PATRICIA OLSON: Four.

BRANDON: Four? Okay. And who is your
current loan servicer?

PATRICIA OLSON: I don’t have -- it’s the
Student Assistance Foundation. Does that -- that’s
where I get my information from.

BRANDON: And does it say Navient, Great
Lakes, Nelnet, Fed Loan, AS, ACS --

PATRICIA OLSON: 1°m not sure.

BRANDON: Okay.

PATRICIA OLSON: Let me see if I can find
something. It just comes right out of my account
every month and I don’t even get anything in the mail

from them, so --

Stiner Attachment BB - 10
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BRANDON: Oh, got you.

PATRICIA OLSON: -- 1711 have to look.

BRANDON: Okay. Yeah, we can -- we can
revisit that.

PATRICIA OLSON: Okay.

BRANDON: Give me a second. [1’m going to
place you on a brief hold, have an underwriter to look
at your file, and then 1’11 be right back.

PATRICIA OLSON: Sounds good.

BRANDON: Okay, hold tight.

Hi, Patricia?

PATRICIA OLSON: Hi.

BRANDON: Hi. Okay. So, so far, so good.
It’s just my calculations are coming out incorrect
jJust because of the fact that we’re dealing with this
payment that’s probably an interest -- it’s either an
interest-only payment or it’s a graduated payment
where it starts at a lower amount and then it
gradually increases. |If you had a payment of 156 over
the next 20 years, you’d only put in about $37,000, so
it wouldn’t even -- even if It was a principal-only
payment, it wouldn’t cover everything. And do you by
any chance know what your interest rate is?

PATRICIA OLSON: I don”t. 1 was just trying

to find out who takes money out so I can look. 1°m

Stiner Attachment BB - 11
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sure 1 have something somewhere, but I thought it was

Student Assistance. And I want to say It was a 37 --

3.74.

BRANDON: 3.74, wow, that’s a good interest
rate. Okay.

PATRICIA OLSON: But I°m not --

BRANDON: Okay.

PATRICIA OLSON: 1t’s been a long time since
1°’ve dealt with them. 1I°m still looking on my old

account to see who --

BRANDON: Yeah, no worries, no worries.
Let’s actually look into that. Here’s the thing. You
qualify for a certain program because of your employer
where i1t would shorten the amount of time that you
would have to pay back Into these loans. So it cuts
it —-

PATRICIA OLSON: Okay.

BRANDON: -- by a pretty considerable
amount, but let’s take a look at what you’re doing
right now, just to make sure that it’s going to be 100
percent beneficial to you.

PATRICIA OLSON: Okay.

BRANDON: But, yeah, it would -- it would
cut it down. What you -- since you are employed

through the nonprofit, you’d only have to pay 120

Stiner Attachment BB - 12
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payments into this program, which is basically ten

years.
PATRICIA OLSON: Okay.
BRANDON: You can’t necessarily accelerate
it, but It is -- you know, it’s going to cut it from

about 20 years to about -- you know, cut that in half.
So let’s do this. Let’s take a look at your loans on
the federal database. It’s part of the process
anyways. And then we can see what the loan amounts
are, what type of loans they are, things of that
nature.

PATRICIA OLSON: Okay.

BRANDON: Give me an email address that you
have access to.

PATRICIA OLSON: Okay. I1t’s [
@hotmail .com.

BRANDON:  Can you spell |Jjjjjjjfor me?

PATRICIA OLSON: Yeah, | -

BRANDON: Okay, -@hotmail- Okay. All
right. 1°m going to send you a document. It’s going
to give me permission to look at your loans on the
National Student Loan Database -- Data System.

PATRICIA OLSON: Okay. Do you get credit
for the time that you’ve already worked at a year and

that you’ve already been paying, or does it just pick

Stiner Attachment BB - 13
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up from -- does 120 months pick up from now?

BRANDON: You know, there’s a possibility.
What we will do is when we send it to processing, we
will request that from the Government and see what
they say.

PATRICIA OLSON: Okay.

BRANDON: But 1t’s -- you know, it’s about a
fifty-fifty chance.

PATRICIA OLSON: Okay.

BRANDON: But we will definitely mention
that and try to see if we can get some kind of credit.

PATRICIA OLSON: Thank you.

BRANDON: Yeah, i1f you want to check your
email, you should have that from me. Okay?

PATRICIA OLSON: Brandon?

BRANDON: Yes.

PATRICIA OLSON: Document (inaudible).

BRANDON: Yes, that’s me. Mm-hmm.

PATRICIA OLSON: Sorry, it’s taking a minute
to open.

BRANDON: Yeah, no problem. Take your time.

Do you remember creating an account for
StudentLoans.gov or for NSLDS, any of those?

PATRICIA OLSON: Yes, 1 did, and, God, it

was so -- it was probably three years. | just -- like
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I said, you forget about it. They just take them out
of your account.

BRANDON: Yeah, yeah, 1 know.

PATRICIA OLSON: I mean, I can look on my
tax stuff. Here’s a (inaudible) it’s like let me find
this and 1’1l -- can you see if you can find my -- my
stuff for my taxes? And then 1’1l see what 1 can find
-—- there we go. Oh, i1t kicked me out.

Yeah, see if it’s in there.

Oh, it’s like open, but it’s highlighted and
it won’t let me open.

BRANDON: Oh.

PATRICIA OLSON: Let me see here. There we
go. It finally let me open it. Sorry. It took a
minute.

BRANDON: Not a problem.

Okay, 1 think 1 got that back from you
already.

PATRICIA OLSON: Okay.

BRANDON: Okay. So let’s see about -- do
you think you used this email when you created your
account?

PATRICIA OLSON: No. What actually happened

is 1 had a complicated one that was under | NN ]G
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BRANDON: Uh-huh.

PATRICIA OLSON: -- @hotmail.com, and 1 had
to change that a couple of years back.

BRANDON: Oh, okay.

PATRICIA OLSON: So that’s kind of what the
problem is.

BRANDON: So let’s do this. Let’s see i1f we
can create an account for you --

PATRICIA OLSON: Okay.

BRANDON: -- and just merge the information
from your old account with your new one. Okay, SO
first thing, let’s create some security questions.

PATRICIA OLSON: Okay, sounds good.

BRANDON: And if you want to change any of
these, just let me know and we”ll change them.

PATRICIA OLSON: Okay.

BRANDON: Okay. And, so, first one,
mother”s maiden name.

PATRICIA OLSON: | -

BRANDON: Can you spell that?

PATRICIA OLSON: | -- ves. [ -

BRANDON: Okay. And name of your First pet?

PATRICIA oLsoN: |- I -

BRANDON: City you were born in?

PATRICIA OLSON: | -
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BRANDON: Two words?
PATRICIA OLSON: I'm sorry-?

BRANDON: Is that two words, - and

PATRICIA OLSON: Yes.

BRANDON: Got it. And high school mascot?

PATRICIA OLSON: |-

BRANDON: And a significant date in your
life other than your birthdate?

pATRICIA OLSON: |-

BRANDON: Year?

PATRICIA OLSON: .

BRANDON: All right. Give me a minute while
I enter all this info.

The user name you entered is already in use.
Oh, huh, okay. Let’s do...

PATRICIA OLSON: OQOkay, so I found some of my
tax information here.

BRANDON: Mm-hmm.

PATRICIA OLSON: My billing statement for
the Department of Education.

BRANDON: Uh-huh.

PATRICIA OLSON: And I have a loan type of a
Group A Direct Consolidation.

BRANDON: Okay.

Stiner Attachment BB - 17

1



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Case 4:18-cv-00806-SBA Document 70-28 Filed 03/05/18 Page 19 of 84

PATRICIA OLSON:
rate of 3.625.

BRANDON: Okay.

PATRICIA OLSON:
Education.

BRANDON: Okay .

Government. But 1t’s not

servicer.

PATRICIA OLSON:

BRANDON:

PATRICIA OLSON:

For $- at the interest

Does it say who the company

Just U.S. Department of

Yeah, 1 mean, that’s the

necessarily your loan

Well, we”ll figure it out right now.

Okay .

What is your date of birth?

BRANDON: And Social?
PATRICIA OLSON:  XXX-XX-XXXX.
BRANDON: And it’s your -- what’s your

maiden name? Or what name would you have opened these

-- the loans with?
PATRICIA OLSON:
BRANDON:
PATRICIA OLSON:
BRANDON: Okay.

middle name?
PATRICIA OLSON:
BRANDON: Okay.

PATRICIA OLSON:

Mm-hmm .

Okay. -

Okay, l, as in apple,

Mm-hmm, yep.

Got you.

And I s I
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£
BRANDON: Okay. And that’s your married
name or maiden —-
PATRICIA OLSON: That’s my maiden name.
BRANDON: Oh, that’'s your maiden name, okay.

And what was the name of your elementary

school?
PATRICIA OLsON: |-
BRENDON : _, or one —-
pATRICIA OLSON: [
BRANDON: Okay. And they have your same
exact address. Give me a phone number to update this
with.

PATRICIA OLSON: My current phone number is
]

BRANDON: Okay. Area code?

PATRICIA OLSON: - .

BRANDON: Got it.

(Brief pause.)

BRANDON: Okay. Wow, this is really close
to the amount that you have. So what is the amount
that you gave me? How current is that one that you
just gave me?

PATRICIA OLSON: I believe 2014 or ‘13.

Hang on. 1/6 of 2013.
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BRANDON: So it went down slightly. What 1
have is YN -

PATRICIA OLSON: Wow.

BRANDON: (Inaudible). Okay. So you are on
a graduated payment. And you’re with Fed Loan.

PATRICIA OLSON: Okay. What’s -- and what
does that mean?

BRANDON: So Fed Loan is the actual loan

servicer.

PATRICIA OLSON: Uh-huh.

BRANDON: So, you know, to monitor your
payments, things of that nature, you go -- you would

go to Fed Loan to do that. And it’s -- their website
is MyFedLoan.org. So, basically, what the servicer
is, they’re the middleman between you and the
Government.

PATRICIA OLSON: Mm-hmm.

BRANDON: So what the loan servicer does,
they aren’t necessarily the same as, you know, your
lender for —- i1t’s completely different. The lender
actually lends their own money. That’s why they’re
called the lender. Now, the servicer, what they’re
doing is they’re just servicing the paperwork and
collecting an interest -- so the way they get paid is

by collecting the interest rate. And, actually, the
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money that’s borrower -- that borrow -- that’s
borrowed is the Government’s money. Okay?

PATRICIA OLSON: Uh-huh.

BRANDON: At least for -- for federally --
federally backed stuff. So for your two loans that
you have through Fed Loan --

PATRICIA OLSON: Mm-hmm.

BRANDON: -- you know, they’re federal
loans, so this is the Government’s money. That’s why,
you know, if -- if you want to go into forbearance or
you want to defer it or whatever it is, Fed Loan’s
more than happy to do that because what happens is,
you know, you aren’t making payments but your interest
is still accumulating. So that’s money -- that’s
positive money for them, even though it seems as if
nothing’s happening.

Okay. So --

PATRICIA OLSON: Okay.

BRANDON: -- you’re on a graduated payment.
Let’s just figure out what a -- a regular principal-
and-interest -- and you do have 3.8 -- 3.38. 0Oh, that
makes it easy. - it’s a 20-year term, 3.3
interest. So your payment isn’t that much if it was
fully amortized. If it was a fully amortized payment,

it would be 242_.37.
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PATRICIA OLSON: Mm-hmm.

BRANDON: That’s on a 20-year term with a
3.38 interest rate. Okay, you want to grab a piece of
paper and a pen, and 1’1l kind of have you write down
all these figures.

PATRICIA OLSON: Sure.

BRANDON: Okay.

PATRICIA OLSON: Okay.

BRANDON: Okay. So on the piece of paper
that you got, draw a line down the center so you Kkind
of create a balance sheet for these.

PATRICIA OLSON: Okay.

BRANDON: And let’s look at the loan through
Fed Loan. So on the left-hand side of that paper,
Just write down ““current.” And then on the right-hand
side, towards the top, write down “program.” Okay?

PATRICIA OLSON: Okay.

BRANDON: And under “current,” write 242 --

PATRICIA OLSON: Okay.

BRANDON: -- times 12. Okay, times 12.

That gives you an annual outflow of 2,908. After --
in the 20-year -- within the 20-year period of time,
you end up putting up Sl into these loans. So if
you want to write [ that would basically be the

total cost that you’re going to end up putting into
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PATRICIA OLSON: Okay.

BRANDON: Okay? And then through the
program, the first 11 months your payment will be
slightly higher. 1t’s basically the period of time
where the majority of fees are covered for all the
work that’s done. So for the first 11 months, your
payment will be 207. So under “program,” write 207
times 11.

PATRICIA OLSON: Okay.

BRANDON: And then on the 12th month, your
payment will drop down to $126.81. So if you want to
write --

PATRICIA OLSON: Okay.

BRANDON: -- 6.81. And times --

PATRICIA OLSON: What is it, 1267

BRANDON: Yeah, $126.81.

PATRICIA OLSON: Okay.

BRANDON: And then times 12 gives you an --
a new annual outflow of about 1,521.

PATRICIA OLSON: Okay.

BRANDON: And then, again, like 1 said
before, you’d only have to pay into the program for
ten years for 120 payments. So 120 payments of 126

comes out to 15,217. So write down 15,217.
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PATRICIA OLSON: Fifteen.

BRANDON: That’s total program costs.
That’s the money that you’re going to put into the
program. So --

PATRICIA OLSON: Okay.

BRANDON: -- at the end -- at the end of
your term, the ten-year period, Jjjjjjij is the amount
that’s going to be forgiven. So write [N -

PATRICIA OLSON: Okay.

BRANDON: -- and that’s total saved.

PATRICIA OLSON: AIl right.

BRANDON: That’s it. Do you have any
questions?

PATRICIA OLSON: Nope. So will you guys
Jjust send me information, or what do we do from this
point on?

BRANDON: From this point, we would finish
the application. There’s just a few more questions
I1’d have to ask you. We”d have to create an account
for you on the Fed Loan site, which is fairly easy.
And you’d have to give me a few references, and then
we’d get the process rolling.

More than likely you’ll stay with Fed Loan.
Your loan stays -- you know, it’s pretty much

structured the same except for the fact that you’re
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going to be in the Government program, so there’s
paperwork that 1 need you to bring to your employer to
have signed, and there’s paperwork that 1’m also going
to need you to print out and sign and send back to me.
But the majority of stuff will just be signed
electronically, like —-

PATRICIA OLSON: Like 1 did today?

BRANDON: Exactly, exactly, yep.

PATRICIA OLSON: Okay. What -- would that
be -- probably the smart way to go, wouldn’t it?

BRANDON: Yeah, definitely.

PATRICIA OLSON: Okay. All righty.

BRANDON: Okay? All right, let’s see here.
Give me a second to enter what 1 have so far, and then
we” 1l continue.

Do you have a general address for your

employer?

PATRICIA OLSON: Yeah. | EEEEE
I

BRANDON: Is that Avenue or Street?

PATRICIA OLSON: Yep, yep.

BRANDON: Avenue?

PATRICIA OLSON: Mm-hmm.

BRANDON: And I°m going to need you to think

of two references, two people that do not live with
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you and do not live with each other.

PATRICIA
BRANDON:
last name for me?
PATRICIA
BRANDON:
PATRICIA
BRANDON:
PATRICIA
BRANDON:
PATRICIA
BRANDON:
PATRICIA
BRANDON:
PATRICIA
BRANDON:
PATRICIA
BRANDON:
PATRICIA
relative, correct?
BRANDON:
PATRICIA
BRANDON:

PATRICIA

OLSON: Okay. | -
Okay. Can you spell I s

OLSON:  sure. | -
And s rhone number?

oLsoN: | -

And relationship to you?
OLSON: Friend.
Okay. And her address?

oLson: |

Can you spell the street for me?

OLSON: Sure. |- NN -

Oh, got i1t. Lane. City?

OLSON: |

And zip code?
OLSON: | -
Okay. And second reference?

OLSON: And you don’t want a

No, it can be a relative.
OLSON:  Hmm.
They just can’t live with you.

OLSON: Oh, can’t live with me,

. -

Stiner Attachment BB - 26

26



10

i i

12

13

14

15

16

17

18

B2

20

231

22

23

24

25

Case 4:18-cv-00806-SBA Document 70-28 Filed 03/05/18 Page 28 of 84

number?

BRANDON: And [Jjjj’ s phone number?

PATRICIA OLSON: Oh, do you have his phone

It’s in my phone. Can you look in your

phone? Sorry.

employer?

BRANDON: Yeah, no problem.

PATRICIA OLSON: It's area code (-).
BRANDON: Okay.

PATRICIA OLSON: [N -

BRANDON: And relationship to >
PATRICIA OLSON: Nephew.

BRANDON: Okay. And your nephew’s address.

BRANDON: Same zip code?
PATRICIA OLSON: Yeah.
BRANDON: Okay.

Can I have a general phone number for your

PATRICIA OLSON: Yeah. _.

BRANDON: [Jj area code?
PATRICIA OLSON: Mm-—hmm.
BRANDON: And your driver’s license number?
PATRICIA OLSON: OCkay. It's XXXXXXXXXXXXX.

BRANDON: All right. That’s all good.

since [N, T con’t need to get your
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husband”s information. Have you made your payment
already?

PATRICIA OLSON: It’s taken out for
February. It hasn’t taken out for March yet.

BRANDON: For March, okay. Have you created
an account for Fed Loan yet? Do you know?

PATRICIA OLSON: I -- 1 don’t know.

BRANDON: Okay.

PATRICIA OLSON: Like 1 said, they -- I just
kind of forget about them because they just take the
payment and 1 really don”t --

BRANDON: 1 know. 1It’s -- it’s almost --

PATRICIA OLSON: It”’s like the least of my
worries. Just -- they don’t bother me, and 1 don’t
bother them, 1 guess. 1 don’t know.

BRANDON: Yeah, that’s a good relationship,
right?

All right. Let’s see. 1’11 —— 1’1l try to
create one. If anything, we might need to just reset
whatever you already have.

PATRICIA OLSON: Okay.

BRANDON: Okay, yeah, 1 think you do have
one. So let’s do this. Let’s just do the recover.

(Brief pause.)

BRANDON: Your email that you -- 1 wonder if
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the email that you created this with -- because this
has been -- this was three years ago, huh?
PATRICIA OLSON: Oh, yeah.

BRANDON: So it wasn’t the _

PATRICIA OLSON: No. It was
_@hotmai 1.com.

BRANDON: Do you have access to that?

PATRICIA OLSON: No. It was hacked, so I,
like —-

BRANDON: Oh, it was hacked, so you deleted
it probably, huh?

PATRICIA OLSON: Yeah. Yep.

BRANDON: Okay. So we have to call Fed Loan
to see if they can unlock your account for you.

PATRICIA OLSON: Okay.

BRANDON: Okay. 1’m going to put my phone
on mute. You just have to tell them that you can’t
get in and -- and then they’ll just send you something
to reset your password.

PATRICIA OLSON: Okay.

BRANDON: Yeah, hold on one second. Let me
initiate this, and then 1°m going to put my phone on
mute once they connect.

RECORDED MESSAGE: Thank you for calling Fed

Loan Servicing. This call may be monitored or
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recorded for quality assurance purposes.

(Message in Spanish.)

RECORDED MESSAGE: If you have your account
number, press one. Or, if you would prefer to use
your Social Security number, press two.

You can find your ten-digit account --

(Entry made.)

RECORDED MESSAGE: Okay. Please enter your
Social Security number.

(Entry made.)

RECORDED MESSAGE: You may enter your date
of birth using a two-digit month, two-digit day, and
two-digit year. For example, if you were born --

(Entry made.)

RECORDED MESSAGE: Got it. The following
details apply to your account ending in XXXX. [IFf you
are a military service member, press one. Or to
continue to the main menu, press two.

(Entry made.)

RECORDED MESSAGE: Your federal tax
information is available. To hear this now, press
one. Or to continue to the main menu, press two.

(Entry made.)

RECORDED MESSAGE: You may qualify for lower

payments based on your income and family size. With
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income-driven repayment, you may qualify for payments
as low as zero dollars per month. Visit
MyFedLoan.org/estimator for more information. Or to
have a link sent to your email address, press one.

The main menu. To make a telephone payment,
press one. To hear your account status, press two.
For balance and payoffs, press three. |If you’re
having difficulty making payments, press four. For
information on obtaining student loans or to learn
more about Fed Loan servicing, press five.

To hear your tax information, press six. To

speak with a customer service representative, press

zero.
(Entry made.)
RECORDED MESSAGE: Got it. 1711 get someone
to help you. 1If you’re having trouble using our

website or have a technical question, press one. For
all other questions, press two, or please continue to
hold.

(Entry made.)

RECORDED MESSAGE: Are you a military
service member? You may be eligible for a reduced
interest rate under the Servicemembers Civil Relief
Act, or SCRA. To learn more about this and other

benefits available to you and your family, visit
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MyFedLoan.org/scra.

Due to high call volumes, you may have to
wait approximately 10 to 15 minutes to connect to a
loan counselor. |If you prefer not to wait, you may be
able to find what you need on our website,
www .MyFedLoan.org, or by calling back at a later time.

(Pause.)

RECORDED MESSAGE: -- save yourself time and
money. Sign up for direct debit, our automatic
payment service, and get an interest rate reduction of
.25 percent. Ask one of our loan counselors, or visit
MyFedLoan.org/directdebit.

(Pause.)

RECORDED MESSAGE: Thank you for waiting.
Due to high call volumes, you may have to wait
approximately 10 to 15 minutes to connect to a loan
counselor. Please accept our apologies for the delay.

(Pause.)

RECORDED MESSAGE: Never wait for your
answers again. Account Access, our online account
management tool, lets you make and track payments,
update your contact information, and review letters
we’ve sent to you. Visit MyFedLoan.org to get
started.

(Pause.)

Stiner Attachment BB - 32

32


http:MyFedLoan.org
http:www.MyFedLoan.org

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Case 4:18-cv-00806-SBA Document 70-28 Filed 03/05/18 Page 34 of 84

RECORDED MESSAGE: If you can’t afford your
student loan payments, we may be able to help.
Consider lower monthly payments, a different due date,
or a temporary suspension of payments. Ask one of our
experienced loan counselors for advice, or visit
MyFedLoan.org.

(Pause.)

RECORDED MESSAGE: Your call is important to
us. Due to high call volumes, you may have to wait
longer than nine minutes to connect to a loan
counselor. If you prefer not to wait, you may be able
to find what you need on our website,
www .MyFedLoan.org, or by calling back at a later time.

(Pause.)

RECORDED MESSAGE: We make it easy to manage
your loans from just about anywhere. Visit our mobile
site to view your balance, recent payments, and
account summary, all from your smartphone or mobile
device.

(Pause.)

RECORDED MESSAGE: Are you a military
service member? You may be eligible for a reduced
interest rate under the Servicemembers Civil Relief
Act, or SCRA. To learn more about this and other

benefits available to you and your family, visit
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MyFedLoan.org/scra.

(Pause.)

RECORDED MESSAGE: Due to high call volumes,
you may have to wait longer than seven minutes to
connect to a loan counselor. |If you prefer not to
wait, you may be able to find what you need on our
website, www_MyFedLoan.org, or by calling back at a
later time.

(Pause.)

RECORDED MESSAGE: Save yourself time and
money. Sign up for direct debit, our automatic
payment service, and get an interest rate reduction of
.25 percent. Ask one of our loan counselors or visit
MyFedLoan.org/directdebit.

(Pause.)

RECORDED MESSAGE: Thank you for waiting.
Due to high call volumes, you may have to wait longer
than five minutes to connect to a loan counselor.

(Pause.)

RECORDED MESSAGE: Never wait for your
answers again. Account access, our online account
management tool, lets you make and track payments,
update your contact information, and to review letters
we’ve sent to you. Visit MyFedLoan.org to get

started.
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(Pause.)

RECORDED MESSAGE: |If you can’t afford your
student loan payments, we may be able to help.
Consider lower monthly payments, a different due date,
or a temporary suspension of payments. Ask one of our
experienced loan counselors for advice, or visit
MyFedLoan.org.

(Pause.)

RECORDED MESSAGE: Your call is important to
us. We will be with you in approximately two minutes.

Did you know you can get account details
online? Visit MyFedLoan.org and sign in to Account
Access to get started.

(Pause.)

RECORDED MESSAGE: We make it easy to manage
your loans from just about anywhere. Visit our mobile
site to view your balance, recent payments, and
account summary, all from your smartphone or mobile
device.

(Pause.)

RECORDED MESSAGE: Are you a military
service member? You may be eligible for a reduced
interest rate under the Servicemembers Civil Relief
Act, or SCRA. To learn more about this and other

benefits available to you and your family, visit
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MyFedLoan.org/scra.

(Pause.)

RECORDED MESSAGE: Your call is important to
us. We apologize for the wait and will be with you
shortly.

Did you know you can get account details
online? Visit MyFedLoan.org --

MARIA: Thank you for calling Fed Loan
Servicing. My name is Maria, and my employee ID
number is 611967. And may I have your full name,
please?

PATRICIA OLSON: Sure. Patricia Ann

MARIA: Okay. And we have a phone number on
file for you of a |- 's that still
correct?

PATRICIA OLSON: No. (-)-

MARIA: Okay.

PATRICIA OLSON: | -

MARIA: Okay. And I only have an email of
I - coT'?

PATRICIA OLSON: No, that’s what 1°m calling
for. 1 need to change that and update it.

MARIA: And go ahead. What’s that?

PATRICIA OLSON: 1It’s
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_@hotmai I.com.

MARIA: Okay. And then we have an address
of |
PATRICIA OLSON: That’s correct.

MARIA: Okay. And would you like to add any
more information today?

PATRICIA OLSON: Nope, that’s everything.

MARIA: Okay. And what can I help you with
today?

PATRICIA OLSON: 1 just need to change my
email and my password to log in to my account online.

MARIA: Okay. Let me get onto your online
account here.

PATRICIA OLSON: Okay.

(Pause.)

MARIA: And you wanted to update it to your
Hotmail address?

PATRICIA OLSON: Yes, of _@hotmail,
please.

MARIA: Okay. So I just sent you a
temporary password to that email address. You should
receive i1t within five to ten minutes. |If not, check
your junk or spam. It could be in there as well. We

have a user ID for you of lowercase |l carital
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PATRICIA OLSON: Okay. Can you say that one
more time? 1°m sorry.

MARIA: it’s lowercase |- and then a
capital |-

PATRICIA OLSON: Okay.

MARIA: 1Is there anything else I can help
you with today?

PATRICIA OLSON: That’s it.

MARIA: All right. Thank you for calling.
Have a great day.

PATRICIA OLSON: You, too. Thank you.

MARIA: You’re welcome. Bye.

PATRICIA OLSON: Bye.

BRANDON: Hi, Patricia?

PATRICIA OLSON: Hi.

BRANDON: Hey. Okay. All right. Let’s
see. Okay, cool. And they sent you an updated
password?

PATRICIA OLSON: Yes. I got it now. 1I°m
just going to log on.

BRANDON: Okay, good.

(Pause.)

PATRICIA OLSON: Oh, gee, that password
don’t match.

BRANDON: The one that they sent you?
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PATRICIA OLSON: Yeah.

BRANDON: Try to copy and paste it instead
of typing ——

PATRICIA OLSON: Maybe I'11 do that. All
righty. I'm just creating the password now. Sorry
it’'s taking so long.

BRANDON: Yeah, no problem.

(Pause.)

PATRICIA OLSON: CQkay, so it logged on.

BRANDON: Okay, good.

Okay. And what did you create for your
password?

PATRICIA OLsoN: It's |-

BRANDON: And did you -- capital |J, or?

PATRICIA OLSON: Yeah, capital _
-

BRANDON: Okay. To avoid getting double
payments, you’re going to want to cancel the automatic
that you have with them.

PATRICIA OLSON: Okay. When do I want to do
that?

BRANDON: Your first payment isn’'t actually
going to be until April 14th, so this next upcoming
payment that you have coming you can actually cancel

that one.
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PATRICIA OLSON: How do I —-- yeah, let me
see.

BRANDON: Give me one second. I'1]1 see if T
can tell you. You may be able to —— to do it online.

I have one question for you. What is the first name
of your oldest nephew?

PATRICIA OLSON: [J}-

BraNDON: N T

PATRICIA OLSON: Uh-huh.

BRANDON: —-—- or E Y ? Okay, I got it.

Paperless, not (inaudible) statement.

PATRICIA OLSON: Payments and billing.

BRANDON: Just so you know, here’s

I think they just adjusted your payment to
149. Maybe that’s the increase, since you’ve had it
for three years.

PATRICIA OLSON: I see on the direct
debit ——

BRANDON: Mm-hmm.

PATRICIA OLSON: -- that says requested the
additional amount of 393. Why would that be? Because
that 153.44 is what they do take out every month.

BRANDON: That is what they take out. Oh,
okay, got it. You know, I don”"t think that you can

cancel this on their website. It's possible.
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PATRICIA OLSON: Okay. You got to call and
sit for another 157

BRANDON: Yeah. I know, that’s horrible.

PATRICIA OLSON: It’s painful.

BRANDON: But -- yeah. Yeah, you’re going
to have to --

PATRICIA OLSON: Okay.

BRANDON: -- you’re going to have to call
them. Let me see. Let me keep -- let’s see. It’s
possible.

PATRICIA OLSON: Oh, now it kicked me out.
Dang it.

BRANDON: Yeah. You know, I don’t think --
I don’t think you can. 1 think you have to call them
to cancel that.

PATRICIA OLSON: Okay.

BRANDON: Automatic payments. Let me see.
This -- maybe this will be it.

Here we go. (Inaudible) will tell me it.

When is your next payment due again?

PATRICIA OLSON: The 28th of March.

BRANDON: 28th of March, so ten days would
be the 25th. So you -- to cancel or discontinue the
direct debit service, you must provide a signed

written request to cancel your direct debit service.
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This request can be faxed, mailed, or emailed -- so
you can send an email --

PATRICIA OLSON: Okay, email.

BRANDON: Mm-hmm. And let’s see here. Do
it as soon as you possibly can.

PATRICIA OLSON: Well, I can do it today.
What -- do you have the email address? | don’t see
where you’re getting this info.

BRANDON: Yes. Just give me one second.
Gosh, you know what, 1 don’t think -- 1 don’t think
that they do -- they don’t list an email address to
use, but what they do --

PATRICIA OLSON: Okay.

BRANDON: -- is they give you this box where
you can enter the information. So let me just take
you through the process that I just went through so --
1”1l give you the steps that | just -- so, billing and
payments. Are you in billing and payments?

PATRICIA OLSON: 1 just actually signed a
loan to go the summer.

BRANDON: Yeah, it’s going to be billing and

PATRICIA OLSON: It kicked me out, and then
I got back in, and then it -- it’s kind of acting

silly.
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BRANDON: 1 wonder if -- here, let me do
this. Let me sign out, just because I’m in. You’re
going to go -- the first thing you’re going to go to
is billing -- payments and billing.

PATRICIA OLSON: Okay.

BRANDON: Okay. Try to get in now. Maybe
it will work.

PATRICIA OLSON: Yeah. Okay, sign in.

Okay, so where do I want to be in? Sorry.

BRANDON: Go to payments and billing.

PATRICIA OLSON: Okay. There.

BRANDON: Okay. And then do you see where
it says Frequently Asked Questions, FAQ? Direct
billing FAQ?

PATRICIA OLSON: Direct billing, un-nuh.

I’m not seeing that.

BRANDON: It -- it’s —- 1’m sorry, it’s not
going to be an actual section. It’s just going to
have -- 1t’s going to be like a blue link that you can

click within one of the paragraphs right there. It
will say direct billing FAQ. 1It’s like a blue -- blue

PATRICIA OLSON: 1 got view direct debit
details.

BRANDON: Yeah, go to that. See if it says
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a direct link at the -- as a FAQ, direct debit FAQ
link on 1t.

PATRICIA OLSON: Oh, there we go, direct
debit, oh, thank you. Okay.

BRANDON: Okay. So click that. And then go
to where 1t says How do I cancel? It’s toward the
bottom. Keep scrolling down.

PATRICIA OLSON: Changes to your direct
debit.

BRANDON: Yeah, and then you see where it
says --

PATRICIA OLSON: How do 1 cancel? Yep.

BRANDON: Uh-huh. So click on that.

PATRICIA OLSON: Okay.

BRANDON: And then right -- and then on that

PATRICIA OLSON: Where it says contact us?

BRANDON: Yes. Go to contact us, exactly.
Go to contact us.

PATRICIA OLSON: And it says -- where do 1
put? So It says --

BRANDON: And then can you --

PATRICIA OLSON: -- can 1 change my due
date? Go to which one? 1I°m sorry. Email?

BRANDON: Just -- yeah, go to email.
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PATRICIA OLSON: Okay. Do I type in my
information, then?

BRANDON: Yeah, type in all your
information, you know, that’s pertinent to your loan.

(Pause.)

PATRICIA OLSON: Okay, so I want this
addressed -- this email (inaudible) answer, direct
debit.

BRANDON:  Mm-hmm.

PATRICIA OLSON: Do 1 just put on here that
I need to cancel?

BRANDON: Yeah, just put you would like to
cancel your direct debit. Put your -- put your
address in there as well so they have that information

PATRICIA OLSON: Okay. Okay. Anyway, do I
give the reason why, or --

BRANDON: You don’t have to give a reason.
It’s an optional thing.

PATRICIA OLSON: So I just put I would like
to cancel my direct debit that is scheduled for
3/28/2006 [sic]?

BRANDON: Correct, uh-huh.

PATRICIA OLSON: For Patricia [N

BRANDON: Yeah, and they give you ten days,
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so this is -- doing it right now is basically perfect
timing.

PATRICIA OLSON: Okay. Okay.

BRANDON: And you could even follow up with
a call, you know, just to reconfirm and say, hey, you
know, 1 -- but the problem is the waiting period. So
maybe at a different time it would be better.

PATRICIA OLSON: Okay.

BRANDON: And there it’s so busy.

PATRICIA OLSON: So I just -- 1 don’t give a
reason or anything else, or just send email --

BRANDON: Yeah, just -- yeah, just send it.
Yeah.

PATRICIA OLSON: Okay. All right. It says
it’s going to contact the Fed Loan Servicing, Sso...

BRANDON: Okay. Now, is |} Your --

PATRICIA OLSON: Maiden name.

BRANDON: That’s your maiden name, okay. So
do you -- which -- 1 guess since you’re under --
you’re already in the system through the Government,
you’re in there under your maiden name as well.

PATRICIA OLSON: Yep. | just recently got
married, so --

BRANDON: Oh, got it, got it, okay. All

right, cool.
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So let’s do this. We’re going to push your
payment out for 30 days from today. It’s not going to
be until April 1l4th.

PATRICIA OLSON: Okay.

BRANDON: We need to set up an account for
automatic withdrawal on this. It has to be through a
-- either a checking or a savings account.

PATRICIA OLSON: Okay, 1”11 give you
checking account. So just to understand real quick --

BRANDON:  Mm-hmm.

PATRICIA OLSON: -- 1 am eligible for the
program, correct? It’s the $207 --

BRANDON: Uh-huh, correct.

PATRICIA OLSON: -- 11 months.

BRANDON:  Mm-hmm.

PATRICIA OLSON: It will drop to 126 for 12
months.

BRANDON: Uh-huh.

PATRICIA OLSON: For a ten-year repayment?

BRANDON: 126 for the remainder, yeah. So
you’re paying 126 for the remainder of the program.
You’ll pay that for 120 payments. It’s not
necessarily ten years, although it is ten years.

PATRICIA OLSON: Okay.

BRANDON: But the 120 payments are very
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specific. You know that -- the NSLDS -- NL -- NSLDS
account that we created, the National Student Loan
Data System?

PATRICIA OLSON: Yes.

BRANDON: That -- that’s the Government site
that will actually start tracking it. If you look on
each loan line, 1t will say TSLF accumulated payments.
So it will start tracking your payments that have been
-— that are registering once you start with the --
with the program.

PATRICIA OLSON: Okay.

BRANDON: So there’s going to be some
Government paperwork that I’m going to give you today
that you’re actually going to take to your employer,
get signed, and return to me. There’s other stuff --
then there’s two other things that you’ll have to
print out, but the majority of stuff you’re just going
to sign electronically. Okay?

PATRICIA OLSON: And who do 1 have for my
employer sign this? My boss? My HR lady? 1 mean --

BRANDON: HR is ideal, but if you need to --

PATRICIA OLSON: Okay.

BRANDON: -- just go to your boss, you can
do that. You know, it’s --

PATRICIA OLSON: Okay-
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BRANDON: -- whoever can verify that you
work there 30 hours a week, you know?

PATRICIA OLSON: Okay.

BRANDON: And put an authorized name and
extension, et cetera.

PATRICIA OLSON: Okay. And -- and then how
do 1 know if I was given credit for the five years
that I°ve already worked at this establishment?

BRANDON: We’re going to put that in writing
and give that to the processing team, and then they’re
going to basically find that out for us. They’re
going to ask the Government -- they’ll put it in
writing and ask the Government (inaudible) you know
(inaudible) gosh, we should come up with something to
show them. Do you have something that shows that you
were -- when you started your employment?

PATRICIA OLSON: Okay. Well, here’s a
question -- then my second question | had for you.

BRANDON:  Mm-hmm.

PATRICIA OLSON: So, yes, 1 have five years
with the current company --

BRANDON: But only paid on the loans for
three years --

PATRICIA OLSON: -- where I work at
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BRANDON: -- right?

PATRICIA OLSON: Well, no, 1 paid in a
little bit more. And then I also worked for the other
nonprofit hospital here in ] called N --

BRANDON: Oh.

PATRICIA OLSON: -- for three or four years,
and they were a nonprofit, I know for sure. They’re
Just for charity.

BRANDON:  Mm-hmm.

PATRICIA OLSON: Can you get any credit for

that too?

BRANDON: That’s going to be a difficult
one.

PATRICIA OLSON: Okay.

BRANDON: That’s going to be difficult.

PATRICIA OLSON: Okay.

BRANDON: Yeah, because it’s changing --

PATRICIA OLSON: Employment.

BRANDON: -- you know, that’s -- yeah. It
would -- so, you know, iIf something like that

happened, like, say, for instance you went from where
you’re at now back there, then we would have to
recertify paperwork and it would change it.

PATRICIA OLSON: Oh, so I can’t —-

BRANDON: You know, it would keep it the
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same, but 1t would just -- we’d have to recertify that
you’re with that new nonprofit, you know?

PATRICIA OLSON: Okay.

BRANDON: So I don”t -- 1 think that would
be difficult.

PATRICIA OLSON: Yes, | understand.

BRANDON: But if we can get something -- if
we can get something showing that you’ve worked for
_ for, you know, the five
years --

PATRICIA OLSON: Yep.

BRANDON: -- then there’s a possibility --
see, here’s the thing. You’ve worked there for five
years, but you’ve paid in to the loans for three-plus
years. So it’s not necessarily that they’re going to
credit you the five years; they’re going to credit you

the amount of time that you paid in to the loan. So

PATRICIA OLSON: Okay.

BRANDON: -- the tracking -- the tracking of
the amount of time that you paid in to the loans, we
know that already; we can see that, and they can see
that too.

PATRICIA OLSON: Okay.

BRANDON: So that’s -- It’s not necessary to
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show any proof of that, but it would be necessary to
show of the employment. So if you could find
something just showing that you’ve been employed there
since, you know, such-and-such date --

PATRICIA OLSON: Okay.

BRANDON: -- that would work. Okay?

PATRICIA OLSON: That sounds great.

BRANDON: Yeah, definitely.

PATRICIA OLSON: Okay. Do you need a
checking account number? Correct?

BRANDON: Yeah. Let me get your bank name
first.

PATRICIA OLSON: Sure. Heritage Federal
Credit Union.

BRANDON: And routing number?

PATRICIA OLSON: Okay, XXXXXXXXX

BRANDON: Okay, and account number?

PATRICIA OLSON:  XXXXXXX.

BRANDON: Okay.

PATRICIA OLSON: And that’s my checking
account.

BRANDON: Okay, got it.

PATRICIA OLSON: And that’s probably better
to do it that way than a debit card in case it gets

compromised, correct?
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BRANDON: Yes. (Inaudible) so.

Let me see here. 1 think we have
everything, but for some reason, it’s not allowing me
to -- out of the -- the family size of four, how many
of the four are children?

PATRICIA OLSON: Two.

BRANDON: Two? Okay, got it.

Okay, 1 think I have everything, but let me
put you on a brief hold. 1°m going to get an
underwriter to approve this and then send it to the
document team. Okay?

PATRICIA OLSON: Sounds good.

BRANDON: Okay, hold tight.

(Brief pause.)

BRANDON: Okay, Patricia?

PATRICIA OLSON: Yes.

BRANDON: Okay, you want to open your email.
You should have the documents in there.

PATRICIA OLSON: Okay.

BRANDON: And I1°m going to go over these
with you.

PATRICIA OLSON: Give me just one sec.

BRANDON: Take your time. [I°m still opening
them too.

PATRICIA OLSON: And just so you know, my
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phone”s down to 8 percent.
BRANDON:
PATRICIA OLSON:
BRANDON: Okay.
PATRICIA OLSON:

case it does.
BRANDON: Okay.

a verification department,

PATRICIA OLSON:

BRANDON:
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Oh, wow.

(Inaudible).
Yeah --

It’s connected, but just in

I still have to send you to
so --

Okay.

-— let’s try to get through this,

and then 1711 punch you in to them.

PATRICIA OLSON:
BRANDON: Okay.
very First page.

PATRICIA OLSON:
now .

BRANDON: Okay.

PATRICIA OLSON:

Okay. Sounds good.

Tell me when you get to the

Yeah, it’s logging on right

Okay. View and sign

documents, or is this one | already opened?
BRANDON: Uh-huh, yeah.
should be the one -- it should say required
documentation and instructions, first page.
PATRICIA OLSON: Okay, yeah,
Okay .

BRANDON:

So 1 just read (inaudible).

No?

The most recent one

it’s opening.

I’m going to go -- 1 m going to go
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through them with you.

PATRICIA OLSON: Okay.

BRANDON: So required documentation and
instructions, these are the documents that 1 need you
to return to me. So income-based federal form --

PATRICIA OLSON: Okay.

BRANDON: -- this is the IBR form. You’re
just going to print that out, sign it, and return it.
You don’t need to put your spouse’s signature. Okay?

PATRICIA OLSON: Okay.

BRANDON: Next one, general forbearance
request federal form, you’re just going to print that,
sign it, and return it.

PATRICIA OLSON: Okay.

BRANDON: Pay stubs for a month, and most
recent 1040, okay. And then right below that, you’ll
see employment certification for public service loan
forgiveness, federal form. This is what you’re taking
to your employer.

PATRICIA OLSON: Okay.

BRANDON: Now, all of these documents I1°m
going to send you in a separate email in a PDF to make
it easy for you, okay?

PATRICIA OLSON: Sounds good.

BRANDON: So you’ll get -- you’ll get that
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from -- before I transfer you. Next page, It goes
over how to return it. You can either email it if you
scan it, or you can fax it or mail it. It’s up to
you. Do whatever you --

PATRICIA OLSON: Okay.

BRANDON: -- whatever you feel is best. The
next one, it should say public service loan
forgiveness. This is a document that you take iIn to
your employer, okay, and they’re going to sign page 2
of 6, which is the next page.

