Windham Professionals, Inc. April 2010

Errors
QC Sample Tated Sample Found | Description of Errors|  Corrective Action Preventive Measure
Number| Size 5
# %
Balance Review )(474 74 0 0 N/A N/A N/A
Phone Calls Attempted 237883 37 0 0 N/A N/A N/A
Borrower Contacts 15018 37 0 0 N/A N/A N/A
Borrower Call-Ins 6712 5 0 0 N/A N/A N/A
Correspondence 919 104 0] 0% N/A N/A N/A
(Detinguent Accounts (Broken N
I_E o) 144 144 0| 0% N/A N/A N/A
AWG Accounts 1267 497 3(0.60% | L102 not documented L192 docum.ented Wl.th Caadiing se§5|on witl
employment information emplovee involved
(b)({@lMigation Packages 0o Jol o N/A N/A N/A
Compromises Offered 7B 73 0 0 N/A N/A N/A
Consolidations Offered 0 0 0 N/A N/A N/A
ICRP Cons. Offered 323 323 0 0 N/A N/A NA
LVGs 91 89 2| 0.00% Corrected ADOI Sent new form to Sending back to .bo.rrower
borrower before submission
(b)(4) [Rehabilitation’s Offered 151 751__|o] o© NA N/A NA
Rehabilitation's Submitted 0 0 0 0 N/A N/A N/A
Letters Generated 35,564 136 0 0 N/A N/A N/A
Death Resolutions 85 84 |1]0.01% Ce"'f'catzvnggaccepted N/A N/A
Co A phvisiand Review for sufficient
Disability Resolutions 49 42 7| 14% Clarification required ntacte . p y§|C|an S clarification prior to
clarification -
submission
Bankruptcy Resolutions 6 6 0 0 N/A N/A N/A
Incarcerations 60 60 0 0 N/A N/A N/A
EFT - Account Update 22 22 0 0 N/A N/A N/A
EFT - Billing 5 5 0 0 N/A N/A NA
EFT - Returns 29 29 0 0 N/A N/A N/A
(b)[Agcounts Recalled by ED 560 0 0] 0% N/A N/A NA
Accounts in Suspense 0 0 0] 0% N/A N/A N/A

QUALITY CONTROL AG594

EDO001703



Windham Professionals, Inc. April 2010

QC Sample Total Number Sz;rir;;:éle E(;LO[:Z Description of Errors Corrective Action Preventive Measure
Balance Review (b)(4) 117 117 ol o N/A N/A N/A
Phone Calls Attempted 8551 39 0 0 N/A N/A N/A
Borrower Contacts 456 25 0 0 N/A N/A N/A
Borrower Call-Ins 456 2 0 0 N/A N/A N/A
Correspondence 1,105 78 0| 0% N/A N/A N/A
(De(huent Accounts (Broken
Promises) 277 0 0 0 NA NA NA
AWG Accounts 1896 445 28| 6% Validation Denials Correct denial reason and Correct Documentation on
restart AWG process L102
(b)(4tigation Packages 0 0 0] 0% NA NA NA
Compromises Offered 71 71 o} 0 N/A N/A N/A
Consolidations Offered 0 0 0 0 N/A N/A N/A
ICRP Cons. Offered 290 0 0 0 N/A N/A NA
LVGs 97 o7 a | 3% .1 n loan only, 1 b(?rr resent packs. to bor!' for them Na
signature, 1 adoi reject to sign again
(b)®¢habilitation's Offered 719 0 0 0 N/A NA NA
Rehabilitation's Submitted 0 0 0 0 NA N/A N/A
Letters Generated 39.418 0 0 0 N/A NA
; d due t asked central research to send
Death Resolutions 63 63 1 1% cart r.e]ec.te: . He 19 copy received from vital N/A
ilegibility statistics
4 rej by mon for dr illegible
peanlanshlp., .1 r?J by contacted dr office for
Disability Resolutions 69 69 10 | 14% manitor-elarffication Jtr clarification of diagnosis in N/A
sent by dr was not done legible wriling
on new page 2. 5 rej due
to nds clarification
Bankruptcy Resolutions 2 2 0 0 N/A N/A N/A
. deh incamplete; manitar sent back to central research
Incarcerations 54 54 5 | 9% | sd could not use sentence - N/A
for letter to facility,
end date
EFT - Account Update 18 0 0 0 N/A N/A NA
EFT - Billing 4 0 0 0 N/A N/A NA
EFT - Returns 30 0 0 0 NA N/A N/A
(b){Akrcounts Recalled by ED 426 0 0] 0% N/A NA NA
Accounts in Suspense 0 0 0] 0% N/A N/A NA

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2010

Errors
Sample oo : . ;
QC Sample Total Number Sizg Found | Description of Errors Corrective Action Preventive Measure
# %

Balance Review B)%4) 115 115 0] 0% n/a n/a n/a

Phone Calls Attempted 187,026 33 0 0% n/a n/a n/a

Borrower Contacts 13,619 12 0] 0% n/a n/a n/a

Borrower Call-Ins 13,619 8 0] 0% n/a n/a n/a

Correspondence 1131 91 0| 0% n/a n/a n/a

(DaMnuent Aegounts (Bioken 147 147 |o| o% n/a n/a na

Promises)

AWG Accounts 2343 553 3| 1% Validation denials Redocument L102 B do(;::ﬂe(;;t e
(H)(iyation Packages 0 0 0 0 n/a n/a n/a

Compromises Offered 43 43 0] 0% n/a n/a n/a

Consolidations Offered o 0 0| 0% n/a n/a n/a

ICRP Cons. Offered 2B2 232 0 0 n/a n/a n/a

. Resent ADOI, Obtained
LVCs 136 135 3| 2% Re| ADC, RELChiek Difference Ckeck Stubs from
Stubs borr

(b)EBhabilitation’s Ofiered 492 492 0] 0% n/a n/a n/a

Rehabilitation's Submitted 3 3 0l 0% n/a n/a n/a

L etters Generated 34,183 150 o] 0 n/a n/a n/a

Death Resolutions 101 101 1| 1% | L102 Notated Incorrectly | Resubmit with correct notation

Clarification ; ;
Contacted physcian office to
Disability Resolutions 67 67 14| 7% ne_eded/requested by obtain clarification, mailed to Mot t.o fax blarik app toidlr
monitor, faxed blank app ; office for completion.
. dr for completion
to dr office
Bankruptcy Resolutions 1 1 0] 0% n/a n/a n/a
Resubmit less than 9 mos.
(o7

QC Sample 37 37 1] 1% The time ED reviewed it. None N/A

EFT - Account Update 21 21 0| 0% n/a n/a n/a

EFT - Billing 4 4 0] 0% n/a n/a n/a

EFT - Returns 37 37 0l 0% n/a n/a n/a
(Bfdgounts Recalled by ED 457 457 0] 0% n/a n/a n/a

Accounts in Suspense 0 [0} 0| 0% N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2010

Errors
Sample - : ; ;
QC Sample Total Number Sizg Found | Description of Errors | Corrective Action Preventive Measure
# %
Balance Review (b)(4) 115 115 0 10.00% N/A N/A N/A
Phone Calls Attempted 160,960 34 0 ]0.00% N/A N/A NA
Borrower Contacts 13,688 22 0 10.00% N/A N/A N/A
Borrower Call-Ins 13,688 21 0 ]10.00% N/A N/A N/A
Correspondence 1882 143 0 ]0.00% N/A N/A N/A
(BYO&linquent Accounts 161 161 | o |0.00% N/A N/A NA
(Broken Promises)
Did not get validation
{e]
P 2561 0 0 [0-99% | yenial report this month N'A NA
(b)_$_4) . . rev.le.w coi/cclr pnor. to
Litigation Packages 22 1 |4.00% pnote amount correct and resubmit | submitting to ensure figures
22 are accurate
Compromises Offered 47 47 0 10.00% N/A N/A N/A
Consolidations Offered 0 0 0 10.00% N/A N/A NA
ICRP Cons. Offered P38 238 0 10.00% N/A N/A NA
LVCs . 13¢ | 2 |1.00%| 3% ﬁf}:{;f;d not resent adoi to borr re"':ﬂ";j‘;”;‘;'gse ;F:aptl:lt():?rt:():? ®
Rehabilitation's Ottered 873 573 0 10.00% N/A N/A N/A
Rehabilitation's 5
Submitted 15 15 0 |0.00% N/A N/A NA
Letters Generated 47p94 200 0 10.00% N/A N/A N/A
Death Resolutions 72 3 |4.00% ED:did notiaccept expl could not resend N/A
7 cent from central research
; T getting clarification
Disability Resolutions 62 4 16.00% ED reqw;ei:;ig?]lzrslifslcatlon of from the physcian N/A
62 office
Bankruptcy Resolutions 1 1 0 ]10.00% N/A N/A N/A
Incarcerations 42 3 |7.00% notations on L102 renotatefi and ensure no.tatlons on Lt 0.2 are
40 resubmitted the required INC notations
EFT - Account Update 17 17 0%]| NA N/A N/A N/A
EFT - Billing 5 5 0%| NA N/A N/A N/A
EFT - Returns 33 33 0%| NA N/A N/A N/A
& "
Accounts Recalled by ED 304 304 0% NA N/A N/A NA
Accounts in Suspense 0 0 0%] NA N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2010

Errors
QC Sample Total Number | Sample Size | Found Description of Errors Corrective Action Preventive Measure
# %

Balance Review (b)(4) 118 118 0] 0.00% N/A N/A N/A
Phone Calls Attempted 169725 148 0] 0.00% N/A N/A N/A
Borrower Contacts 17036 58 0| 0.00% N/A N/A N/A
Borrower Call-Ins 17036 17 0| 0.00% N/A N/A N/A
Correspondence 1832 116 0| 0.00% N/A N/A N/A

DX#hquent Accounts
(Rroken Promises) 155 155 0| 0.00% N/A N/A N/A
AWG Accounts 2644 0 0| 0.00% N/A N/A N/A
bifidation Packages 28 11 3 110.00% LINE 15 PRINCPL LNDER SPOKE TO LIT UNIT FOR GUIDENCE N/A
Compromises Offered 73 73 0| 0.00% N/A N/A N/A
Consolidations Offered 0 0 0| 0.00% N/A N/A N/A
ICRP Cons. Offered 235 118 3] 2.00% SIGNATURE CORRECTED ADOI AND RPS RESENT PAGES TO BORR NA
LVCs 0 0 0] 0.00% N/A N/A NA
(HRéhabilitation's Offered 746 746 0| 0.00% N/A N/A N/A
Rehabilitation's Submitted 201 201 3| 0.00% N/A N/A N/A
Letters Generated 40487 300 0| 0.00% N/A N/A N/A
Death Resolutions 68 68 0| 0.00% N/A N/A N/A

o ; o NEED CLARIFICATION LTR & SP TO DR OFFICE TO GET
Disability Resolutions 93 83 10(10.00% DI SCREPANGI ES WITH DR LIC# CLARIFICATION LTRS N/A
Bankruptcy Resolutions 6 6 0| 0.00% N/A N/A N/A
; S CONTACTED CR FOR ADDITIONAL

Incarcerations 68 65 3| 4.00% | SUPPORTING DOCS NOT ACCEPTED BY ED DOCUMENTATION N/A
EFT - Account Update 20 0 0 N/A N/A N/A N/A
EFT - Billing 4 0 0 N/A N/A N/A N/A
EFT - Returns 37 0 0 N/A N/A N/A N/A
(b)kcounts Recalled by ED 375 0 o] NA N/A N/A N/A
Accounts in Suspense 0 0 0 N/A N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2010