PATRICIA OLSON: Okay.

BRANDON: You’ll see at the bottom it says
authorized official name, title, signature. 1°m going
to give you my direct line before we hang up, and then
if you ever have questions about the documents, just
feel free to call me.

PATRICIA OLSON: Okay.

BRANDON: Next one is the income-driven plan
request. It’s the IBR form. It might be cut off at
the top there. It should say Borrower ldentification
at the top. This one you’re just going to print out,
sign, and return. Do not date it.

PATRICIA OLSON: Okay.

BRANDON: And your husband does not need to

sign this either, even though there’s a section --
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PATRICIA OLSON: Okay.

BRANDON: -- for him to sign. So keep
going. Scroll all the way down to where it says
General Forbearance Request. So this is a general
forbearance request. We’re going to put your loans in
administrative forbearance, just to give us time to do
all the work that we have to do. Okay.

PATRICIA OLSON: Okay.

BRANDON: Okay, go to the next one. 1It’s
just going to be a company letterhead to give some
basic information. It has your account number, lets
you know all the information that’s going to come
next. Okay?

PATRICIA OLSON: Okay.

BRANDON: Next thing is National Student
Loan Data System access. This is what gave me
permission to look at your loans on NSLDS, same exact
thing.

PATRICIA OLSON: Okay.

BRANDON: Next thing is the document
preparation and service agreement. And on here will
be all the basic information that we filled out, so
employment information, references, et cetera. Okay.

Next thing is going to be the privacy

policy. So we won’t share your information with
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anyone except for the Department of Education and the
loan servicer. That’s It.

PATRICIA OLSON: Okay.

BRANDON: Okay. Next thing is notice of
cancellation. 1t’s an at-will program, so you aren’t
forced to be in it. You can cancel at any time. It’s
completely up to you.

And next thing is complaint policy. |If you
ever have a complaint about myself or anyone else
within the company, you can initiate it that way.

Next thing is limited power of attorney.
This is just so that we can act on your behalf and do
everything.

Next thing is Financial Education Benefit
Center program enrollment. This is a program that
you’ll have access to that will give you certain
benefits within the company. This is an email that
1’1l send to you later and you go on here and create
an account when you get time. Okay.

PATRICIA OLSON: Okay.

BRANDON: And it’s going to kind of break
every -- the benefits down. It also breaks down all
of the —- it gives a little bit more detail and breaks
things in legal terms. You’ll get a copy of this, so

if you want to read through it (inaudible) you could
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definitely do that.

PATRICIA OLSON: Okay.

BRANDON: Then there’s going to be a
statement of your income, what your gross annual
income is, and we adjusted that down, I believe,
taking out 401(k) and health insurance.

PATRICIA OLSON: Okay.

BRANDON: Okay. Notice of cancellation,
same thing, we went over that. Document preparation
and service agreement. This, again, is just breaking
everything down in legal terms. Okay.

And Global Client Solutions. This 1is
basically the escrow account that’s going to hold
everything until the work is complete. So every
dollar that you put into the program will be held
through Global Client Solutions. Okay. And they’ll
kind of break everything down payment-wise and things
of that nature on this as well.

And the last thing is the referral program.
It kind of goes over the different credits that you’ll
receive IT you do refer anyone to Ameritech. Okay.

PATRICIA OLSON: Okay.

BRANDON: And the verification department
will go over that with you as well. And then the very

last thing should be the monthly budget, and if you
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want to check through that and make sure that
everything is correct and --

PATRICIA OLSON: Looks good.

BRANDON: -- we have everything already
there. Okay, so I just sent you the FABCT
information, and then next I’m going to send you the
referral information. Actually, the verifier is going
to go through all that with you.

PATRICIA OLSON: Okay.

BRANDON: Okay. And if you want to just go
through there and sign or initial anywhere it asks you
to do so, and then once i1t sends me a copy, 1”1l send
you the ones that | need you to print and take to your
HR department.

PATRICIA OLSON: Oops. Okay.-

All righty. They should all be there. Oh,
wait, one more. Yep, we’re Finished.

Okay -

BRANDON: All right. 1 just got them back.
Let me check the portion out that I need to have you
sign. And 1°m going to send this to you. 1It’s going
to be titled PSLF. So this will be the document --
the document that you’re going to take to your HR
department.

PATRICIA OLSON: Okay-
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BRANDON: Okay. And then my direct line is
within my signature of the email that I’m sending to
you. It says direct line.

PATRICIA OLSON: Okay.

BRANDON: It gives my number. If you need
to contact me with help with the paperwork or anything
at all, always feel free to call me on my direct line,
okay?

PATRICIA OLSON: Okay. Thank you.

BRANDON: All right, yeah, it was good
talking to you, Patricia. So hold tight for a second
while I get you into them, and then, again, any
guestions with the paperwork or help filing it or
whatever i1t may be, just give me a call so I can help
you. Okay?

PATRICIA OLSON: Sounds good. Thank you.

BRANDON: Okay. Thank you. Hold tight.

Let me get you in there.

(Pause.)

JESSE: Thanks for calling. You’ve reached
verification. This is Jesse speaking.

BRANDON: Hey, what’s up, Jesse? 1 got
Patricia |l o the phone. FEBCT is done. |
sent her the referral info, but they said they -- they

want you guys to go over that. And web portal, she’s
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all good. Everything is clean.

JESSE: All right, one second.

BRANDON: Are you not seeing it? 1 could
send it to you.

JESSE: All right, go ahead and put her
through.

BRANDON: Okay, you got her?

JESSE: Yeah.

BRANDON: All right. Three, two, one.

JESSE: Thanks for calling. You’ve reached
verification. This is Jesse speaking.

BRANDON: Hey, what’s up, Jesse? 1 got
Patricia Eisenbarth on the phone. FEBCT is done. |1
sent her the referral info, but they said they -- they
want you guys to go over that. And web portal, she’s
all good. Everything is clean.

JESSE: All right, one second.

BRANDON: Are you not seeing it? |1 could
send it to you.

JESSE: All right, go ahead and put her
through.

BRANDON: Okay, you got her?

JESSE: Yeah.

BRANDON: All right. Three, two, one.

JESSE: Hello, Patricia?
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PATRICIA OLSON: Hi.

JESSE: Hi, my name is Jesse. I’m with the
verifications department. [1’m going to be doing your
verification here shortly. 1 just need to put you on
a quick hold while 1 gather all your documents real
quick.

PATRICIA OLSON: Sure.

JESSE: And 1’11 be back on the line so we
can verify all the information. Okay?

PATRICIA OLSON: Sounds good.

JESSE: All right. Thanks for your
patience.

(Pause.)

JESSE: Okay, Patricia?

PATRICIA OLSON: Yes.

JESSE: Okay, thanks for holding. So,
again, for the record, my name is Jesse, and today is
March 15th, 2016. And 1 am going to be recording this
call to confirm and verify the enrollment with
Ameritech Financial --

PATRICIA OLSON: Okay.

JESSE: -- as well as being able to activate
any necessary accounts to obtain access to your
student loan information. So please answer my

questions with a clear yes or correct.
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PATRICIA OLSON: Okay.

JESSE: And in case we get disconnected,
please verify your phone number. The number 1 have on
file for you is |- 's that correct?

PATRICIA OLSON: That’s correct.

JESSE: Okay. And do you have any alternate
number that you could also be reached?

PATRICIA OLSON: No, that’s the only one.

JESSE: Okay. So if you have any questions
in regards to the information that we cover, it is my
job to simply transfer you back to your representative
for further clarification.

PATRICIA OLSON: Sounds good.

JESSE: And, first, do you consent to this
call being recorded or monitored?

PATRICIA OLSON: Yes.

JESSE: All right. So I got the information
here, Patricia, back from your account specialist.
Everything looks good on the application. 1 was able
to successfully log in to your FSA account. So your
login and the password, they both work.

I do see that your servicer is Fed Loans,
which I was also provided with the web portal, so 1
was ablle to successfully log in to that as well. So

we know that that’s already been established.
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The next part from here will be the -- you
do need access to your computer. Do -- are you -- do
you have access to one right now?

PATRICIA OLSON: Yes.

JESSE: Okay.

PATRICIA OLSON: 1 do.

JESSE: So I’m just going to send you an
email to help you -- to help you register for -- with
the Ameritech Financial Fed -- referral program.

PATRICIA OLSON: Okay.

JESSE: Which is going to be easy. 1°m just
going to send you the email. Once you receive that,
let me know, and then 1711 walk you through the two
little steps so we can get that completed. So I°m
going to send it to you now.

PATRICIA OLSON: Okay.

(Pause.)

JESSE: All right, so 1 just sent that.

PATRICIA OLSON: I haven’t -- get it, got
it. Let me check the junk.

JESSE: Okay.

PATRICIA OLSON: Nothing there. Did you
send it to the G-

JESSE: Yes. Let me try that one more time.

Maybe. ..
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PATRICIA OLSON: 1”11 try and refresh.
Okay, there we go, Jesse.

JESSE: All right, awesome. So what you
want to do is just go ahead and -- we’re going to go
ahead and open the email.

PATRICIA OLSON: All right, yep, okay.

JESSE: In the email, where you see your
name, pretty much at the top, if you scroll -- if you
just go down all the way to the bottom, you’re going
to see two different PDFs attached to the email.

PATRICIA OLSON: Yes.

JESSE: Which kind of goes off the referral
program, kind of shows what you can use as far as
social media; you can use emails Facebook, Twitter,
(inaudible) suggest a referral, get shareable URLs and
things like that --

PATRICIA OLSON: Uh-huh.

JESSE: -- so you can get paid a $25 credit
for every referral that calls in and signs up with us
pretty much.

PATRICIA OLSON: Right.

JESSE: And the second PDF, you’re going to
find the referral program and questions and answers.
It pretty much goes over what everything is, what it

does and what benefits come with the program. So, I
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mean, what 1°m going to do now is just help you
register to the program. So instead of registering,
we’re just going to log in. So right now, what you
want to do, if you look at the email at the top, where
it says how do 1 get started, | believe i1t’s about the
third paragraph down.

PATRICIA OLSON: Okay. How do I get --
scroll back down?

JESSE: IT you look there at the bottom,
towards your right-hand side, there’s a link that says
referred that -- AmeritechFinancial.com.

PATRICIA OLSON: What -- what link am 1
looking for?

JESSE: Right where it says how do I get
started, after that, it says It’s easy after your
representative assists you in creating an account, log
in to, and we have that link that says “refer.” That
AmeritechFinancial .com.

PATRICIA OLSON: Yes.

JESSE: And we just click on that one.

PATRICIA OLSON: (Inaudible).

JESSE: Yeah. It will take you directly to
the website.

PATRICIA OLSON: It’s not, like, coming in

blue.
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JESSE: Oh, it didn’t come up -- 1 wonder
why --

PATRICIA OLSON: Un-nuh.

JESSE: -- that keeps happening. Let me see
if 1 can just send you the link real quick.

PATRICIA OLSON: Okay.

JESSE: Just by itself. 1 wonder why it’s
doing that.

Okay, so I’m sending you the link now. 1It’s
just -- it’s just going to be by itself, so you can
just click on and then take you directly to the
website.

PATRICIA OLSON: Hmm.

JESSE: Sometimes you do have to hit the
refresh button.

PATRICIA OLSON: Okay.

JESSE: It’s just weird. Sometimes you got

PATRICIA OLSON: Okay. Okay, 1 got your

JESSE: Okay, awesome.

PATRICIA OLSON: So I°m logging -- basically
it’s telling me it needs to be blocked.

JESSE: Oh, it was? Okay, yeah, sometimes

that happens. Maybe that’s why it’s not coming up
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(inaudible). Link on that email. And just let me
know when you get to the website.

PATRICIA OLSON: Okay.

JESSE: All right?

PATRICIA OLSON: (Inaudible) share with
family, friends, earn $25, enter your email address.

JESSE: Yeah, so right there, instead of
registering, which is going to log in, I already put
all your information, so you’'re just going to want to
put your email address. That’'s going to be your
login, the whole —-

PATRICIA OLSON: Okay. And what the
password is.

JESSE: The password we’re going to use is
going to be the same one that you use for your FSA 1D,
s0 it’s going to be the _

pAaTRICIA oLsoN: The |G

JESSE: Yeah. And then it’s going to be all
capital letters, -

PATRICIA OLSON: -

JESSE: And then —- and then after the I,
you'’re going to have number .

PATRICIA OLSON: Okay.

JESSE: [J}-

PATRICIA OLSON: -.

Stiner Attachment BB - 69

69



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Case 4:18-cv-00806-SBA Document 70-28 Filed 03/05/18 Page 71 of 84

JESSE: -

PATRICIA OLSON: Okay.

JESSE: And then just go ahead and hit “log

PATRICIA OLSON: Okay.

JESSE: The next page you’re going to see is
going to be another picture with your hands making a
heart that says care enough to share.

PATRICIA OLSON: Email tokens?

JESSE: Yeah. So the email token should be
in your inbox as well now. It should say something
like confirmation email, and it’s going to be a token
that’s created out of numbers, letters, and a couple
of signs here and there. 1It’s a very long number.

PATRICIA OLSON: And 1t’s in my inbox?

JESSE: Yeah.

PATRICIA OLSON: In my email?

JESSE: Yeah. It should be there as a email
confirmation. Email.

PATRICIA OLSON: I don’t see it (inaudible).
Okay. Oh, send me a link? Is that what 1 want to do?

JESSE: What was that?

PATRICIA OLSON: I opened up that
verification email, and it says send me a link or --

JESSE: Yeah.
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PATRICIA OLSON: -- (inaudible).

JESSE: So you can -- yeah, so if it’s not
provided there yet, it will -- you will receive it if
you —-- if you go over there. Usually, what 1 tell my
clients is just to copy and paste the token and put it
back on the email, where it’s asking for the token,
and then just hit confirm and then you’ll be all done.

PATRICIA OLSON: Email verification request.
It’s from your email. All right.

JESSE: All right? So once you have access,
like I said, you have different options on how to use
bringing up the search (inaudible). | mean, if you
don’t want to try it, you’re more than welcome to get
on Facebook and just hit it, on that Facebook link,
and it automatically posts that to your Facebook
account.

PATRICIA OLSON: Okay.

JESSE: Pretty much. 1If people do see that
information and they do have federal student loan
debt, they called in, they’ll want -- they’re going to
see your information in there, so they’ll provide the
same account.

PATRICIA OLSON: Okay.

JESSE: We give you credit for that so you

get your $25 credit first and the other benefits.
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PATRICIA OLSON: Perfect.

JESSE: All right? So now that we have
established, the next part is the easy part. We’re
just going to do the verification. And for this next
part, the only thing that you need to have available -
- 1 don’t need you to provide it to me -- just so we
can verify that together, is your bank routing and
account number, as well as your driver’s license and
ID card. Do you have that information (inaudible)?

PATRICIA OLSON: Mm-hmm. 1 already gave
that to him.

JESSE: Yeah. Like I said, I don’t need you
to provide it to me; I just need you to have it
available so we could verify that information and make
sure that everything is accurate.

PATRICIA OLSON: Okay.

JESSE: All right? So I°m going to go ahead
and start the recording so we can wrap this up.

All right. So I’m speaking with Patricia

_; is that correct?

PATRICIA OLSON: Correct.

JESSE: Last name spelled |GGG
. correct?

PATRICIA OLSON: Correct.

JESSE: And, Patricia, do you have a former
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last name, or has that always been your last name?
PATRICIA OLSON: That’s my last name. I
have a new last name. It’s Olson.
JESSE: Alten [sic], okay. And your address
pATRICIA oLsoN: |
JESSE: —- the zip code —- |GGG -

The zip code is |- Is that correct?

PATRICIA OLSON: Correct.

JESSE: Okay. And your date of birth is
_, correct?

PATRICIA OLSON: Correct.

JESSE: (Okay. And your Social Security
number is XXX-XX-XX¥X, correct?

PATRICTA OLSON: Correct.

JESSE: Okay. And your -- I have listed

here that your employer 1s GG

I 2nd vour occupation there is surgical

technologist; is that correct?
PATRICIA OLSON: That’'s correct.
JESSE: Okay. And just to confirm, I see
that your adjusted gross income is [Jjjjij; correct?
PATRICIA OLSON: Correct.
JESSE: And your driver’s license or ID

card, the state and number is XXXXXXXXXXXXX, and that
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was issued In the State 01_- Is that correct?

PATRICIA OLSON: That’s -- yes, that’s

correct.

JESSE: Okay. And just to confirm, | see
that your stated family size is four. |Is that
correct?

PATRICIA OLSON: Correct.

JESSE: And to verify that you provided us
that the appropriate SAID and the password, 1 have
your user name listed as ||} ]G 2d that
is with a capital J and a capital JJ- The password, I
have it listed as the |- caritalized letters
B number - 's that correct?

PATRICIA OLSON: That wasn”t the number I --
yeah, that’s correct.

JESSE: Okay. And, Patricia, you were
informed and understand that the purpose of this call
is to confirm your acceptance of the financial
analysis and evaluation that you received, the
financial education benefits center program
enrolIment, the student loan financial education Kit,
and the Ameritech student loan document preparation
service agreement. Is that correct?

PATRICIA OLSON: Correct.

JESSE: Okay. And the email address that
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you’re using today to submit your application is
_@hotmail.com. Is that correct?

PATRICIA OLSON: That’s correct.

JESSE: All right. And I see that your
total estimated month -- estimated federal student
loan debt amount that is being processed is |-

Is that correct?

PATRICIA OLSON: That’s correct.

JESSE: Okay, Patricia, just so you are
aware, the following payment information that we are
about to discuss (inaudible) is just an itemized
summary of what you are -- you were quoted during your
consultation with your account specialist, so there’s
nothing in addition. 1°m just going to be itemizing
the payments and breaking them down, including the
dates that those payments are being deducted from your
account. Just keep in mind that everything adds up to
exactly what Brandon told you. And we’re going to
begin with your monthly payment.

So just to sum up, you understand that your
total estimated monthly payment explained to you by
your account specialist will be $128.81, of which you
will pay $27.81 directly to your student loan service
provider as your new qualified monthly payment; and

$99 for the monthly benefits center program from your
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checking account ending in XXXX. [Is that correct?

PATRICIA OLSON: That’s correct.

JESSE: And for your monthly program
payments, your bank’s name as it appears is Heritage
Federal Credit Union; is that correct?

PATRICIA OLSON: That’s correct.

JESSE: All right, and 1 have your bank
routing number as XXXXXXXX. 1Is that correct?

PATRICIA OLSON: That’s correct.

JESSE: And 1 have the bank account number
as XXXXXXX; is that correct?

PATRICIA OLSON: That”s correct.

JESSE: All right. And, Patricia, you were
informed by your account specialist that part of this
verification was to confirm your acceptance of the
financial analysis and evaluation you received,
including the financial education benefits center
program, enrollment in the student loan financial
education kit, and that you are scheduled to be
charged as follows. There’s a $100 enrollment fee
that i1s scheduled to be drafted beginning April 14th,
2016; then payments of $99 per month that are also
beginning on April 14th, 2016 from your checking
account ending in XXXX. Is that correct?

PATRICIA OLSON: That’s correct.
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JESSE: Okay. And you were also informed by
your account specialist that this verification is to
confirm your acceptance of the Ameritech Financial
Federal Student Loan document preparation service
agreement in the amount of 1,000, and this amount is
scheduled to be charged as follows. It begins with a
payment of $100 that is scheduled to be drafted from
the account on May 15th -- I°m sorry, May 14th, 2016,
and continuing for nine additional months, ending on
February 14th of 2017, also from your checking
account. Is that correct?

PATRICIA OLSON: That”s correct.

JESSE: All right, Patricia. And you
understand that the charges we’ve discussed are not
for any other product or service, nor will any portion
of these amounts be disbursed to any of your creditors
or your student loan service provider. Is that
correct?

PATRICIA OLSON: That’s correct.

JESSE: Okay. And you were informed and
understand that you will be required to provide
Ameritech Financial with a copy of your most recently
filed full tax return and most recent pay stubs and
all documents should be emailed, faxed, or mailed back

to us. Is that correct?
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PATRICIA OLSON: That’s correct.

JESSE: All right. And just to confirm, 1
see that your tax filing status is |GG
is that correct?

PATRICIA OLSON: Correct.

JESSE: Okay. And, Patricia, you confirmed
that the loans you have represented to Ameritech
Financial are all federal loans and backed by the U.S.
Department of Education. You’ve also been advised
that we will not be processing any private student
loans you may have, correct?

PATRICIA OLSON: Correct.

JESSE: All right. And just to confirm your
loan status, | see there that your loans are
consolidated. |Is that correct?

PATRICIA OLSON: They are consolidated?

JESSE: That is correct.

PATRICIA OLSON: No. 1 don’t believe they
are. Are they?

JESSE: That’s what it shows on the FSA.

PATRICIA OLSON: Hmm. Okay, yes, | guess
they are.

JESSE: Okay, so that is a yes?

PATRICIA OLSON: Sure.

JESSE: 1 need a yes or a correct.
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PATRICIA OLSON: Yes.

JESSE: Okay. And, Patricia, you were
informed by your account specialist that you may
receive calls and/or mail correspondence from your
student loan servicer, and this is while the
applications are being processed, and that this is
normal during your transition into the program so you
get some lender communication overlap through your
consolidation period. Is that correct?

PATRICIA OLSON: That’s correct.

JESSE: Okay. And you are aware that
Ameritech Financial is assisting you in qualifying for
one or multiple different government-backed monitor
and regulated federal student loan assistance programs
through the U.S. Department of Education, which will
allow you to modify your current loan situation so you
may receive the maximum benefit available to you under
federal regulation and guidance. Is that correct?

PATRICIA OLSON: That’s correct.

JESSE: AIll right. You were also informed
and understand that Ameritech Financial does not
directly assist you iIn obtaining credit, a loan, or
improving your credit rating, correct?

PATRICIA OLSON: Correct.

JESSE: Okay. And you were also informed
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and understand that Ameritech Financial is not a
credit repair service organization, a consumer credit
counseling agency, a debt settlement company, a
licensed real estate agency, a law firm, your tax
adviser, your student loan service provider, a
government agency or affiliated with any such
companies, individual or agencies, is that correct?

PATRICIA OLSON: That’s correct.

JESSE: All right. You were also informed
that Ameritech Financial is not responsible for and
whenever collecting any of your funds in order to make
payments directly to any of your lenders, and that
Ameritech Financial will never make payments or
advance money for any purpose on your behalf; is that
correct?

PATRICIA OLSON: Correct.

JESSE: And you acknowledge that you
received electronically a copy of your receipt,
agreement, and privacy policy from Ameritech
Financial; is that correct?

PATRICIA OLSON: That’s correct.

JESSE: All right. And importantly you were
informed and understand that Ameritech Financial will
be communicating with you via email and telephone

regarding information we may need to further process
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your file or update the account; is that correct?

PATRICIA OLSON: That’s correct.

JESSE: All right. And do you accept this
agreement?

PATRICIA OLSON: Yes.

JESSE: All right. Lastly, and more
importantly, from this point moving forward, we do ask
that you please direct any questions or concerns you
may have regarding your account to our customer
service department. As a valued client, their role is
to serve your every need and provide you with
superior, 100 percent total client satisfaction. They
are here to assist you Monday through Friday from 8:00
a.m. to 5:00 p.m., Pacific Standard Time. They can be
reached at 1-800-792-8621, extension number 0, or via
email at customer.service@AmeritechFinancial .com.

And this information here, Patricia, will
also come to you via email at the conclusion of the
verification, so you have that information handy in
case you need to get in touch with us. But the last
thing, if you’re iInterested, 1 just want to know if
you wanted us to put you in touch with one of our
lender partners that specializes in working with folks
that have student loan debt and are seeking to

refinance their home mortgage or purchase a home in
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the near future.

PATRICIA OLSON: No, thank you. [1”m good.

JESSE: All righty. So let me stop the
recording. All right, Patricia, we’re done with the
verification process. Keep an eye out for that email
that should arrive shortly. But other than that, do
you have any questions for your representative before
I let you go?

PATRICIA OLSON: I don’t -- 1 don’t think
so. | think I°m good.

JESSE: Yeah? Okay. Congratulations on
your savings, and enjoy the rest of your day.

PATRICIA OLSON: Thanks, bye.

JESSE: All right. Thank you.

(The call was concluded.)

(The recording was concluded.)
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CERTIFICATE OF TRANSCRIPTIONIST

I, Sara J. Vance, do hereby certify that the
foregoing proceedings and/or conversations were
transcribed by me via CD, videotape, audiotape or
digital recording, and reduced to typewriting under my
supervision; that 1 had no role In the recording of
this material; and that i1t has been transcribed to the
best of my ability given the quality and clarity of
the recording media.

I further certify that I am neither counsel
for, related to, nor employed by any of the parties to
the action in which these proceedings were
transcribed; and further, that I am not a relative or
employee of any attorney or counsel employed by the
parties hereto, nor financially or otherwise

interested In the outcome of the action.

DATE: 6/7/2017

SARA J. VANCE, CERT
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FEDERAL TRADE COMMISSION

In the Matter of: )
American Financial Benefit ) Matter No. 1723027
Services )

______________________________ )
March 7, 2016

The following transcript was produced from a
digital file provided to For The Record, Inc. on May 19,

2017.
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PROCEEDINGS

CONVERSATION BETWEEN WEBSTER AND DALE & SUSAN OLMSTEAD

RECORDING: Hello, please leave a message after
the tone.

WEBSTER: Hello, this is Webster with the
student loan enrollment department. We did have our
appointment for 9:00 a.m. and 1 do apologize for that --
oh, hello?

DALE OLMSTEAD: Yeah, 1°m here.

WEBSTER: Oh, hello. How are you doing today?

DALE OLMSTEAD: Good. This caller ID just said
toll-free --

WEBSTER: Oh, 1 understand.

DALE OLMSTEAD: -- and I don’t like to answer
unless I know who it is.

WEBSTER: Oh, no problem, yeah. Sorry about
that. My morning meeting actually ended up running a
little bit over. It’s just some new changes we’re making
here, that’s all.

DALE OLMSTEAD: Okay.

WEBSTER: All righty. So I did want to go
ahead and follow up with you starting off. Did you have
any questions or anything that you may have thought of

since the last time you talked that I could answer for
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you?

DALE OLMSTEAD: |Is there any other additional
questions you had?

Okay. I guess once we enroll, we’d just like
to know when the payments would start.

WEBSTER: Right. So I can put it out -- the
first thing -- I can put it out for the 15 days for the
$407. 1 can put that out as far as 15 days. 1 didn’t
know if -- have you already happened to make your payment
for your standard loan, the 410 payment yet?

DALE OLMSTEAD: No.

WEBSTER: All right. Well, if that’s the case,
usually what we suggest is if you’ve already been making
your standard repayment and have it scheduled where
you’re just making autodraft or anything similar to that
each month, then you can stick with that, or like I said
we can adjust it within the next 15 days, whatever day
works the best for you.

DALE OLMSTEAD: Okay. See, once we’re
enrolled, 15 days, we start making payments on it.

WEBSTER: Yeah. So I can put the -- so
basically I can -- you can pick a day within 15 days. So
it can be up to 15 days out, and it will be that day on
which the payment is taken out. So that’s when it would

begin.
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DALE OLMSTEAD: Okay. As long as it’s within
that 15-day window --

WEBSTER: Yeah.

DALE OLMSTEAD: Okay.

WEBSTER: Then you can pick whatever. However,
in order to finish the application, like I said, there
was a few more necessary steps again in the process to go
over. So basically the things that are still left to be
done in order to complete the application is we’re just
going to be -- 1 do have to finish up the application.

So social, date of birth.

I do need two references. The rule for the
references is they just can’t live with you and they
cannot live with each other. So two separate ones there.
Picking a payment date for you, and then just really
going over a rough budget with you, as well as verifying
those loans. This actually sounds like a lot, but it can
be a -- it can be a quick process sometimes, actually.

DALE OLMSTEAD: Yeah, because a lot of times
with it being, like, three different loans right now --

WEBSTER:  Mm-hmm.

DALE OLMSTEAD: -- having her date of birth and
her Social Security will -- you’ll be able to just look
that up directly. Right?

WEBSTER: You said look at what directly?
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DALE OLMSTEAD: The -- what her loan amounts
really are and --

WEBSTER: Mm-hmm, yeah. So through that social
and the date of birth, 1°m actually -- that will allow me
to go ahead and access the federal database so that,
yeah, we can get those exact loan amounts. However, the
quote will remain the same, what I quoted you is still
going to stay the same.

DALE OLMSTEAD: Okay.

WEBSTER: Yeah. So 1 didn’t know if you were
with her or if you were ready to go ahead and continue on
with the application process, or --

DALE OLMSTEAD: Yeah, just a second. We”ll put
you on speaker phone. That way she can hear everything
that we’re talking about.

WEBSTER: All right. No problem, sir.

DALE OLMSTEAD: Okay.

WEBSTER: All righty. So the next thing that
we are going to need to do is just to get together two
references. And, like | said, for the references, the
rule i1s they just can’t live with you and they must live
separate from each other. The information we need
regarding them is just first/last name, their address,
their phone number and then what relationship they have

with you.
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DALE OLMSTEAD: Oh --

WEBSTER: And i1t can be work addresses. |
usually don’t say this, but we don’t send them any mail.
So it can be an old address or anything of that such.

SUSAN OLMSTEAD: 1°m going to have to work on
that one.

WEBSTER: All righty.

SUSAN OLMSTEAD: The two cannot be under the
same roof?

WEBSTER:  Hmm.

DALE OLMSTEAD: 1 know what you’re thinking,
Greg and Sammie.

SUSAN OLMSTEAD: Uh-huh.

WEBSTER: Yeah, 1 can make that work. What
1’11 have to do is 1’11 have to put suite 1, and then
1”11 put the other one in suite 2. So it will appear one
in suite number one, another one in suite number two, but
I can work that.

SUSAN OLMSTEAD: Okay. Well, I don’t know the
address right at this time.

WEBSTER: All right. That’s no problem. We
will need to finish with the application, however, we can
always go back to that. 1 guess the next part we should
go ahead and do is | can go ahead and verify the loans.

DALE OLMSTEAD: Okay.
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WEBSTER: So the first thing I°m going to need
for that i1s date of birth.

DALE OLMSTEAD: XX/XX/XX.

WEBSTER: And then driver’s license or ID
number and the state in which It was iIssued.

DALE OLMSTEAD: Hold on a second. She had to
dig out her driver’s license again.

WEBSTER: Oh, no problem.

DALE OLMSTEAD: Okay. All right. 1It’s a
I criver’s license.

WEBSTER: All righty.

DALE OLMSTEAD: 1It’s the letter X-XXX --

WEBSTER:  Mm-hmm.

DALE OLMSTEAD: —- XXX-XXX-XXX.

WEBSTER: And then lastly, Social Security
number .

DALE OLMSTEAD: Okay. Her Social Security
number, XXX-XX-XXXX.

WEBSTER: All righty. No problem. Just let me
go ahead and get on the database and (inaudible). Give
me one moment. It’s going to be -- 1 just need to do
some rough typing over here.

DALE OLMSTEAD: Okay.

WEBSTER: One question | do have, is there a

separate e-mail address for which 1 can go ahead and set
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up the account? Just because you said that you did have
student loans as well, correct, Dale?

DALE OLMSTEAD: Yes.

WEBSTER: The reason is, if | set it up under
your e-mail address, if we do go ahead and enroll your
loans in the program, they are eligible. 1711 have to
have a different e-mail address to register yours for
because they can’t work off the same e-mail, sadly.

DALE OLMSTEAD: Okay. 1°ve got a gmail

account.

WEBSTER: All right. No problem. So I can use
a gmail account for students -- her loans, or | can use
your AT&T one. 1It’s just one of them is going to have to

be used for hers and then another one for yours.

DALE OLMSTEAD: Right. Well, hers you can go
ahead and use my AT&T.

WEBSTER: All righty. Hmm. All right. 1°m
going to put you on a brief hold while I finish setting
up this account, and 1’m going to grab my underwriter so
he can approve the account setup and 1”11 be right back.
All righty?

DALE OLMSTEAD: All right.

(Brief pause.)

WEBSTER: All right. Sorry about that hold

there, you guys. 1 did need, Susan, your middle initial.
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SUSAN OLMSTEAD: E.

WEBSTER: Was that D as in David?

DALE OLMSTEAD: No, E as in echo.

WEBSTER: Oh, all righty. No problem. The
only thing that I see here is you guys have a P.0. Box.
What would be the actual physical address?

WEBSTER: And that’s going to be in ||l

DALE OLMSTEAD: Yes.

WEBSTER: All righty. And that’s i}z

DALE OLMSTEAD: Yes, it is.

WEBSTER: All right. So what’s going to come
up next is it’s going to be a set of security questions.
There’s not much to this, really. It’s just four of
them. Let me go ahead and get set up right now.

So, like I said, it's going to be four security
guestions. It’'s just for by any chance you’re ever
locked out of the account. The first one is Jjust being

what city were you born in.

susan oLMSTEAD: [N -
wEBSTER: You said ||} N>

DALE OLMSTEAD: _.

SUSAN OLMSTEAD: _.
WEBSTER: _ My apologies.
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SUSAN OLMSTEAD: That’s fine.

WEBSTER: And then what color was your first
car?

SUSAN OLMSTEAD: -

WEBSTER: All right. Next is mother’s middle
name.

SUSAN OLMSTEAD: The name --

WEBSTER: I’m sorry, mother’s maiden name. |
do apologize.

DALE OLMSTEAD: |-

WEBSTER: And then your middle name.

SUSAN OLMSTEAD: Mine?

WEBSTER: Yes, ma’am.

SUSAN OLMSTEAD: [N -

WEBSTER: AIll righty. And then lastly it’s
jJjust any significant date in your life, like a month,
date, year, and it’s just in case you access the
information by phone.

DALE OLMSTEAD: | -

WEBSTER: Okay. Got it. Perfect. All right.
And 1°m jJust iInputting this information right now.
That’s the only reason I’m so quiet.

DALE OLMSTEAD: We kind of figured that.

WEBSTER: All righty. Let me see what we have

here. All right. Okay. So [jj -- so looking at the
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loans right now, they’re on a good status, plus -- so
there’s about Hjjjjjj total on those student loans.

DALE OLMSTEAD: Okay.

WEBSTER: What was that?

DALE OLMSTEAD: Okay. We’re making notes --

WEBSTER: Oh, no problem, no problem. All
right. So everything is with Navient. 1 just wanted to
make sure that’s the only one. Yeah.

All righty. So the last thing that 1°m just
going to need to check is with Navient. So did you
already have an online web portal set up with that
company?

SUSAN OLMSTEAD: No.

DALE OLMSTEAD: No.

WEBSTER: All righty. No problem.

SUSAN OLMSTEAD: Did you say, though, that they
might send a bill to be paid?

WEBSTER: No. They shouldn”t necessarily be
sending it. After looking over -- they may send one. It
shouldn”t be anything high because it looks like the
majority of your loans actually is in that forbearance.
Maybe soon. Like I said, 1’1l know once I look on here
as far as it gives me more of an updated status on your
loan. That’s why we check with the loan servicer

usually.
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SUSAN OLMSTEAD: Okay.

WEBSTER: Yeah. But, like I said, as far as
the federal database is concerned, the majority of loans
are in that forbearance period. So -- all right. All
right. Let’s see, let’s see, let’s see. So, yeah, there
is some payments due. Yeah, total amount is $771.74, is
what they’re saying is due right now.

DALE OLMSTEAD: 1 thought so, too.

WEBSTER: All right. 1I1°m hoping that does
check out. All right. So the next thing that I’m just
going to need to go over with you, this sounds pretty
simple. It’s just a rough budget to see what your
monthly expenses are. So it’s monthly totals for each of
the following. The first one is going to be rent or
mortgage each month.

SUSAN oLMSTEAD: [ -

WEBSTER: All righty. The next would be
electric bill.

SUSAN OLMSTEAD: Ooh, about -

WEBSTER: All right. Do you happen to have a
gas bill?

SUSAN OLMSTEAD: Yeah. We are on a budget for
that, and that’s -

WEBSTER: All righty. No problem. Next would

be cell phone bill.
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SUSAN OLMSTEAD: 1 don’t have one.

DALE OLMSTEAD: No. 1I’ve got a pre-paid and
that’s [jjj a2 month.

WEBSTER: No problem. Groceries each month?

SUSAN OLMSTEAD: (Laughing).

WEBSTER: And these are just rough estimates,
SO you can round up or down.

SUSAN OLMSTEAD: Close to Jjjjj a2 month.

WEBSTER: All righty. Car payments each month?

DALE OLMSTEAD: About |l -

WEBSTER: So Jjjjj- atl righty. And then auto-
related expenses such as gas, oil, tuneups, tires, just
do not include auto Insurance, however.

DALE OLMSTEAD: Rough estimate, we’re talking
the distance I drive, it’s -- 1 figure about - a
month.

WEBSTER: All righty. And how much is auto
insurance each month?

SUSAN OLMSTEAD: I -

WEBSTER: And credit cards each month, if you
have any?

SUSAN OLMSTEAD: Don’t have any.

DALE OLMSTEAD: None.

WEBSTER: All righty. Personal care each

month, so toiletries and things as such.
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DALE OLMSTEAD: Normally we get that right
along with the groceries, so...

WEBSTER: No problem. Entertainment each
month, such as cable, satellite, internet bill, going out
to eat, any vacations or trips or anything like that?

How much?

SUSAN OLMSTEAD: Internet, and that’s like i}
a month.

DALE OLMSTEAD: Yeah.

WEBSTER: I don’t know if you go out to the
cinema, that’s included as well.

SUSAN OLMSTEAD: No, we don’t.

DALE OLMSTEAD: Un-nuh. We have to live on
such a tight budget.

WEBSTER: Mm-hmm. So about how much was that
for entertainment total, then, once the cable and
satellite was configured in?

DALE OLMSTEAD: Maybe [jjj @ month.

WEBSTER: All righty. And, so, the last one is
jJjust miscellaneous expenses, so things you feel you pay
each month that 1 haven’t yet included it.

DALE OLMSTEAD: Just my student loans.

WEBSTER: Right, and about how much would that
be?

DALE OLMSTEAD: That would be about 240.
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WEBSTER: 240? All right, no problem.

All right. 1’11 try to do this again.

All righty. Okay. So the next thing that
we’re just going to need to do, set up that payment date.
And like 1 said, that’s just for the -- anywhere from --
I can put it as far as 15 days out. What would be
roundabout a good date for you in that time frame?

DALE OLMSTEAD: Oh, I need to look at a
calendar here real quick.

WEBSTER: No problem.

So I can go out as far as the March 22nd.

DALE OLMSTEAD: Yeah, that’s -- yeah, that’s --
that would be a good date.

WEBSTER: March 22nd?

DALE OLMSTEAD: Yes.

WEBSTER: All right, no problem.

And the next thing, right before collecting
those references, would just be billing information, so
the active checking or savings account. And the first of
those would just be the bank name that it’s associated
with.

DALE OLMSTEAD: Okay. [Independent Bank of West

WEBSTER: You said Independent Bank, plus

?
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DALE OLMSTEAD: Yes. But on the check, it just
says Independent Bank, so...

WEBSTER: No problem. All right.

And then so this is going to be -- this is
going to be a checking account, correct?

DALE OLMSTEAD: Yes.

WEBSTER: All right. Okay. And then i1t says
the routing number is —-- IS It XXXXXXXXX?

DALE OLMSTEAD: Yes.

WEBSTER: All right (inaudible). And lastly
would just be the account number.

DALE OLMSTEAD: Okay. [It”s XXXXXXX.

WEBSTER: All righty. No problem. All right.
Yeah. So at this point, the last thing that really needs
to be done is just going to be those references. And I
know that can be kind of difficult to come up with, so if
you have a Ffirst and last name and a city/state, just the
city or state that they live in, we can go ahead and
figure something out as far as the specific address goes.

DALE OLMSTEAD: Okay- [ -

WEBSTER: Uh-huh.

DALE OLMSTEAD: That’s | -

WEBSTER: All right. And then what is going to
be the relationship?

SUSAN OLMSTEAD: Son.
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DALE OLMSTEAD: Son.

WEBSTER: And lastly a phone number?

DALE OLMSTEAD: Give me just a second here. 1
can look It up.

1es I -

WEBSTER:  Mm-hmm.

DALE OLMSTEAD: -- -

WEBSTER: All righty, perfect. And then for

his address, 1 just went ahead and used the Village of

B or City of l 2s 2 (inaudible) and that’s
just N - so real general.

DALE OLMSTEAD: Okay.

WEBSTER: And that’s just the city, board, 1
guess, address, which technically all residents can claim
as their address, so...

DALE OLMSTEAD: All right.

WEBSTER: |Jij- Perfect.

And then for reference number two?

DALE OLMSTEAD: | -
WEBSTER: You said _?

DALE OLMSTEAD: Yes.

WEBSTER: All right. And then relationship?
DALE OLMSTEAD: Daughter-in-law.

WEBSTER: And is she -- okay, she’s -- is she

the one that is married to _?
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DALE OLMSTEAD: Yes.
WEBSTER: Let me see what | can do.

(Inaudible). All right. And, so, | just put a separate

address for her. So hers is NG -
I

DALE OLMSTEAD: Okay.

WEBSTER: And the next is her -- a good phone
number for her.

DALE OLMSTEAD: All right. 1t’s |-

WEBSTER:  Mm-hmm.

DALE OLMSTEAD: -

WEBSTER: Mm-hmm.

DALE OLMSTEAD: -

WEBSTER: All righty. No problem. So I’m
going to look over everything, make sure 1 have
everything. One moment. So what you will need to do,
you’re going to have to log in to email so | can send you
documentation through there.

DALE OLMSTEAD: Okay.

WEBSTER: And all this is documentation. 1°m
not sure. Are you familiar with DocuSign at all?

DALE OLMSTEAD: No.

WEBSTER: No problem. All right, so, all it is
is electronic document signature. So what’s going to

happen is you’ll see an email from me, and then when you
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open It up, you’re going to be able to click on a link
that lets you view the documents. And once you will,
you’ll need to adopt a signature. And once you adopt
that signature, it will allow you to go through and begin
signing with a generated initial and signature.

And once you’re done with that, 1’m going to be
able to get you over to our verification team, and
they’ll just verify the information with you to make sure
everything on the application is good to go, and then
you’ll be on your way to saving that money.

DALE OLMSTEAD: All right. Yeah, that -- that
sounds right there.

WEBSTER: All right.

DALE OLMSTEAD: Saving money is always a good
thing.

WEBSTER: Right. Who wouldn’t be happy with
saving a substantial amount of money, right?

DALE OLMSTEAD: Right.

WEBSTER: All righty. And, so, I°m sending
them -- those documents over right now.

DALE OLMSTEAD: Okay. 1°m getting my computer
up -

WEBSTER: No problem. All righty. So that
jJjust should have sent to your email (inaudible) be there.

DALE OLMSTEAD: Yeah, i1t’s there.
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WEBSTER: Yeah. So you’re just going to want
to open that up, and then once it’s there, you’re going
to click the yellow “review documents” link.

DALE OLMSTEAD: Okay.

WEBSTER: All right, no problem. And, so, once
you do that and made a DocuSign (inaudible) you’re going
to have to click -- check a box that says “l consent to
electronic records and signatures.”

DALE OLMSTEAD: 1It’s taking a minute here to
come up-

WEBSTER: No problem. Just go ahead and let me
know when i1t loads.