Samins Errors
QC Sample Total Number Sizg Found Description of Errors Corrective Action Preventive Measure
# %
Balance Review b)(4) 118 118 <} 0.00% NA N/A N/A
Phone Calls Attempted 168,210 39 ] 0.00% NA N/A N/A
Borrower Contacts 14,723 9 o 0.00% N/A N/A N/A
Borrower Call-Ins 14,723 15 o 0.00% N/A N/A N/A
Correspondence 1654 101 (] 0.00% NA N/A N/A
e AcCaunts (BiGkaT 141 0 o | oo0o% NA NA NA
Promises)
AWG Accounts 2990 534 0 0.00% NA N/A N/A
(b)(‘ I)itigation Packages 12 0 (] 0.00% NA N/A N/A
Compromises Offered 64 64 0 0.00% NA N/A N/A
Consolidations Offered 0 0 0 0.00% NA N/A N/A
ICRP Cons. Offered 241 0 s} 0.00% NA N/A N/A
ADOI CORRECTED AND NOT
LVGCs 173 171 2 0.80% INITIALED BY BORR RESENT PAGES TO BORR N/A
(b)(4#pehabilitation’s Offered 0 0 o | 0.00% N/A N/A N/A
Rehabilitation’s Submitted 0 0 <} 0.00% NA N/A N/A
Letters Generated 3306 200 s} 0.00% NA N/A N/A
" GC SVS GOT CREDIT ON SAME
°
Death Resolutions 110 109 1 0.90% NA N/A ACCT FOR DEATH.
. " . SPOKE TO DR OFFICE TO GET
o
Disability Resolutions 81 74 % 8.00% CLARIFICATION, LEGIBILITY CLARIFICATION LTR N/A
Bankruptcy Resolutions 2 2 [ 0.00% NA N/A N/A
Incarcerations " 4 s | eo0% | DoB DOGSNOT ACCEPTED BY Ep | OONTACTED CR FORADDITIONAL NA
EFT - Account Update 20 0 <) 0.00% NA NA NA
EFT - Billing 5 0 <] 0.00% NA NA NA
EFT - Returns 44 [¢] <} 0.00% NA NA NA
(b)(4) Accounts Recalled by ED 709 0 (] 0.00% NA NA NA
Accounts in Suspense 0 0 <) NA NA NA NA

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2010

s | Errors
QC Sample Total Number aSrigze Found Description of Errors Corrective Action Preventive Measure
# %
Balance Review 0)(4) 150 150 <} 0 N/A N/A N/A
Phone Calls Attempted 151485 54 [ 0 N/A N/A N/A
Borrower Contacts 16750 23 [} 0 N/A N/A N/A
Borrower Call-Ins 16750 5 <} 0 N/A N/A N/A
Correspondence 1537 80 [¢] 0 N/A N/A N/A
+D)elinquent Accounts (Broken Promises) 526 0 0 0 N/A N/A N/A
AWG Accounts 3185 508 0 0 N/A N/A N/A
Litigation Packages a3 a3 o 0 N/A N/A N/A
Compromises Offered 64 64 0 0 N/A N/A N/A
Consolidations Offered 0 0 0 0 N/A N/A N/A
ICRP Cons. Offered 263 0 [} 0 N/A N/A N/A
| w |aor| S EmEREE R | e
Aghabilitation’s Offered 752 752 o 0 N/A N/A N/A
Rehabilitation’s Submitted 270 270 17 0.06 NO BSR APL RECD ENSURE BSR APPL IS MAILED DL N/A
Letters Generated 65,028 300 o 0 N/A N/A N/A
Death Resolutions 112 112 o 0 N/A N/A N/A
Disabilty Resolutions s & [ o |0 SSRSCTONIESEENRL | CONTATEDPRSFORGUARIACATION NA
Bankruptcy Resolutions 5 5 [¢] 0 N/A N/A N/A
Incarcerations 42 42 <} 0 N/A N/A N/A
EFT - Account Update 21 0 [ 0 N/A N/A N/A
EFT - Billing 4 0 [¢] 0 N/A N/A N/A
EFT - Returns 18 0 [¢] 0 N/A N/A N/A
(4 /Accounts Recalled by ED 656 0 [ 0 N/A N/A N/A
Accounts in Suspense 0 0 [ 0 N/A N/A N/A

EDO001709
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Windham Professionals, Inc. February 2010

Errors
QC Sample Total Number SZT;zle Found | Description of Errors | Corrective Action Preventive Measure
# %
Balance Review b)(4) 151 151__|0] 0.00% N/A N/A N/A
Phone Calls Attempted 177527 55 0] 0.00% N/A N/A N/A
Borrower Contacts 15118 22 0] 0.00% N/A N/A N/A
Borrower Call-Ins 15118 1 0] 0.00% N/A N/A N/A
Correspondence 1820 47 0] 0.00% N/A N/A N/A
Ridinquett Piceonrts (Bisken 189 o o] 0.00% N/A N/A N/A
Promises)
AWG Accounts 2239 501 0] 0.00% N/A N/A N/A
(b]ic#tipation Packages 3 15 0] 0.00% N/A N/A N/A
INCORRECT ERSURE QC ALL
Compromises Offered 66 66 4| 0.00% DOCUMENTATION DOCUMENTATION IS DOCUMENTATION
ACCURATE
Consolidations Offered 0 0] 0.00% N/A N/A N/A
ICRP Cons. Offered 264 0 0.00% N/A N/A N/A
BORR SENT IN BETTER EXPLN
LVCs 150 152 0.60% APPLICATION AND Bogxﬁggd(égg?('\ls PROCESS TO BORR
R COMPLETED DIRECT LOANS AND IMPORT OF FWD
APPLICATION ONLINE APP TO AGY.
(bifZhabilitation's Oftered 6ep 580 0.00% /A N/A N/A
T . NO APL, INCOMPLETE ENSURE APL IS REVIEW ALL ACCTS
Rehabilitation's Submined e 15 S22k APL, 8 PYMTS COMPLETE, 9 PYMTS |PRIOR TO PROCESSING
Letters Generated 42176 300 0.00% N/A N/A N/A
REQUESTED ORIG
1 SCAN'D CERT NOT |CERT FROM CENTRAL
; READABLE, 1 SCAN'D RESEARCH. AND
10, i
Death Resolutions 114 101 2.00% CERT ATTACH COULD RESENT N/A
NOT BE OPEND ATTACHMENT VIA
SCAN
ANSWER TO ASKED FOR EDUCATE BORR ON
Disability Resolutions 50 39 15.00% QUESTION 2B CLARIFICATION FROM [ WHAT INFO IS NEEDED
PHYSCIANS FROM PHYSCIAN
Bankruptcy Resolutions 5 5 0] 0.00% N/A N/A N/A
Incarcerations 85 77 0] 0.00% N/A N/A N/A
EFT - Account Update 21 [0} 0] 0.00% N/A N/A N/A
EFT - Billing 4 0 0] 0.00% N/A N/A N/A
EFT - Returns 12 0 0] 0.00% N/A N/A N/A
(b)l(gm:ounts Recalled by ED 785 o] 0] 0.00% N/A N/A N/A
Accounts in Suspense 0 o] 0] 0.00% N/A N/A N/A

EDO001710

QUALITY CONTROL AG594



Windham Professionals, Inc. February 2010

Errors

QC Sample Total Number | Sample Size | Found Dessription:of Corrective Action Praventive
o Errors Measure
# %
Balance Review (b)(4) 150 150 0 _[0.00% N/A N/A N/A
Phone Calls Attempted 176,464 30 0 ]0.00% N/A N/A N/A
Borrower Contacts 15,234 18 0 [0.00% N/A N/A N/A
Borrower Call-Ins 15,234 6 0 [0.00% N/A N/A N/A
Correspondence 1518 78 0 [0.00% N/A N/A N/A
(b)BBlinquent Accounts (Broken .
|_ P cod] 96 0 0 [0.00% N/A N/A N/A
AWG Accounts 5171 0 0 ]0.00% N/A N/A N/A
(b)(Ritigation Packages 28 28 0 [0.00% N/A N/A N/A
AUDIT ALL
ENSURE NOTATIONS
. - ERRORS IN NOTATIONS TO
Compromises Offered 53 53 3 |5.00% NOTATIONS ARE T'I\-lig_ll_EAE_)r:?)E'\lQSUIRED ENSURE THEY ARE
CORRECT
Consolidations Offered 0 N/A N/A[ N/A N/A N/A N/A
ICRP Cons. Offered 308 308 0_[0.00% N/A N/A N/A
BORR PUT DATE
SAME LINE AS SIGN. MAKE SURE BORR
ADOI FILLED IN KNOWS EXACTLY
LVCs 133 133 3 |2.00%| WRONG, SPSE NM RESENT FORMS
HOW TO FILL IN
DID NOT MATCH PAGES
REST OF
(b)(4 PAPERWORK
Rehabilitation's Offered 500 500 0 10.00% N/A N/A N/A
ENSURE ALL
e : 5 APPLICATION APPLICATION ARE USE THE REHAB
Rehabilitation’s Submitted 520 520 9 [1.00% ERRORS REVIEWED PRIOR TO CHECKLIST
SUBMISSION
Letters Generated 44397 300 0 ]0.00% N/A N/A N/A
Death Resolutions 67 61 0 ]0.00% N/A N/A N/A
Disability Resolutions 64 52 0 [0.00% N/A N/A N/A
Bankruptcy Resolutions 7 7 0 [0.00% N/A N/A N/A
Incarcerations 73 64 0 10.00% N/A N/A N/A
EFT - Account Update 21 21 0 [0.00% N/A N/A N/A
EFT - Billing B 5 0 [0.00% N/A N/A N/A
EFT - Returns 11 11 0 [0.00% N/A N/A N/A
(b)ccounts Recalled by ED 861 861 0 [0.00% N/A N/A N/A
Accounts in Suspense 0 0 0 [0.00% N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2010

Errors
Sample - ; ; ;
QC Sample Total Number Sizz Found  #| Description of Errors Corrective Action Preventive Measure
%
Balance Review (®)4) 150 150 0 [0.00% N/A N/A N/A
Phone Calls Attempted 182,922 0 0 [0.00% N/A N/A N/A
Borrower Contacts 18,841 0 0 10.00% N/A N/A N/A
Borrower Call-Ins 18,841 0 0 10.00% N/A N/A N/A
Correspondence 1553 79 0 [0.00% N/A N/A N/A
&W”"‘.‘”em Aeeonnits {Broken 199 0 |0.00% N/A N/A NA
Promises)
AWG Accounts 5463 0 0 [0.00% N/A N/A N/A
(b ﬁt]gation Packages 29 20 1 | 5.00% | PROFESSIONAL LICENSE N/A N/A
: ENSURE NOTATIONS ARE THE| AUDIT ALL NOTATIONS TO
Compromises Offered 98 98 2 | #H##H NOTATION ERRORS ED REQUIRED NCTATIONS | ENSURE THEY ARE CORRECT
Consolidations Offered 0 0 0 [0.00% N/A N/A N/A
ICRP Cons. Offered 287 NA NA[ NA N/A N/A NA
3 APPS CANCELLED DUE
TO THE BORR ALSO ABLE TO RESEND APP ON 1
10,
LVCs 123 120 3 | 8.00% SUBMITTING AN ONLINE BORR N/A
APP
(b)(4)Rehabilitation’s Offered 959 0 0 [0.00% N/A N/A N/A
3 NOT APPROVED FOR A
Rehabilitation's Submitted 509 509 6 [10.00% | SALE, 2 HAD JUDGMENTS, ENSUREIxVFEO:,CIXE_I%ORRECT ll'ﬁEFOA%/aAIfI_AI%II\‘E
1 DOB MISSING
Letters Generated 28981 250 0 [0.00% N/A N/A N/A
MAKE SURE THE SCANNED
Death Resolutions 139 115 4 | 3.00% ;E'QELQE'E‘"V;E\';‘VLSSCT; RESLEMITTEL THEGERT  [Cop IS READARLEZIND THAT
e CERT SUBMITTED CORRECTLY THE CORRECT CERT IS SENT
’ WITH THE IMF
R . NEEDED CLARIFICATION
10,
Disability Resolutions 66 59 3 |5.00% LETTERS N/A N/A
Bankruptcy Resolutions 6 6 0 [0.00% N/A N/A N/A
INFO ATTACHED TO E-IMF| BE MORE CAREFUL WHEN
Incarcerations 68 53 1 |2.00% | DID NOT MATCH BORR RESUBOI\QAEECDTI$E LN SUBMITTING THE
INFO PAPERWORK FOR THE E IMF
EFT - Account Update 20 0 0 10.00% N/A N/A N/A
EFT - Billing 4 0 0 |0.00% N/A N/A N/A
EFT - Returns 11 0 0 |0.00% N/A N/A N/A
(b)@gcounts Recalled by ED 887 0 0 [0.00% N/A N/A N/A
Accounts in Suspense 0 0 0 10.00% N/A N/A N/A