DALE OLMSTEAD: Okay.

Looks like I got everything here.

WEBSTER: And, so, has that DocuSign loaded for
you?

DALE OLMSTEAD: Yes.

WEBSTER: All right. So were you able to click
the “1 consent to electronic records and signatures?”

DALE OLMSTEAD: Yes, 1 did. 1 just did that.

WEBSTER: All righty, yeah. So from there, you
should be able to click continue, and then that first
page should load on the screen. Did that already happen?

DALE OLMSTEAD: Yes, it did.

WEBSTER: Great. So we can just go through
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those and review those for accuracy. There’s four things
that I really am adamant about highlighting as
(inaudible) it’s very important is going to be, one,
privacy policy; two, the complaint policy; three, the
cancellation policy; and, four, of course, the big one,
which #s going to be the program payment.

The first thing 1 will have to go over is going
to be the first page saying required documents and
instructions. Those are very important, so that’s going
to be pages 1 and 2. Page 1 is going to be called a
required documents and instructions, and that lists the
documents that you’re going to need to be printed,
signed, and then returned. It’s very important that you
do get those documents returned in a timely manner. So
please try to make that a point and get that knocked out
for me.

Now, we do require pay stubs covering your most
recent month of pay, and then whichever happens to be
your most recently filed tax return, as well as a few
other forms that we do provide once you’re done with the
signing process. And then page 2 is also going to be
titled How to Return Documents. And that provides clear
instructions on how to return those documents to
Ameritech. Scanning and emailing everything in PDF

format is the preferred method; however, you can fax it
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or standard mail it as well if necessary.

DALE OLMSTEAD: Okay.

WEBSTER: All right. And, so, the next thing
you’re going to see is the first two pages of federal
forms titled Public Service Loan Forgiveness. Those ones
are used if you worked in a public service or sector;
however, you can ignore these forms for now because they
don’t apply to us (inaudible) situation.

After that’s going to be the IVR forms, and
those are the federal forms that are going to be used by
the Department of Education. For those pages, | went
ahead and checked appropriate boxes to prove how we are
referring to -- or how we’re proving your iIncome.

After that is going to be something called a
general forbearance request. And we don’t want you
making any double payments, so we do freeze the accounts
while we do the necessary work to complete the program
enrollments. The process is about 30 days, so depending
on your billing cycle, your servicer may contact you
regarding payment. If this happens, however, just let us
know. They’re actually not realizing what’s going on, SO
save yourself some of the hassle of dealing with somebody
on that servicer level, and just keep us in the loop if
anything does come up. All right?

SUSAN OLMSTEAD: Yes.
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DALE OLMSTEAD: Yes.

WEBSTER: All righty. Next after that is just
going to be the Ameritech Financial Details page, and
that page states that you’re working with us and we are
in charge of properly preparing your documents and
paperwork throughout the duration of your loan.

DALE OLMSTEAD: Okay.

WEBSTER: And the last thing what you’re going
to see is National Student Loan Data Systems access. You
may actually have saw that as the first page. However,
that page just states that you acknowledge that 1 used
the FSA or the federal database credentials to look up
your loans on this -- the database to consider the right
types of loan and that they do, indeed, qualify for the
programs.

Following that, you’ll see something called
Ameritech Financial Doc Prep and Service Agreement, or
the blue page. And this is going to be the program. And
that page just reiterates the basic information 1
gathered. You can -- if you could, you could go through
each section and make sure that everything is accurately
entered. And then just let me know if you do have any
questions as we go along throughout the contract as well.

So next 1°m going to go over the four big

things that 1 mentioned, and that’s going to be the
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privacy policy first. And those state that we do not
share your information, and it is not used for any other
purpose other than what we discussed here today. The
only third parties that we directly work with on your
behalf are -- is going to be the Department of Education
and your loan servicer currently, so Navient.

And then next would be that cancellation
policy. And all that’s saying is that this program is at
will. So any time you do wish to go back to your
standard repayment, that is entirely up to you. However,
who would want to go back to paying more money, 1 don’t
know.

SUSAN OLMSTEAD: That’s right.

DALE OLMSTEAD: Uh-huh.

WEBSTER: Next is the complaint policy, and
that page is just intended to provide you in writing all
the methods you have available to reach us if you need to

in order to file a complaint on my or the company’s

behalf.

DALE OLMSTEAD: Okay.

WEBSTER: Next -- next big thing -- you can
scroll down to this one -- is going to be the program

payment. And, so, that one’s actually going to be a
page, probably all the way down, third to the last --

really the last page, titled Global Client Solutions.

Stiner Attachment CC - 26

26



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Case 4:18-cv-00806-SBA Document 70-29 Filed 03/05/18 Page 28 of 72

And then just let me know when you happen to
reach that page.

DALE OLMSTEAD: Scroll down quite a ways to get

WEBSTER: Yeah, it is pretty far down there.
What”s actually in there is a whole lot -- most of the
disclosures, as well as what we’ve already gone over,
because it is, of course, required. It makes sense to
have two copies, one for your records and one for ours.

DALE OLMSTEAD: Right. Okay. Dedicated
account agreement and application.

WEBSTER: Right.

DALE OLMSTEAD: That’s where 1°m at now.

WEBSTER: AIll right. Did you say you already
passed the Global Client Solutions? It should be in the
top left-hand corner, the little stamp. It’s about the
third or fourth-to-last page.

DALE OLMSTEAD: Oh, okay. 1 might have --

WEBSTER: So if you can scroll --

DALE OLMSTEAD: -- scrolled too far. Okay,
Global Client Solutions?

WEBSTER: Yeah. And, so, out of the -- next --
out of these next pages it’s going to show you the draft
amounts for the program. They take drafts from your

account. So Global Client Solutions is the name of the
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company that the program utilizes to manage your
payments. So they will be sending you a welcome packet
in the mail after you enroll.

So if you go down through (inaudible) you
should be able to see a draft and notes. We are ready to
sign, so you can click the next or “start earning yellow
signs here” tab. And then you’ll have to (inaudible)
sign for the signature. After doing such, you’ll need to
sign each tab until you see the option for finish, and
then confirm signing. And you will receive a copy of all
those documents also via your email, as soon as you do
finish signing.

DALE OLMSTEAD: Okay, I -- 1°m not -- sorry.
I’m not sure I get -- fully understood what you were
saying.

WEBSTER: No problem. So 1 was just saying you
can click either next or start or any “yellow signs here”
tab.

DALE OLMSTEAD: Okay.

WEBSTER: And, so, you’ll need to choose a
signature, and then click “adopt” and sign.

SUSAN OLMSTEAD: (Inaudible).

DALE OLMSTEAD: No. What it is, they give you
choices.

SUSAN OLMSTEAD: Oh, okay.
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DALE OLMSTEAD: So you can use this style, or
you can (inaudible).

SUSAN OLMSTEAD: That one. Yeah (inaudible).

DALE OLMSTEAD: All right. We”ll use the one
that looks mostly -- looks very close to what your --
okay .

WEBSTER: Yeah. And, so, you’re going to want
to sign each tab until you see the option for finish and
confirm signing.

DALE OLMSTEAD: Okay. So I will have to do
this to all the documents?

WEBSTER: Yeah, all the -- all the fields that
it says, all the little —- it will show you in the little

yellow spots all those places that you need to click and

sign.

SUSAN OLMSTEAD: Pretty neat.

DALE OLMSTEAD: Yeah, what it’s doing is each
time 1 hit the -- we hit the sign here, it moves on to

the next one that needs to be signed. So I don’t have to
do all the --

WEBSTER: Yeah.

DALE OLMSTEAD: -- scrolling. It does it
automatically.

WEBSTER: Yeah, it will go ahead and pull you

to the next one each time.
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SUSAN OLMSTEAD: And you’re talking to a couple
of old farts here, that we don’t know that stuff.

WEBSTER: Oh, no --

DALE OLMSTEAD: Actually, it’s Kkind of
fascinating how that works.

WEBSTER: Yeah, we -- yeah, it’s real weird
actually. 1 remember when I signed -- even | had
troubles with it at first when 1 first signed up for my
student loans. 1 was, like, a DocuSign, what’s that?

And when 1 was Filling it out, it kind of just jumped,
and at first I thought, oh, you know, something was wrong
and then they told me, no, it’s actually fine, that’s
what it was supposed to do.

DALE OLMSTEAD: Okay. All right, so it’s gone
through, done all the initialing and signing and --

WEBSTER: You should see the option for finish.

DALE OLMSTEAD: Well, 1 should, but I don’t.

WEBSTER: Is there one that says confirm
signing or anything of that such down there?

DALE OLMSTEAD: No.

WEBSTER: All right. Sometimes maybe something
was missed. Occasionally there is something that’s
missed on there that needed to be signed, so you may have
to just scroll through it briefly and see if there’s any

yellow tabs that haven’t been filled out. Or there might
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be actually more and the DocuSign hasn’t completely
loaded. |IT you kind of scroll down, you may see more.

DALE OLMSTEAD: There we go. 1 just hit
finish. So it was scanning everything.

WEBSTER: Oh, no problem.

And, so, you’re going to hit finish and then
the confirm signing. And then once you do that, you’re
going to receive a copy of the documents via email, so
all the signed documents.

DALE OLMSTEAD: Okay.

WEBSTER: All right. And, so, it might ask you
to set up an account or enter a password and confirm
password; however, you do not need to do that.

DALE OLMSTEAD: Okay.

WEBSTER: Yeah, so you’ll just receive another
email from them with everything in it. And what I°m
going to want you to do is go ahead and open up that
email. Okay.

DALE OLMSTEAD: All right.

WEBSTER: All right? And, so, you opened up
that email that they sent you with the completed
documents?

DALE OLMSTEAD: That’s what 1°m trying to get
to right now.

WEBSTER: No problem. No problem. Just let me
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know whenever you are able to access i1t. It’s no
problem. 1 can -- I’m very patient.

SUSAN OLMSTEAD: Yes, you are.

WEBSTER: Oh, no.

DALE OLMSTEAD: Now, I haven’t -- the only
thing I°ve received was the link to the DocuSign.

WEBSTER: What was that?

DALE OLMSTEAD: 1’ve only received the thing --

WEBSTER: It just -- if there is any new email
in there that has even the line DocuSign or anything
about documents, you’re going to want to open that up,
because that’s more than likely not going to be the one.

DALE OLMSTEAD: Okay. Also, nine attachments
on here.

WEBSTER: Perfect. Perfect. So --

DALE OLMSTEAD: That’s --

WEBSTER: -- the attachment you’re going to be
looking for is the one labeled Document Package. Do you
see that one?

DALE OLMSTEAD: Just a second here. 1 got FSA
form; 1 got document.

WEBSTER: Yeah, document, that’s the one you’re
looking for a package right there. You want to -- you’re
going to want to open that one.

DALE OLMSTEAD: Okay. There we go.
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WEBSTER: All right. So when you see i1t -- did
it load up and say required documents, instructions on
the first page right there?

DALE OLMSTEAD: Let me try again. It just...

WEBSTER: You just -- you’re going to want to
-— 1T you double click it really quickly, it should open
up -

DALE OLMSTEAD: Yeah, it’s -- it says
generating preview right now.

WEBSTER: Aah, 1 see. No problem.

DALE OLMSTEAD: Okay, there it is.

WEBSTER: Yeah. So this is the written
instructions that I mentioned, and so it tells you all
the documents that are necessary, as well as how to
return the documents. So what 1 always tell people, this
is the best one, so the whole entire PDF here, the whole
entire attachment labeled Document Package, it’s always
good to go ahead and save that one and make sure to print
this one out. This whole package, you’re going to want
to print out.

DALE OLMSTEAD: All right.

WEBSTER: And then -- so you’re good with that.
I just wanted to go over and make sure that I can show
you where it was at. So it’s going to be in there. So,

of course, you’re going to want to save all the
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attachments because that’s all of everything that you’ve
signed for your records; however, just make sure to print
out the document package. That specific attachment is
the one you’re going to want to print out.

DALE OLMSTEAD: Okay. Yeah, 1 can get that
printed out probably within the next couple of days.

WEBSTER: All right, yeah, no —-

DALE OLMSTEAD: (Inaudible). My wife a couple
other questions.

WEBSTER: Oh, no problem. 1”11 be more than
happy to answer those.

DALE OLMSTEAD: All right. The first was do we
need to pay the 420 on March 22nd.

WEBSTER: Oh, the 420? So, legally, 1 cannot
tell you not to pay your bill; however, this one’s going
to be very important. However, if you were my relative,
I would go ahead and tell you not to worry about it.

DALE OLMSTEAD: Okay. So basically that’s the
payment due date.

WEBSTER: Yeah. So you’re referring to -- are
you talking to your 4 -- the 420 towards your loan
servicer?

DALE OLMSTEAD: You.

WEBSTER: So the 407 -- yeah, it’s actually --

that would be the amount of 407.
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SUSAN OLMSTEAD: Okay.

WEBSTER: Yeah. So that one would be the -- on
the date that we set up, so it would be March -- or,
sorry, yeah, sorry, back date here. All right, let’s
see. We set it up for March 22nd.

SUSAN OLMSTEAD: And that’s when the first one
gets paid, right, that 407?

WEBSTER: Yes, ma’am.

SUSAN OLMSTEAD: Doesn’t the bank take it
automatically out of the account?

WEBSTER: Yes, it is set up on autodraft. The
federal program does require that it be autodrafted frm
that active checking or savings.

SUSAN OLMSTEAD: Okay, that’s fine. Needed to
know.

DALE OLMSTEAD: Yeah, that way we can be sure
as we’ve got the money in there to cover it.

WEBSTER: Oh, no problem. |1 completely
understand that. Constantly playing hopscotch between
what the -- money that I put iIn savings and in checking
Just to make sure everything equals out and balances out
for all of my drafted payments as well, especially for my
car loan and mortgage and things of that such.

However, 1 just wanted to make sure if there

was any more questions or anything like that for me.
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SUSAN OLMSTEAD: If we have any problems down
the road, do we contact you?

WEBSTER: Yes, you can contact me using my
direct number; or you can contact our customer service.
So either myself or my -- or customer service will be
able to answer your questions. So if you call in, 1711
do my best to answer any question that you may have.
And, you know, if I can’t answer it, 1”11 find the
appropriate person that will be able to answer that
question for you, if not.

SUSAN OLMSTEAD: Oh, thank you.

WEBSTER: Oh, no problem. So I did send one
more thing to Dale’s email. And that’s just what’s
called FEBCP. 1It’s just a membership website. And if
you open up the email, i1t actually gives you instructions
on how to go ahead and set that up. And, so, that just
contains things such as the free account with Lifelock.
I don’t know if you’re familiar —-

DALE OLMSTEAD: Yes.

WEBSTER: -- theft protection, yeah,
corporation in the world. So you get a free account with
them.

SUSAN OLMSTEAD: Oh, my goodness.

WEBSTER: Yeah. So by -- so then you’re

definitely -- you definitely would probably want to go
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ahead and take advantage of the website, so step one’s
jJust visiting the website and entering the corresponding
passphrase, which is included in the email. And then
once you enter that, it will let you set up a user name
and password in the email. The thing is you’re going to
want to use Dale -- the | NNGgNGEGEGEGEE sice
that’s what you registered here with, when including that
email.

And then once you check that email, you’ll be
able to confirm the account, and then you’ll have access
to, I mean, tons of stuff. You’ll have forms, documents,
all types of financial calculators for budgeting, things
like that. Setting up retirement plans, things like
that, you can find documentation on that. Student loan
education kit. And there’s so much more on there.
Roadside assistance. So, by all means, feel free to take
advantage of that there.

DALE OLMSTEAD: Okay, we certainly will.

WEBSTER: All right, no problem. And there’s
one last thing 1°d like to talk to you about, just before
I get you over to the verification process, and that’s
going to be just the referral program. So, of course, as
you know, many people do need help with their student
loans. And, personally, we feel that we have a moral

obligation to go ahead and share this information because
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not everyone’s actually privileged to it.

So what we have actually is a robust but
actually really simple referral program that the
verification will talk to you about, and they help walk
you through that process. But, basically, you’ll receive
a $25 Tango (phonetic) rewards for every referral who
successfully enrolls in the program. So you can think of
it kind of like a gift card you can spend at nearly 60
places, both online and at retail locations like Amazon,
iTunes, et cetera.

Also with this reward credit, you have also the
option to donate to one of 15 charities supported by
Ameritech Financial, such as Habitat for Humanity or the
Wounded Warriors Project. And, so, what happens is we
will actually match your donation. So if you were to
donate whatever the amount would be, so the $25, we’ll
actually go ahead and match that dollar for dollar for
every single donation, every single time, to whatever
donation that’s supported that it might be.

So it’s a great way, you know, maybe you don’t
want the extra $25 or there’s not much you would use it
on. You can always donate it, you know, because there’s
a lot of -- we actually have a lot of wounded warriors
out there that could use the help.

SUSAN OLMSTEAD: Our son is a wounded warrior.
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WEBSTER: Yeah. So, 1 mean, we’re definitely
advocates for supporting groups such as those. So if you
feel that you wanted to donate any amount to them, like 1
said, we will match it dollar for dollar. And, so if you
donate $50, we’ll donate another $50 to match that as
well.

SUSAN OLMSTEAD: Oh, how wonderful.

WEBSTER: Yeah. And 1 will just contact you a
few times iIn the next month or two, just to kind of give
a talk about the referral program, but that is going to
be the basic outline of the program and how it works.

And like 1 said, verification will go over that and how
that works with you a little bit more. All right?

SUSAN OLMSTEAD: Yeah.

WEBSTER: AIll right. So I do want to say
congratulations. You’re actually good to go and ready to
move on to the verification process.

DALE OLMSTEAD: (Inaudible).

WEBSTER: 1 do want to speak, Dale, as well to
you. | know you have your student loans, so there’s some
options. Once she’s on her verification call, if you
have a hard line, another landline, 1 can actually speak
to you while she does her portion.

DALE OLMSTEAD: (Inaudible) what’s what we’re

talking on right now.
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WEBSTER: What was that?

DALE OLMSTEAD: And cell phone reception in
this area is really not good for trying to do --

WEBSTER:  Mm-hmm.

DALE OLMSTEAD: -- long-term conversations.

WEBSTER: All righty. No problem. So what
1”1l go ahead and do is -- I don”t know If you want to
set up another time, or if you want, I can -- 1 still do
have another time slot available right after Susanne. So
if you want, and she’s done with verification, then you
can use the phone after, and 1 can go through yours.
It’ll be a lot quicker since we already kind of know what
goes with the process. We’ll have some of the
information is going to be the same, of course. However,
it’s all up to you.

DALE OLMSTEAD: Yeah, that would be fine.

WEBSTER: All righty. No problem. So I do
want to mention, verification actually isn’t trained to
answer any questions or anything of that such, only to
verify information, unless it is about the Tango program.
Of course they can answer questions about that. But as
far as the account and anything, they won’t be able to
help you with those questions.

So if you do have any questions regarding that,

since you guys -- just wait until after the verification
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process and let them verify your account and get it set
up so that it can begin processing, and then whenever 1°m
on the phone, just going over Dale, Susanne, you can ask
me any questions or you guys can ask me any questions at
that time. That way we see your accounts are, you know,
moving forward and getting processed as soon as possible.

DALE OLMSTEAD: Okay.

WEBSTER: All righty. So, perfect. 1’11 talk
to you in just a minute, Dale. You’re going to be on a
brief hold whille verification -- while you transfer over
to them. Just stay on the line. It may take a minute,
and just kind of hang in there with me. 1°m going to try
to get you over there pretty quickly.

DALE OLMSTEAD: Okay.

WEBSTER: And then 1”11 be working with you
pretty soon as soon as she’s done. All right, Dale?

DALE OLMSTEAD: Yes.

WEBSTER: All right, no problem. So, again,
congratulations on your saving, Susan, and I’m going to
have you in verification in three, two, one.

KEVIN: Verification Department. This is
Kevin. How may I help you today?

WEBSTER: Hello, Kevin. This is Webster. |1
have a Susanne [sic] Olmstead on the line ready to go. 1

did the SEBC. 1 started -- well, 1 did my part as far as
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the new little Tango goes. Her web portals are good.
FSA should be taken care of. However, her husband is on
the line with her, so they’re probably going to have it
on speakerphone or something similar.

KEVIN: Okay.

WEBSTER: 1°m going to be signing him up next,
so he’ 1l probably just be listening.

KEVIN: Okay, no problem.

WEBSTER: All right.

KEVIN: Send them out.

WEBSTER: All right. She’s on her way in
three, two, one.

KEVIN: Verification department. This is
Kevin. How may I help you today?

WEBSTER: Hello, Kevin. This is Webster. |1
have a Susanne [sic] Olmstead on the line, ready to go.
I did the FEBC; 1 started -- well, 1 did my part as far
as the new little Tango goes. Her web portals are good.
FSA should be taken care of. However, her husband is on
the line with her, so they’re probably going to have it
on speakerphone or something similar.

KEVIN: Okay.

WEBSTER: I1”m going to be signing him up next,
so he’ll probably be just listening.

KEVIN: Okay, no problem.
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WEBSTER: All right.

KEVIN: Send them out.

WEBSTER: She’s on her way in three, two, one.

KEVIN: Hello, Ms. Olmstead?

DALE OLMSTEAD: Yes.

KEVIN: Oh, is this Mr. Olmstead?

DALE OLMSTEAD: Yes, it is.

KEVIN: Hi, there. Yeah, this is Kevin. 1°m
going to be doing the verification for you. 1Is Susan
available, or are you going to be doing this for her?

SUSAN OLMSTEAD: No, I°m right here.

DALE OLMSTEAD: Yeah, she’s here.

KEVIN: Okay. We”ll just need her -- now,
we”ll just need to speak with her or just get her word
that we can do i1t with you, sir. So if I can talk to her
real quick?

SUSAN OLMSTEAD: Yeah, you can do it with him.

KEVIN: I can do it with him. That’s all
right, Susan?

SUSAN OLMSTEAD: Yes, you can. You can
(inaudible).

KEVIN: Okay. AIll right. So we will need
then, in that case, just going to need to verify your ID
card or your driver’s license, as well as your bank

routing and account numbers. Would you be able to give
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those?

DALE OLMSTEAD: Yes.

KEVIN: Okay, great. So that’s no problem.
We” 1l get through this, then. Do you have access to a
computer right now?

DALE OLMSTEAD: Yes, 1 do.

KEVIN: All right, sir. |If you get on there,
I’m just going to -- if you open up your email, 1°m going
to register for a referral site real quick here. Let’s
do that -- or her, Susan, rather, is supposed to be on
there. So I’m going to send you a confirmation email to
her email. Would you be able to get into her email
there, the —- it looks like -- or actually, 1 guess you
got _@att.net is the email we have there for
her, so --

DALE OLMSTEAD: Right.

KEVIN: -- get on that one. [1°m going to just
do that in one minute here. Let’s see.

And then I don”t know If she wrote down the
password that we used to create her other account, so I°m
Just using that same one. It’s the [jjjj. with the
lowercase l capital l capital l capital l _
That’s just her -- that’s just her user number with us,
as well, so I°m using that for the password for this

referral site. And 1711 send you that email here iIn just

Stiner Attachment CC - 44

44



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Case 4:18-cv-00806-SBA Document 70-29 Filed 03/05/18 Page 46 of 72

a second, sir, so just need to check iIn your inbox there.

All right, it’s on its way. So you’ve got to
refresh a couple of times to get it there in a minute.

(Brief pause.)

KEVIN: That email show up for you yet, sir?

DALE OLMSTEAD: It just came in.

KEVIN: Oh, okay, great. Yeah, there will be
like a token in there. 1It’s like a little code used to
confirm your email. So you can just copy that, and click
on the link, and it’s going to paste it into that little
-— and there will be a little field to paste that into,
and just click on that link in there.

(Pause.)

DALE OLMSTEAD: Okay. This is email
confirmation.

KEVIN: What’s that?

DALE OLMSTEAD: 1It’s an email confirmation, and
they got the share with friends and family.

KEVIN: Yeah, yeah. So just go ahead and there
will be a -- i1t will say like enter your confirmation
token. That’s just that little string of numbers and
stuff they sent in that email.

DALE OLMSTEAD: Yep.

KEVIN: So you can just paste that in there or

copy It over and hit confirm email.
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DALE OLMSTEAD: Yeah, 1 did that.

KEVIN: Oh, you did that already? Okay, so the
next thing you’re going to do is if you see where it --
or, actually, you’re probably going to have to log in to
it, so just use your email address there, sir, and then
your password. 1 can give you the password if you need
it, that same password that we used for her other portals
that we set up for her. Do you need that?

DALE OLMSTEAD: Yes.

KEVIN: Okay. So it’s -- it’s a lowercasdj,
as in |-

DALE OLMSTEAD: Okay.

KEVIN: And then an uppercase |J, as in i} -

DALE OLMSTEAD: Okay.

KEVIN: Uppercase |}, as in -

DALE OLMSTEAD: Okay.

KEVIN: Uppercase |}, as in |-

DALE OLMSTEAD: All right.

KEVIN: And then [JJi}-

DALE OLMSTEAD: All right.

KEVIN: [l-

DALE OLMSTEAD: Okay.

KEVIN: All right, and then if you can click
the login there.

DALE OLMSTEAD: All right.
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KEVIN: And once you’re in, you’re just going
to hit -- this i1s where basically you get your 25 bucks
every time you refer somebody to us successfully. It’s
jJjust awesome, so you can just hit -- you have “post to

Facebook link,” it will just the whole thing to your
Facebook there. It will ask you to log in to her
Facebook, or maybe you can do it on yours too, but go
ahead and click on that guy, log in. You have to try and
click on 1t twice, click on it once, then click on that
blue button.

DALE OLMSTEAD: Okay. Okay.

KEVIN: All right. So, yeah, once you got that
posted, that’s pretty much it. That’s all you have to
do. You can post it to other sites too, you know,
LinkedIn, Twitter, send emails to folks if you like.

Just refer as many people as you can if you like, and you
can check the status of that if you go to my account on
file and click on that, you can check to see how many
people you referred and stuff like that. So you can
check that out when you get a chance there (inaudible)
pretty much all is good there.

IT you want to mark yourself down that user
name and password again, it’s just your email address for
the user name and then that password again. 1 can give

you It again if you want to write it down. It’s good to
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have. It actually might be in that email, too. I’m not
sure, you know, what comes in that email.

DALE OLMSTEAD: Yeah -- email?

KEVIN: Yeah, it’s an email, so you can just
save that email maybe or print it out even if you want to
keep track of that. So, anyhow, we’re going to be moving
on to the verification portion -- enrollment and
verification. So, sir, I am -- 1”11 be asking some
questions here. We’re going to (inaudible) this
information, so I ask you to answer each of my questions
with a clear yes or correct for the record, please.

And, again, my name is Kevin. Today’s date is
March 7th, 2016, and 1 will be recording this call to
confirm and verify Susan’s enrollment with Ameritech
Financial, as well as activating necessary accounts to
gain access to your student loan information.

So what we’re going to be doing is just, again,
going over some information. [IFf you have any questions
about that information, sir, go ahead and stop and ask
me. It’s my job to transfer you back to Mr. Webster to
answer those for you.

First thing | need to ask you, sir, is do you
consent to this call being recorded or monitored? Yes or
no?

DALE OLMSTEAD: Yes.
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KEVIN: Okay, great. And, again, you will need
to have her bank routing and account numbers available,
as well as her driver’s license or ID card for this part.
Just have those out and ready. First thing 1 need to
confirm is 1 am speaking with Dale Olmstead on behalf of
Susan Olmstead, iIs that correct?

DALE OLMSTEAD: Yes.

KEVIN: Okay. Spelling of Susan’s name, sir,
isSUSAN, Olmstead, OLMS TEAD. 1Is that
correct?

DALE OLMSTEAD: Yes.

KEVIN: Okay. And does Susan have any former
last names?

DALE OLMSTEAD: Just her maiden name.

KEVIN: Yeah, and what would that be?

DALE OLMSTEAD: [ -

KEVIN: [ -

DALE OLMSTEAD: | -

KEVIN: Okay. Thank you, sir. And 1 got her
address listed here as NG
I  's that correct?

DALE OLMSTEAD: Yes, sir.
KEVIN: Okay, great. And got date of birth for

her listed as _; is that correct?

DALE OLMSTEAD: Yes.
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KEVIN: Okay. And her Social Security card
number, XXX-XX-XXXX.

DALE OLMSTEAD: Yes.

KEVIN: Okay. Current employer for her is not
applicable; is that correct?

DALE OLMSTEAD: That’s right.

KEVIN: And occupation is homemaker, correct?

DALE OLMSTEAD: Yes.

KEVIN: All right. And just to confirm, | see
her current adjusted gross income is zero; is that
correct?

DALE OLMSTEAD: Yes, it is.

KEVIN: Okay. Driver’s license or ID card I
have for listed as l as in - XXXXXXXXXXXX, issued
in _ Is that correct, sir?

DALE OLMSTEAD: Yes.

KEVIN: All right, great. And just to confirm
here, 1 see her stated family size is going to be six.
Is that correct?

DALE OLMSTEAD: That would be -- what?

KEVIN: It”s going to be six. 1It’s a little
bit -- it’s a little bit different, the way they do that.
She would have talked to Mr. Webster about that earlier.
It can include people not in your immediate family or in

the household necessarily. So --

Stiner Attachment CC - 50

50



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Case 4:18-cv-00806-SBA Document 70-29 Filed 03/05/18 Page 52 of 72

DALE OLMSTEAD: Oh, okay.

KEVIN: If you want to just ask her, that’s --
that’s what they decided on. |Is she around still, or no?

DALE OLMSTEAD: Yeah, she is. She just peeked
her head around the corner, but she can hear what’s going
on.

KEVIN: Oh, okay.

DALE OLMSTEAD: 1’ve got it --

KEVIN: Yeah, go ahead and just -- hey, Susan
-— would she be able to hear me if I’m talking to her?
Ask her if the family size of six, if that’s what she
decided on with Webster -- Mr. Webster or if that’s
incorrect (inaudible) if that’s correct.

DALE OLMSTEAD: Yes, it is.

KEVIN: Thank you. That is correct, okay,
great. And, so, she was informed and understand that the
purpose of this call, sir, is to confirm her acceptance
of the financial analysis evaluation that she received,
the financial education benefits center program
enrollment, the student loan financial education kit, and
the Ameritech student loan document preparation service
agreement. 1Is that correct?

DALE OLMSTEAD: Yes.

KEVIN: Okay. And the email address you’re

going to be using for Susan is | Catt-net; is
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that correct?

DALE OLMSTEAD: Yes, it is.

KEVIN: Okay, great. And we got her total
estimated federal student loan debt amount being
processed is approximately Jjjjjj- s that correct?

DALE OLMSTEAD: Yes.

KEVIN: Okay. And just so you’re aware, the
following payment information we’re about to discuss is
an itemized summary of what she was quoted during her
conversation with your account specialist, Mr. Webster,
earlier. So to sum that up, you do understand her total
estimated monthly payment, explained by her account
specialist, would be $119, of which she will pay $20
directly to her student loan service provider as her new
qualified monthly payment, and $99 for the monthly
benefits center program. And this will be coming from
her checking account in XXXX; is that correct?

DALE OLMSTEAD: Yes.

KEVIN: Okay. And for those monthly program
payments, your bank -- her bank’s name as it appears is
Independent Bank; is that correct, sir?

DALE OLMSTEAD: Yes.

KEVIN: Okay. And her bank routing number 1
have to confirm with you in its entirety. 1 have

XXXXXXXXX. Is that correct?
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DALE OLMSTEAD: Yes, it is.

KEVIN: Okay. Bank account number we have for
her listed as XXXXXXX. Is that correct?

DALE OLMSTEAD: Yes.

KEVIN: Okay, great. So you were -- or she was
informed, rather, by her account specialist that part of
this verification is to confirm her acceptance of the
financial analysis evaluation she received, the financial
education benefits center program enrollment, and the
student loan financial education kit. And this will be
charged as follows. It’s a one-time, $100 enrollment fee
scheduled to be drafted March 22nd, 2016, and payments of
$99 per month, also beginning on February 22nd, 2016,
coming from her checking account ending in XXXX. Is that
correct, sir?

DALE OLMSTEAD: Yes.

KEVIN: Okay. And she was also informed that
this verification is to confirm her acceptance of the
Ameritech Financial Federal Student Loan Document
Preparation Service Agreement in the amount of $800.

This amount is scheduled to be charged as follows. A
payment of $208 scheduled to be drafted on March 22nd,
2016, and a payment of $308 scheduled to be drafted April
22nd, 2016 and will continue for one additional month.

And that’s coming from her checking account as well. Is
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that correct, sir?

DALE OLMSTEAD: Yes, that’s correct. Question
(inaudible) 407 that was the Ffirst three months?

KEVIN: Correct, sir. Yes, 407 is all included
in that. We just broke it down for you, letting you know
what -- what she’s paying for pretty much. Do you
understand the breakdown of that, sir?

DALE OLMSTEAD: Yes.

KEVIN: Okay, great. And, yeah, it’s all going
to be exactly as quoted by Mr. Webster earlier, 407 for
three months and the 119 going forward. So next thing
here. You do understand that the charges we just
discussed are not for any other product or service, nor
will any portion of these amounts be disbursed
(inaudible) your creditors -- or her creditors, rather,
or her student loan service providers; is that correct?

DALE OLMSTEAD: Yes.

KEVIN: Okay. And she was informed and
understand she will be required to provide Ameritech
Financial with a copy of her most recently filed full tax
return, as well as her most current pay stubs, and these
documents should be emailed to income.doc
@ameritechfinancial .com or faxed to 1-866-818-9026. Is
that correct?

DALE OLMSTEAD: Yes.
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KEVIN: Okay. And just to confirm, 1 see her
current tax filing status is |- 's that
correct?

DALE OLMSTEAD: No.

KEVIN: No? Is it |lR?

DALE OLMSTEAD: |-

KEVIN: |- okay- Hold on one second there,

(Brief pause.)
KEVIN: Let’s see here. Spouse, annual income.

I just want to make sure that Mr. Webster based those

payments off of the joint -- both your income, because
that could possibly change. 1 think it’s going to. It
doesn’t look like it should. 1 just need to verify.

(Inaudible) just hold on one minute while I get a hold of
him here.

(Brief pause.)

KEVIN: 1”m going to go ahead and get you back
with Mr. Webster real quick, sir, and you can kind of --
we just need to confirm that filing status with you,
okay? And then we’ll get back to me and we’ll finish
this up pretty quickly for you. Okay?

DALE OLMSTEAD: All right.

KEVIN: Thank you, sir. One moment.

WEBSTER: Hello, Kevin.
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KEVIN: Hey, man. So, yeah, 1 think --
because, you know, they can still file joint, I believe,
and if she’s not making any income --

WEBSTER: Yeah.

KEVIN: -- because she (inaudible) other stuff,
so just make sure --

WEBSTER: Mm-hmm.

KEVIN: -- you know, and just make sure the
payments aren’t going to change. Let me know if they do,
and 1 do need to get back with him, because we’re not
finished yet here. Okay?

WEBSTER: 1°m going to have to res. on that --
for that, aren’t 1?

KEVIN: Yes. We’re going to resign, sSo go
ahead --

WEBSTER: All right.

KEVIN: -- and, yeah, you can sign the
paperwork once you get it all squared away. And it’s the
last thing I had to confirm with them still. Good to go
there, all right?

WEBSTER: All righty, no problems. So, do you
-- so | just need to -- do I need to transfer them back
to you still once 1 do that?

KEVIN: Yes, you do. Yeah.

WEBSTER: Okay.
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KEVIN: I”’m not done here, not quite. 1711 be
done iIn a second, though, once you do, so be ready to --

WEBSTER: All right, no problem.

KEVIN: -- get confirmed, all right. So here
he is, three, two, one. Oh, his name is Dale, by the
way, in case you didn’t know. Yeah.

WEBSTER: Mm-hmm.

KEVIN: Three, two, one.

WEBSTER: Hello, Kevin.

KEVIN: Hey, man. So, yeah, I think --
because, you know, they can still file joint, 1 believe,
and if she”’s not making any income --

WEBSTER: Yeah.

KEVIN: -- because she (inaudible) other stuff,
so just make sure --

WEBSTER:  Mm-hmm.

KEVIN: -- you know, and just make sure the
payments aren’t going to change. Let me know if they do,
and 1 do need to get back with him, because we’re not
finished yet here. Okay?

WEBSTER: I1°m going to have to res. on that --
for that, aren’t 1?

KEVIN: Yes. We’re going to have to resign, so
go ahead --

WEBSTER: All right.
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KEVIN: -- and, yeah, you can sign the
paperwork once you get it all squared away. And it’s the
last thing 1 had to confirm with them still. Good to go
there, all right?

WEBSTER: All righty, no problems. So, do you
-—- so | just need to -- do I need to transfer them back
to you still once 1 do that?

KEVIN: Yes, you do. Yeah.

WEBSTER: Okay.-

KEVIN: I”’m not done here, not quite. 1’11 be
done in a second, though, once you do, so be ready to --

WEBSTER: All right, no problem.

KEVIN: -- get confirmed, all right. So here
he is, three, two, one. Oh, his name is Dale, by the
way, In case you didn’t know. Yeah.

WEBSTER:  Mm-hmm.

KEVIN: Three, two, one.

WEBSTER: Hello, Dale?

DALE OLMSTEAD: Yes.

WEBSTER: All right, yeah. So they’re going
with me over the tax filing status, basically the
married, separate and married, joint. That’s just going
forward in the future. Based off your wife not really
having any income, it doesn’t affect your quote. 1 can

go ahead and switch you -- we can switch it right over to
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I s that’s no problem at all. It’s just

saying 1If -- it’s not saying, oh, I will file this, this
is what I will file. 1It’s just an estimation. So if
there’s the possibility of [ ENENENEGEGEGEGEGEGEEE s
what 1 put, however, since it doesn’t affect your quote,
based on your guys” situation, I can go ahead and do
- and we’ll just have to resign the contract really
quick.

DALE OLMSTEAD: Okay.

WEBSTER: So whichever way you want to do it,
just let me know, and 1’1l get it over to you if I need
to.

DALE OLMSTEAD: Yeah, let’s go ahead and sign
the corrected.

WEBSTER: All right, no problem.

DALE OLMSTEAD: (Inaudible).

WEBSTER: And, so, | just need a little bit
more information on you, Dale. This actually helps
because i1t will allow for me to start having that
information for when we go over your student loans. The
first one’s just being I’m going to need your date of
birth.

DALE oLMSTEAD: 1t”s [ -

WEBSTER: All right. And then your Social

Security number, sir?
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DALE OLMSTEAD: XXX-XX-XXXX.

WEBSTER: All right. And then the next would
just be your employer’s name.

DALE OLMSTEAD: cCity of [ -

WEBSTER: All right. And, then, lastly, a good
phone number for them, your employer?

DALE OLMSTEAD: Area code -

WEBSTER:  Mm-hmm.

DALE OLMSTEAD: |-

WEBSTER:  Mm-hmm.

DALE OLMSTEAD: -

WEBSTER: All righty. No problem. All right.
So what 1°m going to do is I’m going to go ahead and get
that DocuSign over to you. So I’m going to make sure
that Susan does go ahead and get that $25 credit, so I’m
going to put you as her referral when we do your account.
And like 1 said, you could spend that, donate it, however
you wanted to go ahead and go about that process. It’s
up to you.

DALE OLMSTEAD: Yeah. Yeah, we were talking
about it, and we’d kind of like it to go to the Wounded
Warrior Project.

WEBSTER: Mm-hmm. Yeah, no problem. And our
verification will make sure to go ahead and take care of

all that as well. They do handle the back end of it.
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But 1°m actually very glad to hear that. A lot of -- you
know, 1t provides so many services, not only, you know,
can you save money on your student loans, as well as
helping somebody by referring them, but now it extends
that reach, you know, even further to be able to help
organizations such as Wounded Warrior Project raise
funding. You know what I mean?

SUSAN OLMSTEAD: We’re a military family.

WEBSTER: Mm-hmm. 1 actually understand
myself. My father and my uncle were actually both
drafted in Vietnam to actually go serve. And my uncle --
my father turned out all right, a little bit better than
my uncle, most so much, a little bit of ] - IIGBE
I 't's getting better now.

SUSAN OLMSTEAD: That’s what our [ill- - I
I - ©But my dad went over to Vietnam and he was a
-- he’s a -- he was a pilot, and he spent 20 years in
service. He was over there at Vietnam, and all he did
was reconnaissance, taking pictures.

WEBSTER: Uh-huh.

SUSAN OLMSTEAD: And had no bombs or nothing on

WEBSTER: Yeah.
SUSAN OLMSTEAD: And Dale’s retired Navy.

WEBSTER: (Inaudible) yeah. So my father, he
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went -- let’s see, he went -- they both, of course,
started off Marines. After that, my father went Army,
and then he transferred actually one more time and
finished up with the Air Force because he wanted to
finish his JAG.

DALE OLMSTEAD: Yeah.

WEBSTER: So he made quite a bit of progress
whille he was In there. Definitely proud of him for that.
I’m just trying to find this proper paperwork so 1 can
get it over to you.

DALE OLMSTEAD: Okay.

WEBSTER: There we go. There it is. | was
having trouble finding it. And, so ... all righty. All
righty. And so I’m getting that all, and 1’11 let you
know when that goes through on my end.

DALE OLMSTEAD: Okay.

WEBSTER: Yeah, so, by all means, feel free to
go ahead and spread the word, because like | said, the
more people you refer, you know, the more (inaudible)
credit that you can get to even donate. So, I mean, if
you get a free credit that we’re on top of that, already
going to match, so basically every time you refer
somebody you have the opportunity to donate basically $50
to the Wounded Warrior project, or if you decide to do

other donations to other corporations, or 1 should say
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nonprofits as well, you can completely do so.

SUSAN OLMSTEAD: Sounds good.

WEBSTER: All right. And those documents
should just be in your email. Get in there right now if
you refresh.

DALE OLMSTEAD: Okay.

WEBSTER: (Inaudible).

(Pause.)

WEBSTER: And were you able to get that
DocuSign again?

DALE OLMSTEAD: Yes. [I°m going through getting
the signatures and initials.

WEBSTER: Oh, all righty. No problem.

DALE OLMSTEAD: Some of i1t’s taking a little
time to load.

WEBSTER: Oh, no problem.

(Pause.)

DALE OLMSTEAD: Okay. All been signed,
finished, and sent to you.

WEBSTER: No problem. So what 1°m going to do
is I’m going to get you over back to Kevin so he can
finish up Susan®s. And then do you -- you have my direct
line, correct, the 916-384-97937

DALE OLMSTEAD: Let me look in the email here

to be sure.
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SUSAN OLMSTEAD: Write it down.

WEBSTER: Yeah, if you want, I can go ahead and
give It to you and you can write it down. That way, as
soon as she’s done, you can go ahead and give me a call.
1”11 actually begin working on your profile while she’s
still in her verification. That way, when you call, it
can be a -- as quick and easy of a process as possible
for you, since you already know everything. That way,
all we have to really run over with you iIs a quote and
everything.

DALE OLMSTEAD: Okay.

WEBSTER: All righty. So like 1 said, I°m
going to get you over to Kevin right now, so just give me
one moment.

DALE OLMSTEAD: Give me your direct number
again.

WEBSTER: Oh, yeah, no problem. 1It”’s going to
be 916.

DALE OLMSTEAD: Okay.

WEBSTER: 384.

DALE OLMSTEAD: Okay.

WEBSTER: 9793.

DALE OLMSTEAD: 793. Okay.

WEBSTER: All right, yeah. So as soon as

they’re done with Susan and they let you get off the
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phone, go ahead and give me a call right back. You’ll
probably go to my voicemail, and then 1’11 just return
the call right after, because I’m going to put my phone
on busy so I don’t -- so nobody else calls in and tries
to start up anything. So 1711 keep myself free for you.

DALE OLMSTEAD: Okay.

WEBSTER: All righty. So I’m going to get you
over to Kevin, and then 1”11 be talking to you In a
moment, all right?

DALE OLMSTEAD: All right.

WEBSTER: All righty.

KEVIN: Hey, Mr. Webster.

WEBSTER: Hello, Kevin. All right, so they’re
all good to go with the -- the resign on - And 1
put in all that info.

KEVIN: Awesome, man. Yeah, go ahead and send
them back.

WEBSTER: All right. They’re on their way in
three, two, one.

KEVIN: Hey, Mr. Webster.

WEBSTER: Hello, Kevin. All right, so they’re
all good to go with the -- the resign on - And 1
put in all that info.

KEVIN: Awesome, man. Yeah, go ahead and send

them back.
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WEBSTER: All right. They’re on their way in
three, two, one.

KEVIN: All right, Mr. Olmstead. You got all
that cleared up with Mr. Webster?

DALE OLMSTEAD: Yes, we did.

KEVIN: Okay, great. So we’re going to get
this up and it’s knocked out for you. So picking up
where we left off, just to confirm, it’s the -- Susan’s
tax filing status is-; is that correct?

DALE OLMSTEAD: Yes, it is.

KEVIN: Okay, great. And you confirm as well
that the loans she has represented to Ameritech Financial
are all federally backed by the U.S. Department of
Education, and you’ve been advised we’ll not be
processing any private student loans that she may have.
Is that correct, sir?

DALE OLMSTEAD: Yes.

KEVIN: Okay. And just to confirm her loan
status, | see her loans are current at the moment. |Is
that cornet?

DALE OLMSTEAD: Yes.

KEVIN: Okay. And she was informed by our
account specialist that she may receive calls and/or mail
correspondence from her current student loan servicer

while her applications are being processed, and this is
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normal during her transition into the programs because of
lender communication overlap during the consolidation
period. Is that correct?

DALE OLMSTEAD: Yes.

KEVIN: Okay. And she is aware that Ameritech
Financial is assisting her in qualifying for one or
multiple different Government-backed monitored and
regulated federal student loan assistance programs
through the U.S. Department of Education which will allow
her to modify her current loan situation so she may
receive the maximum benefit available to her under
federal regulation and guidelines, correct?

DALE OLMSTEAD: Yes.

KEVIN: All right. And she was informed and
understand Ameritech Financial does not directly assist
her in obtaining credit, a loan, or improving her credit
rating. [Is that correct?

DALE OLMSTEAD: Yes.

KEVIN: All right. And you -- you’re also
informed and understand that Ameritech Financial is not a
credit repair service organization, a consumer credit
counseling agency, a debt settlement company, a license
real estate agency, a law firm, your tax advisor, your
student loan service provider, government agency, or

affiliated with any such companies, individuals, or
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agencies. Is that correct?

DALE OLMSTEAD: Yes.

KEVIN: All right. And you were informed as
well Ameritech Financial is not responsible for and will
never collect any of her funds in order to make payments
directly to any of Susan’s lenders and that Ameritech
Financial will never make payments or advance money for
any purpose on her behalf. Is that correct?

DALE OLMSTEAD: Yes.

KEVIN: Okay. And you do acknowledge that she
has received electronically a copy of her receipt,
agreements, and privacy policy from Ameritech Financial.
Is that correct?

DALE OLMSTEAD: Yes.

KEVIN: Okay. And, importantly, you were
informed and understand Ameritech Financial will be
communicating with Susan via email and telephone
regarding information we may need to further process your
file -- or her file or update her account. Is that
correct?

DALE OLMSTEAD: Yes.

KEVIN: Okay. Finally, Dale, do you accept
this agreement on Susan’s behalf? Yes or no?

DALE OLMSTEAD: Yes.

KEVIN: Okay, great. So going forward, if she
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does have any questions or inquiries regarding her
account here, we ask her please direct those to our
customer service department. As a valued client, their
role is to serve her every need and provide her with
superior, 100 percent total client satisfaction, and
they’ 1l be available to assist Monday through Friday,
8:00 a.m. to 5:00 p.m., Pacific Standard Time, and can be
reached at 1-800-792-8621, extension zero, or via email
as well at customer.service@ameritechfinancial .com.

Finally here, one last thing, if you think
Susan might be interested in this, we have a -- a lending
partner who specializes in working with people with
student loan debt and who are seeking to refinance their
home mortgage or purchase a home in the near future.
They” 1l work with your financial situation and structure
payments based around the savings you will be getting
through these federal student loan programs that she’ll
be enrolling in. If you think she might be interested, |1
can have her give them -- give her a call later on,
probably in the next five business days you’re looking at
for that. Would you like me to have them get in touch
with her?

DALE OLMSTEAD: No, not (inaudible).

KEVIN: Oh, okay. No worries. |IT she’s every

interested in that, just tell her to give us a call. We
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can hook her up with them. So, anyhow (inaudible) and
verification is complete. 1 just need to check one last
thing in terms of that paperwork resent, which that’s all
good to go. Let’s just see, okay.

Looks good (inaudible). Okay, Mr. Olmstead, 1
do appreciate your time today, sir. Susan’s verification
is complete, and congratulations on her savings as well.
I hope you guys both have a great day out there. Okay?

DALE OLMSTEAD: All right. Thank you.

KEVIN: You’re welcome. Bye-bye.

DALE OLMSTEAD: Bye.

(The call was concluded.)

(The recording was concluded.)
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CERTIFICATE OF TRANSCRIPTIONIST

I, Sara J. Vance, do hereby certify that the
foregoing proceedings and/or conversations were
transcribed by me via CD, videotape, audiotape or digital
recording, and reduced to typewriting under my
supervision; that I had no role in the recording of this
material; and that it has been transcribed to the best of
my ability given the quality and clarity of the recording
media.

I further certify that I am neither counsel
for, related to, nor employed by any of the parties to
the action in which these proceedings were transcribed;
and further, that 1 am not a relative or employee of any
attorney or counsel employed by the parties hereto, nor
financially or otherwise interested in the outcome of the

action.
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PROCEEDINIGS

TELEPHONE CONVERSATION BETWEEN TIM AND TIM

TIM (REPRESENTATIVE): This is Tim. How can
I help you?

Hello?

TIM (CONSUMER): I'm sorry. What is your —-

TIM (REPRESENTATIVE): This is Tim ——

TIM (CONSUMER): Hello?

TIM (REPRESENTATIVE): Yeah, this is Tim
with Ameritech Financial.

TIM (CONSUMER): Oh, my name is Tim, too.

TIM (REPRESENTATIVE): ©Oh, sweet. Good
name.

TIM (CONSUMER): That it is.

TIM (REPRESENTATIVE): How can I help you —-

TIM (CONSUMER): 1I'11 tell you, Tim, I'm
calling —— I'm calling in response to a letter that I

got in the mail about a student loan payment reduction
and forgiveness program.

TIM (REPRESENTATIVE): Okay. Number on top
of the letter? Starts with [jJ- Can I have the rest
of it, please.

TIM (CONSUMER): Yes, yes. Yes, the rest of

it is .
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TIM (REPRESENTATIVE): All right. Timothy
Jones.

TIM (CONSUMER): That’s me.

TIM (REPRESENTATIVE): All right. 1’m going
to pull you up in my computer here, Timothy. Why
don’t you tell me a little bit about your current loan
situation.

TIM (CONSUMER): Okay. Well, currently, 1°m
on deferred status. Hold on. 1°m pulling up my
information on my laptop right now.

TIM (REPRESENTATIVE): Okay. Which website
are you using? Are you using the FSA? Or are you on
your -- you loan processor’s site?

TIM (CONSUMER): 1I’m on Fed Loan Servicing.

TIM (REPRESENTATIVE): Okay. Is that who
your loan is through?

TIM (CONSUMER): Yes.

TIM (REPRESENTATIVE): Obviously, okay.
Okay. That’s something that we do, too, as part of
the process. We’ll -- so we check because the program
is for federal loans.

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): So those are -- you
know, those are the type of loans that we would be

able to work with you on. Do you have any private
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loans? Do you have any private loans?

TIM (CONSUMER): I don’t believe so. The
ones that 1 have listed on my loan summary are direct
-- the direct unsubsidized Stafford loan --

TIM (REPRESENTATIVE): Uh-huh.

TIM (CONSUMER): -- and then there -- yeah,
all of these are direct -- direct unsubsidized
Stafford loans and direct subsidized Stafford loans.

TIM (REPRESENTATIVE): Okay, yeah. So did
you get all -- all of your loans through the school
system?

TIM (CONSUMER): Yes.

TIM (REPRESENTATIVE): Okay. They’re
most -- most likely all of your loans are federal.
Usually people will know if they had a private loan.

So -- but, yeah, there’s -- we’ll check the
Federal Student Aid database later if we -- iIf we get
to that point, you know, to find out if we can find
some benefit in this for you.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): So what are you
showing on there?

TIM (CONSUMER): Say that again.

TIM (REPRESENTATIVE): What are you showing

on your -- on the Fed Loan? Does it have a total loan

Stiner Attachment DD - 6
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balance?

TIM (CONSUMER): Yeah,
balance is at the bottom.

TIM (REPRESENTATIVE):
what that is?

TIM (CONSUMER): So --
total loan balance for all of my

TIM (REPRESENTATIVE):
your current monthly payment?

TIM (CONSUMER): Well,
payment was $402.43 a month, but
summer, 1 applied for a deferred
approved that. So right now, my
zero balance.

TIM (REPRESENTATIVE):
forbearance or a deferrence?
-- they agree -- (break in phone

TIM (CONSUMER):

TIM (REPRESENTATIVE):
me?

TIM (CONSUMER): Yeah,
Just --

TIM (REPRESENTATIVE):
have hit my cord or something.

TIM (CONSUMER): Okay.

Hello?

yeah. My total loan

And can you tell me

yeah, okay. So the

toans is SN -

Okay. And what is
my current monthly
last -- I mean, last

status, and they

monthly payment is

Okay. So is that a

Deferrence is -- so they

call).

Yeah, can you hear

yeah,

I can hear you.

I’m sorry. | must

Stiner Attachment DD - 7
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TIM (REPRESENTATIVE): So it’s a deferrence?
Forbearance is --

TIM (CONSUMER): I think -- actually, it may
be forbearance. 1°m sorry.

TIM (REPRESENTATIVE): Yeah, because that’s
-— forbearance is usually -- you get three years of
forbearance, and that’s you basically saying |1 need to
-— 1 need to freeze this for a little while, you know?
Deferrence is usually when, you know, Fed Loan will
freeze it at no cost to your forbearance.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): Which as long as it
hasn”t been more than three years, you’re -- you’re
okay. So --

TIM (CONSUMER): Yeah. Okay, now that you
say -- now that you say that, I am on forbearance.

TIM (REPRESENTATIVE): Okay. Yeah, that’s
another thing that we’ll do, you know, for -- as part
of our process, because then when we consolidate the
loans, we -- you know, we throw it in the forbearance
for, you know, about 30 days until we can get the
paperwork done and -- and all that stuff. So as long
as it’s -- you said last summer you did it?

TIM (CONSUMER): Yeah, last summer -- yeah,

I —— 1 sent in my application, and I went through the

Stiner Attachment DD - 8
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whole process and everything, and they said that I got
approved for a year. So | have a zero balance on my
account for a year.

TIM (REPRESENTATIVE): Okay. So let me

explain to you how this program (inaudible). This 1is

-- this is William D. -- Forgiveness Act. It’s
actually this -- this program”s been around about ten
years. So some people are calling -- calling it the

Obama Forgiveness Program as of 2010 as part of the
Stimullus Act, he -- you know, he made some changes to
the -- to the program to what it is today.

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): And what it does is
it basically allows people who are in good standings
on their loan and are able to make qual- -- hold on,
Tim. 1 turned you down. Can you hear me still?

TIM (CONSUMER): Yeah, 1 can hear you. Hey,
it sounds like you’re going in and out, though.

TIM (REPRESENTATIVE): Sorry, Tim. Can you
hear me?

TIM (CONSUMER): Yeah, 1 can hear you.

TIM (REPRESENTATIVE): Okay. 1 hit the
volume button on this thing, and it went all the way
down. Okay.

So -- so what it does is it -- people who

Stiner Attachment DD -9
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can make -- can make their qualified payments, have --

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): -- a loan that’s in
good standings, which means --

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): -- it’s not in -- not
in default, which yours is not.

TIM (CONSUMER): (Inaudible).

TIM (REPRESENTATIVE): They are federal --

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): -- federal loans, and
-— and they have some income qualifications and, yeah,
you have to -- you know, state your -- state your
family size and kind of paint a picture of the income
and see what’s going on there. So, real quick, what
do you do for your occupation?

TIM (CONSUMER): [I°m a federal employee with
the |

TIM (REPRESENTATIVE): Oh, perfect, okay,
because there’s two programs here. One of them is the
-— it’s -- i1t’s for people who work in either
nonprofit, government institution --

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): -- or, you know,

something of that nature. And the benefit of that is
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that most people that get into this program are going
to be cashed out 25 years for the forgiveness part.
Now, there’s --

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): -- now, the first
part of it is the lower payment. The second part of
it is the real benefit, and that is the loan
forgiveness. And what that is is after you make your
qualified payments for the life of your loan at a
reduced rate, you then -- the Federal Government will
then pay off the remaining balance of your loan, and
you are forgiven of that debt.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): So -- and --

TIM (CONSUMER): Now, what was -- I didn’t
hear what you said about the 25 years part.

TIM (REPRESENTATIVE): Yeah. So -- so
because you work in a government institution, you will
qualify --

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): -- for a ten-year
plan, which means you only have to pay for your loan
at a -- at a reduced monthly payment for ten years,
and then you will be relieved of -- of that debt, the

remaining balance.
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TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): So, | mean, that’s a
real benefit for anybody who’s in any kind of public
service, just -- just a great, great deal for them.

So let’s see here.

So what 1 need from you is -- okay, I’m
sorry, Tim. |I’m putting this in the computer. So the
occupation was -- can you give me the title again?

TIM (CONSUMER): You mean my specific title?

TIM (REPRESENTATIVE): Or, yeah, just —— 1
just need to put occupation. So you said a federal --

TIM (CONSUMER): A federal employee with the
-}

TIM (REPRESENTATIVE): Okay. Yeah, if you
work for the -- the Federal Government, then you
understand that our paperwork has to be perfect.

TIM (CONSUMER): (Inaudible).

TIM (REPRESENTATIVE): Yeah.

TIM (CONSUMER): Oh, yeah.

TIM (REPRESENTATIVE): And what would you
say that your gross adjusted annual income is, and
what 1 mean by (break in telephone call).

TIM (CONSUMER): Hello?

TIM (REPRESENTATIVE): Can you hear me?

TIM (CONSUMER): Yeah, 1 can hear you now.
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You went out.

TIM (REPRESENTATIVE): (Inaudible) 1 need to
do something with this wire. Okay.

Yeah, so, what I -- what 1°m going to need
from you, one of these things, is your annual gross
adjusted income.

TIM (CONSUMER): Uh-huh.

TIM (REPRESENTATIVE): And what I mean by
that Is —- iIt’s not -- It’s not your net, but it’s
your -- basically your gross minus any deductions from
medical, 401(k), any kind of retirement, any kind of
supplemental insurance like AFLAC or anything like
that.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): Deduct those, and

jJjust give me kind of a ballpark of what you think your

annual --

TIM (CONSUMER): Okay. And you said
adjusted?

TIM (REPRESENTATIVE): Yeah, adjusted. We
call i1t adjusted gross income, and -- and what that
is, it’s just the -- minus the insurance --

TIM (CONSUMER): Uh-huh.
TIM (REPRESENTATIVE): -- and medical -- you

know, medical, dental, retirement, and that stuff.
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TIM (CONSUMER): Okay. 1 actually have my
SF50, basically like my pay stub. So let me see. |1
have -- 1 have what’s on here as adjusted basic pay.
Is that the same thing?

TIM (REPRESENTATIVE): What does it say?

TIM (CONSUMER): So 1°m looking at my SF50,
that’s my -- my pay stub basically, and under adjusted
basic pay, it has my salary. Is that what you were
talking about?

TIM (REPRESENTATIVE): Yeah. 1 don’t know
if it has an itemized breakdown of -- of what is --
what it’s deducting, but if it’s deducting medical,
dental, or any kind of retirement or insurance, then
that’s the number we’re looking for. And if it gives
it to you in a monthly basis, too, we can times that
by 12. And if it gives it to you in an annual number,
then we can use that. But it’s -- what we’re looking
for is pretty close to your gross, but obviously this
program is income-based, so the -- it would be more
beneficial to show a financial hardship, if you get
what 1°m saying, you know?

TIM (CONSUMER): Yeah.

TIM (REPRESENTATIVE): We’re not -- I’m not
trying to put big numbers up here really. But we do

need it to be somewhat accurate, you know?
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TIM (CONSUMER): Oh, okay. So the number
that I have, that would be -- that’s my annual salary.
Is that okay?

TIM (REPRESENTATIVE): Yeah, that’s what
we’re looking for, annual minus the insurance and the

TIM (CONSUMER): Okay. So the -- what is
it? Let me pull this up.

I’m sorry, just give me one more second,
please.

TIM (REPRESENTATIVE): That’s (inaudible)

TIM (CONSUMER): Okay.

Okay, here it is. So my adjusted basic pay
annually is J ] - '’m sorry, Sl (inaudible).

TIM (REPRESENTATIVE): Okay. _?

TIM (CONSUMER): Yeah.

TIM (REPRESENTATIVE): Okay. Okay. And are
you married?

TIM (CONSUMER): No, I’m engaged, actually.

TIM (REPRESENTATIVE): Okay. The reason 1
ask is because, you know, like 1 said, It’s an income-
based program, so if you were married, then a lot of
people file joint income tax returns. So --

TIM (CONSUMER):  Mm-hmm.
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TIM (REPRESENTATIVE): -- if you were to do
that this upcoming year for the sake of this program,
we woulld have to also use your wife’s income.

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): Now, when we see this
type of situation and we’re trying to qualify people,
usually we recommend that they file -- you can fTile
married, but you file separately. That way --

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): -- we can (inaudible)
your income alone.

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): And that’s going to
give you a better chance of qualifying.

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): So, yeah, you’re not
married yet, so you can (inaudible) filing, you know,
single up -- up until this point. So for the sake of
just, you know, right now, we’re going to go ahead and
-- and -- single for you.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): Or I’m going to
put -- you know what 1°m going to put? 1’m going to
put married, separate.

TIM (CONSUMER): Married, separate, okay.
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Now -- now, if 1 qualify for the program after my
fiancé and I get married, do I have to call back and
adjust that with you guys?

TIM (REPRESENTATIVE): Well, it doesn’t
matter how you filed, this last time. What matters is
going to be this upcoming year. And then once you get
into the program, you do have to recertify on a yearly
basis because it iIs --

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): -- it’s income-based,
so, you know, they want to know on a yearly basis if
your situation has changed. And that’s part of what
we do. You know, we certify. We help to keep you in
this program. You know, like --

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): -- making you aware
of things like this, you know? And 1 know this is tax
benefits, you know, to (inaudible) children or when
you’re married, but the benefit that you get from this
program, what I have seen (inaudible) 1 signed a woman
up, and she is going to save $160,000 on her loans.

TIM (CONSUMER): Wow.

TIM (REPRESENTATIVE): You can’t even -- you
know? So just keep that in mind, you know?

TIM (CONSUMER): Okay.
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TIM (REPRESENTATIVE): Because then
people -- a lot of people are, you know, look forward
to their, you know, taxes coming around, making a
couple thousand, but this is -- this iIs something
else. So --

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): Okay. Let’s see
here. So another big factor in this program is family
size. And 1’11 read you the definition per the
Federal Government here in a minute --

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): -- but as far as
family size, this i1s not going to be a number that
you’re going to file your taxes with as dependents.

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): They don’t expect
that for this. It’s pretty much just an arbitrary
number that you as a client determine and provide me.
In regards to the number, whether it’s a high or low,
it’s pretty much up to you what this number is.

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): Like, the client that
I helped earlier, they had a family size of 12. So
they had a pretty good income, but supporting 12

people takes a lot of money. You know? So that would
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TIM (CONSUMER): Yeah.

TIM (REPRESENTATIVE): -- hard for almost
anybody. You know?

TIM (CONSUMER): Right, right.

TIM (REPRESENTATIVE): So, pretty much, it’s
just a number that’s determined by you, just something
that I got to put to keep the process moving. So —--
you know what, okay, yeah, that’s all good. So I know
you’re married -- you’re going to get married this
year, yes?

TIM (CONSUMER): Yeah, 1°m getting married
in July.

TIM (REPRESENTATIVE): Okay. Yeah, so
married, separate is what I have. So it will
automatically add you and your wife. You -- do you
have any children?

TIM (CONSUMER): No, I do not have children.

TIM (REPRESENTATIVE): Okay. So 1’11 read
you the definition here, and i1t is as follows. Family
size includes you, your spouse, and your children,
including unborn children who would be born during the
year for which you state your family size. If the
children will receive the majority of their support

from you -- now, it doesn’t matter whether they live
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with you or not if they’re a part of your family. It
also includes other people that live with you or who
just receive the majority of their support from you
and they will continue to receive this support from
you for the year that you state your family size.

Now, support includes any kind of money,
gifts, loans, housing, food, clothing, car, medical or
dental, payment of college costs. Do you help anybody
-— 1T you have somebody on your cell phone plan; if
you have somebody on your gym membership, they’re
considered part of your family. And we just had
Christmas. You know, if you bought presents, clothes,
watch, earrings, toilet paper, they’re a part of your
family. Okay?

So with that being known, not counting your
wife and yourself because you’ll -- you’ll be added in
at the end, how many would you state in addition to
you two for your family size?

TIM (CONSUMER): So would that -- well,
basically, 1°m still at home, so would my mom, dad,
and my brother, would they be included in that?

TIM (REPRESENTATIVE): Absolutely.

TIM (CONSUMER): Okay. So including myself
and excluding my future spouse, right?

TIM (REPRESENTATIVE): Yeah, she’ll be added
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TIM (CONSUMER): Okay, so myself, my dad, my
mom, and my brother, that’s four.

TIM (REPRESENTATIVE): Okay. So what are
the -- 1 mean, is there any other maybe friends that
come, you know, stay -- stay with you that you -- you
know, you feed them, you clothe them, you know, go
hang out, you know, go to see a movie, you pay for
them, you know, you drive them around, gas, you know,
take them to work? 1Is there, you know, anybody that
you bought Christmas presents for, maybe a niece,
nephew, somebody that you would be able to add in,
somebody in your family?

TIM (CONSUMER): No, I don’t -- no.

TIM (REPRESENTATIVE): Okay. So your mom,
your dad, your brother, so that’s three, right?

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): And then you and your
wife, so it’s mom, dad, brother, you, wife, so that’s
five. Okay.

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): So family size, okay,
so three, zero-seven. Okay, that’s right. Yes, you
qualify for the public service.

TIM (CONSUMER): You said I qualify for the
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loan forgiveness?

TIM (REPRESENTATIVE): No, 1 put for the
public service loan forgiveness plan, so -- because
I’m even going to either put you in -- in the 25-year
or I’m going to put you in the ten-year, which is for
public service people. So you qualify for that just
because of your employment. And then the loan
forgiveness, that -- that will come, you know, at the
end of your ten years, if you continue to make your --
you know, adjusted lower payment for the next ten
years, the remaining balance will be forgiven, and
that’s what the loan forgiveness part iIs. So...

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): Okay. So the current
loan servicer was Fed Loan, and, let’s see, the money
payment you said was four-something? What did you say
it was?

TIM (CONSUMER): Yeah, it was -- | want to
say 400-and-- $402 monthly.

TIM (REPRESENTATIVE): 402. And I don’t
know why I didn’t save this, but we have In here
B 2nd 1 think you said you were at [Jjj-something.
Okay. And my computer didn’t save it for some reason,
but --

TIM (CONSUMER): So -- but you have my
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federal loan balance as [N~

TIM (REPRESENTATIVE): 1It’s an estimated
total federal balance. 1°m sure that (inaudible) was
probably part of (inaudible) records of some sort, you
know, for the school registration loans or something
of that nature, you know?

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): And, so, it was just
an estimated balance, you know, that was all the
information (inaudible) to that in your name. So,
yeah, 1 think it was i or something like that.

TIM (CONSUMER): |-

TIM (REPRESENTATIVE): Oh, 201, okay.

TIM (CONSUMER): Yeah.

TIM (REPRESENTATIVE): 201. Okay. Let me
see here. So your loan status is current. Federal
loans -- and there’s -- there’s multiple of them,
right, yeah? Multiple loans?

TIM (CONSUMER): Yeah, they’re multiple.

TIM (REPRESENTATIVE): Okay.

TIM (CONSUMER): And what -- what did you
say before about private loans?

TIM (REPRESENTATIVE): Private loans, we
can’t do anything for you on those. This is a federal

program. The Federal Government is going to be paying
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these loans off if, you know, If you get the loan
forgiveness part. And, so --

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): -- they’re not --
they’re not going to be paying off any of these
private loans.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): (Inaudible).

TIM (CONSUMER): So if I was to get a loan
through (inaudible) or something then they wouldn’t
pay for that, right?

TIM (REPRESENTATIVE): Through what? 1I°m
sorry.

TIM (CONSUMER): If I got -- if I got a loan
through my bank, they wouldn’t pay for that, right?

TIM (REPRESENTATIVE): Yeah, no. It has to
be a federal loan through --

TIM (CONSUMER): Okay, okay.

TIM (REPRESENTATIVE): -- so --

TIM (CONSUMER): Okay, that’s fine.

TIM (REPRESENTATIVE): Okay. So 1 think I°m
close here. This (JDI] number, is this a good
number for you? Is this a cell phone, a landline,
work? What number is this?

TIM (CONSUMER): That”s my cell phone
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number, and that’s going to be the best phone number
to contact me.

TIM (REPRESENTATIVE): Okay. Okay. Are you
going to have access to your email throughout this
conversation?

TIM (CONSUMER): Yes, sir.

TIM (REPRESENTATIVE): Okay. Can I get your
email?

TIM (CONSUMER): Sure. You ready?

TIM (REPRESENTATIVE): Yeah.

TIM (CONSUMER): Okay, my email is || l- B
as in - - B B @yahoo.com.

TIM (REPRESENTATIVE): Okay. So 1°m going
to send you a form in your email.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): What this form is is
basically -- it’s a —- just a consent form allowing me
to access your federal database on your behalf so that
we can check the loans. 1 know you went into Fed
Loan, but we’re going to go onto the Federal Student
Aid, you know, main database, and we’re going to just
confirm that theses loans are federal and make sure
that there’s not any loans there that you don’t know
about and that we have the exact right dollar amount.

We”ll do that in a minute.
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TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): First, I’m going to
put you on hold for a minute here and crunch some
numbers.

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): And we’ll see what we
can get you qualified for.

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): And we can go from
there. All right, Tim?

TIM (CONSUMER): All right, awesome. Thank
you.

TIM (REPRESENTATIVE): All right.

TIM (CONSUMER): Okay.

(Caller placed on hold.)

TIM (REPRESENTATIVE): So do you go by Tim
or Timothy?

TIM (CONSUMER): 1 go by Tim.

TIM (REPRESENTATIVE): Tim, right on. All
right. This is very, very good news.

TIM (CONSUMER): Yeah.

TIM (REPRESENTATIVE): You do qualify. And
I’m using -- 1’m using just your income and the income
that you gave me. So what 1 need to know, the reason

-- how come you put it into forbearance? Were you
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Jjust taking a break, or were you unable to make the
payments due to some kind of financial hardship? What
was the reason for that?

TIM (CONSUMER): I guess | would say it was
-— It was getting kind of tough to make the payments.

TIM (REPRESENTATIVE): Okay. Part of this

program is -- you know, there are some fees involved,
but part of -- part of it is, you know, obviously
you’re current. You’re in -- you’re in okay standing,

but, you know, the loan’s still, you know, creating
interest still (inaudible) growing because no
payment’s being made, you know?

So it’s spitting out a couple of different
(inaudible) here for you. Now, the good news is that
all of these programs are going to give you $119
payment a month.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): Now, the difference
in these programs is how we can get the -- you know,
get back on track with the loan a little bit by making
a couple -- a couple months of, you know, little
bigger payments here. So 1’1l just -- 1’11 just tell
you here. So some people like to get it all done --
all done in one month. And what I mean by that is you

can pay $1,007, okay, month one, and then in month --
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starting month two, it would move into $119 payment,
and you would stay there for the remainder of your
loan. So you would stay there for the next ten years.

Now, let me give you some numbers here. Do
you have something to write this down?

TIM (CONSUMER): Yeah, I do. 1 do.

Hello?

Hello?

TIM (REPRESENTATIVE): Tim, can you hear me?

TIM (CONSUMER): Yeah, 1 can hear you now.

TIM (REPRESENTATIVE): Oh, man. What’s
going on with this thing? Okay. So where did 1 lose
you at?

TIM (CONSUMER): You told me to get
something to write it down.

TIM (REPRESENTATIVE): Okay, okay. So I°m
going to tell you what your current situation is right
now. So if you have a piece of paper and a pen, just,
you know, draw a line down the middle and the left
side write “current;” on the right side, write
“program.”

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): Okay. So we have --
we know we’re at [Jjjjjjij- and we know we’re at about a

$402 payment. That’s what you should be paying.
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That’s what your loan -- your loan balance is right
now. Okay?

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): On an annual basis,
you would pay $4,824 a year at that rate. Okay?

TIM (CONSUMER): Say that again? Four

thousand and what?

TIM (REPRESENTATIVE): $4,824 would be your

current annual outflow as it stands right now, Fed
Loan.

TIM (CONSUMER): Annual payment -- okay,
current annual payment for my loan.

TIM (REPRESENTATIVE): Mm-hmm.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): How much you pay a
year, staying with Fed Loan.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): Making your $402
payment.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): Okay? So if you were

to get into this program, your payment would go to
$119 a month.
TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): Your annual outflow
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for the year would be $1,428.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): You would be saving
$3,396 a year.

TIM (CONSUMER): Okay. So 1 would be saving
what now?

TIM (REPRESENTATIVE): $3,396 --

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): -- a year. And after
ten years, you would have a total savings of $14,280.

TIM (CONSUMER): 14,000 after ten years.

TIM (REPRESENTATIVE): That’s pretty cool,
right? And then after ten years, they would relieve
you of the rest of it. So basically -- let’s see
here. Let me see here. | have a different calculator
that 1 use, and maybe as we go through this, 1”1l run
the numbers, but I could tell you what -- you know,
because (break in telephone connection.)

TIM (CONSUMER): Hello?

TIM (REPRESENTATIVE): (Inaudible). Yeah,
can you hear me?

TIM (CONSUMER): Hello?

TIM (REPRESENTATIVE): Can you hear me?

TIM (CONSUMER): Yeah, 1 can hear you.

TIM (REPRESENTATIVE): Okay. Yeah, so I
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have a different calculator here. 1711 see if | can
pull it up. But it -- it will tell me, you know,
because with compound interest, Hjjjjjj over the life
of the loan, you know, most likely is going to end up
being around 60, 65,000. You know?

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): Now, that would be,
you know, if you’re making, you know, a minimum
payment on that and, you know, the interest were to
continue to grow, so 1’11 —- 1’1l see if I can find
that calculator and run those numbers for you and, you
know, just -- just for the fun, you know, just to give
you an idea of what, you know, what you will be --
because we know -- we know in -- over a ten-year time
you would be saving 14,280, but even a better number
to hear sometimes usually is, you know, what -- you
know, what -- what it would look like, you know, if
you kept paying that, you know, with the -- with the
interest. And, so, I’Il see if I can find that.

But -- so | started to tell you about the
packages here. Now, there’s five of them, okay? And
the -- so we’ll say package number one is the $1,000
one. Okay, we’ll say that. So as they go from one to
five, the dollar amount goes up a little bit.

TIM (CONSUMER): Okay.
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TIM (REPRESENTATIVE): And, so, package five
is paid over nine months. And iIn package five, you
would pay $207 for the first nine months, and then you
would move into your $119 payment. Okay.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): And by doing that,
you -- you will pay almost -- almost an extra, say,
about $8-, $900. And that’s just the way it works
out, you know? If you do it all at once, if you pay
$1007 the first month, then you’re done. You know,
you’re done with the getting back on track, and you
move, month two, right into the 119.

So what -- what type of payment do you think
you could handle in the beginning of this program, and

TIM (CONSUMER): When would the program
start?

TIM (REPRESENTATIVE): Well, we like to, you
know, get a payment usually within 15 days, but I
would be able to push it out to 30 for you, I believe,
depending on which program we go with. So, you know,
I’m kind of just trying to get an idea of kind of
where you’re at on this thing and how -- you know, how
much you want to, you know, attack it and get into

that 119 payment.
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Now, you know, 1 mean, if your -- your
situation is such that you need to stretch the
payments out, still good.

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): You know? You’re
still -—-

TIM (CONSUMER): Yeah.

TIM (REPRESENTATIVE): -- you’re --

TIM (CONSUMER): And the $1,007 option,
that’s to offset the -- offset the interest, right?

TIM (REPRESENTATIVE): 1°m sorry, I lost you
for a second. What’d you say?

TIM (CONSUMER): 1 said the option where I
pay you 1,007, is that to offset the interest?

TIM (REPRESENTATIVE): Well, the -- see,
what happens when we consolidate your loans, and so
you’re paying a monthly payment, and that takes care
of everything. That takes of principal, interest,
fees, you know, everything that’s involved. Because
like 1 said, we do -- we do charge some fees. So
that’s going to -- that’s going to take care of some
of the fees right there. That’s going to take care
of, you know, everything -- everything’s consolidated
into one thing.

TIM (CONSUMER):  Mm-hmm.
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TIM (REPRESENTATIVE): So, you know, all you
have to remember about this program, it’s really
pretty basic. You know, you’re going to pay 119 a
month, you know --

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): -- depending on how
much you pay -- you’re going to pay. You know, you’re
going to pay some fees and some -- and some -- to get

back on track, money in the beginning --

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): -- and it’s going to
be either -- it’s going to be either, you know, one
month, all the way to nine months are you -- is going

to be your options for payments. And then you’re
going to move into the 119 and you’re going to stay at
that. You’re not going to pay any more. There’s not
going to be any fees after that, you know. We’re not
going to hit you with -- blindside you with some kind
of processing fee, you know, six months down the road.
It jJust —- i1t doesn’t work like that. You
know, everything is disclosed, you know, to you, and,
you know, if we go through the process here, you know,
tonight, then, you know, once you get on the phone
with verification, they will give you an itemized

breakdown of everything.
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TIM (CONSUMER):  Mm—hmm._

TIM (REPRESENTATIVE): But all you have to
remember is there are two numbers -- the 119 and then
whatever package you pick in the beginning for the
fees, you know?

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): And then, you know,
ultimately, what we’re -- what we’re trying to do
here, Tim, iIs we’re trying to pay the least amount of
money so that --

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): -- we have the most
amount of forgiveness. So, you know, we want to get
you to that 119 --

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): -- and, you know, you
don’t want to -- you know, this is not the type of
situation where you want to, you know, if you get a
bonus at work you want to come try to chip away at
this thing. That’s not what we’re doing here, you
know? The Federal Government is going to pay off the
rest of your loan, so you want to give them as little
amount of money --

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): -- as possible. You
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know?

TIM (CONSUMER): Mm-hmm. Mm-hmm.

TIM (REPRESENTATIVE): And, so, as long as
you stay qualified and you make your payments, you
will get the forgiveness. So, what do you think?

TIM (CONSUMER): Okay. So, let me see, |
think right now 1 —-

TIM (REPRESENTATIVE): And I can give you
these other numbers, too, here. 17’11 do that real
quick if you want to write it down. So the other
option is going to be $557.

TIM (CONSUMER): Uh-huh.

TIM (REPRESENTATIVE): That’s going to be --

TIM (CONSUMER): Is that option -- 1s
(inaudible)?

TIM (REPRESENTATIVE): What’s that?

TIM (CONSUMER): You said 557, right?

TIM (REPRESENTATIVE): Yeah, 557 is going to
be package two.

TIM (CONSUMER): So 557 i1s going to be
package two. So what was the 207? I1°m sorry. 1°m
going -- I”’m backtracking a little bit.

TIM (REPRESENTATIVE): That’s okay.

TIM (CONSUMER): So what was the 207 in the

first nine months? Was that package five?
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TIM (REPRESENTATIVE): That’s package five,
yeah.

TIM (CONSUMER): Okay. And then the -- what
did you say, 557? Or, now, that’s package two?

TIM (REPRESENTATIVE): Yeah, and you’re
going to pay that for two months.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): Month three, you’re
going to move into the 119.

TIM (CONSUMER): Okay, then, two months,
then 119. Okay. And what are the other options?

TIM (REPRESENTATIVE): Package three is
going to be 407.

TIM (CONSUMER): (Inaudible).

TIM (REPRESENTATIVE): You’re going to pay
that for three months.

TIM (CONSUMER): For three months.

TIM (REPRESENTATIVE): Month four, you’re
going to move into the 119.

TIM (CONSUMER): Okay. Okay, what are the
other ones?

TIM (REPRESENTATIVE): And -- and then the
last one, four, you’re going to pay 257.

TIM (CONSUMER): Okay, that’s number four?

TIM (REPRESENTATIVE): Yeah. For six
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months.

TIM (CONSUMER): Okay. Okay.

TIM (REPRESENTATIVE): And then you’re going
to move into the 119. So you can -- you can kind of

do the math there, you know. You see, you know --

TIM (CONSUMER): Right.

TIM (REPRESENTATIVE): -- right.

TIM (CONSUMER): Now what was -- what was --
what was option one? 1 didn’t get that one.

TIM (REPRESENTATIVE): 1,007.

TIM (CONSUMER): Oh, okay. So the 1,007 was
number one, okay.

TIM (REPRESENTATIVE): Uh-huh. And you just
do that one time, and In month two, you move into the
119, and you stay there. So, you know, that’s --
that’s going to save you about $8-, $900 by doing that
one, and then it kind of -- you know, it goes down
from there, you know, accordingly, you know.

TIM (CONSUMER): Hmm. Hmm.

TIM (REPRESENTATIVE): So -- and the way we
-—- we draft it -- we draft the payment out of your
bank account every month.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): But there is the

option of the credit card, which some people do, is
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they just -- they take package one, and they just put
it on a credit card --

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): -- and then you just
-— and you know? And then they don’t have to worry
about it; they just, boom, put it on a credit card and
kind of pay it off on their own time and then move
into the 119 right away, you know?

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): Not everybody can do
that, but that’s -- that is an option.

TIM (CONSUMER): Right. Okay. |1 had a
question. So when this program starts, after 1°m
making the payments, and when 1 get married, will my
spouse be extended the same plan for her on student
loans?

TIM (REPRESENTATIVE): She has student loan
debt as well?

TIM (CONSUMER): 1 -- 1 think we have -- we
haven’t really talked about it in detail, but I think
she does. 1 don’t know how far along she is
(inaudible).

TIM (REPRESENTATIVE): Okay. So there’s --
it won’t be together, like you won’t be like a joint

thing, you know? Unless you guys have joint loans.
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Do you guys have joint loans?

TIM (CONSUMER): No.

TIM (REPRESENTATIVE): Okay, yeah. So I
will have the same conversation with her that 1°m
having with you. She will have the same options that
you have, as long as she qualifies the same way you
are, you know.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): So, you know, if she
has federal loans and, you know, you guys -- you, for
the sake of the program, will be filing married,
separate, so she will also be filing her own tax
returns, which means that we will be able to use her
own income allone, giving her a better chance to
qualify, and then as long as they’re federal and she
make the payments, we can put her in the program.

TIM (CONSUMER): Okay. Okay. Hmm.

TIM (REPRESENTATIVE): Hmm. So if you want
to -- if you want to think about it, we can kind of
just start going through this application as far as
the programs, and I can at least give -- you know, get
this going. And then --

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): -- you know, you can

decide which dollar amount you want to pay, you know
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(inaudible).

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): So married. Okay.

So we got the cell phone number. Do you have a --
like a landline, or should we just keep the cell phone
number as your only number on here?

TIM (CONSUMER): Yeah, keep my cell phone
number as my only number.

TIM (REPRESENTATIVE): Okay. Okay. Hold
tight. Package (inaudible) okay we don’t know yet.
Okay, what is your date of birth, Tim?

TIM (CONSUMER): My date of birth is || N
—

TiM (REPRESENTATIVE) : |- Okavy-

And you gave me the name of your employer.
Actually, give me your occupation, but 1°m going to
need the name of your employer, your employer address,
city, state (inaudible) and phone number.

TIM (CONSUMER): Okay, uh-huh. Let me get
that for you.

TIM (REPRESENTATIVE): Okay.

Can you hear me, Tim?

TIM (CONSUMER): Yeah, 1 can hear you.

TIM (REPRESENTATIVE): Okay. Some other

things that we will need, just in case you’re going to
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get papers, we’re going to need two references. They
cannot live with you, and they cannot live together,
but it could be, you know, a relative or friend or
coworker, whatever.

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): Addresses, phone
numbers, and names, first and last. We”ll need credit
card information of bank information, routing number
and account number. And we’ll -- we’ll do a budget

together, just to kind of show where your money’s

going.
TIM (CONSUMER): Yeah.
TIM (REPRESENTATIVE): And your spouse’s
information. 1 may need your spouse’s information.

I’m not sure because 1 put married, but I put
separate, so 1’1l have to find out for sure on that if
I —— if I have to, I’Il just put single for now, but,
yeah, so the employer information, Social Security,
bank information, and I think that’s 1t for now.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): Okay.

TIM (CONSUMER): Okay, let me get (break in
phone call).

(Brief pause.)

TIM (CONSUMER): Okay. You need my employer
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information?
TIM (REPRESENTATIVE): Please.

TIM (CONSUMER): Okay. So my employer is

-
TIM (REPRESENTATIVE): Okay.
TIM (CONSUMER): And the address is -- well,
I'm located in the N
TIM (REPRESENTATIVE): Okay, hold on. [JJ2

TIM (CONSUMER) : veah. |
oic), | I

TIM (REPRESENTATIVE): Okay, [JJJj building,
got that.

TIM (CONSUMER): Okay, you need the address
for the JJjjjruilding?

TIM (REPRESENTATIVE): Please.

TiM (CoNSUMER): okay. It’s |[}}}QSNNNEGGE
N o I

TIM (REPRESENTATIVE): Okay. [Jjjij- okav-
I'm typing this up into my computer, so kind of bear
with me here. - (inaudible) _, .
What was after that?

TIM (CONSUMER): Yeah, JJj —- vou got |}

right?

TIM (REPRESENTATIVE): Yeah, _,
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TIM (CONSUMER): Uh-huh.

TIM (REPRESENTATIVE): And what was after
that?