QUALITY CONTROL AG594

EDO001712



Windham Professionals, Inc. February 2010

Errors
Sample - . . .
QC Sample Total Number Sizg Found Description of Errors Corrective Action Preventive Measure
# %
Balance Review (©)(4) 150 150 0 _]0.00% N/A N/A N/A
Phone Calls Attempted 198,700 0 0 [0.00% N/A N/A N/A
Borrower Contacts 14,625 0 0 ]0.00% N/A N/A N/A
Borrower Call-Ins 14,625 0 0 ]0.00% N/A N/A N/A
Correspondence 1487 0 0 [0.00% N/A N/A N/A
(b]@alinquent Accounts (Broken
|_ P ity 178 0 0 | 0.00% N/A N/A N/A
@ AWG Accounts 431 0 0 [0.00% N/A N/A N/A
@] . o CORRECTED AND
Litigation Packages 4 24 1 |4.00% COI TYPO RESUBMITTED QA MORE CLOSELY
ENSURE NOTATIONS
Compromises Offered 132 132 5 | 3.80% NOTATION ERRORS | ARE THE ED REQUIRED AUDIT BLLNOTATIONS TOENSURE
THEY ARE CORRECT
NOTATIONS
Consolidations Offered 0 0 0 [0.00% N/A N/A N/A
ICRP Cons. Offered 516 0 0 | 0.00% N/A N/A N/A
1-ICRP PAGE MISSING, 1-| RESENT TO BORR AND
LVCs 171 168 3 | 2.00% |CK STUBBS ILLEGIBLE, 1{ GETTING CKS FROM QA MORE CLOSELY
ADOI NAME WRONG BORR
(HKéhabilitation’s Offered 756 0 N/A[ N/A N/A N/A N/A
o ; NOT APPROVED FOR | WILL CODE ACCOUNTS
Y, 10,
Rehabilitation’'s Submitted 286 286 2 |0.60% SALE AND RESUBMIT HAVE ADDITIONAL QC IN PLACE
Letters Generated 22867 200 0 [0.00% N/A N/A N/A
. CERT ILLEGIBLE, SSN
10, 3
Death Resolutions 126 113 3 |3.00% DID NOT MATGH NOT RESUBMITTED N/A
OBTAINED
Disability Resolutions 68 59 3 |5.00% NEEDE?_E.:_‘.?SRFSICATION CLARIFICATIONS FROM 0
PHYSCIAN
Bankruptcy Resolutions 7 7 0 ]0.00% N/A N/A N/A
WRONG BACK UP
: SUBMITTED, L102 CORRECTED AND
Incarcerations 103 99 3 | 3.00% NOTATIONS, L103 AND RESUBMITTED QA MORE CLOSELY
R102 DID NOT MATCH
EFT - Account Update 19 o] 0 [ 0.00% N/A N/A N/A
EFT - Billing 4 0 0 | 0.00% N/A N/A N/A
EFT - Returns 11 0 0 | 0.00%. N/A N/A N/A
(b)(4Accounts Recalled by ED 956 0 0 ]0.00% N/A N/A N/A
Accounts in Suspense 0 [0} 0 [ 0.00% N/A N/A N/A

EDO001713
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Windham Professionals, Inc. February 2010