TIM (CONSUMER): oh, [ -

TIM (REPRESENTATIVE): Oh, okay. Okay, so
that’s - - I

TIM (CONSUMER): And then the zip code is
B

TIM (REPRESENTATIVE): Okay. [ is the
state, right, and the city was -- what city is that

in?

TIM (CONSUMER): [- ©h. the -
the. |

TIM (REPRESENTATIVE): Okay.

In . . is the state abbreviation, right?

TIM (CONSUMER): I’m -- say that again.

TIM (REPRESENTATIVE): . is the state
abbreviation, right?

TIM (CONSUMER): Yes. Yes.

TIM (REPRESENTATIVE): Okay, sorry. |
should know that. Okay. Oops.

All right, Tim, you’re going to hate me,
man. Listen, my computer just did something weird and
lost this information.

TIM (CONSUMER): Oh.

Stiner Attachment DD - 44

44



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Case 4:18-cv-00806-SBA Document 70-30 Filed 03/05/18 Page 46 of 57

TIM (REPRESENTATIVE): 1°m freaking sorry,
man. 1 can go back until (inaudible) and I still have
-- see the intimate family size, | have that. Yeah,
if you want to just tell me -- 1’1l write it down real
quick, and then I can input it here. 1 can input it,
you know, in a minute. So it was -- the address for
the employer was [Jjjj -- or why don”t you just tell me
and 1’11 put it --

TIM (CONSUMER): ©Oh, yeah. It’s | --

TIM (REPRESENTATIVE): Mm-hmm.

TIM (CoNsUMER):  -- - M-

TIM (REPRESENTATIVE): Okay.

TIM (CONSUMER): Let me see (inaudible)
I

TIM (REPRESENTATIVE): Okay.- Of NN -
B Okay- And, let’s see, a phone number
for you at work?

TIM (CONSUMER): Oh, work number 1is
I

TIM (REPRESENTATIVE): Okay. 1°m putting
your cell phone back in here. Okay. Okay. And
what’s your Social, Tim?

TIM (CONSUMER): Yeah, my Social is XXX-XX-
XXXX.

TIM (REPRESENTATIVE): Okay. Driver’s
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license number, and | know the state is .

TIM (CONSUMER): You said driver’s license
number and what else?

TIM (REPRESENTATIVE): And it says —- it
asks for state, but I know you’re in _
right?

TIM (CONSUMER): Well, that’s where 1 work.
I actually live in the NG -

TIM (REPRESENTATIVE): Oh, okay, okay. So
B - ckay- So, yeah, give me the driver’s
license number, and we”ll be in [N -

TIM (CONSUMER): Okay. Let me get that for
you.

TIM (REPRESENTATIVE): Okay.

TIM (CONSUMER): AIl right. So, driver’s
license number (inaudible).

TIM (REPRESENTATIVE): Mm-hmm.

TIM (CONSUMER): Okay. The number is [Jjji}-

TIM (REPRESENTATIVE): 1’m sorry, [l

TIM (CONSUMER): l the letter l as in

.
TIM (REPRESENTATIVE): Okay, [Jll-
TIM (CONSUMER): Yeah, - XXX XX.
TIM (REPRESENTATIVE): Okay. Okay, and
that’s §?
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TIM (CONSUMER): Yeah, this is a |}EEE
driver’s license.

TIM (REPRESENTATIVE): Okay. Okay.

Hey, Tim, 1°m going to put you on hold for
just a second. 1°m going to ask about the marital
status and see which -- which route exactly we need to
go here, okay?

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): Okay.

(Caller placed on hold.)

TIM (REPRESENTATIVE): Tim, are you there?

TIM (CONSUMER): Yeah, 1°m here.

TIM (REPRESENTATIVE): Man, technology is
something else, isn’t 1t? All right.

TIM (CONSUMER): Hmm.

TIM (REPRESENTATIVE): Okay, so, since
you’re not married right now --

TIM (CONSUMER): 1°m not married right now.

TIM (REPRESENTATIVE): Yeah, we have to do
it single. So -- but keep in mind --

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): -- next year, when
you do File the taxes, and, you know, we’ll be here
with you throughout this whole process to remind you

and -- and make sure you qualify and everything, but
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you will have to file married, separate, as well as
your wife, iIf she wants to do this, too (inaudible)
when you Ffile. Okay?

TIM (CONSUMER): Okay. So after -- so after
we get married, we’ll have to file under married,
separate.

TIM (REPRESENTATIVE): Yes. So you --
you’re --

TIM (CONSUMER): Okay, that --

TIM (REPRESENTATIVE): -- Ffiling married,
but you’re going to be separate instead of joint.

TIM (CONSUMER): Instead of joint. Okay.
And is that -- is that for our income taxes?

TIM (REPRESENTATIVE): Correct.

TIM (CONSUMER): Okay, okay. Married,
separate. Let me write that down. Married, separate.

TIM (REPRESENTATIVE): Okay.

TIM (CONSUMER): And this is for after we
get married (inaudible).

TIM (REPRESENTATIVE): Yes.

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): So it’s -- like it’s
tax time right now, you know, so at this time next
year, when you do your taxes, or whenever you do them

-— I don’t know how you do them, quarterly or, you
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know, whatever -- you’ll just keep that in mind, you
know.
TIM (CONSUMER): Mm-hmm. Okay.

TIM (REPRESENTATIVE): Okay. So I lost the
birthday. 1 know it was [N~

TIM (CONSUMER) - [ -
TIM (REPRESENTATIVE): | -

Nine -- okay, got that.

Social, employer, family size. | don’t need
the fiance’s information yet. Okay, I1’m going to need
two references, fTirst name, last name, address, phone
number and (inaudible).

TIM (CONSUMER): Okay. And they can’t live
with me, correct?

TIM (REPRESENTATIVE): They can’t live with
you and can’t live together.

TIM (CONSUMER): Can’t live —-- (inaudible)
together.

TIM (REPRESENTATIVE): Like if you —- if
your mom and dad didn”t live with you, then you could
put your -- either one of them, but you couldn’t put
both of them because they live together, you know?

TIM (CONSUMER): Got you. Okay. Okay, two
references. Let me see.

TIM (REPRESENTATIVE): And, 1 mean, it could
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be friend, neighbor, anybody. You know, we’re not
going to each out to these people. It’s just for the
paperwork.

TIM (CONSUMER): For the paperwork? OQkay.

I got (inaudible).

TIM (REPRESENTATIVE): Okay.

TIM (CONSUMER): Let me give it to you. Oh,
man, where is it? Okay, here we go, here we go. All
right, first reference is |} -

TIM (REPRESENTATIVE): Okay, _.

TIM (CONSUMER): Uh-huh.

TIM (REPRESENTATIVE): And last name?

TIM (CONSUMER): Last name, _.
v (RePRESENTATIVE) : [

OFr —=

TiM (coNsUMER) : [ -

TIM (REPRESENTATIVE) : - okay, -

TIM (CONSUMER): Yes.

TIM (REPRESENTATIVE) : |-

TIM (CONSUMER): Yes.

TIM (REPRESENTATIVE): Okay. And her
address?

TIM (CONSUMER): Her address is -
I

TIM (REPRESENTATIVE): Okay.
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riv (consovr) : [
|

TIM (REPRESENTATIVE): Okay. So I think T
have to —— okay, I can put it all in cone. Sometimes
it makes me put, you know, a line down, a line down, a
line down on the form, so --

TIM (CONSUMER): Mm-—hmm.

TIM (REPRESENTATIVE): —-- okay, so, yeah.

So I can put it all in one line. So I have |}

_. What was the city and state?

TiM (coNsUMER) : | -

TiM (REPRESENTATIVE) : | :

TIM (CONSUMER): That’s correct.

TIM (REPRESENTATIVE): And _ is .?

TIM (CONSUMER) : . that’s correct.

TIM (REPRESENTATIVE): Okay. And you’re at -
|

TIM (CONSUMER) : . —— yeah, that’s the
correct zip code.

TIM (REPRESENTATIVE): Okay. And what is

your relationship to -

I
TIM (CONSUMER): She’s my aunt.
TIM (REPRESENTATIVE): Okay. Sorry, Tim. I
Just =—— I lest 1t (Inaudible). Can you give it to

me again real quick?
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TIM (CONSUMER): Yeah, sure, sure. You

ready?
TIM (REPRESENTATIVE): Yeah, 1°m sorry.
TIM (CONSUMER): Okay. The address is |JJji}-
TIM (REPRESENTATIVE): -
TiM (CONSUMER) =
I

TIM (REPRESENTATIVE): Okay.

TIM (CONSUMER) - 1 -
I

TIM (REPRESENTATIVE): Okay, thank you.

TIM (CONSUMER):  Mm-hmm.

TIM (REPRESENTATIVE): Okay. Okay, and
what’s the phone number for -- for |~

TIM (CONSUMER): Oh. Okay, the number is

- -

TIM (REPRESENTATIVE): Mm-hmm.

TIM (CONSUMER): | -

TIM (REPRESENTATIVE): Okay. And for your
second reference?

TIM (CONSUMER): Let’s see, my second

reference. My second reference is | NG -
TIM (REPRESENTATIVE) : [N
TIM (CONSUMER): Yes, N -
TIM (REPRESENTATIVE): Okay. [
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| B
TIM (CONSUMER): That’s correct.
TIM (REPRESENTATIVE): And _?
TIM (CONSUMER): That’s correct.
TIM (REPRESENTATIVE): Okay. And the
address?

TIM (CONSUMER): The address is -.
TIM (REPRESENTATIVE) : -.

TIM (CONSUMER): Mm-hmm.

TIM (REPRESENTATIVE): Okay.
ron (consoer) : -
TIM (REPRESENTATIVE): One word?

TIM (CONSUMER): Yeah, one word. ||} ]
is one word.

TIM (REPRESENTATIVE): Okay. _ l
_, like the word -

TIM (CONSUMER): Yeah (inaudible) -

right.

TIM (REPRESENTATIVE): Okay.

TiM (coNsuMER) : [ -

TIM (REPRESENTATIVE): Okay.

TIM (CONSUMER): And their zip code is
]

TIM (REPRESENTATIVE): Okay. Okay, and

what’s your relationship?
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TIM (CONSUMER): She’'s my aunt on my mom’s
side.

TIM (REPRESENTATIVE): Okay. And her phone
number.

TIM (CONSUMER): And her phone number is ——
let me pull that (inaudible).

Okay, her phone number is |}}]NNG -

TIM (REPRESENTATIVE): Sorry, Tim, I'm

losing you here for a minute. Can you hear me?

TIM (CONSUMER): Oh. Yeah, I can hear.

TIM (REPRESENTATIVE): Okay. I have
-k

TIM (CONSUMER): Hello?

TIM (REPRESENTATIVE): Yeah. I can hear you
now. Okay ——

TIM (CONSUMER): Okay.

TIM (REPRESENTATIVE): —— _?

TiM (coNsUMER) : |-

TIM (REPRESENTATIVE): Okay. All right. So

from here, we're going to do a budget, and we’ll just

TIM (CONSUMER): Hello?
Hello?
TIM (REPRESENTATIVE): Yeah, can you hear

me?
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TIM (CONSUMER): Yeah.

TIM (REPRESENTATIVE): All right, hold on.
I’m going to unplug my headset, and I”’m going to
straighten out this cord. 1 think that’s what’s doing
it. So hold on one second, okay?

TIM (CONSUMER): Okay.

(Brief pause.)

TIM (CONSUMER): Hello?

(The recording was concluded.)
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CERTIFICATE OF TRANSCRIPTIONIST

I, Sara J. Vance, do hereby certify that the
foregoing proceedings and/or conversations were
transcribed by me via CD, videotape, audiotape or
digital recording, and reduced to typewriting under my
supervision; that 1 had no role In the recording of
this material; and that i1t has been transcribed to the
best of my ability given the quality and clarity of
the recording media.

I further certify that I am neither counsel
for, related to, nor employed by any of the parties to
the action in which these proceedings were
transcribed; and further, that I am not a relative or
employee of any attorney or counsel employed by the
parties hereto, nor financially or otherwise

interested In the outcome of the action.

DATE: 6/5/2017

SARA J. VANCE, CERT
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Better
% Business Elizabeth Nichols <enichola@necal.bbb.org>

BEE Bureau

Re: AmeriTech Financial [[WOV-ACTIVE.FID9610028]
1 message

Elizabeth Nichals <enichols@sacramanto, bbb, org= Mo st 18y Q1% a1, 8128 BM
Ta: Franklin Homer <Franklin. Momer@gmlaw.com=

Good Afternoon Franklin,

We have finished our review of AmeriTech Financial's file. The next step is our Board of Directors'
review. You will be notified of their decision as soon as we receiva it.

We do have some additional concerns regarding the company's advertising that we would lika to
address with you. In our June 7, 2016 letter we expressed concerns that your company mailer
appeared to imply a government affiliation. You provided a revised mailer with your Juna 23, 2016
letter. This mailer does not Include reference to the "Health Care and Education Affordability
Reconciliation Act" that was Included in the mailer we wrote to you about. After reviewing this revised
mailer and also reviewing the recordings you provided, we are still concerned that the company is
implying a government affillation by omitting the company name from the mailer as well as obscuring
it in sales presentations.

Nowhera on the new maller Is It clear what company |s making the offer. The nama "AmeriTach
Financial" Is not included. Additionally, according to the recordings you provided, when consumers call
the number provided on thase mallers, the sales representatives they contact regularly refer to the
offer as "the program," a phrase which appears to obscure the fact that this offer s being made by a
for profit company, and rarely mentlon the name of the company they work for.

As was stated In our June 7, 2016 letter, According to the BBE Code of Advertising, advertisemants that
are untrue, misleading, or deceptive shall not be used and m/srepresentation may result not only from
direct statements, but by emltting or obscuring a material fact.

Please address these concerns by providing us with a plan te ensure AmeriTech's sales people openly
identify that "the pregram" is a service offer and by providing us with a revised maller which clearly
states that the name of the company malking the offer is AmeriTech Financial.

We are also concerned that AmeriTech Financial has not addressed our concerns that it does not appear
to be abiding by its 100% Satisfaction Guarantes, We have recelved complaints in which the
complainants allege that AmeriTech Financial refused to give them a refund when thay requested It.

According to the BBBE Code of Advertising, “Advertizers should only use ‘satisfaction guarantee,’ ‘'money
back guarantee,’ ‘free trial offer, or similar representations in advertising If the seller or manufacturer
refunds the full purchase price of the advertised product or service at the consumer's request.”

Please provide us with decumentation confirming that you do Issue full refunds at all consumer
requests. If not, please cease advertising 100% Satisfaction Guarantees.

Finally, we are concernad that the way sales representatives are trained to describe a customer's
famlly size Is misleading, In your June 23, 2016 letter you explained that sales representatlves are
provided with the fallowing script:

"The last thing we need Is to go aver famlly slze. Famlly slze Is typlcally different from what you clalm
as dependents on your tax return, It is a figure that you provide for your application, detarmined by
you, that basically covers the number of people that you support and who live with you. Again, not just
dependents..."

However, according to the definltlon you provided to us, famlly size includes your customer's spousea
and people living with your customer who will recelve the majority of their support from your

FTC-BBB-000345
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customer. On the website, studentloans.gov, the U.5. Department of Education states, “Family size
always Includes you and your children ..., if the children will receive more than half their support from
you,” and “For all plans, family size also includes other people anly if they live with you now, receive
more than half their support from you now...” Any child of your customer that is not receiving more
than half of thelr support from your customer should not be included in their family size. Anyone not
living with your customer and not receiving more than half of their support from your customer should
not be included in their family size.

According to the sales script you provided, sales representatives are directed to read a definition
defining family size as the custormner, the customer’s spouse, children receiving the majority of their
support from the custemer, and other people living with the customer that recaive the majority of their
support from the custamer, By including this information only in the definition sales people are directed
to read after describing the customer’s famlily size as people who the customer provides any support
to, we believe you may be abscuring the fact that Individuals not receiving more than half of their
support from and, if not children, not living with vour customer cannot be included in a customer's
family size,

Again, According to the BBBE Code of Advertising, advertisements that are untrue, misleading, or

deceptive shall not be used and misrepresentation may result not only from direct statements, but by
omitting or ebscuring a material fact.

Please provide us with a revised sales script which clearly outlines who can and cannot be considered
part of your customers' families.

We are also concerned that we have receivaed a number of additional complaints against AmeriTech
Financial since our June 7, 2016 |etter. These complaints appear to contain a pattern of similar
allegations. Complainants have typically alleged that company sales representatives lead them to
believe their monthly payments would be paid to their student loan servicers, but find out later that
these payments are actually made to AmeriTech Financial,

BEE Accreditation Standard &, Section D requires an Accredited Business to: "Cooperate with BBB in
afforts to eliminate the underlying cause of patterns of customer complaints that are identified by
BEB.”

Standard 3, Section A requires that you: “Make known all material facts in both written and verbal
representations, remembering that misrepresentation may result not only from direct statements but
by omitting or obscuring relevant facts,”

Please provide us with a written list of steps you plan to take to ensure that consumers are no lenger
mislead regarding your company’s fees and that these types of complaints do not continue.

Please respond to these requests within 7 days of the date of this emall. Responses, or lack thereof,
may be reflected In the company’s publlc BBE Business Review and Rating.

Thank You,

Elizabath Nichels, Trade Practices Specialist
Better Business Bureau serving Northeast California
3075 Beacon Blvd

West Sacramento, CA 95691

916-231-8029

enichols@sacramento. bbb,org
bbb.org Start With Trustd®

FTC-BBB-000346
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R

Greenspool

8834511120
wanw.gmiaw.com

Faly 25,2618
Vig Elecironic {2n 5@@&“&@@&%@3&}&&@?@2 Baii
Blizabeth Nichols, Trade Practice Specialist

BEB Serving Northeast w&hf@f’fﬁa

3075 Beacon Bivd.

West Sacramento, CA 95681

RE: Our Client:  AmeriTech Financisl
Oy File Mo, 33508.00058

Diear Ms, Nichols:

B I3y

As you are aware, this firm represents AmeriTech Financial (“AmeriTech 31 am sending o
Eeﬁ: or in responss to your July 18 e-mail to Franklin Homer in which you requested supnlemertal
information from AmeriTech,

his

I must impress upon you that my client seeks to cooperate fully with your office and ensure that
aﬁ consumers are satisfied with its services. It takes complaints sedously and wangs to remain in
the indusiry fora long time. As I noted in my previous letter to you, my client would certainly be

menabie to sitting down with you in person to discuss any outstanding concerns or guestions
m,m VOu may have,

Below [ will summarize and respond to each of the matters you address in your e-mail.,

Omission of Company Name in the Mailer and Soies Presestations, and Purporied ﬂv;»«gg::&.e.ﬁs.fm
that the Company is Affiliated with the Govermmens: AmeriTech in no Way mm@m by *x;g:s
government affiliation in its mailers by not including its name, Emamﬁ it vmyas after the
“Important Disclosure™ that “[tjhere are many free government programs available and vou Yy
apply on your owm directly with the DOE for its services without fee. This is not w ernmnent
program.” With that said, as you are still concerned that it is unclear that there ival
company behind the mailer, it will include its name, AmeriTech Financial, in fufure mailers,
Additionally, while the telephone seript includes AmeriTech’s name throughout, the company is
adding it the initial greeting so that there is no confusion. AmeriTech wag ce ertaindy not
atternpting to withhold the name of the company over the phone. The fact i is, they simply mb% o
speak with consumers and present their document preparation program 1o them for considerati
Any consumers interested in sign m'g up receive the contract that shows “AmeriTech Fin
ail over it along with the company’s contact information, so it was not attempting to she!
business.

e

a ;Q
oy
i
ot
Pfi ‘}
i

Bocz Ralon | FL Leuderdaie | Las Vegas | Miami | Miami Boach | New York § Oriando § Port 81, Ludie | Tallahesses } Tampa | Wesi Pely Beach

FTC-BBB-000347
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Elizabeth Wichols, Trade Practice Specialist
July 25, 2016
Page Mo, 2

Identification of the “Program”™: In your July 18 e-mail, you expressed concemn that the
telephone agents refer to the “program™ and do not make it clear thar what the sales
representatives are offering over the phone is a service offer, Those calls were from a while ago,
and the subject representatives are no longer with the company. Moreover, AmeriTech’s seript
distinguishes between AmeriTech’s document preparation services and the federal student loan
programs that AmeriTech assists in applying for. Our client has revised them a bit more, and per
below, they have begun implementing strategies to ensure that there is no confusion when they
mals their sales pitch,

Purported Failure to Abide by 100% Satisfaction Guarantee. Your e-mail noted that you have
received complaints that allege AmeriTech refused to provide a refund when a consumer
requested it notwithstanding their former statement, “100% Client Satisfaction — 100% of the
time”. The company ceased referencing that “guarantee” several months ago. All they cumently
state is “Cur Goal is 100% Client Satisfaction”. And that is precisely what they seek as they do
not want consumers feeling that they have received anything less than what those consumers
were promised. Generally speaking, consumers are accommodated to ensure that they are
satisfiad. AmeriTech does not collect funds for the document preparation until it has completed
its job. However, if the work is compiete and a consumer is not satisfied, the company tries to
make things right, either by refinding the consumsr or performing additional services, if
appropriate, AmeriTech would never want anything escalating to where consumers would
complain to the BBB, The company takes great pride in cooperating with the BBB and ensuring
that it stands out as a highly ethical company for those consumers who employ its services.

Description of “Family Size”: In your e-mail, you advised that the introduction to the definition
of “family size” that the sales representative reads may obscure material facts about what is
included in the definition. T can certainly say that there was no intention to obscure any material
fact behind the family size which is why the complete definition was included. Indeed, I assisted
in preparing that portion of the script. Those initial two introductory sentences were intended to
simoly guide the consumer to the actual definition instead of abruptly reading the definition. My

client is revising the script to the following:

The last thing we need is to go over family size. Family size is not
necessarily the same thing as what you claim as dependents on your tax
return. It is a figure that basically covers the namber of people who you
provide the majority of their suppost. If they are not your spouse or
children, they must live with you. Again, family size is not limited only to
just dependents. I am required to read you the family size definition:

“Family size includes you, your spouse, and your children
{(including enborn children who will be born during the year
for which vou siate your family size}, if the children will
receive the majority of their support from you now. It includes
other people that live with you that receive the majority of

FTC-BBB-000348
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1d spouse, i married), do you have
fuded in yowr family gve who Hw

their support from you?

oel ‘:mat

would be happy fo discuss those with you

1. The company now pmw@eu a handout contai zing specific Do’s and Don’ts, It reminds
telephone representatives of what they cen and cannot state over the telephone so that
there is no confusion concerning who iz offering the program and how the fees are
ailocated, Enclosed is a copy of that handout,

Z. The company has added = full time guality assurance agent who listens o calls and will
be dircctly mecting with representatives who may waiver from the i soript andior the
Do’s and Don'ts handout.

3. The company will include its full name on the bottom of ifs mailers. A conyv of the
g:gmmgred changes is enclosed.

4. The Su““ipu, refers to AmeriTech Financial so that there is no confusion over wmwi‘m the
company is representing itself as the povernment. A copy of the scrigt is enclosec

5. The Script dzcbngmsﬁa between the programs and contains the revise :i section
pertaining to the definition of “Family ‘%ﬁw.

I trust that this letter satisfies the matters that you had wanted addressed through your July 18 e
mail and that our cHent will remain accredited with an A+ BBB rating, Should vou have
additional guestions or concerns, kindly let me know.

for

YVery Truly Yours,
GREENSPOON MARDER, AL

bam, Esa.
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Elizabeth Nichols, Trade Practice Specialist
July 25, 2016
Page No. 4

Eoelosures
oo Client
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Do's:

Follow your scripts. While you can veer of them to be more conversational at times, their
substance is required and you cannot make up facts or selling points that are not true.

[N

2. Advise the consumer that the call is being recorded for quality assurance.

3. Advise the consumer that you all assist in the document preparation and application process
for federa! student loans. (it should be clear that you do not assist with private {oans and that
you are not associated with the government)

4. Make it clear that you all do not collect any fees unless you get the consumer enrolled in the
new program and under new pavment terms. (you can note that funds are set aside in their
Global Client Solutions account, but that is simply so that you all assured of collecting after
performing the work and it is otherwise their account and money}.

5. Fuily disclese fees and limitations of services.

6. Obtain permission to place the consumer into forbearance and explain why you do that. {i.e. it
allows time to apply for the federal programs). But also note that interest continues to accrue
while in forbearance if they are not making payments.

7. Advise the consumer that if they are accepted into one of the federal programs, that they will
have to recertify various personal matters each year such as income and family size. Those
items are taken into account for the Income-Based Repayment program and changes in
circumstances may increase or lower monthly payment amounts.

8. When going over “family size” with the consumer, read the definition that is in the script and
focus on whether they provide more than half of the financial support for each person and it
will continue for the year that vou are providing the family size. For those individuals who are
not spouses or children, but who receive more than half of their suppeort, they must also live
with the consumer. (it is not as simple as whether someone gives a gift or allows a friend to live
with the family for a week. This has to be the majority of the suppori for an individual)

9. Advise the consumers that they can complete these applications on their own for free. (thisis
where the agent can note that while the consumers are free to do it on their own without
paying for your services, that you tend to think of your services as those of tax prep companias
who assist consumers in gathering documents for tax purposes. While the IRS is there to assist
everyone with their tax questions, the vast majority of people work with tax prep companies,
CPAs or use special software that they must purchase)

10. Advise that the fees being quoted are for the document preparation and are separate from
what the consumer must pay to their servicer. (i.e. if you quote 51,000 payable over 4
payments of $250, then let the consumer know that none of the $250 is paid towards thelr loan

payments)
11. if a consumer asks why they should work with your company as opposed to another comgany,

you can reference the amount of times that the company has assisted consumers and for how
long its owner and managers have worked in the industry assisting consumers.

12. If you are ever guoting what payment terms appear to be possible based on a review of the
DOE website, be sure to note that such terms are only as good as the accuracy of the
information that the consumer is providing. (i.e. it could be different if they are excluding
income or over-inflating their “family size”.}

FTC-BBB-000351
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13. If you explain the government forgiveness programs, be sure to explain that the time frame of
the program or the estimated maonthly payments only apply if they remain in the government
loan program and continue recertifying their personal items each year and they don’t change.
{Also, if they change jobs, it could have an effect on whether they meet the requirements for
the particular forgiveness timeframe such as the public assistance loan forgiveness program).

14, After selling the document prep service, the agent should separately sell the membership
services. (the membership program is a separate fee that will ultimately be paid to a separate
company out of their GCS account.)

15. Fully explain the membership program and the benefits of signing up for it.

16. Make it ciear that the membership program and document preparation program are not the
same and that they can sign up for one or both.

17. Disciose what the fees for the programs are separately. Do not dance around the fact that fees
are involved. You are providing a service that has value. Many consumers are hesitant to try
applying on their own because they have never done it and may not feel they can get through
the application quickly and efficiently. Similarly, the membership program provides value to the
consumer if they don’t already have the services therein.

18. Before a consumer consents to pay for either or both offers you must disclose truthfully, in a
clear and conspicuous manner, the following material information:

a. Total cost to purchase;
b. All material restrictions, limitations or conditions to purchase or use the services;

c. [fthereis a policy of not providing refunds or cancellation, a statement informing the
consumer that is the company’s policy;

d. The amount of time necessary to achieve the represented results and when the
company will be expected to submit the application;

e. That a forbearance will result in continued interest accruing; and

f.  That the consumer owns the funds in their special purpose account that is being set up
to set aside funds to pay for the services after they have been provided (that only
applies to the document prep. monies. If the consumer is signing up for the separate
membership through FEBC, then those funds are paid monthly for the membership.),
and that the consumer may withdraw from the services at any time without penalty,
and, if the customer withdraws, the customer must receive all funds in the account,
other than funds earned by the company.

Don’ts:
1. Do not refer to mailers as “Notices”. They are mailers or advertising pieces.

2. Do not improperly claim government affiliation. Don’t pretend like you are with an official
agency or the government. Be sure to tell the consumer up front that you are calling to assist
the consumer apply for government programs intended to save consumers on their monthly
payments and possibly save them money after they have been in the program for an extended
period of time, where the government waives any outstanding sums owed at the expiration of
the program.

FTC-BBB-000352
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3. Do not discourage consumers from consolidating on their own (i.e. do not reference
“government incompetence”)

4. Do not advise the consumer that you are consclidating or changing their monthly paymeanis
{you are assisting in applying to do so)

5. Do notrefer to the company’s program as if it is the government’s program. AmeriTech’s
program is a document/application preparation program with flat fees that do not take into
account how much the consumer makes.

6. Do not tell the consumer how much they are saving over 10 or 25 years or how much they will
pay each month for 10 or 25 years if they are accepted into the Federal program unless you
gualify the statement that their circumstances could change. {you can advise them that if the
information they provided is accurate, it appears, at least until the next recertification of their
finances, that they can be expected to pay S____ but thatitis up to the DOE. Also, let them
know that if they are currently in a program that could allow for forgiveness after 10 vears, that
assumes that they stay in public service or whatever other occupation that meets the 10 year
timeframe. But, for example, if they became a doctor and opened a private practice wheare they
made $400,000, the calculations would be expected to change quite drastically.)

7. Do notrefer to any payments that AmeriTech is charging as loan payments or that they
replace loan payments. You are providing a document preparation service and if the
preparation and submission is uitimately successful, the terms of their loan payments may
change, in which case, the consumer will be responsible for making his or her cwn separate
payments to the servicer.

8. Do not speak in terms of your “qualifying’ a consumer for vour program or the governmeant
b g

program. They are not getting qualified for new payments by AmeriTech, and the government is
not qualifying until the application is submitted and approved.

8. Do not simply reference that the consumer will pay a specific amount for the remainder of
their loan. (first, you all are not making the decision on what they qualify for. Second, their
financial/occupational position may change which could affect which program they may be in
down the road and how much they will be required to pay).

10. When filling out an application and doing intake of the consumer’s information, do not make
up any details. That includes making up addresses for references.

11. Do not guarantee that the consumer’s loans will be forgiven after they are enrolied in the
program. They have to remain in the government-sponsored program and continue to recertify
their information each year.

12. When selling the membership program, do not simply describe it as being additicnal benefits
to the document preparation program (as if they are not paving separately for it). it needs 1o
be clear that the consumer is signing up for something different with a different company.

13. If you are explaining how to sign up for the referral benefits, it is important to note that if the
consumer is referring friends into the program, they must disclose that thay are being
compensated for referrals.

14. Do not make any misrepresentations directly or by implication of the following:
a. Total cost to purchase either or both programs;

h. Any material restrictions, limitations or conditions on purchasing the services;

FTC-BBB-000353
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¢.  Any material aspects of the services/membership being offered;
d. Any material aspect of the refund or cancellation policies;

e. Thatthe company is endorsed or affiliated with the government;
f.  The amount of time it takes to obtain the represented results;

g. Whether the company is a non-profit (AmeriTech and FEBC are private companies)

FTC-BBB-000354
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ATTENTION: first last
You have been invited to participate in a Student Loan Document Preparation and Processing
Services Program. This progrem will assist vou In applying for goverament rellef options that

can potentlally eave you thousands on your student loans,

Sascial 11,5, Degartment of Education programs avallable mav Include;

v S0/ month Monthly Student Loan Faymenz

v o Minimum wome Requirement or Credit Cheek
+ Total Losn Forgiveness Programs

v No Program Payment for up 1280 days

4 Special Programs for Public $ervice Employses

T confirm your eligiblity, please condact our Student Loan Bepartment with your Account #: refererne

time_1-thae_2zong,

Coll Toll Free tollfree
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Enrollment Specialist Script
20160429

SECTION 1: Qualification Questions

This ig at AmeriTech Financial, how may I help you?
(“I got this post card in the mail, and I need help with my loans.”

Ok. There should be an account or reference number on there, starting with STLN. What is that

number?
Find Client on Sales Force, change ownership, save phone number from Five?

I show vour address as

And to confirm, your phone number is coming up as . Is that the best contact number for
you? Is that a cell or home phone?

The reason you received the letter is because you may be eligible for federal student loan
repayment programs that may reduce your payments.

These repayment plans are designed to make your student loan debt more manageable by
reducing your monthly payment. After making a series of “Qualified Payments” (for either 10 or
25 years, depending on the program) any remaining balance may be eligible for forgiveness by
the Department of Education. My company, AmeriTech Financial assists consumers who are
overwhelmed with reviewing or do not have time to review certain government programs that
may lower your monthly student loan payments depending on your income, occupation and
people that you support. While consumers can certainly try navigating the application process on
their own, with our experience having assisted thousands of consumers, we have systems in
place that make the process fast and efficient. We work with you and prepare the application
package that we submit to the Department of Education on your behalf.

In a few moments, I will be able to log into the Federal Database to confirm the types of loans
vou have and the loan amounts, but for the sake of time, let me ask you a few questions to

determine if you might gualify.

Do you know how much you have in outstanding balances on your student loans?
(If Yes) What is your total loan balance?
{(If No) That is okay, we will be able to look it up.

Are they Federal or Private Loans?
(If Don’t Know) Generally speaking, if you went through the school system to obtain
your loans they are more likely Federal. Most people know when they have private loans
because they had to go out of their way to obtain them.

Page 1 of 12
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Ewnrollment Specialist Script 20160408

Are you current on the payments?
(If NO) When was your last payment made?
If the client states they are behind by more than two months. Skip straight to
FSA to check loans.

Are they set up on automatic draft?
What is your current monthly payment?

Are yon working right now?
What do you do for a living?
Who do you work for?
What is the name of the company you work for? (Is it a private company, or non-profit?)
Are you working full time?
What is your annual income?

Are you married or single?

The last thing we need is to go over family size. Family size is not necessarily the same thing as
what vou claim as dependents on your tax return. It is a figure that basically covers the number

of people who you provide the majority of their support. If they are not your spouse or children,
thev must live with you. Again, family size is not limited only to just dependents. I am required
to read vou the family size definition:

“Family size includes you, your spouse, and your children (including unbern
children who will be born during the year for which you state your family size), if
the children will receive the majority of their support from yon now. It includes
other people that live with you that receive the majority of their support from you,
and they will continue to receive this support from you for the year that you state
vour family size. Support includes money, gifts, loans, housing, food, clothes, car,
medical and dental care, and payment of college costs.”

Based on that, do you have any children that you provide the majority of support to?

Aside from children (and spouse, if married), do you have any other people who should be
included in your family size who live with you and receive the majority of their support from
you?

Ok, so the total we have is (make sure this matches in SF).

Okay, that’s everything I need to be able to put your quote together. I am going to put you on

hold for a few minutes. While you are on hold, please grab something to write on and something
to write with. When I come back I will hopefully have some figures for you to write down.

Page 2 of 12

FTC-BBB-000358
Stiner Attachment FF - 1212



Case 4:18-cv-00806-SBA Document 70-32 Filed 03/05/18 Page 14 of 32

Enrollment Specialist Script 20160408

PLACE ON HOLD
Complete all T-Quote Figures

SECTION 2: Proposed Program
Thank vou for holding. I was able to get the numbers back from the Department of Education’s
website. Were you able to get something to write on?

Based on the information you provided regarding your stated income and family size, the system
came back with the following programs you may qualify for. What [ want to do is to have you
write down some numbers and then go over them with you. And then I will explain about how
the programs work and what is involved.

First thing, on your piece of paper, I want you to write down my direct phone number,
Now, draw a line down the middle. On the left side, at the top, write ‘Current’.
Under that go ahead and write down § {Current Payment),

Lastly, write down § (Total Current Program Pavments, lifetime).

Now on the right side, at the top, write down ‘Proposed’

Under that, write § (BocPrep pavment), and next to that write
{(#DocPrepPackageMonths)

Next, under that, write § (#New Proposed Payment, based on what consumer
provided).

Next, write down § (Proposed Program Total Payments)

Lastly, on the right side write down § (Total Proposed Savings)

Alright, now that we have all that written down, let me go through and explain what these

numbers mean.

On the left side is your current situation. Based on the loan amount of § that you gave
to me, your current payment is § {Current Payment). Using the remaining term you
have left on your loan(s), you be required to pay a total of' § {Current Paymenits,
Lifetime) over the next years {(Current Remaining Years).

Now on the right side is the proposed program that the system came back with based on the
information you gave me. (if your income, expenses or family size are different from what yvou
stated, that will affect the numbers). We would still need to complete the application for

Page3of 12
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Enroflment Specialist Script 20160408

submission, however, based on the estimated calculations you MAY qualify for what you see on
the right side. You will be paying § (PackagePayment) for
(#MonthsofPackagePayment), which covers our doc prep service for the application to enroll
into the federal loan program. The funds we receive will be kept in your dedicated account while
we work on your application to get your programs set up through the DOE. Our system shows
that, if approved, the total monthly estimate for your loan repayment that you would pay directly
10 would be § (Proposed Program Monthly Payment). If you multiply that
monthly amount by 12, you will be paying approximately this year. (Again, I say
estimated or approximated because it is based on the numbers that you have provided over the
phone concerning your income and family size. Sometimes a customer realizes later that they
have less family members or more income and that affects what their monthly loan payments
ultimately are.). Now, if we multiply that total annual sum and multiply it by years that
would be required to be in the program, your total estimated lifetime payments on the loan would
be

Lastly, if T add AmeriTech Financial’s fee of § to the estimated proposed new program
pavments, and we subtract that total Proposed amount from your Current total loan payment
amount, it gives us $

(§TotalProgram - $TotalCurrent). Write that down

You can circle that, write SAVE next to that. That is the best estimate right now of what you
could be saving. As noted previously, if you are in an IBR program, you must recertify your
income and family size each year which can change your monthly payments. So there is no way
of actually knowing what you will be required to pay in, say, 3 years since you could receive a
substantial raise or take a job that pays much less.

Please note that while you will be paying AmeriTech Financial the document preparation fee,
once your are in a new loan program, you are responsible for paying the servicer directly.

(PAUSE, and/or ask ‘Looks like you would benefit by being in the program.”)

SECTION 3: Budget
Alright, the next part of the application is the Budget. For this budget, everything is stated and
you must show at least a partial financial hardship caused by your student loan debt in order to
qualify.

Fill in all Budget Items in Sales Force.

What is your rent/mortgage payment?
(If Mortgage) How much do you think you currently owe on your mortgage?

How much is the electric bill?
Do you have natural gas or propane?

Page 4 of 12
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Enrollment Specialist Script 20160408

How much is your cell phone bill?
For food, how much do vou pay for groceries cach month?

What about car payment — do you have a car payment?
(If Car Payment) How much do you still owe on the car?
What do you spend for gas and maintenance each month?
What about car insurance?

(Enter Current Student Loan Payment)

Do you have any credit cards you pay monthly on? How much do you pay per month?
What is your approximate balance you owe on the card(s)?

What about personal care — haircuts, nails, gym membership?

Next is entertainment, which can also include your cable and internet bill, as well as going out to
dinner or to movies. How much would you say that you spend?

Anything else you pay for that you want included in the expenses, like medical costs, daycare, or

any other loans you are paying on?

That completes the Budget portion.

SECTION 4: FSA & Loan Servicer Portals
The next step is to verity that your loans are eligible. We do this by verifying your loans through
the Federal Student Aid database.

For this part I will need you to have access to your email and the internet. T will be sending you
two e-mails, that you just need to pull up on your phone, tablet, or on a computer. First is my
company and contact information, please take a moment to review this information. The second
email is an electronic form that provides permission for us to review your information online.
We use a third-party secure document signing service, called DocuSign. They will email you a
copy of the forms when we are done.

What is the best email address to use, that you have access to right now?

Okay, I am sending you the first one now. Go ahead and pull up your email and confirm that you
have received it. You should see a link for our company information in it, s6 you can check that
out later.

Good. Now I am sending you the second one. This one is titled “Documents for your Docusign
Signamure”, and it will be from me via Docusign. Open it up and in the middle you will see a
yvellow box that says ‘Review Documents’. Click on that link and a webpage should open up.

Page 5o0f 12
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Enrollment Specialist Script 20160408

Check the box that says ‘T agree to electronic records and signatures” and then click on
*Continue’. The first page will then appear, and you can scroll through and review that document
and when you are ready, click on “Start’ or ‘Next” at the top, then click ‘Sign’ with the red arrow,
at the bottom. [describe that they are signing and what the agreement means] It will show you a
digital signature, which you can change the font, draw a new one, or leave it like that. Once done
and vou agree, click on “‘Adopt and Sign’ at the bottom of that window. When ready, click
‘Finish’ at the bottom of the page. Then you will see a pop-up, where DocuSign is asking if you
want to create an account. You can just close that window or hit ‘No Thanks’. DocuSign will
email you the completed forms anyway.

{Check vour inbox for confirmation email)

Okay, looks like that part is complete. What is your date of birth?
And your social security number?

Do you know if you set up an account on the FSA site already?
(If Yes) What is your user name and password?
{(Log in, then pull up the security questions from their profile)
I see here that you created the following security questions. ...
For the first one (read off question), what is the answer, so I can document it in
the system?
(Repeat for all three)

(If No) Okay, I will get that set up for you.
Navigate to StudentLoans.gov
ek “Create FSA ID” towards top right of screen.
Enter clients e-mail
Username should be clients e-mail without @xxxxx.com
Password should be the Clients STLN Number. Replace the § with a §, and keep
the T capitalized. make the Ll and N lowercase. EX:
3TInl23456
This is to ensure the password you create for FSA meets the password criteria
requirements and is unique. Do this EVERY TIME.
DO NOT USE “Loans2015” every time (for example).
Enter Clients SSN, DOB, and Full name.
Next we need to answer the security question you chose to recover your old
FAFSA pin number. This will allow us to verify who you are and update your
FSA login credentials.

There are three security questions that we must also set up, just in case you need
to access it and forgot your password.

What is your mother’s maiden name? (Must enter this one)

(These are optional, must pick two others from the drop down list)

Page 6 of 12
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Enrollment Specialist Script 20160408

What was the name of your elementary school?

What was the name of your first pet?

(If client’s has no answer for those, use the following from the
What was your high school’s mascot?

What is the nickname of vour youngest sibling?

What city were you bomn in?

Who was your first boss?

What is the name of the hospital you were born in?

What color was your first car?

()

rop down)

(Cnce FSA account completed)
Click “Forgot Pin” link and ask client security question to recover Pin
Select Security Questions, and type in answers
SAVE YOUR ENTRIES
Use today's date for “significant date in life” question.
Copy and paste the data into FSA website to proceed.
Confirm client's information and add phone number at bottom

OK, you should have two e-mails from studentloans.gov

The second e-mail will contain a security code. Can you read that back for me?
Enter security code to verify clients e-mail

Ok, bear with me while I double check your loan amounts and details on the federal database.
Navigate back to studentloans.gov and Login
Click on the bottom left “repayment estimator”
Verify clients total loan amount
Click “view or add loans”
Verify the loan servicers
Navigate to nslds.ed.gov.
Log in and confirm no loang are in defzult.

[OPTIONAL — Web Portals]
Next we need to cross reference vour loan servicer to make sure the amounts match up. Have

you ever set up an online account with loan servicer? If 50, do you remember your user name and

password?
(If Yes — Complete section in SF)
(If No) No problem, let’s set this up now.

they have and confirm their loan information)
Refer to Web Portal Sheet to create Web Portal Info for each Servicer

Page 7of 12
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Enrollment Specialist Script 20160408

SECTION 5: Application Info

What is the name of the employer that issues your paycheck?

And what is the full address and phone number of the location where you work?
(If they do not know, search online for the business name/address)

What State was your Driver’s License issued?
What is your Driver’s License Number?

(IF MARRIED)
What is your Spouse’s name?
The name of your spouse’s employer and their work number.
Spouse’s DOB.
And your spouse’s SSN.

Next, we need 2 references for your file. Your references can be anyone who does not live with
you or with each other, and it cannot be co-workers or general acquaintances. We will need a
Full Name, Address, Phone Number, and your Relationship. (Enter Both References into SF)

(Mother’s maiden name: This should be one of the security questions in FSA. If not, ask for it
now)

Next is setting up the payment for our services. We charge | but we don’t actually collect
our fees until we have completed our services for you and you make your first payment in the
program. We do require that you set up a bank account in your own name in which you regularly
deposit funds to be used to pay AmeriTech Financial’s fees. You’ll have complete control over
these funds until AmeriTech Financial completes its services for you upon which time such fees
will be paid to AmeriTech Financial. We recommend using Global Client Solutions, but you can
work with a similar third party. On that piece of paper you wrote down those numbers on, write
down your payment date as . S0 you don’t forget.

Global Client Solutions uses electronic payments that are auto drafted from an active checking
/savings account. Do you want that coming out of your checking or savings account?

SECTION 6: Contract

Ok, give me just a minute while I double check the documents before I e-mail them. This will be
the same process as I went through before when you got the email from DocuSign.

Open the email from me, and click the link at the bottom that says ‘Review Documents’. Let me
know when you see the webpage with the documents.

Just like before you will have to check the box that says “I consent to electronic records and
signatures”. Then click ‘continue’ and the first page should load on the screen.

Page 8 of 12
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I would like to go through and explain the different sections that most people have questions
about, and also have you review them for accuracy. Then once we are done going through it, 1
will have you apply an electronic signature to the forms.

Reguired Documents and Instructions
Pages one and two are the “Required Documents and Instructions,” which lists the
documents you will be required to print, sign and retwm to us.

In addition to the Federal forms that you will need to print, sign, and return to us, which I
will go over in a moment, we also need paystubs covering your most recent 30 days and
your most recently filed tax return.

After the signing process you will receive multiple PDF’s in your email. To make things
easy, all of the forms that need your attention are contained in one PDF labeled
“Required Documents.”

PSLF Forms (If PSLF)
These are the first two pages of Federal Forms that you will need to print out. You will
sign the first page and your HR department fills out page 2. These are the only forms that
are not time sensitive. All other documents need to be sent back to Ameritech ASAP,
these can be sent in as late as 6 months from now.

These first two pages are Federal Forms that are used if you are working in the public
services sector. [if the forms do not apply to the situation, state the following] You can
ignore these forms for now as they do not apply to your situation.

IBR/ICR/PAYEE Forms
Next are the Federal Forms used by the Department of Education. All you need to do
here is to sign it but do not date it and fax or scan this back to us. (If Married) This is the
form that you will need to have your spouse sign.

Administrative Forbearance Reguest
We don’t want you making double payments so we put your loan(s}) into an
administrative hold while we do the necessary work to complete your program
enrollment. Please note that while you do not have to make payments while in
forbearance, interest still accrues. T would suggest getting this particular document back
to us today or tomorrow. If you don’t your servicer may contact, you regarding payment.
If they do contact you, just let us know and we will reach out to them on your behalfl Just
keep in mind they are a debt collector and will try to use scare tactics and that’s ok that’s
what debt collectors do. We work for you and they work for the big banks. Okay?

Ameritech Financial Details Page

Page 9 of 12
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This page states that you are working with us and we are in charge of properly preparing
your documents.

National Student Loan Data Systems Access
This is just another copy of the permission slip

Ameritech Financial Doc Prep and Service Agreement (The Blue Page)
This page reiterates the basic information I gathered. Please go through each section and
make sure that everything is accurately entered. Let me know if you have any questions
as you go along. (If they have questions about section 4, let them know that the following
pages will have the figures you discussed)

Privacy Policy
The next two pages are the privacy policy which states that we do not share your
information, and it’s not used for any purpose other than what we discussed here today.
The only third parties we will directly work with on your behalf are the DOE and your
loan servicer.

Notiee of Canceliation
Client this program is “at will” so anytime you wish to go back to a standard repayment
program that is entirely up to you. As for cancelling our program, we offer a full fee
refund pursuant to applicable law at any time up through us having earned our fee, which
is described in your agreement and when you get your result.

Complaint Policy
Client, this next page is titled complaint policy. The page is intended to provide you, in
writing, all the methods you have available to reach us should you need to.

Limited Power of Attorney
This is a standard form that allows us to work on your behalf with the DOE and your loan
Servicer.

Statement of Income
Simply a statement of income.

Notice of Cancellation -2Znd Set
Because of a very, very old law regarding membership agreements, we’re required to
provide two sets of the cancellation forms. One for your records and one for ours.

Ameritech Financial Document Preparation and Service Agreement

This page 1s similar to the pages above that we scrolled past. These disclosures are
regarding the document preparation services.

Page 10 of 12
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Global Client Selutions
This page is going to show the draft amounts for the program, and the dates they will
draft from your account. Global Client Solutions is the name of the company the program
uses to manage your payments for our fees and for those of FEBC. They will be sending
you a welcome packet in the mail after you enroll.

At this time, I would like go over the itemized summary of the fee structure. Beginning on

(first payment date) payment will be debited and placed into the separate bank account in
your name that you control in the amount of § (package). That sum will continue o be
debited on a monthly basis for months (packags months). The document preparation
fee is $1,000 total but we do not actually collect the money from your bank account until we
have provided our contracted for services to you.

Once we get you set up with 2 new loan payment program, your expected monthly loan
payments are $ (IBR/ICR) which you will pay directly to your loan servicer.

[FEBCP]

Again, our verification department is going to itemize the total costs

(Wall chient through signing process)
Ok, we’re ready to sign. Click next, or start, or any yellow sign here tab.

Like last time, choose a signature and click “adopt and sign”. Sign each tab until vou see the
option for “finish™ and then “confirm signing.” You will receive your copy of the documents via
e mail as soon as you sign. You will see that pop-up, like last time. Go ahead and close that
window. Again, the completed documents will be sent to your email automatically.

SECTION 7: Referral

Lastly, here at Ameritech our vision is to provide 100% client satisfaction. When we provide that
level of service typically what happens is that people tell their friends and family who also need
help with their student loan situation.

A Jot of the people that I help come to me from referrals of past clients I have helped. In fact, we
have set up an official referral program to give back to those people who share our efforts with
others. There are a lot of people out there with student loans and not everyone understands that
there are resources available like the ones we offer.

The way the referral program works is that you will have online access to sharing information
about our company via social media, emails, and even posteards. Then for every person you send
Page 11 of 12
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to me that I am able to help enroll, you will receive a $25 credit on a Tango Rewards card, which
is good at stores and restaurants, as well as online companies like Amazon, iTunes, and Google
Play. There is alsc an option to take the funds you receive and donate it to one of fifteen different
charities that we have set up relationships with. If you choose to donate, Ameritech Financial
will match your donation dollar for dollar, without a limit. We don’t just want to help people
who are burdened by student loans, but also charities helping people around the world.

The first step is to get your account created online... (Referral Account Creation Steps)

STEP 8: Transfer to Verification

Alright, we are all done with the application process. The last step, as I mentioned, is the
verification. The purpose of the verification is to confirm that you understand how the proposed
program works, the payments that you will be making, and the date for such payments. You can
think of this department almost like underwriters who will look through the file to find any errors
so we can fix them before the file gets submitted. They will be going through a script and
checking boxes, and it is very important that everything is correct in the application.

As they go through this, please just respond with a Yes or Correct if the item is accurate. They
are not allowed to answer any questions, so if you have any questions, you have my phone
number — call me as soon as the verification is completed and we can go over it again. T know we
have gone through a ot since we started talking, and you may think of questions after this is over
— 30 just call me and T can go through it with you. And T suggest you keep that page with the
numbers and my phone number and put it somewhere safe. Also, we do have a customer service
department that can help you with your file, but you can always call me as well. And of course, if
you know of anyone who has student loans and could use help, make sure to give them my
number,

Any questions for me before T get you over to verification?

Okay, please hold on for a few minutes while I get a verification representative on the line.

Page 12 of 12
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{(Contract)

At this point in the process, I would like to explain an additional program most of our customers
take part in. It is an amazing optional benefit that helps many of our customers succeed in their
long-term financial goals! It’s called The Financial Education Benefits Center Program. The
program we are helping you prepare for regarding your student loans will make 2 big impact on
your long term finances, but it is also important to ensure that you are taking the right steps.

As you will see in this portion of the documents, the Financial Education Benefits Center
Program includes a Financial Education kit, as well as additional benefits. FEBCP has partnered
with Life Lock Identity Theft Protection, emergency road side assistance, basic income tax
preparation and many other financial discounts and tools.

All of these services will only cost § While you can chose any provider for these
services, and would likely have to go hunt down a separate company to give you each- what a
hassle!- we have already done the work for you and bring these to you all at once, so your
decision is easy. You can cancel anytime, and there is never any obligation to continue these
services while you get your student loan programs done.

I will set you up with a log in and password that will allow you access, while enrolled, to these
benefits. After we get everything set up make sure that you log in and look through the different
programs available and get set up in order to take advantage of them.

{Set up}

Now I am going to send you that registration email for the Financial Education Benefits Center
membership program.
(Build FERCP Portal and send FEBC email with user narme and password from veing
their email and password from FSA information.)

You should have an e-mail from me. Go to FEBCP.com, and let me know when vou see a Login

screen.

If you’d like to take advantage of the program, in the first box at the top, enter the passphrase
provided in your email, and click Submit.
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Fill out the User Registration information, and click Register. As [ mentioned earlier, I suggest
that in the next couple of days that you log back in and check out the benefits available. A lot of
people use the things like the road side assistance, the tax prep service, the credit repair program,
as well as the financial education and budgeting tools. And of course we suggest that each person
register with Life l.ock through your FEBCP account, so you can make sure you have solid
identity theft protection in place.
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Client Name: {{LEAD_NAME} Rep Name: {{USER_FIRSTNAME}}

Hello my name is (your name), today’s date is {{Today}} and [ will be recording this call to confirm and
verify your enrollment with AmeriTech Financial, as well as activate the necessary accounts to obtain
access to your student loan information, so please answer all my questions with a clear YES or Correet if
they are accurate.

In case we get disconnected please verify your contact phone #. The number I have on file for you is
HLEAD PHONE}}. Is that correct? Do you have any alternate numbers where you can algo be reached
(?

Great! If you should have any questions regarding the information we cover, it is my job to simply transfer
you back to your representative for further clarification.

First, do you consent to this call being recorded or monitored? (YES)

Next, Ameritech Financial will need to periodically reach out to vou in order to keep your file up to date and
on track. To reach you most efficiently, we would use an autodialer, pre-precorded message or text message.
Your agreement to being contacted this way does not require you to purchase anything and standard message

rates may apply. Is that OK? <If YES, no action required. IF NG, select “SMS Opt Out” fizld in the Lead
record>

Wi‘j
=

FEBCP and Web Portal:

Ok. for this first part, vou’ll need access to a computer. Do vou have aceess te one?

- [Yeg]

- [ACCESSING FEBCP.COM]
Did your representative sign you up for the separate Financial Education Benefits Center membership
program?

- ~[Yes]
-OK, that’s great.

Next, I want to show you where you can access the Financial Education Benefits Center as well as a
copy of the Student Loan Financial Education XKit. Go to FEBCP.com, and let me know when you see
a Login screen, [WAIT FOR THEM TO GET THERE] In the first box at the top, enter the
passphrase $FEBCP15, and click Submit. Fill out the User Registration information, and click Submit
at the bottom. After you click submit, you’ll receive an email confirmation of registration. [WAIT].
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Great! The next step is to collect your login information to access the online web portal available through
your servicer(s). Please confirm that you have signed up for our document preparation services today.

- [Yes]

Great! Information regarding the status of your account is readily available through the web portal, so we
will check this information from time to time to ensure that you are on track with processing of your
documents. Having this information on hand will allow us to expedite your file as quickly as possible. The
username is usually your email address. Do you happen to know this login information?

- [Wes]
Great! What is the username and password associated with the account? (Enter the website, username,
password, and any other necessary info on the vault sheet and in Salesforce.)

- [No]
Not a problem. Have you set up an online account before, or do we need to need to set up a new one for
you?

- [Already set up, forgot username/password]

0K, so what ['m going to do is initiate the “Forgot Username/Password” prompt on the servicer website.
While I'm doing this, go ahead and log into your email, since you will most likely be getting an email from
your servicer confirming the missing information. I may also need confirmation on some security
questions while we reset this information. (Go through reset prompt, write any important information
down on vault sheet, including passwords, security questions, etc.)

«  [Haven't set up an account yet)

OK, so what I’m going to do is set up an account for you, using your email address and a password. Give
me one moment while T begin the process. Once we’re finished, you may receive an email with a
confirmation link, so make sure you click that confirmation to activate your account. (Start the new
account setup. Make the user ID the customer’s email address, and make the password something
vou both remember. Repeat the password to the customer so they know it. Any relevant
information i.e. Security questions, passwords, etc, should be entered onto the vault sheet.)

OK, we’re almost done with the account creation part of your Verification. With this portion of the process
vou’ll need access to your email and an internet connection. I’'m going to set up your account for the
AmeriTech Financial referral program and quickly show you how to access it and use it. I'll be using the email
address {{LEAD EMAIL}}, and I'1] just need a password from you (Request password from them, or use
one of the passwords from FSA or Web Portals)

OK great, give me just a moment to complete the enrollment process.

(Fill out form on refer.ameritechfinancial.com, click Register)
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You should have an email in your inbox confirming the creation of your account. Click on the icon in the
email that says Confirm Email. If you don’t see the button, you can also click “Claim Account Page.” Once
the page loads, click Confirm Email. You should now be on the login page. Enter your email

{{LEAD EMAIL}} and the password we just set up. Let me know when you’ve logged in successfully and
I’ll show you how you can start earning rewards.

OK! Everything vou need to get started is here on this page. I'll show you how easy it is. Do you have &
Facebook account?

[YES] Go ahead and click the Post to Facebook link. You'll have to click it on the left, then the bluz button on
the right. You might be asked to enter your Facebook login info in a popup window. Once you're in, click Post
to Facebook. Let me know when you’ve posted and 1"l show you how to track the status of your referrals.

[NOT OK, well from what you can see, you also have the ability to post to Twitter or LinkedIn, send an email
blast, or refer someone directly.

You can track the status of all of your referrals at the top of the page by clicking "My Account.” Our most
successful clients typically try to share once per week, and have carned hundreds of dollars in credit.

Great! Now we’re going to move on to your enrollment verification. For this next part, vou will need to have
your bank routing and account number readily available, as well as your driver’s Heense or 1D eard. Do
you have that information at this time? [YES / NQJ [TF Ng, have the client get it}

T am speaking with {{LEAD FIRSTNAME!} {({LEAD LASTNAME}} correct? And that is
spelled . correct?

[If Fernale? Do you have a former last name? (Y/N) [If Yes] What is the name ? {Make note]

Okay, And your address is {{LEAD FULLADDRESS}}. correct? And that is spelied
correct?

And your date of birth is {{LEAD DATEOFBIRTH \@ MM/ddiyy }}. correct? And your Social Security #
is {{L.LEAD_SSN1}}-{{LEAD_SSN2}}-{{LEAD_SSN3}}. correct?

And T have listed here that your current employer is {{LEAD EMPLOYER _NAME}}. correct? And your
occupation 18 {{LEAD OCCUPATION}}. correct?

And just to confirm - I see that your current adjusted gross income is {{LEAD ANNUALINCOME]}}.
correct?

AF “TAX RETURN” ISN'T SELECTED IN THE “INCOME VERIFICATION” FIELD)
I see that your income has changed since your last tax filing status, and you will be submitting a
HLEAD INCOME VERIFICATION}! as proof of your updated income, correct?

And you Driver’s License or I[) card state and number is {{LEAD DL _ID Number State}}l. correct?
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And just to confirm I see here that your stated family size is {{LEAD_CLIENTSTATEDFAMILYSIZE}}.
correct?

And to verify you have provided us with the appropriate FSA ID and Password, I have your FSA Username
listed as {{LEAD FSA ID}} and your FSA password listed as {{LEAD FSA_ID PASSWORD]}}. Is that
correct?

Great! And you were informed and understand the purpose of this call is to confirm your acceptance of the
Financial Analysis and Evaluation that you received, the Financial Education Benefits Center Program
Enrollment, Student Loan Financial Education Kit and the AmeriTech Student Loan Document Preparation
Service Agreement. Is that correct?

And the email address that you are using today to submit your application is {{LEAD_EMAIL}} Is that
correct?

1 see that your total estimated federal student loan debt amount being processed is
S{{LEAD ESTIMATED TOTAL_FEDERAL LOAN BALANCE}Y. Is that correct?

0.K, And just so you re aware - the following payment information we are about to discuss is an itemized
summary of what you were quoted during your consultation with your Account Specialist.

And Just to sum up - You understand that your Total Estimated Monthly Payment explained to you by your
Account Specialist will be ${{LEAD_MMB_IBR_ICR_TOTAL}} Of which you will pay
${{LEAD IBR ICR_TOTAL}} directly to your student loan service provider as your new qualified
monthly payment, and ${{LEAD MONTHLY MEMBERSHIP}} for the monthly benefits center program
from your cheeking account ending in {{LEAD ACCOUNTNUMBER}}. s that correct?

And for your monthly program payments your banks name as it appears is {{LEAD BANKNAME}}. Is that
correct?

*And I have your bank reuting number as {{LEAD ROUTING NUMBER}} Is that correct?
*And your bank account number as {{LEAD ACCOUNTNUMBER}}. Is that correct?

Great! And you were informed by your Account Specialist that part of this verification is to confirm vour
acceptance of the Financial Analysis & Evaluation you received, The Financial Education Benefits Center
Program Enroliment and Student Loan Financial Education Kit to be charged as follows:
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a ${{LEAD ENROLLMENT FEE}} enrollment fee that is scheduled to be drafied on

{{LEAD FIRSTPAYMENTDATE \@ MM/ddiyy }}, then payments of
S{{LEAD_MONTHLY_MEMBERSHIP}} per month also beginning on {{LEAD FIRSTPAVMENTDATE
\@ MMiddlyy ¥} from your {{LEAD ACCOUNTTYPE}} account ending in

{LEAD ACCOUNTNUMBER]}}. Is that correct?

Great! You were also informed by your Account Specialist that this verification is to confirm your
acceptance of the AmeriTech Financial - Federal Student Loan Document Preparation Service Agreement in
the amount of $800 and this amount is scheduled to be charged as follows:

(IF NEXT VALUE IS $0, SKIP TO NEXT LINE)
${{LEAD_AMERITECH_MONTH_I_DOC_PREP _FEE_8}} is scheduled to be drafted on

{{LEAD FIRSTPAYMENTDATE \@ MM/dd/yy }},

(IF NEXT VALUE IS $6, SKIP TC NEXT LINE) a payment of
${{LEAD_AMERITECH MONTH 2 DOC PREP FEE 8}} is scheduled to be drafted on
{{LEAD SECOND_PAYMENT DATE \@ MM/dd/yy }} and continuing for
{{LEAD_AMERITECH_DOC_PREP DURATION MONTHS}} additional months--—-

---Also from your {{LEAD ACCCUNTTYPE}} account. Is that correct?

Finally, you understand that AmeriTech Financial will perform a draft of ${{LEAD_IBR_ICR _TOTAL}}
on {{LEAD FIRSTPAYMENTDATE}} to cover your first payment into its document preparation program.
Is that correct?

And you understand that the charges we just discussed are not for any-other product or service nor will any
portion of these amounts be disbursed to any of vour creditors or your student loan service provider. Is that
correct?

And you were informed and understand that you will be required to provide AMERITECH FINANCIAL with
a copy of your most recently filed full tax return and most current paystubs and all documents should be
emailed to: Ingome. doc@ameritechfinancial.com , or faxed to 1-866-818-9026 . s that correct?

And just to confirm, 1 see that your current tax filing status is {{L.EAD TAXES FILED}}. Is that correct?

And you confirm that the loans you have represented to AMERITECH FINANCIAL are all federally backed
by the U.S Department of Education and you have been advised that we will not be applying for loan
programs for any private student loans you may have. Is that correct?

OK great, and just to confirm your loan status I see there that your loans are

{{LEAD L.OAN_STATUS}}. Is that correct?

And you were informed by your Account Specialist that you may receive calls and/or mail correspondence
from your current student loan servicer while your applications are being processed, and that this is normal
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during your transition into the programs because of lender communication overlap during the consolidation
gy prog p g
period. s that correct?

And you are aware that AMERITECH FINANCIAL is a private company assisting you in completing an
application for one or multiple different government backed, monitored and regulated federal student loan
assistance programs through the U.S Department of Education which will allow you to modify your current
loan situation so you may receive the maximum benefit available to you under federal regulation and
guidelines. Is that correct?

And you were informed and understand that AMERITECH FINANCIAL does not directly assist you in
obtaining credit, a loan, or improving your credit rating. Is that correct?

And you were also informed and understand that AMERITECH FINANCIAL is not a credit repair service
organization, a consumer credit counseling agency, a debt settlement company, a licensed real estate agency,
a law firm, your tax advisor, your student loan service provider, a government agency, or affiliated with any
such companies, individuals or agencies. Is that correct?

And you were informed that AMERITECH FINANCIAL is not responsible for, and will never collect any
of your funds in order to make payments directly to any of your lenders, and that AMERITECH

FINANCIAL will never make payments or advance money for any purpose on your behalf, WITH THE
EXCEPTION OF THE FIRST PAYMENT TO YOUR LOAN SERVICER . Is that correct?

And you acknowledge that you received electronically a copy of your receipt, agreements and privacy policy
from AmeriTech Financial. Is that correct?

Okay , Importantly - you were informed and understand that AMERITECH FINANCIAL will be
communicating with you via email and telephone regarding information we may need to further process your
file or update your account. Is that correct?

Great! Do you accept this agreement? Yes

Lastly and most importantly, from this point moving forward we ask you to please direct any questions or
inquiries regarding your account to our Customer Service Department.

As a valued client, their role is to serve your every need and provide you with superior client satisfaction.
They are available to assist you Monday - Friday from 8§ am to 5 pm Pacific Standard Time and can be reached
at 1-800-792-8621 extension 0, or via email at: customer.service@ameritechfinancial.com

Finallv, we would like to put you in touch with our lender partner that specializes in working with people
who have student loan debt and are seeking to refinance their home mortgage or purchase a home in the

near future.

They will work with your financial situation and structure payments based around the savings created
through the federal student loan programs you will be enrolling in.

Would you like us to put you in touch with our lending partner at the end of this call?

FTC-BBB-000376
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[YEE] -~ Select YES in the Mortgage Qualifier Field
[NG] — Select NG in the Mortgage Qualifier Field

Please hold the line while { stop the recording. Thank You!l

FTC-BBB-000377
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& Better
;‘%ﬁ HBUSINess Elizabeth Nichols <snichole@nacal bbb.orgs
¢

BSE B

Re: AmeriTech Financial [[WOV-ACTIVE.FID9810028]

1 message

Elizabeth Nichols <enichols@sacramenio.bbb.org> Mon, Juf 25, 2016 &t 3:57 PM
To: Franklin Homer <Franklin.Homer@gmiaw.com>

Dear Franklin,

Thank you for this response. We appreciate the changes to its policies and procedures that AmeriTech
Financial has committed to making. Are we correct in assuming that the changes wiil alsc apply to
American Financial Benefits Center?

In addition, please respond to the foliowing requests:

In the script you provided, it is explained that the customer should not ask any questions of the
representative taking them through the verification process and should instead wait until after the
verification is complete to ask questions. Specifically, the script states: "They are not allowed to
answer any questions, so if you have any questions, you have my phone number - call me as scon as
the verification is completed and we can go over it again." Later on the verification representzative is
instructed to say: "Should you have any guestions regarding the information we cover, it is my job to
simply transfer you back to yvour representative for further clarification.” We believe the first statement
to be problematic because the representative is essentially asking the customer to agree to terms
which they do not understand at the time of agreeing. Please modify your sales script by modifving the
first statement to no longer ask your customer to agree to terms which they do not yet understand.

Additionally, please provide us with more information related to your Financial Education Benefits
Center. If not provided by AmeriTech Financial, please list the companies which provide the various
services advertised as being available under this offer, including: "emergency road side assistance,
basic income tax preparation, and [. . .] other financial discounts and toois."” Please also provide us
with names and contact information of 5 customers who have utilized the services provided with yvour
Financial Education Benefits Center.

As always, if vou have any guestions, please contact me. We are requesting your response o thase
concerns within 7 days. Responses, or lack thereof, may be reflected in AmeriTech Financial's public
BBB Business Review and Rating.

Sincerely,

Elizabeth Michols, Trade Practices Specialist
Better Business Bureau serving Northeast California
30675 Beacon Blvd

West Sacramento, CA 95691

916-231-8528

enichols@sacramento.bbb.org
bbb.org Start With Trust®
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712812016 BBB of Northeast California Mail - Re: AmeriTech Finanical: Formal Request to Cancel Accradidation
§ Better
- Business Danisl Biiner <dstiner@necal.bbb.orgs

EBE Bureau

Re: AmeriTech Finanical: Formal Request to Cancel Accredidation

1 message

Daniel Stiner <dstiner@sacramento.bbb.org>
To: Brandon Frere <brandon@ameritechfinancial.com>
Cc: Elizabeth Nichols <enichols@sacramento.bbb.org>

Dear Brandon,

Thank you for visiting our office. It was a pleasure meeting you and speaking with you. As you have
requested, accreditation for Ameritech Financial, Inc. has been cancelled.

We are still awaiting a response to a July 25, 2016 follow-up email to Franklin Homer. Can we expect a
response to be forthcoming?

Please also feel free to contact me should you have any questions.

Best regards,

Daniel Stiner, Director of Trade Practices

Better Business Bureau serving Northeast California
3075 Beacon Bivd

West Sacramento, CA 95691

p: 818-443-6843 ext. 212
dstiner@sacramentoc.bbb.org
bbb.org Start With Trusi®

On Wed, Jul 27, 2018 at 12:40 PM, Brandon Frere <brandon@ameritechfinancial.com> wrote:
. Dear Mr. Daniel Stiner & Ms. Elizabeth Nichols,

 Thank you again for meeting with me yesterday where we discussed my accreditation with the Sacramento BBB for
Ameritech Financial. The meeting was a very informative one, and the information you provided me was greatly

appreciated.

. Per our conversation and your recommendation, effective immediately | would like to formally request that your
. company cancel the accreditation for AmeriTech Financial.

Thank you again for your time and the information you provided. If you have any guestions moving forward, please
feel free to contact me directly,

Warm Regards,

PR

FTC-BBB-000395
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TI2RI2016 BBEB of Northeast California Mail - Re: AmeriTech Finanical: Formal Reguest to Cancel Accredidation

AMERITECH

—FINANCIAL—

- Brandon Frere
President & CEQ
AmeriTech Financial
1101 investment Blvd. Suite 200
El Dorade Hills . CA 95?6’?
Phone; 800-792-8621 ext. 101
Cell: 707-758-0882
Fax: B800-878-1182
- Email:  branden@ameritechfinancial.com
Website: winw. ameritechfinancial.com

" Qur Clisnt Goal:

- 100% Client Satisfaction - 166% of The Time

NOTICE: The information contained in {and attached to) this e-mail is intended only for the personal and confidential
use of the designated recipient(s) named above. If the reader of this message is not the intended recipient, you are
hereby notified that you have received this document in error and that any review, dissemination, distribution or
copying of this message is strictly prohibited. If you received this communication in error, please notify us

~ immedistely by reply e-mail, and delete the original message (including attachments).

refer amefﬁechﬁ na nciai com

AMERITECH ©

] NAN CLA L

1101 Investment Blvd. Suite 290
El Dorado Hills, CA 95762

Phone: (800) 792-8621

Fax: (866) 818-9026

Referral Program: refer.ameritechfinancial.com

Customer Service: customer.service@ameritechfinancial.com
~ Submit Docurnents: income. doc@ameritechfinancial.com

Web: wvnw ameritechfinancial.com

| Our Client Promise:; 180% Client Satisfaction - 106% of The Time

NOTICE: The information contained in (and attached to) this e-mail is intended only for the
personal and confidential use of the designated recipient(s) named above. If the reader of
this message is not the intended recipient, you are hereby notified that you have received
this document in error and that any review, dissemination, distribution or copying of this
message is strictly prohibited. If you received this communication in error, please notify us
immediately by reply e-mail, and delete the original message (including attachments). All
participants in Ameritech Financial's referral program must agree to the Terms & Conditions

T — %
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8/19/2016 BBB of Northeast California Mail - Fwd: BBB Complaints to Unpublish

-——— Forwarded message
From: Tom Knickerbocker <tom.knickerbocker@ameritechfinancial.com>
Date: Tue, Aug 2, 2016 at 3:48 PM

Subject: BBB Complaints to Unpublish

To: agalven@sacramento.bbb.org, Brandon Frere <brandon@afbeenter.com>

Good afterncon Alma, | hope your week is going well!

I'm writing to you today regarding instructions we received from your agency regarding the unpublishing of complaints
from our BR3 page. As you may know, our goal is 100% client satisfaction, so we always try to work exceptionally hard
to ensure that each client that posts a complaint onto our BBB page receives our full and undivided attention until we've
met and exceeded their expectations in resolving their concems.

Per your instructions, we have compiled emails directly from the clients who have issued these complaints, giving the
BBB permission to unpublish the complaint from our BBB page after we've resolved the case to their satisfaction.
Below, you'll find these emails from 8 different clients. | have posted their name and case #, as well as the email itself.
iIf you'd like me to provide you with additional information, please don't hesitate to ask!

Regarding 2 additional complaints, Jason Duenas ([l 2nc Angela Smith (IR, it was determined that no
business was ever conducted with these individuals, and the contact information provided in the complaint was invalid or
did not exist (false addresses, emails and phone numbers). We would like to address these complaints, but they appear
1o be fraudulent. What processes can we take to get these removed from the BBB page altogether?

Finally, this leaves Dale William Olmstead (IR, Donyale Kendrix (I, and Mary Marks (I =
have heen unable to reach out to these individuals after multiple attempts. We were able to help them to an extent, but
have been unable to corfirm that we've met their needs. What steps can we take from here regarding these specific
individuals?

The emails are displayed below.
Again, let me know if you have any questions at all. Thank you so much for your help!

Tom Knickerbocker
707.222.4083

Jillian Savage —

-~—-— Forwarded message

From: Jillian Savage cq@gmail.mm
Date: Mon, May 23, 2016 at 3:33

Subject: Re: Follow Up from Holly at AmeriTech
To: Holly Novak <holly.novak@ameritechfinancial.com>

Hello Holly,

258

FTC-BBB-000400
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8182018 BEB of Northeast California Mail - Fwd: BBE Complaints to Unpublish

Yes, as long as | don't get any maore texis in the future the issue has been resclved and BBB can unpublish my
complaint.

Thank you.

Sadeilia Hayward _

----- — Forwarded message =~ee--——

From: Sadelia Reed { G o all.com>

Date: Thu, May 26, 2016 at 1:26 PM

Subject: Re: Follow up from AmeriTech

To: Holly Novak <holiy.novak@sameritechfinancial.com=>

On behalf of Ms. Holly Novak and the Ameritech Financial,

I spoke with Ms. Novak on today who addressed my issues and concems with the services al Ameritech Financial. Ms.
Holly Novak has emailed me confirmation that she has closed my account and services with Ameritech Financial and
resolved the issues | had with this company on today. She also informed me that she will let the customer service
department know to cease all work on my file and terminate the account. She also agreed that | will have no future
services or billing from Ameritech Financial as my services was cancelled immediately on {oday. If this is all correct, the
BBB can unpublish my complaint that | wrote on yesterday about my dissatisfaction with Ameritech Financial. Again, Ms.
Holly Novak informed me that my case and services with Ameritech Financial will be closed immediately after recaiving the
above emaii stating the BBB can unpublish my compliant filed on yesterday.

| would like for me and Ameritech Financial to be able to part ways amicably.
Besi regards,

Sadelia Hayward

Holiee Warlitner _

Forwarded messagg ———-—-
From: Hollee Warlitner h@gma%i.%m‘»
Date: Fr, Jun 3, 2016 at 4:49 PM
Subject: Re: AmeriTech - Complaint Resolve

To: Holly Novak <holly.novak@ameritechfinancial.com>

Amerilech financial resclved my concems. The BBB complaint can be unpublished at this time.

Hollee Warlitner

patricia Ann Eisenbarth [

—eeeeee Forwarded message ———-—-

From: Patty Clson NI G otmail.com>

Date: Wed, Jul 6, 2016 at 11:16 AM

Subject: RE: Foliow Up from Holly at AmeriTech

To: Helly Novak <hofly.novak@ameritechfinancial.com>

FTC-BBB-000401
Stiner Attachment II - 2



Case 4:18-cv-00806-SBA Document 70-35 Filed 03/05/18 Page 4 of 6

8/19/2016 BBE of Martheast California Mail - Fwd: BBB Complaints to Unpublish

To whom it may Concem:

In regards to
Case#

Ameritech has resolved my concerns to my satisfaction, and the BBB complaint can be unpublished at this time.
Thank You,

Sincerely,

Patrici D son

Deana Noble ]

— Forwarded message

From: Deanz Noble < NI 2hoo.com>

Date: Mon, Jul 11, 2016 at 2:42 PM
Subject: Re: Follow Up from Holly at AmeriTech
To: Holly Novak <hcliy.nevak@ameritechiinancial.com=

Ameritech Financial has resolved my complaint effectively. The BBB complaint can be unpublished at this time.

Sent from Yahoo Mail on Android

Craig Davis _

e FOPWENdED MESSAQE ——————

From: Craig Davis {2 =i .com>

Date: Fri, Jul 15, 2016 at $:53 AM

Subject: Ra: BBB Resclution - AmeriTech

To: Holly Novak <nclly.novak@ameritechfinancial. com>

AmeriTech has resclved my concemns accordingly. The BBB complaint can be unpublished at this time.

Eve Krot [

Forwardsd message ———

From: Eve il ayahco.com>

Date: Wed, Jul 20, 2016 at 11:13 AM

Subject: Re: Follow Up from AmeriTech

To: Helly Novak <holly.novak@ameriiechiinancial.com>

To the BBB,
AmeriTech has resolved my concerns to my satisfaction. The BBB complaint can be unpublished
at this time.

FTC-BBB-000402
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8/19/2016 BBE of Northeast California Mail - Fwd: BBB Complaints to Unpubtish

Thank you for your customer service.

Eve Krot

Michael Talbot [

Forwarded message ———

From: Michael T JRE o 2i.com>

Date: Wed, Jul 20, 2016 at 10:45 AM

Subject: Re: Complaint

To: Holly Novak <holly.novak@ameriiechfinanclial.com>

Good Morning Holly

Thank you as well for taking the time to explain the process more succinctly. | am feeling better about the process and
have received the Forbearance Request from NelNet.

Per our discussion regarding the BBB complaint - "AmeriTech has resolved my concemns to my satisfaction. The BBE
complaint can be unpublished at this time."

Again | appreciate your attention to this matter.

Warmest Regards,
Michael Talbot

Timothy Jones _

e Forwarded message —-———
From: Timothy Jones h@y’ahoa.mm>
Date: Tue, May 17, 2016 at 10:34 AM

Subject: Re: Fellow up from Holly at AmeriTech Financial
To: Holly Novak <hotly. novak@ameritechfinancial.com>

Helio Hally,

To whom it may concern, please unpublish my BBB complaint as the matter has been resolved.
Thank you very much.

vir,
Timothy Jones.

Tom Knickerbocker

Executive Vice President

AmeriTech Financial

1101 Investment Blvd

El Dorado Hills, CA 95762

Email: tom.knickerbocker@ameritechfinancial.com
Website: www.ameritechfinancial.com

FTC-BBB-000403
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8/19/2016 BBB of Northeast California Mail - Fwd: BBB Complaints to Unpublish

;g\ !‘ﬁf@r.ameritechﬁ nancial.com
é;:%%f’ e ege=referral

i

AMERITECH 0 limgge’ program
RITE picrogra

vvvvv ~F AN AN b Lo

1101 Invesiment Blvd. Suite 280
El Dorado Hiils, CA 95762

Phone: (800) 792-8621

Fax: (866) 818-3026

Referral Program: refer.ameritechiinancial.com

Customer Service: cusiomer.service@ameritechfinancial.com
Submit Documents: income.doc@ameritechiinancial.com
Web: www.ameritechfinancial.com

Our Client Promise: 180% Client Satisfaction - 1800% of The Time

NOTICE: The information contained in (and attached to) this e-mail is intended only for the
personal and confidential use of the designated recipient(s) named above. If the reader of
this message is not the intended recipient, you are hereby notified that you have received this
document in error and that any review, dissemination, distribution or copying of this message
is strictly prohibited. If you received this communication in error, please notify us immediately
by reply e-mail, and delete the original message (including attachments). All participants in
Ameritech Financial's referral program must agree to the Terms & Conditions of the program,
reviewable at refer.ameritechfinancial.com.

FTC-BBB-000404
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1/8f2017 888 of Northeast California Mail - Ra: Fallow Up.

é@ Better

Business Danisl Stiner <dsiiner@necal.bbb.org>

BEE Dureau

Re: Foliow Up.

1 massage

Mon, Jan &, 2017 at 2:588 P

Danicl Stiner <dstiner@sacramento.bbb.org>
To: Brandon Frere <brandon@ameritechiinancial.com>

Hello Brandon,

You are welcome to apply, but with a C rating the business does net meet our minimum acecaptance
guidsiines, If you'd still like me to send you an application, let me know.

Thank you,

Daniel Stiner, Director of Trade Practices

Better Business Bureau serving Nertheast California
3075 Beacon Blvd

West Sacramento, CA 95691

§16-443-6843 ext. 212
dstiner@sacramento.bbb.org
Start With Trust®

On Mon, Jan 9, 2017 at 2:29 PM, Brandon Frere <branden@ameritechfinancial.com> wrote:
Hi Dan,
1 would Tike to circle back around with you and apply for accredifation... Not only have we resolved svery single
compliant from clients that have reached out to your organization since inception, but we have completely averhauled
. our entire business model to be 2nd to none as far as servicing the client on all levels.

. We want to work with your organization to help further better our ability to connect with our clients and the general
 public. Our missions are aligned, and to have such 2 relationship with your organization would be to help mors people.

| look forward to hearing from you. Thank you.

Warm Regards,

13
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182017 BBE of Northeast California Mail - Re: Follow Up.

AMERITECH

—FINANCIAL—

Branden Frere
 President & CEQ
AmeriTech Financial
. 1101 Investment Blvd. Suite 200
El Dorado Hills ,CA 95762
Phone: 800-792-8621 exti. 101
Cell: 707-758-0862
Fax: 800-878-1182
Email: brandon@ameritechfinancial.com
Website: www.ameritechfinancial.com

Our Clisnt Promise:

- 308% Client Satisfaction - 160% of The Time

NOTICE: The information contained in (and attached to) this e-mail is intended only for the personal and confidential
use of the designated recipient(s) named above. If the reader of this message is not the intended recipient, you are
hereby nciified that you have received this document in error and that any review, dissemination, distribution or
copying of this message is strictly prohibited. If you received this communication in error, please notify us
immediztely by reply e-mail, and delete the criginal message (including attachments).

reﬁ;‘*e: ameritechfinancial.com
?"i% e en=referral
AMERITECH - rogram

ot o I BN R

1101 Invesiment Blvd. Suite 280
E! Dorado Hills, CA 95762

Phone: {800) 752-8621
Fax: (868) 818-9026
Referral Program: refer.ameritechfinanciat.com

- Customer Service: customer.service@ameritechfinancial.com
Submit Documents: income.doc@ameritechfinancial.com
Web: wynv.ameritechfinancial.com

Our Client Promise: 180% Client Satisfaction - 100% of The Time

NOTICE: The information contained in (and attached to) this e-mail is intended only for the
personal and confidential use of the designated recipient(s) named above. If the reader of
this message is not the intended recipient, you are hereby notified that you have received
this document in error and that any review, dissemination, distribution or copying of this
mess&ge is strictly prohibited. If you received this communication in error, please notify us
immediately by reply e-mail, and delete the original message (including attachments). All

| 2%
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22812017 BBB of Northesst California Mail - Re: Ameritech Financial
8 Better
— Business Daniel Stiner <dstiner@necsl.bbb.org>

BB Burcau

Re: Ameritech Financial
1 message

Daniel Stiner <dstiner@sacramenio.bbb.org> Tue, Feb 28, 2017 at 4:08 PM
To: Brandon Frere <brandon@ameritechfinancial.com=

Dear Mr. Frere,
Thank you for your patience while we took the time to review the file and gather information.

The current C rating is due to the volume of complaints and advertising issues found by BBB. BBB Accreditation
Standards require accredited businesses to maintain a B rating or higher.

Although we cannot control the volume of complaints, we have made suggestions for improvements to your advertising
and selling practices that we believe will make the process more transparent for your cusiomers. Despiie this, we
continue to receive complaints against Ameritech which contain serious allegations of misrepresentation in the
company's advertising and sales presentations. | am attaching copies of some recent complaints for vour raview.

We would suggest making the comections to your mailers and sales presentations that we have encouraged in the past.
I'll reiterate some of those suggestions here, based on recurring allegations from complaints we have received:

1. On your mailer, clearly identify the company name and service offered. Consumers may be misied by your sgle
identification as “Student Loan Department” and references to the Health Care and Education Affordability Reconciliation
Act of 2010 and the U.S Department of Education. Your telephone operators should be just as transparent. (BBB
Accreditation Standards require accredited businesses fo advertise honestly and be transparant.)

2. Ensure that your customers are aware that payments to Ameritech are for document processing and do not go
towards payment of their student loans. It is important that this is established in verbal representations as well as
al £

written. (BBB Accreditation Standards require accredited businesses to make known all material facts in both written and
verbal representations.)

3. Ensure that customers are guided to report accurate family size values to student loan sarvicers — who are required
to abide by Federal law. (BBB Accreditation Standards reguire accredited businesses to tell the truth and embody
integrity.)

| also want to bring to your attention that consumers have informed us (and we have received a copy of af least one

email to confirm) that Ameriiech requires them to request that BBB un-publish or remove their complainis as a condition
to receiving refunds.

BBB Accraditation Standards require that accredited businesses address marketplace issues in good faith and embody
integrity. The practice of requiring or implying that consumers conceal valid complaints from the pubiic in order to
receive refunds does not align with these Standards. I'd also like to make you aware that BBE policies requira that we
notify the public of this practice through a notice on the Business Profile.

Attached is an application for accreditation. You are welcome to apply at any time. Applications are raviewaa for
approval by our Board of Directors to ensure that applicants meet BBE Accreditation Standards, which include those

FTC-BBB-000421
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mentioned above.
You may review BBB Accreditation Standards here: go.bbb.org/1P4WmLa

If you would like to address any of the concems mentioned above, or if you have any guestions, please feel free to write
me.