Errors
Sample e : ; Preventive
QC Sample Total Number np Found | Description of Errors Corrective Action
Size 5 Measure
# %
Balance Review (b)(4) 151 151 0 ]0.00% N/A N/A N/A
Phone Calls Attempted 256,465 18 0 [0.00% N/A N/A N/A
Borrower Contacts 16,784 8 0 10.00% N/A N/A N/A
Borrower Call-Ins 16,784 0 0 10.00% N/A N/A N/A
Correspondence 2200 80 0 [0.00% N/A N/A N/A
(b)BBlinquent Accounts (Broken
|_ B ises) 228 0 0 |0.00% N/A N/A N/A
AWG Accounts 5270 871 0 [0.00% N/A N/A N/A
(b)X4iigation Packages 12 12 0 ]0.00% N/A N/A N/A
AUDIT ALL
PUNCTUATION IN
. ENSURE NOTATIONS IN NOTATIONS TO
0,
Compromises Offered 88 88 111.14% DOI(')\ILEIDI\(/;IIERI\;;II'EA(;I:II_ON ED ARE CORRECT MAKE SURE THEY
ARE CORRECT
Consolidations Offered 0 0 0 [0.00% N/A N/A N/A
ICRP Cons, Offered 330 0 0 10.00% N/A N/A N/A
WRONG DATES ON ICR RESENT ADOI AND
L¥Gs 247 222 |2119.00%| pbAGE, ADOIERRORS | CORRECTED DATES B
(b]Rehabilitation's Offered 864 0 0 10.00% N/A N/A N/A
MANAGEMENT
Rehabilitation's Submitted 56 56 1 (1.79% HOI'\\/I/IETPCHHO"I}‘I-IE EDLI?OI;‘OT DISCUSSION TO DISCUSS Q(?I—IIECP; CVCOERTKO
ATTENTION TO DETAIL
Death Resolutions 106 96 2 [1.89% N/A N/A N/A
GOT CLARIFICATION
Disability Resolutions 76 74 5 | 6.58% CIII__IA_IIZE{ICIEZII?JLAEI'IPO?\IGI_ETzﬁS LETTERS AND RESENT N/A
NEW PAGE 2
Bankruptcy Resolutions 19 19 0 10.00% N/A N/A N/A
Incarcerations 39 39 0 [0.00% N/A N/A N/A
EFT - Account Update 23 0 0 10.00% N/A N/A N/A
EFT - Billing 5 0 0 ]0.00% N/A N/A N/A
EFT - Returns 18 0 0 10.00% N/A N/A N/A
(b]@counts Recalled by ED 1653 0 0 10.00% N/A N/A N/A
Accounts in Suspense 0 0 0 10.00% N/A N/A N/A
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Errors
Total | Sample - . . .
QC Sample P lFound  # Description of Errors Corrective Action Preventive Measure
Number| Size o
(=]
Balance Review (b)(#150 150 0 ]0.00% N/A N/A N/A
Phone Calls Attempted 145,878 32 0 ]0.00% N/A N/A N/A
Borrower Contacts 11,577 15 0 |0.00% N/A N/A N/A
Borrower Call-Ins 11,577 4 0 |0.00% N/A N/A N/A
Correspondence 1743 1743 0 ]0.00% N/A N/A N/A
|f|)l()’é]|nguent Accounts (Broken 2#4 o 5 | oo N/A N/A N/A
Promises)
AWG Accounts 5172 0 0 ]0.00% N/A N/A N/A
(b]{#gation Packages 17 17 0 [0.00% N/A N/A N/A
PUNCTUATION IN ENSURE NOTATIONS ARE | AUDIT ALL NOTATIONS TO
Compromises Offered 92 92 1 [1.00% |DOCUMENTATION DONE THE ED REQUIRED ENSURE THEY ARE
INCORRECTLY NOTATIONS CORRECT
Consolidations Offered D 0 0 ]0.00% N/A N/A N/A
ICRP Cons. Offered 3P6 NA NA | NA N/A N/A N/A
DEBT IDS LEFT OFF THE
CORRECTED APP/LVC AND
LVCs 210 210 16 |8.00% APP/LVC,O\II\IVTEORNG DATE DATES AND RESUBMITTED N/A
(b)(4Rehabilitation’s Offered bo2 992 0_[0.00% N/A N/A N/A
Rehabilitation's Submitted 49 49 2 |4.00%| SIGNATURES ALTERED N/A L PIA‘G_CEF;I—POSCHECK
letters 6p286 62286 0 ]0.00% N/A N/A N/A
WRONG DEA CERT RESCANNED THE DEATH
Death Resolutions 96 88 1 [1.00%| ATTACHED WITH EIMF CERT FOR BORR AND N/A
OF CORRECT PERSON RESUBMITTED
CLARIFICATION LTRS iﬁg gEASFéEJrCs;g)EN;Ig
Disability Resolutions 68 29 2 |7.00%| NEEDED, DR DID NOT N/A
PRINT FIRST NAME DR FOR CORRECTION,
RESUBMITTED
Bankruptcy Resolutions 18 9 0 |0.00% N/A N/A N/A
ON EIMF ID AS INC
Incarcerations 87 83 3 |3.00% INSTEAD OF INW, DOC:NMEI)EEEEBS'\%??EESTLY N/A
WRONG NOTATION ERD
EFT - Account Update 31 o] 0 |0.00% N/A N/A N/A
EFT - Billing 5 0 0 ]0.00% N/A N/A N/A
EFT - Returns 9 0 0 _0.00% N/A N/A N/A
(b)(4Accounts Recalled by ED 1062 0 0 10.00% N/A N/A N/A
Accounts in Suspense 0 o] 0 |0.00% N/A N/A N/A
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Total Sample Erors
QC Sample Number Sizz Found| Description of Errors Corrective Action Preventive Measure
# %
Balance Review (b)(4)150 150 0 0% N/A N/A N/A
Phone Calls Attempted 212,817 24 0 |0% N/A N/A N/A
Borrower Contacts 15,825 17 0 |10% N/A N/A N/A
Borrower Call-Ins 15,825 7 0 |0% N/A N/A N/A
Correspondence 1826 79 0 |0% N/A N/A N/A
(h)[)Xéli)nguent Accounts (Broken 237 0 o low N/A N/A N/A
Promises)
NO3 MAILED AFTER T2 ALL ACCOUNTS N THE
AWG Accounts 5952 1213 | 30[2% Kol AWG PROCESS STOPPED WITHOUT AN ACTIVE
RETURNED AFTER T12
REQUESTED ADDRESS ARE NOW BEING