Sincerely,

Daniel Stiner, Direcior of Trade Practices

Better Business Bureau serving Northeast California
3075 Beacon Blvd

West Sacramento, CA 95691

916-443-6843 ext. 212
dstiner@sacramento.bbb.org
Start With %’qu@

i

i

On Tue, Fek 28, 2017 at 11:07 AM, Brandon Frere <brandon@samaeritechfinancial.com> wrote:
Hi Daniel,

Hope you had a great weekend.... | was just wondering if you had the materials / recommendations that we discussed
when | came to see vou last month? Any direction you can give me would be greatly appreciated.

| Thank vou.

- Warm Regards,

Brandon Frere
President & CEG
Ameri Tech Financial

I —— 2
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212812017 BEB of Northeast California Mail - Re: Ameritech Financial

1101 Investment Blvd. Suite 200
El Dorade Hills . CA 95762
- Phone: 800-792-8821 ext. 101
Cell:  707-758-0862
" Fax: 800-878-1182
. Email: brandon@ameritechiinancial.com
Website: www, ameritechfinancial.com

Our Client Promise:

- 100% Client Satisfaction - 160% of The Time

. NOTICE: The information contained in {and attached to) this e-mail is intended only for the parscnal and confidential
use of the designated recipient(s) named above. If the reader of this message is not the intended recipient, you are
- hereby notified that you have received this document in emor and that any review, dissemination, distribution or

copying of this message is strictly prohibited. If you received this communication in eror, piease nolify us
- immediately by reply e-mail, and delete the original message (including attachments).

* On Mon, Jan 23, 2017 at 1:33 PM, Daniel Stiner <dstiner@sacramento.bbb.org> wrote:
Hi Brandon, I hope you've had a nice weekend. I wanted to let you know I am stili working on
. getting over the material you requested. If all goes well, T will be getling back to vou in the next
. day or two.

Thank you,

. Daniel Stiner, Director of Trade Practices

: Better Business Bureau serving Northeast California
: 3075 Beacon Blvd

. West Sacramento, CA 95691

- 916-443-6843 exi. 212
- dstiner@sacramento.bbb.org
- Start With Trust®

rer.ameritechﬁnanciai.cum
- referral
D (#14f ]

AMERITECH

=Bl NANCIA L=

- 1101 Investment Blvd. Suite 290
El Dorado Hills, CA 85762

| 24
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On Fri, Mar 17, 2017 at 9:15 AM, Christopher Meier
<Christopher.Meier@gmlaw.com> wrote:

Dear Mr. Stiner,

Brandon from Ameritech Financial reached out to us in order for us to assist the
company is responding to the BBB’s inquiry.

We want the BBB to know that Ameritech is very much interested in pursuing its
BBB Accreditation. That said we do understand that the company may need to
change a portion of its procedures, as it has in the past already, to meet the
BBB'’s high accreditation standards. Along those lines Ameritech is willing to
accommodate the BBB.

We believe Ameritech’s services are very much needed today by the many
consumers who are struggling with their federal student loan debt load and who
are not aware of the many alternatives they have available to them for repayment
as offered by the Department of Education. Unfortunately many unscrupulous
lenders and services of these federal student loans often attempt to dissuade
their borrowers from obtaining DOE relief because these same lenders and
services stand to lose business when their borrowers obtain such relief.

We understand that the BBB waits the number of complaints a company
receives relative to its size. While we do not know what the BBB currently has on
file for yearly gross sales for the company, we assume such is not reflective of
the company’s current gross revenues. Frankly we are surprised that the BBB
has not requested these figures from the company until very recently. On this
note, we request the BBB input Ameritech’s current gross revenues into the
BBB'’s rating logarithm as reflected on the attached BBB Application for
Accreditation. Such revenues were $4.3 mm for FY 2016. While we are not
certain of this, we do believe that once the BBB updates its records to reflect
Ameritech’s FY 2016 gross revenues that its rating will be a “B” or higher.

FTC-BBB-000572
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As stated Ameritech’s appreciates the BBB’s input and wants to work with the
BBB. As such Ameritech will make the following changes responsive to the
BBB'’s concerns from your email below:

1. The company will clearly place its name on its mailers. Attached is an

revised mailer for the BBB’s records. Further Ameritech will instruct all of its
telephone representatives to clearly identify their names and the name of the
company at the beginning of all calls.

2. The company will make it point to ensure that its customers are aware of
the fact that the fees they pay to it are not going towards their student loans.
Shortly after first making contact with a potential customer, Ameritech’s
representatives will state “We want to make it very clear to you that we are not
the Department of Education. Rather Ameritech may be able to assist you in
submitting the needed documentation to the DOE in order for you to obtain an
alternative payment arrangement on your federal student loans as offered by the
DOE. We also want you to know that any fees you pay to Ameritech in exchange
for the services it provides to you will not be applied to your student loans.” The
company will place similar disclosures on its written consumer agreements.

3. Ameritech has been working to make sure that its customers are guided to
report accurate family size values. In doing so it has implemented procedures
ensuring that its customers are fully aware of the “family size” definition by clearly
reading such definition to its customers prior to the election of their family size
number and status. Ameritech will continue to drill down on this point with its
representatives to ensure that its customers are fully aware of the definition prior
to the submission of their documentation to the DOE.

4. To the BBB'’s last point, Ameritech has never asked its customers who
have complained to the BBB to attempt to have their complaints “un-published” or
similar as a prerequisite for receiving a refund. Ameritech knows that the BBB
does not remove complaints unless they are assigned to a the wrong company.
That said, and as a precautionary measure, Ameritech will communicate to its
staff that asking for such is unacceptable in any way.

Regarding the comments the BBB has placed on Ameritech’s BBB Business
Review we believe such are inequitable to the business. We have worked with
many BBB'’s across the county and we have rarely seen such detailed notations
published on a company review webpage. As such, and based on the numerous
changes the company has made in response to the BBB'’s requests to date, we
request that the BBB remove the language. Alternatively we would request that
the BBB work with Ameritech to make the language less derogatory towards the
company. Last we ask that the BBB not publish this response to the company’s
BBB Business Review.

After you have reviewed these materials please feel free to reach out to me so
that we can discuss Ameritech’s BBB Accreditation.

FTC-BBB-000573
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Thank You,
Chris Meier

Profile

GreenspoonMarder

Christopher P. Meier, Esq.

Greenspoon Marder, PA

100 West Cypress Creek Road Suite 700
Ft. Lauderdale, FL 33309

Direct: (954) 734.1836 | Direct Fax: (954) 213.0073

christopher.meier@gmlaw.com

www.gmlaw.com

FTC-BBB-000574

Stiner Attachment LL - 3


http:www.gmlaw.com
mailto:christopher.meier@gmlaw.com

Case 4:18-cv-00806-SBA Document 70-38 Filed 03/05/18 Page 5 of 7

COMPANY INFORMATION
ID#

PLEASE PRINT OR TYPE
Firm Name for Roster (max 40 characters) Ameritech Financial

Corporate Name (if different)

ADDRESSES / TELEPHONE NUMBERS / INTERNET INFORMATION |

Number of locations in our service area (530, 916 & 209 area codes)
1. Primary Physical 1101 Investment Bivd. #290 Gity E! Dorado Hills Zipy 9ov62

It physical address is a residence. roster address may be assianed as: | Physical(Primary)[ Mailing [] City/Zip Only

P.O. Box/Mailing City Zip
Headquarters (if not local) City Zip

Additional Local Branch (Attach separate list with multiple branches as necessary)
Address City Zip Telephone

( )

5. Telephone Numbers (list or attach a list of all numbers used by the public):

Roster/Primary (800 ) 792-8621 Fax (866 ) 818-9028 Cell ( )
Other ( ) Other ( ) Other ( )
6. E-Mail Address info@ameritechfinancial.com Web Site Address Www.ameritechfinancial.com
Other Web sites:
[PROPRIETORS / PRINCIP ALS—} Required: Disclosure of protection for customer information collected.

1. Owner/CEO/President.
Name & Title: Mr./Mrs./Ms. _Brandon Frere Title President & CEO Address #
Other Contact: Mr./Mrs./Ms. Tom Kinckerbocker Title Executive Vice President Address #
| BUSINESS INFORMATION AND LICENSING |
1. Type of Business (check all that apply) :]SOIe Ownership E Paz’[nership CorporationElBranch [*] Franchise
2. Primary Product/Service Student Loan Document Preparation Assistance BEB TOB Code

Where Company advertises Direct mail

(Attach business card, brochures, marketing materials, contracts, and sample advertising)
v lCompany uses a contract
i . . CA
3. Date Established Locally 020112011 p40 Incorporated (if applicable) wzEnss State

(Month/Year)

: ] . N/A
If operating locally less than one year: Owner's Previous Company Name

Ownership Position N/A Address N/A

4. For Internal BBB use only : Annual number of customers: 13,071
Gross annual sales: 4,520,000
People Active with the Firm: 160 (Avg. full-ime equivalents)
5.State/Federal Regulatory Agency Licenses (if required):
Agency Number Issued Expires

Stiner Attachment LL - 4



Case 4:18-cv-00806-SBA Document 70-38 Filed 03/05/18 Page 6 of 7

TO: Gloria Taylor IMPORTANT NOTICE

We are pleased to inform you that you may now partidpate in the Student Loan Document Preparation
and Processing Services Program. Thi i i i i i i

housa nd ] Ans 3 h ess through
applying for available gpovernment relief options.
You may now be eligible for:

A $0/ Month Student Loan Payment

Different Total Loan Forgiveness Programs

Loan Consolidation and Program Payment Reduction

No Income Requirement or Credit Check

* Special Forgiveness Programs for Public Sector Employees

Call Toll Free 1-800-792-8621
Monday - Friday 10am - 9pm EST
To confirm your eligibility today contact your representative and provide your personal reference #:
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PRESORTED
FIRET-CLASS MAIL

NOTICE Ref. No.
2016 sty I e

SAGRAMENTO, CA

Ameritech Financial
1-800-792-8621

RE: Student Loan Assistance
A#qrgemenmnm g CH 5.DIGIT 20601

Disclosure and Disclaimer: Ameritech Finaneial does not assume or pay consurmer debis. This is not a loan or a lending offer. Company provides
doc- ument preparation and processing services for a fee. Company products and services are optional and mutually exdusive from each other.
See terms of contract for complete detalls 'We have many success stories but cmnot;uzranm warranty or predict the outcome in any
particular situation. There are many free government programs available and you may apply an your own dir with the DOE for its services
without fee. This isnot a government program For mare information please direct dl questions and inquiries to 1-800-792-8621.
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From: Daniel Stiner [mailto:dstiner@sacramento.bbb.org]
Sent: Wednesday, April 05, 2017 1:33 PM

To: Christopher Meier

Cc: Robby Birnbaum; Yarly Franco; Elizabeth Nichols
Subject: Re: Ameritech Financial 33508.0006

Dear Mr. Meier,

Thank you for your patience while we took time to carefully review your message
and attachments. To aid us in our evaluation of Ameritech Financial s
application for accreditation, we have the following requests:

1. You mention in your letter under item 2 that Ameritech will place disclosures
on its written consumer agreements to clarify the difference between
Ameritech and DOE, and that fees paid to Ameritech do not go towards
payment of student loans. We are requesting current copies of these written
consumer agreements for review.

2. Please provide the definition of family size currently being provided to
customers, as well as copies of all scripts used in sales and confirmation
calls.

3. We are enclosing documentation to show that Ameritech employees have
required consumers to request that complaints be unpublished in exchange
for refunds  including an example of explicit instructions provided to a
complainant by Operations Manager Holly Novak. Please refer to the
attachment titted Refund & Unpublish requests . Please also note that the
string of requests provided in the email from Tom Knickerbocker all contain
language nearly identical to that suggested by Ms. Novak.

As | mentioned to Brandon Frere in my February 28 email, BBB policies
require that we inform the public of Ameritech s practice of requiring or
implying that consumers conceal valid complaints in order to receive refunds.

FTC-BBB-000565
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With regard to BBB s comments on the Business Profile, we disagree that they
are inequitable. The comments are based on patterns in allegations contained in
consumer complaints presented to BBB, and our review of the company s
advertising based on the BBB Code of Advertising. It is BBB s standard
operating procedure to inform the public when such matters come to our
attention. Nonetheless, in the spirit of equitability, we have revised some sections
of the profile to ensure it is current, accurate, and succinct. Below you will find an
explanation of any changes made and our reasoning for the content of each
section.

1. Direct Mail Advertising: We have amended this section to include the fact
that Ameritech has provided us with copies of revised mailers which include
the company name on both July 25, 2016 and March 17, 2017. We have also
made note of a solicitation copy we received last month which is dated

2017 , does not include the company s name, and is signed Student
Loan Department . This solicitation is attached as Crystal Harp 2017
solicitation

2. 100% Satisfaction Guarantee: We were informed by the business on July
25, 2016 (see the attached Greenspoon Marder 7-25-2016 letter ) that they
would modify their advertisement from 100% Satisfaction Guaranteed to

Our goal is 100% Client Satisfaction . We have copies of recent emails
from Ameritech staff, including an email sent from Ameritech President and
CEO Brandon Frere to Daniel Stiner on February 28, 2017, which continue to
use the claim: Our Client Promise: 100% Client Satisfaction - 100% of The
Time . Please see the attached Brandon Frere 2-28-2017 email , as well
as Ms. Novak s January 18, 2017 email referenced above.

We continue to receive reports alleging the company is not honoring the
guarantee. You may refer to complaints we ve received within the last six
months, filed by consumers Gross and Harp; and customer reviews we ve
received within the last 6 months submitted by Daniel A. and Rhonda C. in
the attached Compls & Reviews . Please also note that the practice of
requiring or implying that consumers conceal valid complaints in order to
receive refunds does not comport with an unconditional satisfaction
guarantee.

At this time we are requesting that the company either modify these
statements, or provide BBB with a written commitment that they will abide by
the BBB Code of Advertising and advertise a 100% Satisfaction Guarantee
only if they unconditionally refund the full purchase price of the advertised
product or service at the consumer's request.

3. Family Size: We have amended this section to include the fact that BBB
continues to receive complaints from consumers who allege they were misled

FTC-BBB-000566
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regarding family size - as recently as March 28, 2017. Please see the
complaints filed within the last six months by consumers Little, Giffard, and
Banfield in the attached Compls & Reviews

4. Reviews & Complaints: We believe our explanation of the pattern in the
company s complaints is accurate and reflects the allegations in complaints
we continue to receive. Please refer to complaints filed within the last six
months by consumers Thomas, Gross, Nowlen, Vick, Harp, Troutman,
Mishigan, and Staplefoote in the attached Compls & Reviews . If Ameritech
would like to provide an updated response to our concerns, we will gladly
review it.

Your letter states that the company has made numerous changes in response to
BBB requests, but the statements above - supported by the attached
documentation - indicate these changes have not taken place, or were not
effective.

Because our interest is in reporting the truth, feel free to let us know if you
believe any of the statements on the company s current Business Profile are
inaccurate. You may view Ameritech s BBB Business Profile here:
http://go.bbb.org/2nPwM8A

Lastly, we have updated the revenue information in our database to reflect the
$4.3M figure provided on the application you ve submitted. As a result, the
rating has increased from a C to a B-.

Please respond at your earliest convenience, preferably within the next 14 days.
If you have any questions, please feel free to contact me directly at 916.231.8912
or dstiner@sacramento.bbb.org. | will be happy to assist you.

Thank you,

Daniel Stiner, Director of Trade Practices
Better Business Bureau serving Northeast California
3075 Beacon Blvd

FTC-BBB-000567
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West Sacramento, CA 95691
916-443-6843 ext. 212

dstiner@sacramento.bbb.org
Start With Trust®

bbb.org

On Sun, Apr 2, 2017 at 5:27 AM, Christopher Meier
<Christopher.Meier@gmlaw.com> wrote:

Thank you Daniel.

Chris

FTC-BBB-000568
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---------- Forwarded message ----------

From: Christopher Meier <Christopher.Meier@gmlaw.com>

Date: Fri, May 5, 2017 at 4:54 AM

Subject: FW: Ameritech Financial 33508.0006

To: Daniel Stiner <dstiner@sacramento.bbb.org>

Cc: Elizabeth Nichols <enichols@sacramento.bbb.org>, Robby Birnbaum
<Robby.Birnbaum@gmlaw.com>, Yarly Franco <Yarly.Franco@gmlaw.com>

Dear Mr. Stiner,

Thank you for your detailed email. We wish to provide the BBB with a detailed response to
each of the BBB’s inquiries relating to its application for BBB accreditation.

Below are Ameritech’s responses to each of the BBB's respective inquiries.

1. Attached to this email please find Ameritech’s updated consumer agreement. As you can
see under Section 3 of the agreement (Fees for Services), it states in clear and bolded language
“Ameritech is not the Department of Education nor is it affiliated with the Department of
Education. Rather Ameritech will assist you in submitting the needed documentation in order
for you to potentially qualify for an alternative payment on your federal student loans as
facilitated by the Department of Education. Any fees that you pay to Ameritech will not be
applied to the balance of your federal student loan or otherwise applied as a payment to your
student loans. Rather such fees are paid to Ameritech in exchange for the services it provides to

”

you.

2. The definition of family size currently being provided to Ameritech’s customers is as
follows: “Family Size includes you, your spouse, and your children (including unborn children
who will be born during the year for which you state your family size), if the children will
receive the majority of their support from you now. It includes other people that live with you
that receive the majority of their support from you, and they will continue to receive this
support from you for the year that you state your family size. Support includes money, gifts,
loans, housing, food, clothes, car, medical and dental care, and payment of college costs.” As
requested by the BBB attached to this email is Amertech’s revised enrollment script which now
draws more attention to the family size definition both directly before and after such definition
is read. Also attached, and as requested, is Ameritech’s verification script and its supplemental
services script.

3. Thank you for pointing out this practice. Based upon the emails from Ameritech’s staff
members, its now clear that our email to you dated March 17" regarding Ameritech’s
requesting the un-publishing of BBB complaints was simply inaccurate. That said we want to
assure the BBB that this practice has ceased entirely and that any future BBB complainants will
not be asked by Ameritech or anyone else to un-publish their BBB complaints for any reason.
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While we understand the BBB’s need to inform the public of its interactions with the companies
it oversees, we none-the-less believe the BBB’s documentation of such interactions placed on
Ameritech’s to be excessive as compared to the vast majority of other BBB’s that we have
worked with in the past across numerous industries. See our responses to the BBB’s comments
below.

1. Responsive to the BBB’s concerns, Ameritech provided its revised mailer to the BBB. Such
mailer clearly included the name of the company on it. Why would the BBB note on Ameritech’s
BBB profile that it received a mailer without the company’s name on it when such was received
by the complainant (March 4, 2016) prior to Ameritech’s addressing and correcting the issue
with the BBB? Given these circumstances, the addition of this language relating to the mailer
received subsequent to Ameritech’s revising its language appears to be overly punitive.

2. It appears that Mr. Frere and Ms. Novak did not remove the statement from their
respective email signatures. Such statements have both been removed. Neither Mr. Frere or
Ms. Novak used their email to advertise Ameritech’s services and in fact neither have very
much direct contact with Ameritech’s customers. Regarding Vanessa Gross she enrolled with
the company for its services on February 26, 2016. Ms. Gross’ enrollment occurred prior to the
company’s revising its guarantee language. We do not understand how the BBB can use this
complaint as proof that Ameritech has not been adhering to its amended advertisements.
Regarding Crystal Harp, she states in her complaint that she received a letter from the company
in June 2016. This was a month before Ameritech revised its advertising. With this the BBB is
posting additional derogatory language to the company’s business profile which is based on
advertising that was sent prior to the company’s changing its advertising to address the BBB's
concerns. The publication of these circumstances to the company’s BBB profile appear to be
excessively punitive in nature.

3. Regarding the complaint of LaDonna Little, based on what she stated, its appears her
servicer directed her to file a BBB complaint against Ameritech. Ameritech and other
companies have found that many of the federal student loan servicers and lenders have been
directing their borrowers to file BBB complaints against their borrowers’ student loan
assistance companies solely due to the fact that they (the servicers or lenders) will lose the
business of the borrower if they obtain relief through the DOE. Ameritech disagrees that it
advised Ms. Little that anyone who received a gift from her qualified as a family member. As
you can see from the context of her complaint this issue was raised by her student loan lender
who also persuaded Ms. Little to file her complaint. Regarding Tim Giffard, Ameritech believes
Mr. Giffard’s statements to be inaccurate. It appears for some reason that Mr. Giffard wanted
to file a complaint against Ameritech at the onset of his contacting the company. Regarding Joy
Banfield, Ameritech did not misrepresent itself, rather Ameritech provided her with the
accurate family size definition.
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4. Ameritech disagrees that the complaints filed by consumers Thomas, Gross, Nowlen, Vick
(no payments), Harp, Troutman, Mishigan, and Staplefoote fall into a pattern of complaints
designation. Such is the case because Mr. Thomas, Ms. Gross, Ms. Nowlen, Ms. Harp, Ms.
Toutman, Ms. Mishigan, and Ms. Staplefoote all enrolled for Ameritech’s services prior to the
company’s responding to the BBB concerns and making changes in its procedures in response
to such concerns. Regarding Ms. Vick, such complaint does not appear to fit into the BBB’s
previous pattern of complaints concerns.

We appreciate the BBB’s inviting Ameritech’s input with respect to the language that has been
placed on the company’s BBB profile. As such please find attached to this email the language
edited by Ameritech. All edits have been made in redline so you can see them. We believe

these edits to be fair to both the BBB’s and Ameritech’s objectives.

Upon your review of this email please feel free to reach out to me if you have any further
qguestions.

Thank You,

Chris Meier
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AmeriTech Financial
Document Preparation and
Service Agreement

This Service Agreement is entered into on the date shown below between the AmeriTech Financial
(“AF”) and the Client shown below (“Client”).

AF provides processing and support services to assist consumers who are applying for Federal Student
Loan Consolidation Services, and/or other repayment plan programs available through the Department of
Education (“DOE”). AF is a private company, not affiliated with any government agency and, for a fee,
will assist in assembly and submission of student loan consolidation, and/or other repayment plan program
documents. AF is not a lender or a debt consolidation company. It does not promise to improve your credit
score.

Client requests AF to perform, in good faith, the following services, (“the Services”): (a) Review the Client’s
current Federal Student Loan debt situation, (b) ldentify potential Student Loan Consolidation, and/or
other repayment plan options that may be available to Client from the DOE, (c) Discuss potential options
with the Client, and (d) Prepare and process, on the Client’s behalf, a Federal Student Loan Consolidation
Application, and/or other repayment plan program application with the DOE after Client selects desired
option. To the extent that Client is already in default, AF offers default rehabilitation services for an
additional fee so that Clients loans are in a position where AF can provide the Services for client.

Now therefore in consideration of the foregoing and every term, covenant and condition hereafter set
forth, AF and Client do hereby understand, covenant and agree to the following:

1. Provide Complete and Truthful Information. AF will provide Client with an overview session
limited to his/her Federal Student Loan debts to assist the Client in locating options that may be available to
Client. Client expressly represents and warrants that he/she/they will at all times provide AF with
information that is complete, accurate and true to the best of their knowledge and belief.

2. Performance of Services. Upon receipt of all information from Client, AF shall promptly analyze
Client’s Federal Student Loan debt situation, review the information provided by the Client, and complete
the application forms required for the DOE program(s) that have been selected by the Client. Upon
completion of AF’s review and due diligence, AF shall prepare for filing with Client’s lender an
application to initiate a Federal Student Loan Consolidation, and/or other repayment plan available to
Client through the DOE on behalf of Client. Where appropriate, AF will assist in applying for pre-
consolidation forbearance, applying for loan consolidations, submitting post-consolidation documents,
applying for income-based repayment programs and reapplying for income-based repayment programs.

3. Fees for Services. Where applicable, charges $400.00 for default rehabilitation. AF collects that fee after
the default rehabilitation is processed and approved, and Client makes the first payment to Client’s creditor(s).
That usually takes a couple of months. After rehabilitation is complete, which takes approximately 9 months,
AF will provide the Services. The cost of the Services is $800 which is comprised of $200.00 as a fee for
obtaining a forbearance and $600.00 after obtaining approval of a Federal Student Loan
Consolidation, or any other Department of Education repayment plan option on Client’s behalf and
first payment has been made. Such fees shall be charged to the Client’s chosen dedicated account as
specified below upon completion of the respective work. Thereafter, AF will reach out annually to assist
borrower with any additional student loan repayment plan needs at a cost determined and payable at the
time services are provided. Ameritech is not the Department of Education nor is it affiliated with the
Department of Education. Rather Ameritech will assist you in submitting the needed
documentation in order for you to potentially qualify for an alternative payment on your federal
student loans as facilitated by the Department of Education. Any fees that you pay to Ameritech
will not be applied to the balance of your federal student loan or otherwise applied as a payment to
your student loans. Rather such fees are paid to Ameritech in exchange for the services it provides
to you.
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4. Documents Service Agreement and Monthly Cost Authorization. AF will use a third party payment
processor to debit Client for fees/payments and Client shall pay all processing fees associated with such.
Client herby authorizes AF to deduct all payments due per this contract from the financial institution listed
in the accompanying Credit Card/ACH Authorization or such other financial institution that may be used
by Client from time to time. Further, Client authorizes their financial institution to accept and to charge
any debit entries initiated by AmeriTech Financial to Client’s account. This authorization for automatic
withdrawal of fees/payments is to remain in full force and effect until AF has received written notice
from Client of its termination in such time and such manner as to afford AF a reasonable opportunity
to act. A fee/payment (whether paid by debit or other means) that is not honored by Client’s financial
institution for any reason may be subject to a $20.00 service fee imposed by AF (unless otherwise
limited or prohibited by state law), the amount of which may be debited from Client’s account.

5. Process. Once paperwork has been received, processing will begin. AF will always act promptly on
Client’s documents and program. Be advised that Federal Student Loan Consolidations, and other
repayment plans completed by AF rely on the relevant lenders for prompt service and AF cannot be
held liable for delayed completion. Average completion of a Federal Student Loan Consolidation
through the DOE is usually ninety (90) days, but may take longer. AF solely prepares and provides
documents/applications for Client’s review and approval before it submits such documents to the DOE.
AF does not control the DOE application review process.

6. Indemnification and Hold Harmless. Client hereby agrees to defend and hold harmless AF from and
against any claims and liability of any nature whatsoever arising out of or in connection with Client’s
failure to timely provide requested information to AF, Client’s lack of authority or ability to complete
terms of this Agreement, and all other claims arising out of this Agreement or relating to Client’s loans
and other financial obligations. This Agreement constitutes the entire agreement between the parties.
AF makes no warranty, express or implied, as to the fitness of any recommendation it may make to Client
arising out of this Agreement. Except for cause, Client unconditionally waives any right of action against
AF, its officers, directors, employees, agents, brokers and assignees, at law, equity or any other cause
of action for any reason, directly, indirectly or proximately believed to arise out of this Agreement, for any
damages of any nature whatsoever that Client may incur by reason of Client following any
recommendation of AF or Client’s failure to follow any recommendation of AF, whether any
singular, concurrent or series of recommendations are acted upon or not acted upon in whole or in part by
Client. This section shall survive any termination of this Agreement.

7. Important Limitation on Consumer Rights - Mandatory Arbitration Requirement — Please read
carefully: In the event of any controversy, claim or dispute between the parties arising out of or

relating to this agreement or the breach, termination, enforcement, interpretation, conscionability or
validity thereof, including any determination of the scope or applicability of this agreement to arbitrate,
shall be determined by arbitration in Sonoma County, California or in the county in which the
consumer resides, in accordance with the Laws of the State of California for agreements to be made
in and to be performed in California. The parties agree that the arbitration shall be administered by the
American Arbitration Association ("AAA") pursuant to its rules and procedures and an arbitrator shall be
selected by the AAA. The arbitrator shall be neutral and independent and shall comply with the AAA
code of ethics. The award rendered by the arbitrator shall be final and shall not be subject to vacation or
modification. Judgment on the award made by the arbitrator may be entered in any court having
jurisdiction over the parties. If either party fails to comply with the arbitrator's award, the injured party
may petition the circuit court for enforcement. The parties agree that either party may bring claims
against the other only in his/her or its individual capacity and not as a plaintiff or class member in
any purported class or representative proceeding. Further, the parties agree that the arbitrator may not
consolidate proceedings of more than one person's claims, and may not otherwise preside over any form
of representative or class proceeding. The parties shall share the cost (not attorneys’ fees) of
arbitration equally. In the event a party fails to proceed with arbitration, unsuccessfully challenges the
arbitrator's award, or fails to comply with the arbitrator's award, the other party is entitled to costs of suit,
including a reasonable attorney's fee for having to compel arbitration or defend or enforce the award.
Binding Arbitration means that both parties give up the right to a trial by a jury. It also means
that both parties give up the right to appeal from the arbitrator’s ruling except for a narrow range of
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issues that can or may be appealed. It also means that discovery may be severely limited by the
arbitrator. This section and the arbitration requirement shall survive any termination. OPT-OUT
PROCESS: You may choose to opt-out of this Arbitration Provision but only by following the process
set-forth below. If you do not wish to be subject to this Arbitration Provision, then you must notify us in
writing within thirty (30) calendar days of the date of this Agreement at the following address: AF, Attn:
Customer Service, 1101 Investment Blvd Suite 290, ElI Dorado Hills, CA 95762. Your written notice
must include your name, address, the date of this Agreement, and a signed statement that you wish to opt
out of the Arbitration Provision. If you choose to opt out, then your choice will apply only to this
Agreement.

8. Entire Agreement. By virtue of Client’s signature below, Client acknowledges that he/she has read,
understands and agrees to every term, covenant and condition of this Agreement and that he/she has
received a true and complete copy hereof, effective on the date below. This agreement is the only
agreement between the parties and there is no other collateral agreement (oral or written) between the
parties in any manner relating to the subject matter of this agreement. If any portion of this agreement is
held to be invalid or unenforceable, the remaining provisions will remain in effect. The parties mutually
understand and agree that a facsimile copy signature or an electronic signature on this agreement shall be
deemed an original for all lawfully enforceable purposes.

9. Cancellation Policy. Client may cancel this contract at any time prior to being approved for a
Federal Student Loan Consolidation, or any other Department of Education repayment plan option
achieved on Client’s behalf.

10. Limitations on Damages. AF’s liability under this agreement and/or relating directly or
indirectly to Client’s participation in the Student Loan Consolidation Program, under any theory of
liability regarding any claim by the Client is limited to the amount of fees paid by Client to AF. The
Parties agree to be contractually bound to such limitation on any damages, and agree not to demand or
attempt to recover any amount in excess of such. This section shall survive termination.

11. Information Authorization: Client hereby authorizes AF to verify Client’s past and present
employment earnings records for income verification purposes that are needed to process Client’s
Federal Student Loan Consolidation, and/or other repayment plan program available to Client. The
information AF obtains is only to be used in the processing of Client’s application for a Federal Student
Loan Consolidation or any other repayment plan program through the DOE, and AF does not provide any
form of credit repair, credit score enhancement, or debt relief.

12. Legal Authorization Form: This form will serve to acknowledge that Client has authorized AF to
act on Client’s behalf to apply for consolidation of Client’s Federal Student Loans, and/or other
repayment plan programs available to Client. Client has been advised that if approved for the Federal
Student Loan Consolidation, and/or other repayment plan program, Client will receive a sixty (60) day
furlough before payments will start. If Client has any questions regarding this Federal Student Loan
Consolidation Program, Client should contact AmeriTech Financial at 1-800-792-8621.

13. Important Disclosures about the AmeriTech Financial Services. Client may choose to
complete his/her own consolidation documents based on the applicable federal student loan programs
and is not obligated to use a third party resource such as AF or pay a service fee. Please note that AF does
not expressly or impliedly warranty, represent or guarantee that it will be able to reduce Client’s total
student loan debt or monthly payments.

o Failure to make timely payments, or non-payment to Client’s creditors will
adversely affect the credit standing, collection efforts, and may incur more fees
and interest.

o If Client utilizes a Dedicated Account to save funds towards program fees, Client
owns the funds in the account; Client may withdraw from AF’s service at any
time without penalty; and if Client withdraws from AF’s service, he or she will
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get all the money in the account other than fees earned in compliance with the
TSR.

14. Dedicated Savings Account: Client understands that Client is solely in control of all savings funds
for the purpose of paying the fees due for the services that AF is contracting to perform. Client will
designate an account for program savings funds and such dedicated account is independent from AF.
Client selects:

FDIC Insured Bank thru Global Clients Solutions
Another account of Member’s choosing

Payment Information

BY SIGNING BELOW (ELECTRONICALLY OR PHYSICALLY), I HEREBY ACKNOWLEDGE
THAT I HAVE NOT BEEN ADVISED BY AMERITECH FINANCIAL, ANY OF ITS
AGENTS, AND/OR AFFILIATES TO FOREGO A STUDENT LOAN PAYMENT IN
EXCHANGE FOR THE GOOD FAITH PAYMENT AND FEDERAL STUDENT LOAN
CONSOLIDATION PROGRAM. DURING THIS PROCESS, I AM RESPONSIBLE FOR
MAKING MY PAYMENTS, AND FAILURE TO DO SO COULD DISQUALIFY ME/US
FROM OBTAINING THE SERVICE THAT WAS AGREED UPON. I UNDERSTAND THAT I
CAN APPLY ON MY OWN TO CONSOLIDATE MY LOANS WITHOUT THE
ASSISTANCE OF AMERITECH FINANCIAL. | FURTHER ACKNOWLEDGE THAT NO
GUARANTEES CONCERNING THE SUCCESS OF THE LOAN CONSOLIDATION HAVE
BEEN PROVIDED TO ME/US BY AMERITECH FINANCIAL, AND/OR ANY OF ITS AGENTS,
AND/OR AFFILIATES AND A POSITIVE OUTCOME IS NOT GUARANTEED. I, THE
CONSUMER, HAVE BEEN EXPLAINED THE PROGRAM IN FULL AND TO MY SATISFACTION.

ACKNOWLEDGMENT

As indicated by my signature below, | acknowledge that | have read, understand and agree to the terms
and conditions of the Document Preparation and Service Agreement.

Client Name: Executed On this Date:
Client Signature: Date of Birth:
Driver License Number: Social Security Number:

For: AmeriTech Financial (“AE”)
By: 7homas Knickerbocker

Title: Administrative Representative
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Enrollment Specialist Script
20160429

SECTION 1: Qualification Questions
This is at AmeriTech Financial, how may | help you?

Ok. There should be an account or reference number on there, starting with STLN. What is that
number?
Find Client on Sales Force, change ownership, save phone number from Five9

| show your address as

And to confirm, your phone number is coming up as . Is that the best contact number for
you? Is that a cell or home phone?

The reason you received the letter is because you may be eligible for federal student loan
repayment programs that may reduce your payments.

These repayment plans are designed to make your student loan debt more manageable by
reducing your monthly payment. After making a series of “Qualified Payments” (for either 10 or
25 years, depending on the program) any remaining balance may be eligible for forgiveness by
the Department of Education. My company, AmeriTech Financial assists consumers who are
overwhelmed with reviewing or do not have time to review certain government programs that
may lower your monthly student loan payments depending on your income, occupation and
people that you support. While consumers can certainly try navigating the application process on
their own, with our experience having assisted thousands of consumers, we have systems in
place that make the process fast and efficient. We work with you and prepare the application
package that we submit to the Department of Education on your behalf.

In a few moments, | will be able to log into the Federal Database to confirm the types of loans
you have and the loan amounts, but for the sake of time, let me ask you a few questions to
determine if you might qualify.

Do you know how much you have in outstanding balances on your student loans?
(If Yes) What is your total loan balance?
(If No) That is okay, we will be able to look it up.

Are they Federal or Private Loans?
(If Don’t Know) Generally speaking, if you went through the school system to obtain
your loans they are more likely Federal. Most people know when they have private loans
because they had to go out of their way to obtain them.

Are you current on the payments?

Page 1 of 11
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(If NO) When was your last payment made?
If the client states they are behind by more than two months. Skip straight to
FSA to check loans.

Are they set up on automatic draft?
What is your current monthly payment?

Are you working right now?
What do you do for a living?
Who do you work for?
What is the name of the company you work for? (Is it a private company, or non-profit?)
Are you working full time?
What is your annual income?

Are you married or single?

The last thing we need is to go over family size. Family size is not necessarily the same thing as
what you claim as dependents on your tax return. It is a figure that basically covers the number
of people who you provide the majority of their support. If they are not your spouse or children,
they must live with you. Again, family size is not limited only to just dependents. I am going to
read you the definition of family size and its very important that you pay attention to it:

“Family size includes you, your spouse, and your children (including unborn
children who will be born during the year for which you state your family size), if
the children will receive the majority of their support from you now. It includes
other people that live with you that receive the majority of their support from you,
and they will continue to receive this support from you for the year that you state
your family size. Support includes money, gifts, loans, housing, food, clothes, car,
medical and dental care, and payment of college costs.”

If you did not catch that please let me know and I will read it to you again. I say this
because its very important that you understand the definition of family size before we go
forward.

Based on that, do you have any children that you provide the majority of support to?

Aside from children (and spouse, if married), do you have any other people who should be
included in your family size who live with you and receive the majority of their support from

you?

Ok, so the total we have is (make sure this matches in SF).
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Okay, that’s everything | need to be able to put your quote together. I am going to put you on
hold for a few minutes. While you are on hold, please grab something to write on and something
to write with. When | come back | will hopefully have some figures for you to write down.

PLACE ON HOLD
Complete all T-Quote Figures

SECTION 2: Proposed Program
Thank you for holding. | was able to get the numbers back from the Department of Education’s
website. Were you able to get something to write on?

Based on the information you provided regarding your stated income and family size, the system
came back with the following programs you may qualify for. What | want to do is to have you
write down some numbers and then go over them with you. And then | will explain about how
the programs work and what is involved.

First thing, on your piece of paper, | want you to write down my direct phone number,
Now, draw a line down the middle. On the left side, at the top, write ‘Current’.
Under that go ahead and write down $ (Current Payment).

Lastly, write down $ (Total Current Program Payments, lifetime).

Now on the right side, at the top, write down ‘Proposed’

Under that, write $ (DocPrep payment), and next to that write
(#DocPrepPackageMonths)

Next, under that, write $ (#New Proposed Payment, based on what consumer
provided).

Next, write down $ (Proposed Program Total Payments)

Lastly, on the right side write down $ (Total Proposed Savings)

Alright, now that we have all that written down, let me go through and explain what these
numbers mean.

On the left side is your current situation. Based on the loan amount of $ that you gave
to me, your current payment is $ (Current Payment). Using the remaining term you
have left on your loan(s), you be required to pay a total of $ (Current Payments,
Lifetime) over the next years (Current Remaining Years).
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Now on the right side is the proposed program that the system came back with based on the
information you gave me. (if your income, expenses or family size are different from what you
stated, that will affect the numbers). We would still need to complete the application for
submission, however, based on the estimated calculations you MAY qualify for what you see on
the right side. You will be paying $ (PackagePayment) for
(#MonthsofPackagePayment), which covers our doc prep service for the application to enroll
into the federal loan program. The funds we receive will be kept in your dedicated account while
we work on your application to get your programs set up through the DOE. Our system shows
that, if approved, the total monthly estimate for your loan repayment that you would pay directly
to would be $ (Proposed Program Monthly Payment). If you multiply that
monthly amount by 12, you will be paying approximately this year. (Again, | say
estimated or approximated because it is based on the numbers that you have provided over the
phone concerning your income and family size. Sometimes a customer realizes later that they
have less family members or more income and that affects what their monthly loan payments
ultimately are.). Now, if we multiply that total annual sum and multiply it by years that
would be required to be in the program, your total estimated lifetime payments on the loan would
be

Lastly, if I add AmeriTech Financial’s fee of $ to the estimated proposed new program
payments, and we subtract that total Proposed amount from your Current total loan payment
amount, it gives us $

($TotalProgram - $TotalCurrent). Write that down

You can circle that, write SAVE next to that. That is the best estimate right now of what you
could be saving. As noted previously, if you are in an IBR program, you must recertify your
income and family size each year which can change your monthly payments. So there is no way
of actually knowing what you will be required to pay in, say, 5 years since you could receive a
substantial raise or take a job that pays much less.

Please note that while you will be paying AmeriTech Financial the document preparation fee,
once your are in a new loan program, you are responsible for paying the servicer directly.

(PAUSE, and/or ask ‘Looks like you would benefit by being in the program.”)

SECTION 3: Budget
Alright, the next part of the application is the Budget. For this budget, everything is stated and
you must show at least a partial financial hardship caused by your student loan debt in order to

qualify.
Fill in all Budget Items in Sales Force.

What is your rent/mortgage payment?
(If Mortgage) How much do you think you currently owe on your mortgage?

Page 4 of 11
Stiner Attachment NN - 11



Case 4:18-cv-00806-SBA Document 70-40 Filed 03/05/18 Page 13 of 31

Enrollment Specialist Script 20160408

How much is the electric bill?

Do you have natural gas or propane?

How much is your cell phone bill?

For food, how much do you pay for groceries each month?

What about car payment — do you have a car payment?
(If Car Payment) How much do you still owe on the car?
What do you spend for gas and maintenance each month?
What about car insurance?

(Enter Current Student Loan Payment)

Do you have any credit cards you pay monthly on? How much do you pay per month?
What is your approximate balance you owe on the card(s)?

What about personal care — haircuts, nails, gym membership?

Next is entertainment, which can also include your cable and internet bill, as well as going out to
dinner or to movies. How much would you say that you spend?

Anything else you pay for that you want included in the expenses, like medical costs, daycare, or
any other loans you are paying on?

That completes the Budget portion.

SECTION 4: FSA & Loan Servicer Portals
The next step is to verify that your loans are eligible. We do this by verifying your loans through
the Federal Student Aid database.

For this part I will need you to have access to your email and the internet. | will be sending you
two e-mails, that you just need to pull up on your phone, tablet, or on a computer. First is my
company and contact information, please take a moment to review this information. The second
email is an electronic form that provides permission for us to review your information online.
We use a third-party secure document signing service, called DocuSign. They will email you a
copy of the forms when we are done.

What is the best email address to use, that you have access to right now?
Okay, I am sending you the first one now. Go ahead and pull up your email and confirm that you

have received it. You should see a link for our company information in it, so you can check that
out later.
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Good. Now | am sending you the second one. This one is titled “Documents for your Docusign
Signature”, and it will be from me via Docusign. Open it up and in the middle you will see a
yellow box that says ‘Review Documents’. Click on that link and a webpage should open up.

Check the box that says ‘1 agree to electronic records and signatures’ and then click on
‘Continue’. The first page will then appear, and you can scroll through and review that document
and when you are ready, click on “Start’ or ‘Next’ at the top, then click ‘Sign” with the red arrow,
at the bottom. [describe that they are signing and what the agreement means] It will show you a
digital signature, which you can change the font, draw a new one, or leave it like that. Once done
and you agree, click on *‘Adopt and Sign’ at the bottom of that window. When ready, click
‘Finish’ at the bottom of the page. Then you will see a pop-up, where DocuSign is asking if you
want to create an account. You can just close that window or hit ‘No Thanks’. DocuSign will
email you the completed forms anyway.

(Check your inbox for confirmation email)

Okay, looks like that part is complete. What is your date of birth?
And your social security number?

Do you know if you set up an account on the FSA site already?
(If Yes) What is your user name and password?
(Log in, then pull up the security questions from their profile)
| see here that you created the following security questions....
For the first one (read off question), what is the answer, so | can document it in
the system?
(Repeat for all three)

(If No) Okay, I will get that set up for you.

There are security questions that we must also set up, just in case you need to
access it and forgot your password.

OK, you should have two e-mails from studentloans.gov

Ok, bear with me while I double check your loan amounts and details on the federal database.

Next we need to cross reference your loan servicer to make sure the amounts match up. Have
you ever set up an online account with loan servicer? If so, do you remember your user name and
password?

(If Yes — Complete section in SF)

(If No) No problem, let’s set this up now.
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SECTION S: Application Info

What is the name of the employer that issues your paycheck?

And what is the full address and phone number of the location where you work?
(If they do not know, search online for the business name/address)

What State was your Driver’s License issued?
What is your Driver’s License Number?

(IF MARRIED)
What is your Spouse’s name?
The name of your spouse’s employer and their work number.
Spouse’s DOB.
And your spouse’s SSN.

Next, we need 2 references for your file. Your references can be anyone who does not live with
you or with each other, and it cannot be co-workers or general acquaintances. We will need a
Full Name, Address, Phone Number, and your Relationship. (Enter Both References into SF)

Next is setting up the payment for our services. We charge ____, but we don’t actually collect
our fees until we have completed our services for you and you make your first payment in the
program. We do require that you set up a bank account in your own name in which you regularly
deposit funds to be used to pay AmeriTech Financial’s fees. You’ll have complete control over
these funds until AmeriTech Financial completes its services for you upon which time such fees
will be paid to AmeriTech Financial. We recommend using Global Client Solutions, but you can
work with a similar third party. On that piece of paper you wrote down those numbers on, write
down your payment date as , S0 you don’t forget.

Global Client Solutions uses electronic payments that are auto drafted from an active checking
/savings account. Do you want that coming out of your checking or savings account?

SECTION 6: Contract
Ok, give me just a minute while I double check the documents before | e-mail them. This will be
the same process as | went through before when you got the email from DocuSign.

Open the email from me, and click the link at the bottom that says ‘Review Documents’. Let me
know when you see the webpage with the documents.

Just like before you will have to check the box that says “I consent to electronic records and
signatures”. Then click ‘continue’ and the first page should load on the screen.
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I would like to go through and explain the different sections that most people have questions
about, and also have you review them for accuracy. Then once we are done going through it, |
will have you apply an electronic signature to the forms.

Required Documents and Instructions
Pages one and two are the “Required Documents and Instructions,” which lists the
documents you will be required to print, sign and return to us.

After the signing process you will receive multiple PDF’s in your email. To make things
easy, all of the forms that need your attention are contained in one PDF labeled
“Required Documents.”

PSLF Forms (If PSLF)
These are the first two pages of Federal Forms that you will need to print out. You will
sign the first page and your HR department fills out page 2. These are the only forms that
are not time sensitive. All other documents need to be sent back to Ameritech ASAP,
these can be sent in as late as 6 months from now.

These first two pages are Federal Forms that are used if you are working in the public
services sector. [if the forms do not apply to the situation, state the following] You can
ignore these forms for now as they do not apply to your situation.

IBR/ICR/PAYEE Forms
Next are the Federal Forms used by the Department of Education.

Administrative Forbearance Request
We don’t want you making double payments so we put your loan(s) into an
administrative hold while we do the necessary work to complete your program
enrollment. Please note that while you do not have to make payments while in
forbearance, interest still accrues. | would suggest getting this particular document back
to us today or tomorrow. If you don’t your servicer may contact, you regarding payment.
If they do contact you, just let us know and we will reach out to them on your behalf. Just
keep in mind they are a debt collector and will try to use scare tactics and that’s ok that’s
what debt collectors do. We work for you and they work for the big banks. Okay?

Ameritech Financial Details Page

This page states that you are working with us and we are in charge of properly preparing
your documents.

Ameritech Financial Doc Prep and Service Agreement (The Blue Page)
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This page reiterates the basic information | gathered. Please go through each section and
make sure that everything is accurately entered. Let me know if you have any questions
as you go along.

Privacy Policy
The next two pages are the privacy policy which states that we do not share your
information, and it’s not used for any purpose other than what we discussed here today.
The only third parties we will directly work with on your behalf are the DOE and your
loan servicer.

Notice of Cancellation
Client this program is “at will” so anytime you wish to go back to a standard repayment
program that is entirely up to you. As for cancelling our program, we offer a full fee
refund pursuant to applicable law at any time up through us having earned our fee, which
is described in your agreement and when you get your result.

Complaint Policy
Client, this next page is titled complaint policy. The page is intended to provide you, in
writing, all the methods you have available to reach us should you need to.

Limited Power of Attorney
This is a standard form that allows us to work on your behalf with the DOE and your loan
servicer.

Statement of Income
Simply a statement of income.

Notice of Cancellation -2nd Set
Because of a very, very old law regarding membership agreements, we’re required to
provide two sets of the cancellation forms. One for your records and one for ours.

Ameritech Financial Document Preparation and Service Agreement
This page is similar to the pages above that we scrolled past. These disclosures are
regarding the document preparation services.

Global Client Solutions
This page is going to show the draft amounts for the program, and the dates they will
draft from your account. Global Client Solutions is the name of the company the program
uses to manage your payments for our fees and for those of FEBC. They will be sending
you a welcome packet in the mail after you enroll.

At this time, I would like go over the itemized summary of the fee structure. Beginning on
(first payment date) payment will be debited and placed into the separate bank account in
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your name that you control in the amount of $ (package). That sum will continue to be
debited on a monthly basis for months (package months). The document preparation

fee is $800.00 total but we do not actually collect the money from your bank account until we
have provided our contracted for services to you.

Once we get you set up with a new loan payment program, your expected monthly loan
payments will be approximately $ (IBR/ICR) which you will pay directly to your loan
servicer.

[FEBCP]

Again, our verification department is going to itemize the total costs

(Walk client through signing process)
Ok, we’re ready to sign. Click next, or start, or any yellow sign here tab.

Like last time, choose a signature and click “adopt and sign”. Sign each tab until you see the
option for “finish” and then “confirm signing.” You will receive your copy of the documents via
e mail as soon as you sign. You will see that pop-up, like last time. Go ahead and close that
window. Again, the completed documents will be sent to your email automatically.

SECTION 7: Referral

Lastly, here at Ameritech our vision is to provide 100% client satisfaction. When we provide that
level of service typically what happens is that people tell their friends and family who also need
help with their student loan situation.

A lot of the people that | help come to me from referrals of past clients | have helped. In fact, we
have set up an official referral program to give back to those people who share our efforts with
others. There are a lot of people out there with student loans and not everyone understands that
there are resources available like the ones we offer.

The way the referral program works is that you will have online access to sharing information
about our company via social media, emails, and even postcards. Then for every person you send
to me that 1 am able to help enroll, you will receive a $25 credit on a Tango Rewards card, which
is good at stores and restaurants, as well as online companies like Amazon, iTunes, and Google
Play. There is also an option to take the funds you receive and donate it to one of fifteen different
charities that we have set up relationships with. If you choose to donate, Ameritech Financial
will match your donation dollar for dollar, without a limit. We don’t just want to help people
who are burdened by student loans, but also charities helping people around the world.
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The first step is to get your account created online... (Referral Account Creation Steps)

STEP 8: Transfer to Verification

Alright, we are all done with the application process. The last step, as | mentioned, is the
verification. The purpose of the verification is to confirm that you understand how the proposed
program works, the payments that you will be making, and the date for such payments. You can
think of this department almost like underwriters who will look through the file to find any errors
so we can fix them before the file gets submitted. They will be going through a script and
checking boxes, and it is very important that everything is correct in the application.

As they go through this, please just respond with a Yes or Correct if the item is accurate. They
are not allowed to answer any questions, so if you have any questions, you have my phone
number — call me as soon as the verification is completed and we can go over it again. | know we
have gone through a lot since we started talking, and you may think of questions after this is over
—so just call me and | can go through it with you. And I suggest you keep that page with the
numbers and my phone number and put it somewhere safe. Also, we do have a customer service
department that can help you with your file, but you can always call me as well. And of course, if
you know of anyone who has student loans and could use help, make sure to give them my
number.

Any questions for me before | get you over to verification?

Okay, please hold on for a few minutes while I get a verification representative on the line.
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(Contract)

At this point in the process, I would like to explain an additional program most of our customers
take part in. It is an amazing optional benefit that helps many of our customers succeed in their
long-term financial goals! It’s called The Financial Education Benefits Center Program. The
program we are helping you prepare for regarding your student loans will make a big impact on
your long term finances, but it is also important to ensure that you are taking the right steps.

As you will see in this portion of the documents, the Financial Education Benefits Center
Program includes a Financial Education kit, as well as additional benefits. FEBCP has partnered
with Life Lock Identity Theft Protection, emergency road side assistance, basic income tax
preparation and many other financial discounts and tools.

All of these services will only cost $ While you can chose any provider for these
services, and would likely have to go hunt down a separate company to give you each- what a
hassle!- we have already done the work for you and bring these to you all at once, so your
decision is easy. You can cancel anytime, and there is never any obligation to continue these
services while you get your student loan programs done.

I will set you up with a log in and password that will allow you access, while enrolled, to these
benefits. After we get everything set up make sure that you log in and look through the different
programs available and get set up in order to take advantage of them.

(Set up)

Now I am going to send you that registration email for the Financial Education Benefits Center
membership program.
(Build FEBCP Portal and send FEBC email with user name and password from using
their email and password from FSA information.)

You should have an e-mail from me. Go to FEBCP.com, and let me know when you see a Login
screen.

If you’d like to take advantage of the program, in the first box at the top, enter the passphrase
provided in your email, and click Submit.
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Fill out the User Registration information, and click Register. As [ mentioned earlier, I suggest
that in the next couple of days that you log back in and check out the benefits available. A lot of
people use the things like the road side assistance, the tax prep service, the credit repair program,
as well as the financial education and budgeting tools. And of course we suggest that each person
register with Life Lock through your FEBCP account, so you can make sure you have solid
identity theft protection in place.
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Client Name: {{LEAD_NAME}} Rep Name: {{USER_FIRSTNAME}}

AmeriTech Financial Student Loan Verification

Hello my name is (your name), today’s date is {{Today}} and I will be recording this call to confirm and
verify your enrollment with AmeriTech Financial, as well as activate the necessary accounts to obtain
access to your student loan information, so please answer all my questions with a clear YES or Correct if
they are accurate.

In case we get disconnected please verify your contact phone #. The number | have on file for you is
{{LEAD_PHONE}}. Is that correct? Do you have any alternate numbers where you can also be reached
?

Great! If you should have any questions regarding the information we cover, it is my job to simply transfer
you back to your representative for further clarification.

First, do you consent to this call being recorded or monitored? (YES)

Next, Ameritech Financial will need to periodically reach out to you in order to keep your file up to date and
on track. To reach you most efficiently, we would use an autodialer, pre-precorded message or text message.
Your agreement to being contacted this way does not require you to purchase anything and standard message
rates may apply. Is that OK? <If YES, no action required. If NO, select “SMS Opt Out” field in the Lead
record>

FEBCP and Web Portal:

Ok, for this first part. vou’ll need access to a computer. Do vou have access to one?

- [Yes]

- [ACCESSING FEBCP.COM]
Did your representative sign you up for the separate Financial Education Benefits Center membership
program?

- -[Yes]

-OK, that’s great.

Next, | want to show you where you can access the Financial Education Benefits Center as well as a
copy of the Student Loan Financial Education Kit. Go to FEBCP.com, and let me know when you see
a Login screen. [WAIT FOR THEM TO GET THERE] In the first box at the top, enter the

passphrase XXXXXXXX, and click Submit. Fill out the User Registration information, and click Submit
at the bottom. After you click submit, you’ll receive an email confirmation of registration. [WAIT].
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Great! The next step is to collect your login information to access the online web portal available through
your servicer(s). Please confirm that you have signed up for our document preparation services today.

- [Yes]

Great! Information regarding the status of your account is readily available through the web portal, sowe
will check this information from time to time to ensure that you are on track with processing of your
documents. Having this information on hand will allow us to expedite your file as quickly as possible. The
username is usually your email address. Do you happen to know this login information?

- [Yes]
Great! What is the username and password associated with the account? (Enter the website, username,
password, and any other necessary info on the vault sheet and in Salesforce.)

- [No]
Not a problem. Have you set up an online account before, or do we need to need to set up a new one for
you?

- [Already set up, forgot username/password]

OK, so what I’m going to do is initiate the “Forgot Username/Password” prompt on the servicer website.
While I’m doing this, go ahead and log into your email, since you will most likely be getting an email from
your servicer confirming the missing information. I may also need confirmation on some security
questions while we reset this information. (Go through reset prompt, write any important information
down on vault sheet, including passwords, security questions, etc.)

- [Haven’t set up an account yet]

OK, so what I’m going to do is set up an account for you, using your email address and a password. Give
me one moment while | begin the process. Once we’re finished, you may receive an email with a
confirmation link, so make sure you click that confirmation to activate your account. (Start the new
account setup. Make the user ID the customer’s email address, and make the password something
you both remember. Repeat the password to the customer so they know it. Any relevant
information i.e. Security questions, passwords, etc, should be entered onto the vault sheet.)

OK, we’re almost done with the account creation part of your Verification. With this portion of the process
you’ll need access to your email and an internet connection. I’m going to set up your account for the
AmeriTech Financial referral program and quickly show you how to access it and use it. I’ll be using the email
address {{LEAD_EMAIL}}, and I’ll just need a password from you (Request password from them, or use
one of the passwords from FSA or Web Portals)

OK great, give me just a moment to complete the enrollment process.

(Fill out form on refer.ameritechfinancial.com, click Register)
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You should have an email in your inbox confirming the creation of your account. Click on the icon in the
email that says Confirm Email. If you don’t see the button, you can also click “Claim Account Page.” Once
the page loads, click Confirm Email. You should now be on the login page. Enter your email
{{LEAD_EMAIL}} and the password we just set up. Let me know when you’ve logged in successfully and
I’ll show you how you can start earning rewards.

OK! Everything you need to get started is here on this page. I’ll show you how easy it is. Do you have a
Facebook account?

[YES] Go ahead and click the Post to Facebook link. You’ll have to click it on the left, then the blue button on
the right. You might be asked to enter your Facebook login info in a popup window. Once you’re in, click Post
to Facebook. Let me know when you’ve posted and I’ll show you how to track the status of your referrals.

[NO] OK, well from what you can see, you also have the ability to post to Twitter or LinkedIn, send an email
blast, or refer someone directly.

You can track the status of all of your referrals at the top of the page by clicking “My Account.” Our most
successful clients typically try to share once per week, and have earned hundreds of dollars in credit.

Great! Now we’re going to move on to your enrollment verification. For this next part, you will need to have
your bank routing and account number readily available, as well as your driver’s license or ID card. Do
you have that information at this time? [YES / NO] [IF No, have the client get it]

I am speaking with {{LEAD_FIRSTNAME}} {{LEAD_LASTNAME}} correct? And that is
spelled . correct?

[If Female] Do you have a former last name? (Y/N) [If Yes] What is the name ? [Make note]

Okay, And your address is {{LEAD _FULLADDRESS}}. correct? And that is spelled
correct?

And your date of birth is {{LEAD_DATEOFBIRTH \@ MM/dd/yy }}. correct? And your Social Security #
is {{LEAD_SSN1}}-{{LEAD_SSN2}}-{{LEAD_SSN3}}. correct?

And | have listed here that your current employer is {{LEAD_EMPLOYER_NAME}}. correct? And your
occupation is {{LEAD _OCCUPATION}}. correct?

And just to confirm - | see that your current adjusted gross income is {{LEAD_ANNUALINCOME}}.
correct?

(IF “TAX RETURN” ISN°T SELECTED IN THE “INCOME VERIFICATION” FIELD)
I see that your income has changed since your last tax filing status, and you will be submitting a
{{LEAD_INCOME_VERIFICATION}} as proof of your updated income, correct?

And you Driver’s License or ID card state and number is {{LEAD_DL_ID Number_State}}. correct?
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And just to confirm | see here that your certified family size is
{{LEAD CLIENTSTATEDFAMILYSIZE}}. correct?

And to verify you have provided us with the appropriate FSA ID and Password, | have your FSA Username
listed as {{LEAD_FSA _ID}} and your FSA password listed as {{LEAD FSA ID PASSWORD}}. Is that
correct?

Great! And you were informed and understand the purpose of this call is to confirm your acceptance of the
Financial Analysis and Evaluation that you received, [Optional: If Opt-in] the Financial Education Benefits
Center Program Enrollment, and the AmeriTech Student Loan Document Preparation Service Agreement. Is
that correct?

And the email address that you are using today to submit your application is {{LEAD_EMAIL}} Is that
correct?

| see that your total estimated federal student loan debt amount being processed is
${{LEAD_ESTIMATED TOTAL_FEDERAL_LOAN_BALANCE}}. Is that correct?

O.K, And just so you’re aware - the following payment information we are about to discuss is an itemized
summary of what you were quoted during your consultation with your Account Specialist.

And Just to sum up - You understand that your Total Estimated Monthly Payment explained to you by your
Account Specialist will be S{{LEAD_MMB_IBR_ICR_TOTAL}} Of which you will pay
${{LEAD_IBR_ICR_TOTALS}} directly to your student loan service provider as your new qualified
monthly payment, and seperately ${{LEAD MONTHLY MEMBERSHIP}} for the Financial Education
Benefits Center Monthly Member Benefits Center program that you optionally enrolled into from your
checking account ending in {{LEAD_ACCOUNTNUMBER}}. Is that correct?

And for your monthly member beneftis program payments your banks name as it appears is
{{LEAD BANKNAME}}. Is that correct?

*And | have your bank routing number as {{LEAD ROUTING NUMBER}} Is that correct?
*And your bank account number as {{LEAD _ACCOUNTNUMBER}}. Is that correct?

Great! And you were informed by your Account Specialist that part of this verification is to confirm your
acceptance of the Financial Analysis & Evaluation you received and the optional Financial Education
Benefits Center Program Enrollment services to be charged as follows:
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a ${{LEAD _ENROLLMENT_FEE}} enrollment fee that is scheduled to be drafted on
{{LEAD_FIRSTPAYMENTDATE \@ MM/dd/yy }}, then payments of
S{{LEAD_MONTHLY_MEMBERSHIP}} per month also beginning on {{LEAD_FIRSTPAYMENTDATE

\@ MMm/dd/yy }} from your {{LEAD_ACCOUNTTYPE}} account ending in
{LEAD ACCOUNTNUMBER}}. Is that correct?

Great! You were also informed by your Account Specialist that this verification is to confirm your
acceptance of the AmeriTech Financial - Student Loan Document Preparation Service Agreement in the
amount of $800 and this amount is scheduled to be charged as follows:

(IF NEXT VALUE IS $0, SKIP TO NEXT LINE)
${{LEAD_AMERITECH_MONTH_1_DOC_PREP_FEE_8}} is scheduled to be drafted on

{{LEAD FIRSTPAYMENTDATE \@ MM/dd/yy }},

(IF NEXT VALUE IS $0, SKIP TO NEXT LINE) a payment of
${{LEAD_AMERITECH_MONTH_2 DOC PREP FEE_8}} is scheduled to be drafted on
{{LEAD SECOND PAYMENT DATE \@ MM/dd/yy }} and continuing for
{{LEAD_AMERITECH_DOC_PREP_DURATION MONTHS}} additional months----

---Also from your {{LEAD ACCOUNTTYPE}} account. Is that correct?

Finally, you understand that Global Clients Solutions, on behalf of AmeriTech Financial, will perform a
draft of ${{LEAD IBR_ICR TOTAL}} on {{LEAD_FIRSTPAYMENTDATE}} to cover your first
payment into its document preparation program. Is that correct?

And you understand that the charges we just discussed are not for any-other product or service nor will any
portion of these amounts be disbursed to any of your creditors or your student loan service provider. Is that
correct?

And you were informed and understand that you will be required to provide AMERITECH FINANCIAL with
a copy of your most recently filed tax return and most current paystubs and all documents should be emailed
to: Income.doc@ameritechfinancial.com , Is that correct?

And just to confirm, | see that your current tax filing status is {{LEAD_TAXES_FILED}}. Is that correct?

And you confirm that the loans you have represented to AMERITECH FINANCIAL are all federally backed
by the U.S Department of Education and you have been advised that we will not be applying for loan
programs for any private student loans you may have. Is that correct?

OK great, and just to confirm your loan status | see there that your loans are
{{LEAD LOAN_STATUS}}. Is that correct?

And you are aware that AMERITECH FINANCIAL is a private company assisting you in completing an
application for one or multiple different government backed, monitored and regulated federal student loan
assistance programs through the U.S Department of Education which will help you to modify your current
loan situation so you may receive the maximum benefit available to you under federal regulation and
guidelines. Is that correct?

And you were informed and understand that AMERITECH FINANCIAL does not directly assist you in
obtaining credit, a loan, or improving your credit rating. Is that correct?
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And you were also informed and understand that AMERITECH FINANCIAL is not a credit repair service
organization, a consumer credit counseling agency, a debt settlement company, a licensed real estate agency,
a law firm, your tax advisor, your student loan service provider, a government agency, or affiliated with any
such companies, individuals or agencies. Is that correct?

And you were informed that AMERITECH FINANCIAL is not responsible for, and will never collect any
of your funds in order to make payments directly to any of your lenders, and that AMERITECH
FINANCIAL will never make payments or advance money for any purpose on your behalf, WITH THE
EXCEPTION OF THE FIRST PAYMENT TO YOUR LOAN SERVICER . Is that correct?

And you acknowledge that you received electronically a copy of your receipt, agreements and privacy policy
from AmeriTech Financial. Is that correct?

Okay , Importantly - you were informed and understand that AMERITECH FINANCIAL will be
communicating with you via email and telephone regarding information we may need to further process your
file or update your account. Is that correct?

Great! Do you accept this agreement?  Yes

Lastly and most importantly, from this point moving forward we ask you to please direct any questions or
inquiries regarding your account to our Customer Service Department.

As a valued client, their role is to serve your every need and provide you with superior client satisfaction.
They are available to assist you Monday - Friday from 8 am to 5 pm Pacific Standard Time and can be reached
at 1-800-792-8621 extension 0, or via email at: customer.service@ameritechfinancial.com
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[YES] — Select YES in the Mortgage Qualifier Field

[NO] - Select NO in the Mortgage Qualifier Field

Please hold the line while I stop the recording. Thank You!
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Advertising Review

BBB-The Northeastern California, Sacramento BBB kas-had sersers-guestions regarding
AmeriTech Financials Inc.'s direct to consumer mailing adwerisirgadvertisements and statements -
claimsthattheywhich explicitly offered a 100% Satisfaction Guarantee in addition to the -
ardmanner in which 4he-way their customers' "family size" isswas represented in sales
presentatiensthe enroliment process. Please read further for more details regarding our eepserrs
questions and the direct response from the business- regarding our guestions. +esperse-te-these
coRcerms-

Direct Mail Advertising
BBB has-had received copies of the company’s direct mail advertisements, which identify the sender
only as “Student Loan Department” _

BeginningenJune 7 2016 wsThe BBB wrote to this company with questions regarding their mailer
to-expross-censerms-thatinforming the company that consumers may_have inferred there was some
type of a govemment affiliation because #he-the company name was-had been omitted from the
mailer. We requested that they-the company provide us with a revised mailer which clearly states
that the name of the company making the offer for services was indeed-s AmeriTech Financial.

According to the BBB Code of Advertising, advertisements that are untrue, misleading, or deceptive
shall not be used, and; misrepresentation may result not only from direct statements, but by omitting
or obscuring a material fact.

On July 25, 2016 and March 17, 20117 the company responded by providing us with a revised mailer
containing the name of the company.

the company’s amending its mailers per the BBB's

— = -| Comment [CM1]: This mailer was sent prior to
initial request

100% Satisfaction Guarantee

We also wrote to the company regarding their advertisement for a 100% Satisfaction Guarantee
made on their website, www_ameritechfinancial .com_

According to the BBB Code of Advertising, advertisers should only use “satisfaction guarantee,”
“money back guarantee,” or similar representations in advertising if the seller refunds the full
purchase price of the advertised product or service at the consumer's request.

On July 25, 2016 the company responded to our request by explaining that they had modified their
advertisement from "100% Satisfaction Guaranteed" to "Our Goal is 100% Client Satisfaction”

Family Size

We have received consumer reports alegig-stating that the-Armertesh-employesscompany
representatives did not accurately portray +aisrepresented the definition of family size their
customers could claim on paperwork provided to the federal govemment for student loan repayment

plans_As such Qop Julv 18 2016 we wrote to the companv requesting thatthev provide us with g
£ e = ] J 3 :
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The U.S. Department of Education defines Family Size as you and your children (including unborn
children who will be born during the year for which you certify your family size), if the children will
receive more than half their support from you. It also includes other people only if they live with you
now, receive more than half their support from you now, and will continue to receive this support for
the year that you certify your family size. It may include your spouse.

According to the BBB Code of Advertising, advertisements that are untrue, misleading, or deceptive
shall not be used, and; misrepresentation may result not only from direct statements, but by omitting
or obscuring a material fact.

On July 25, 2016 the company wrote to us explaining that it was not their "intention to obscure any
material fact behind the family size", and provided us with a revised script in which the individuals
customers can claim in their family size are clearly defined. The company also informed us that any
employees who misrepresented the family size definition have been disciplined and/or terminated.

Reviews & Complaints

It has come to BBB's attention that the business is-allegedlymay have been -requesting that
customers withdraw the text of complaints posted on the BBB website as a condition of resolving the
complaints. Consent to post the text of a complaint is solely at the discretion of the customer. Fhe
businessBusinesses may only choose whether to have its-their responses to the-complaints posted
or not.

ptegtamfees are charqed bv the companv in exchanqe for the Work the company does on behalf of
its customers and that such fees are not applied as payments to its customers’ student loans. -

—Mle requested that the company prowde
us W|th a wrltten list of steps they planned to take to ensure that its consumers are-re-longer
misledwere clearly advised regarding the company’s fees and that these types of complaints de
would not continue.

On July 25, 2016 the company wrote to us explaining that they have-had implemented a number of
steps designed to ensure that_it clearly explained to consumers that its fees were not applied to its
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customers’ student loan balances in any way, most notably on the first page of the company’s
website located at www.ameritechfinancial.com. eensumers-are-hotmisled-regarding-company
fees-These steps include: providing sales representatives with additional training regarding what
they should and should not state over the phone; hiring a-multiple full time "quality assurance agent"
to listen to sales calls and meet with representatives that waiver from their script and/or training;
adding the company name to the flyers mailed to consumers; and explicitly including the name of the
company in their sales script.
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Better
g Business Daniel Stiner <dstiner@necal.bbb.org>
BBB Bureau

Re: BBB Complaints to Unpublish

1 message

Tom Knickerbocker <tom.knickerbocker@ameritechfinancial.com> Tue, May 23, 2017 at 2:36 PM
To: Alma Galvan <agalvan@sacramento.bbb.org>
Cc: Daniel Stiner <dstiner@necal.bbb.org>

Hi Alma,

Happy Tuesday! Hope your week is going well. | have unpublish requests from successfully closed complaints 1'd like
removed, if possible. As usual I'l paste them below. Let me know if you have any questions at all. Thank you!

Case- - Na'curria Nowlen

Forwarded message
From: Na'Curria Nowlen JIIGgmail.com>

Date: Tue, Dec 20, 2016 at 3:56 PM

Subject: Re: Ameritech Follow Up

To: Kristina Sciortino <kristina. sciortino@ameritechfinancial.com>

Ameritech has resolved my concems and the BBB complaint can be unpublished at this time. Thanks

Case_ - Ryan Vick

Forwarded message
From: Ryan Vick {llll@hotmail.com>

Date: Fri, Dec 30, 2016 at 11:01 AM

Subject: Re: Ameritech BBB Complaint Resolution

To: Kristina Sciortino <kristina.sciortino@ameritechfinancial.com>

hello Kristina,

let me address your email.

you wrote:

>>|ncome Driven Repayment Plan

AKA, IBR "income based repayment"

>>\We will submit your updated income documentation three months prior

in general, | am a job seeker, so as soon as my employment improves, as | understand it, | will opt
out of (no longer qualify for) your services. (please correct me if | am wrong)

and if | remain under your services, | simply say thank you!

| believe the process could have been smoother....

in particular, what comes to my immediate mind, is the trouble | had contacting you guys on MON,
earlier this week, and finally | got thru to Diego (I believe it was the next day, TUE) but | was
already upset by that time, and | filed the BBB complaint just before speaking to Diego.

(I had multiple phone#s for your company, and | tried as many as | could, to get thru... this was
very frustrating/irritating for me PRIMARILY because you had told me (on MON | recall) that return
calls are processed the next day. so | would not speak to customer service until the following day. |
patiently waited, and nobody EVER (they still have not) returned my phone call. so, | said it before,
bad karma. if you were easier to contact, that complaint to BBB would have never happened...)
but that is now the past.

lets move forward.

| am delighted to say | can basically agree to your statement.
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"Ameritech Financial has resolved my concerns and the complaint can be unpublished at
this time."

| use the word "basically” because | am still annoyed at all of this process, but at this point you and
Diego are addressing my concerns, and helping me go forward in this process, so | am willing to
work with you guys further.

lets hope/pray for smoother sailing, going forward.

| do apologize if the complaint to BBB is catastrophic to your company, but apparently it can be
withdrawn, so hopefully "no harm, no foul".
no hard feelings.

ryan

Case- - Crystal Harp

Forwarded message
From: Crystal Harp {lllll@yahoo.com>

Date: Thu, Jan 18, 2017 at 5:43 PM

Subject: Fwd: Follow Up from AmeriTech

To: Holly Novak <holly.novak@ameritechfinancial.com>

Sent from my iPhone
with heartfelt love! Crystal

Begin forwarded message:
From: Crystal Harp -@yahoo. com>

Date: January 19, 2017 at 1:07:45 PM EST
Subject: Fwd: Follow Up from AmeriTech

AmeriTech has resolved my concems. The BBB complaint can be unpublished at this time.

Sent from my iPhone
with heartfelt love! Crystal

Begin forwarded message:

Casc- christine Staplefoote

-—-- Forwarded message ----------

From: Christine Staplefoote i IEIEIEG@G@GEEG o 2il.com>

Date: Fri, Mar 10, 2017 at 3:33 PM
Subject: Re: Ameritech Follow Up
To: Kristina Sciortino <kristina.sciortino@ameritechfinancial.com>

Hi Christine (sic),

Stiner Attachment OO - 2



Ameritech has resolved my concems and the BBB complaint can be unpublished at this time.

Cascjl - Alden Brown (please note, his emaillill@yahoo.com is under a "Mike
Logan," but this is the email that was provided to us. Hopefully you see the same on your
end when the complaint was submitted and he had to provide an email address)

Forwarded message
From: mike logan -@yahoo.com>

Date: Fri, Apr 14, 2017 at 2:13 PM

Subject: Re: Ameritech Statement

To: Kristina Sciortino <kristina. sciortino@ameritechfinancial.com>

kristina at ameritech has resolved my concems and BBB complaint can be unpublished. thank you

Cas_ - Joshua Colocino

Forwarded message
From: Colocino Joshua {Jlll@omail.com>

Date: Fri, Apr 28, 2017 at 11:52 AM

Subject: Re: Ameritech Refund and BBB Resolution

To: Kristina Sciortino <kristina. sciortino@ameritechfinancial.com=

Ameritech has resolved my concems and the Better Business Bureau Complaint can be unpublished at this time.

Joshua Colocino

On Thu, Oct 20, 2016 at 1:25 PM, Alma Galvan <agalvan@sacramento.bbb.org> wrote:
Hello Tom,

Hope all is well! The requests were sent to the complaint handlers, and will be unpublished.
Thank you,

Alma Galvan, Customer Service Supervisor

Better Business Bureau serving Northeast California

3075 Beacon Blvd

West Sacramento, CA 95691

p: 916-231-8934

agalvan@sacramento.bbb.org
bbb.org Start With Trust®

Q
BBB

Sxart With Triss
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On Thu, Oct 20, 2016 at 9:38 AM, Tom Knickerbocker <tom.knickerbocker@ameritechfinancial.com> wrote:
Hey Alma,

Hope your week is going well!

We have a few BBB complaints that have been fully resolved to the client's satisfaction that we would like
unpublished, with confirmation from the client. Just like before, I'll paste the client's request to unpublish the
complaint. If you need any other information, please don't hesitate to ask!

See below, and thank you for your help!

Case - Megan Denzin

On Fri, Aug 26, 2016 at 9:28 AM, Megan Denzin -@gmail.oom> wrote:
To Whom It May Concem:
AmeriTech has resolved my concemns to my satisfaction. The BBB complaint can be unpublished at this time.
Sincerely,

Megan Denzin

case: [ - Mary Schaaf (Hall)

Forwarded message
From: Mary Hall ﬂ@yahoc,mmb
Date: Thu, Sep 1, 2016 at 7:23 PM
Subject: Re: Ameritech Follow Up
To: Kristina Sciortino <kristina. sciortino@ameritechfinancial.com>

Ameritech has resolved my concems. The BBB complaint can be unpublished at this time.

Sent from my iPhone

Case:_ - Tasheka Brewer

From: Ms. Tasheka Brewer _@yahoo_cgm:-
Date: Wed, Aug 31, 2016 at 1:12 PM

Subject: RE: Ameritech Financial Follow Up

To: Kristina Sciortino <kristina. sciortino@ameritechfinancial.com=>

Good aftemoon, Kristina.

Thank you, so much, for looking into my situation and understanding the circumstances. You going above and beyond
to determine where the discrepancies were was impressive, and your superior customer service skills and compassion
are appreciated.

I'm looking forward to receiving the paper check in the requested refund amount of $207 and having this matter
satisfactorily resolved.

AmeriTech Financial has resolved my concems. The BBB complaint can be unpublished at this time.

Regards,
Tasheka Brewer

Case: [l - «risti Capra
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Forwarded message
From: Kristi Capra @gmail.com>

Date: Wed, Sep 14, 2016 at 4:46 PM

Subject: Re: BBB Complaint Submission

To: complaints@cbbb.bbb.org, Kristina Sciortino <kristina. sciortino@ameritechfinancial.com>

Hello,
Ameritech has resolved my concerns. The BBB complaint can be unpublished at this time.

Thank you
Kristi Capra

Case: - - Patrick Cluckey

Forwarded message
From: Patrick Cluckey @yahoo.com>

Date: Mon, Oct 3, 2016 at 12:02 PM

Subject: Re: BBB Resolution Statement

To: Kristina Sciortino <kristina. sciortino@ameritechfinancial.com>

Hi Kristina,
Ameritech has resolved my concerns and the BBB complaint can be unpublished at this time.

Thanks,

Case: I - Nina Patterson

Forwarded message
From: Nina E. Patterson {Jllll @outlock.com>

Date: Tue, Oct 11, 2016 at 1:58 PM

Subject: RE: BBB Resolution Statement

To: Kristina Sciortino <kristina. sciortino@ameritechfinancial.com>

Kristina Sciortino and others on her staff have gone above and beyond to aid me in resolving my previous issues. |
now feel much more secure about working with this company and would recommend this company to others. Please
feel free to in-publish my complaint.

Nina E. Pat
Juris Docto
I @ gmail.com

(@outlook.com
Mobile:

Tom Knickerbocker
Executive Vice President
AmeriTech Financial
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1101 Investment Blvd
El Dorado Hills, CA 95762
Email: tom.knickerbocker@ameritechfinancial.com

Website: www.ameritechfinancial.com

refer.a memechﬂnsnelai cnm

s re erra
E’:?Eﬁ!!ﬁ?‘.*

1101 Investment Blvd. Suite 290
El Dorado Hills, CA 95762

Phone: (800) 792-8621
Fax: (866) 818-9026

Referral Program: refer.ameritechfinancial.com

Customer Service: customer.service@ameritechfinancial.com
Submit Documents: income.doc@ameritechfinancial.com
Web: www.ameritechfinancial.com

Our Client Promise: 100% Client Satisfaction - 100% of The Time

NOTICE: The information contained in (and attached to) this e-mail is intended only for
the personal and confidential use of the designated recipient(s) named above. If the
reader of this message is not the intended recipient, you are hereby notified that you have
received this document in error and that any review, dissemination, distribution or copying
of this message is strictly prohibited. If you received this communication in error, please
notify us immediately by reply e-mail, and delete the original message (including
attachments). All participants in Ameritech Financial's referral program must agree to the
Terms & Conditions of the program, reviewable at refer.ameritechfinancial.com.

Tom Knickerbocker

Executive Vice President

AmeriTech Financial

1101 Investment Blvd

El Dorado Hills, CA 95762

Email: tom.knickerbocker@ameritechfinancial.com

Website: www.ameritechfinancial.com
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a Better

-~ Business Daniel Stiner <dstiner@necal.bbb.org>
BBB Bureau

Re: FW: Ameritech Financial 33508.0006

1 message

Daniel Stiner <dstiner@sacramento.bbb.org> Men, Jun 5, 2017 at 9:51 AM

To: Christopher Meier <Christopher. Meier@gmlaw.com>
Ecc: Elizabeth Nichels <enichels@sacramento.bbb.org>

Dear Mr. Meier,

This is a response to your email dated May 5, 2017 regarding Ameritech Financial. Below are several
follow-up items for which we are requesting more information.

1. We could not find reference to Financial Education Benefits Center (FEBC) in the copy of the
customer agreement provided. Is there a separate written agreement for the FEBC program? If
so, please provide a current copy.

2. Please provide a current copy of the privacy policy given to customers, as referenced in the
verification script.

3. In the second paragraph on page 6 of the verification script, the consumer is told that Ameritech
makes the first payment to the loan servicer on behalf of the consumer. We were unable to find
reference in any other script or document to this first payment, including the customer
agreement. On page 4 of the customer agreement, the consumer is required to certify that they
are responsible for making payments and there is no mention of Ameritech making the first
payment.

We are requesting an explanation of the apparent discrepancy between the script and the agreement
regarding the first payment and an explanation of the Ameritech’s process for making this payment on
the consumer’s behalf,

With regard to the responses you provided to BBB’s comments on the Business Profile for Ameritech
Financial:

1. Direct Mail Advertising: According to Crystal Harp, the mailer in question is not the solicitation
upon which her March 2016 complaint was based - the mailer was subsequently received one
year later in March 2017. The timing is supported by the "2017” date stamped on the mailer.

2. 100% Ssatisfaction Guarantee: The consumer-specific examples provided in my April 5 letter
are not published on the public business profile - they were provided for reference to you
directly. The business profile simply reports the advertising review that was performed, and
indicates the company was responsive and made the requested changes. Reporting advertising
review is standard BBB policy. Please note that an email received by BBB May 23, 2017 from
Tom Knickerbocker contains the same claim: “Our Client Promise: 100% Client Satisfaction -
100% of The Time". Please inform us if Ameritech will commit to remove this statement from
email signatures throughout the organization.

3. Family Size: This advertising review is based on the allegations of complaints we receive. It's
true that we received complaints with those allegations. If Ameritech would like to substantiate
its position that the allegations are untrue or inaccurate, we welcome them to provide recordings
of the calls in question for consumers Little, Giffard, and Banfield. Please be advised that we may
continue to report this advertising review for as long as we continue to find it to be is consistent
with the reportable complaints we have on file.
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4. Reviews & Complaints: After review, we agree that complaints from consumers Thomas,
Nowlen, Vick, Harp, Troutman, Mishigan, and Staplefoote appear to be based on agreements
reached prior to July 25, 2016 (Gross provides a purchase date of August 26, 2016).

However, this does not change the fact that the pattern of allegations exists in the complaints. It
is standard BBB procedure to report complaint patterns and any steps BBB and the company took
to resolve the pattern. In addition to Gross, recent complainants Colocino and Lewis also make
allegations related to believing their monthly payments to Ameritech were going towards their
loans. We believe the summary of allegations reported in this section is consistent with the
reportable complaints we have on file, and those we continue to receive.

Regarding the assurances given in your May 5% letter that Ameritech would cease requiring its
customers to request that BEB unpublish their complaints - please see the attached email we received
on May 23, 2017 from Ameritech’s Executive Vice President Tom Knickerbocker. It contained multiple
requests to unpublish, all of which are identically worded. As a reminder, BBB Accreditation Standards
require that businesses tell the truth, honor promises and embody integrity.

Lastly, my April 5 letter invited Ameritech to inform us if they believed any of the statements on the
business profile were untrue. While we appreciate your submission, this was not an offer for Ameritech
to co-author the profile. The offer for BBB to review and address any proposed inaccuracies still
stands.

Please confirm receipt of this message. We are requesting a response at your earliest convenience,
ideally within two weeks of today’s date. If you have any questions, please feel free to contact me
directly.

Sincerely,

Daniel Stiner, Director of Trade Practices

Better Business Bureau serving Northeast California
3075 Beacon Blvd

West Sacramento, CA 95691

916-443-6843 ext. 212
dstiner@sacramento.bbb.org

CODE OF ADVERTISING

CODE OF BUSINESS PRACTICES

On Wed, May 17, 2017 at 11:24 AM, Christopher Meier <Christopher.Meier@gmlaw.com> wrote:

OK thanks for the update Mr, Stiner,
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A;I'TENTION: STUDENT LOAN PAYMENT REDUCTION AND FORG|VENESS
tReference No: . Mistyrae Schaffer] ~ IMPORTANT OFFER

Reference No: _

Student Loan Department
1-888-895-4144

BASTHONT =+ * A | FOR AADC 956
istvrae Schaffer

Dear Mistyrae,

We are pleased to inform you that you may now participate in our Student Loan Document Preparation
and Processing Services Program. This program can potentially save you thousands on your student
loans and prepare yvou for Total Loan Forgiveness through applying for available government relief
options.

With the implementation of the Health Care and Education Affordability Reconciliation Act of
2010 the U.S. Department of Education has adjusted their re-payment policies.

You may now be eligible for:

v . BORROWER
BALANCE |
OFFER TYPE

LOAN TYPE

P R SR RS PN SRR S

Mistyrae Schaffer

-

+ $0 / Month Student Loan Payment

P r——

» Total Loan Forgiveness Programs

- Loan Forgivene'sS « Loan Consolidation and Program Payment Reduction

i e e 30 P By L SR it il e,

E

4

!

¥ e

1{ Federal Studéﬂg Loan .+ No Minimum Income Requirement

R R I S A B e S 0

e ‘OI:'FER,S.'I'ATUS,. BElGIbla e A Special Forgiveness Programs for Public Sector Employees

Bl ey SRR LRSS S S  R LAt Se

To confirm your eligibility today, contact us at: 1-888-895-4144, Monday - Friday 7:00 AM - 6:00
PM PST and provide your personal reference number:—

Failure to respond to this letter may void company offer for services.

Sincerely,

Student Loan Department
1-888-895-4144

Reference No: IIIINEGEGE

Disclosure: The Company does not assume or pay consumer debts. This is not a loan or a (ending offer. Company provides document preparation
and processing services for a fee. Company products and services are optional and mutually exclusive from each other. See terms of contract for
complete details. We have many success stories but cannot guarantee warranty or predict the outcome in any particular situation. There are many
free government programs available and yot may apply: on your own directly with the DOE for ifs services without fee. This is not a government
program. For more information please direct all questions and inquiries to 1-888-895-4144.
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