REVIEWED MANUALLY
(b)}l4tigation Packages P1 9 0 |10% N/A N/A N/A
Compromises Offered b3 63 0 0% N/A N/A N/A
Consolidations Offered (6] 0 0 |0% N/A N/A N/A
ICRP Cons. Offered b2 NA NA|NA N/A N/A N/A
PL\IS(;I—IECF(’)AR%EE'(\:A.:_SIS:\INSG RETRIEVED INFO, MADE
LVCs 201 190 1216% INEO MISSING FROM, CORRECTIONS AND N/A
LVC RESUBMITTED
(PRehlabilitation's Offered 970 970 0 |0% N/A N/A N/A
Rehabilitation's Submitted 8 85 3 |14%| HOME PHONE ISSUE QC IN PLACE N/A
letters 57245 200 0 10% N/A N/A N/A
; SUBMITTED WITH RESUBMITTED WITH
o]
Death Resolutions 115 112 1 1% INCORRECT CERT CORREGT CERT N/A
GBSl CONTACTING BORR AND
NEEDEDR,NEW COPYOF DR FOR INFO, PRINTED
Disability Resolutions 92 91 4 |4%| LICENSE PAGE, NEED ; N/A
LICENSE PAGE AND
COPY OF LICENSE RESUBMITTED
FROM DR
Bankruptcy Resolutions 14 6 0 |0% N/A N/A N/A
Incarcerations 77 77 0 |0% N/A N/A N/A
EFT - Account Update 23 23 0 |10% N/A N/A N/A
EFT - Billing 5 5 0 |10% N/A N/A N/A
EFT - Returns 12 12 0 |10% N/A N/A N/A
(H}¥éeounts Recalled by ED 1249 1249 0 [0% N/A N/A N/A
Accounts in Suspense 0 0 0 |10% N/A N/A N/A
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Errors
QC Sample Total Number | Sample Size | Found Description of Errors Corrective Action Preventive Measure
# %
Balance Review (b)(4) 150 150 0] 0% N/A N/A N/A
Phone Calls Attempted 251,753 26 0] 0% N/A N/A N/A
Borrower Contacts 17,225 14 0 | 0% N/A N/A N/A
Borrower Call-Ins 17,225 14 0 | 0% N/A N/A N/A
B Correspondence 1886 79 0]0% N/A N/A N/A
( )l(lﬂéllnguent Accounts (Broken S 56 5 | 2 N/A N/A N/A
Promises)
WE ARE TRYING TO
AWG Accounts 1142 1142 6| 1% U'I:IIIAA\IILOEISASBALI\I/?EESEYO ARSS .}5\1203 N/A REVIEW ACCOUNTS FOR
NO03 AFTER CODING
[(b)}idtigation Packages 32 37 1|3% COI ERRORS CORRECTED AND RESUBMITTED N/A
PUNCTUATION IN
DOCUMENTATION DONE AUDIT ALL NOTATIONS TO
Compromises Offered 97 97 2 | 2% | INCORRECTLY, YEAR 2010 ENSUF?EEQNU(I);églggiAATTgNTSE ED ENSURE THEY ARE
USED IN DOCUMENTATION CORRECT
INSTEAD OF 2011
Consolidations Offered 0 0 0] 0% N/A N/A N/A
ICRP Cons. Offered 201 N/A NA| NA N/A N/A N/A
LVCs 189 189 11| 6% | INCORRECT DATES ON APP, CORRECTED AND RESUBMITTED N/A
(b)Rhabilitation’s Offered 960 0 0]0% N/A N/A N/A
Rehabilitation's Submitted 34 34 0] 0% N/A N/A N/A
letters 65321 300 0 | 0% N/A N/A N/A
Death Resolutions 162 161 1 | 2% | ATTACHMENT NOT ON EIMF ATTACHED E IMF AND RESBUMITTED N/A
T . o, | CLARIFICATION REQUESTED | CONTACTED DR OFFICE FOR FURTHER
Disability Resolutions 89 - il BY MONITOR. INFORMATION AND RESUBMITTED 5 NiA
Bankruptcy Resolutions 10 5 0 | 0% N/A N/A N/A
Incarcerations 55 55 0] 0% N/A N/A N/A
EFT - Account Update 31 0 0 | 0% N/A N/A N/A
EFT - Billing 5 0 0] 0% N/A N/A N/A
EFT - Returns 21 0 0| 0% N/A N/A N/A
(H4gounts Recalled by ED 1232 0 0 | 0% N/A N/A N/A
Accounts in Suspense 0 0 0 | 0% N/A N/A N/A
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Errors
QC Sample Total Number | Sample Size | Found Description of Errors Corrective Action Preventive Measure
# %
Balance Review (0)(4) 150 150 0 0% N/A N/A NA
Phone Calls Attempted 255,056 32 0 |0% N/A N/A N/A
Borrower Contacts 17,084 18 0 [0% N/A N/A N/A
Borrower Call-Ins 17,084 0 0 [0% N/A N/A N/A
Correspondence 1683 0 0 |10% N/A N/A N/A
(lDéefirquent Accounts (Broken
I: P ises) 300 N/A N/A|N/A N/A N/A N/A
AWG Accounts 1079 0 |10% N/A N/A N/A
(b)[Hiligation Packages 31 31 1 13% COlI ERRORS CORRECTED AND RESUBMITTED N/A
PUNCTUATION IN
DOCUMENTATION DONE AUDIT ALL NOTATIONS TO
Compromises Offered 95 95 1 | 1% |INCORRECTLY, EXTRA SPACE ENSUQEQNU?;églggigﬁgJ:E = ENSURE THEY ARE
WAS ADDED WHERE ONE CORRECT
WAS NOT NEEDED AT ALL
Consolidations Offered 50 N/A NA | NA N/A N/A N/A
ICRP Cons, Offered 120 N/A NA [ NA N/A N/A N/A
LVCs 161 158 11 | 1% | INCORRECT DATES ON APP, CORRECTED AND RESUBMITTED N/A
|f|&habilitation's Offered 941 941 0 | NA N/A N/A N/A
Rehabilitation's Submitted 101 101 2 |2% App Error, Pmt Schedule N/A N/A
letters 62952 300 0 [ NA N/A N/A N/A
Death Resolutions 127 112 1 1% | ATTACHMENT NOT ON EIMF ATTACHED E IMF AND RESBUMITTED N/A
o ; o, | CLARIFICATION REQUESTED | CONTACTED DR OFFICE FOR FURTHER

Disability Resolutions 2 = il BY MONITOR. INFORMATION AND RESUBMITTED 5 NA
Bankruptcy Resolutions N/A N/A N/A [ N/A N/A N/A N/A
Incarcerations 69 56 1 11% WRONG NOTATION RENOTATED THE ACCT, RESUBMIT N/A
EFT - Account Update 33 o] 0 | 0% N/A N/A N/A
EFT - Billing 4 0 0 |0% N/A N/A N/A
EFT - Returns 10 0 0 |0% N/A N/A N/A
Bepunts Recalled by ED 890 o] 0 | 0% N/A N/A N/A
Accounts in Suspense 0 o] 0 | 0% N/A N/A N/A
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Errors -
QC Sample Total Number | Sample Size | Found DesIcE:I:rpotzn ol Corrective Action Preventive Measure
# %
Balance Review (b)(4) 150 150 0 | 0% N/A N/A N/A
Phone Calls Attempted 341,454 45 0 | 0% N/A N/A N/A
Borrower Contacts 19,791 19,791 0 | 0% N/A N/A N/A
Borrower Call-Ins 19,791 19,791 0 | 0% N/A N/A N/A
Correspondence 2094 80 0 | 0% N/A N/A N/A
|<*°W°"9“em Aceonnts (Broken 373 373 0| o% N/A N/A N/A
Promises)
AWG Accounts 1324 0 0 | 0% N/A N/A N/A
4) o CORRECTED AND
21(19‘):1t|on Packages 36 36 4 | 11% COI ERRORS RESUBMITTED N/A
; MISSING IN QUALITY CONTROL
o]
Compromises Offered 113 113 1 (1% DOCUMENTATION N/A CHECK
Consolidations Offered 43 43 0 | 0% N/A N/A N/A
ICRP Cons. Offered 198 198 0 | 0% N/A N/A N/A
INCORRECT DATES CORRECTED AND
O
LVCs 120 120 1] 9% ON APP. RESUBMITTED N/A
(PRefhhabilitation’s Offered 1316 1316 0 [0% N/A N/A N/A
[ . CORRECTED AND QUALITY CONTROL
Y, {e]
Rehabilitation's Submitted 110 110 3 | 3% |PAPERWORK ERROR RESUBMITTED CHECK
letters 56177 300 0 | 0% N/A N/A N/A
. ATTACHMENT NOT ATTACHED E IMF AND
10,
Death Resolutions 189 184 4 | 2% ON EIMF RESBUMITTED N/A
CONTACTED DR OFFICE
CLARIFICATION FOR FURTHER
R . REQUESTED BY INFORMATION AND
le
Disability Resolutions 95 92 2| 2% MONITOR. DR CERT RESUBMITTED, N/A
NOT SCANNED CONTACTING DR FOR
COPY OF CARD
Bankruptcy Resolutions N/A N/A N/A [ N/A N/A N/A N/A
WRONG NOTATION,
Incarcerations 135 133 2 | 2% ADDRESS OF RENOTQ;&BBT'\;:E o, N/A
PRISON NOT ON L103
EFT - Account Update 39 39 0 | 0% N/A N/A N/A
EFT - Billing 5 5 0 | 0% N/A N/A N/A
EFT - Returns 16 16 0 | 0% N/A N/A N/A
)(§ccounts Recalled by ED 1104 1104 0 ]0% N/A N/A N/A
Accounts in Suspense 0 0 0 | 0% N/A N/A N/A
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Errors
QC Sample Total Number | Sample Size | Found | Description of Errors Corrective Action Preventive Measure
# %
Balance Review (©)(4) 150 150 0 [ 0% N/A N/A N/A
Phone Calls Attempted 279,188 48 0 | 0% N/A N/A N/A
Borrower Contacts 23,307 53 0 | 0% N/A N/A N/A
Borrower Call-Ins 23,307 5 0 | 0% N/A N/A N/A
(b%%%nce 1612 1612 0 |10% N/A N/A N/A
nquent Accounts (Broken
I: P ises) 162 162 0| 0% N/A N/A N/A
0] ,Z;NG Accounts 430 430 0 | 0% N/A N/A N/A
MORE CLOSELY QC THE
Litigation Packages 10 10 1|3% ERRORS ON THE COI GOHREGTED AL RESENTTO PACK BEFORE SENDING TO
LIT GROUP
LIT GROUP
Compromises Offered 71 38 0 | 0% -- -- --
- WRONG PMT PLAN UPDATED THE RIGHT PLAN MAKESLIRE GONSOL RES
Consolidations Offered 9 9 1 (11% CHOSEN ON RPS AND RESENT HAS THE CORRECT PMT
PLAN CHOSEN
ICRP Cons. Offered 86
LVC DIDN'T MATCH APP, MORE CLOSELY QC THE
LVCs 144 144 10 | 7% CORRECTIONS NOT CORRE{%LEJ%I\%I?I’BF(EES AND PACK BEFORE SENDING TO
- INITIALED DIRECT LOANS
(b)(Rehabilitation’s Offered P48 N/A N/A| 0% N/A N/A N/A
Rehabilitation's Submitted 0 0 0 | 0% N/A N/A N/A
letters 47637 47637 0 | 0% N/A N/A N/A
PSUEDO SSN ON ED AND MORE CLOSELY QC SSN ON
Death Resolutions 53 53 1 | 2% | CORRECT SSN ON CERT B N(O;IEF/{\ESSS'\SEOTSSS HIeAT CERT AND ED TO MAKE
DID NOT MATCH, SURE THEY MATCH
RESUBMITTED 1 WITH
NEEDED CLARIFICATION CLARIFICATION AND MORE CLOSELY QC THE
Disability Resolutions 71 53 5 | 9% |LETTERS, COVER SHEET CORRECTED THE PACK BEFORE SENDING TO
HAD WRONG INFO ON 2 COVERSHEETS AND DEPT OF ED
RESUBMITTED.
Bankruptcy Resolutions N/A N/A N/A | N/A N/A N/A N/A
MAKE SURE ADDRESS IS
Incarcerations 42 34 1|3% ADDRESS OF PRISON UPDATED ADPHESS AND UPDATED AND STAYS
NOT UPDATED ON L103 RESUBMITTED
UPDATED.
EFT - Account Update 12 0 0 | 0% N/A N/A N/A
EFT - Billing 3 0 0 | 0% N/A N/A N/A
EFT - Returns 7 0 0 | 0% N/A N/A N/A
(b)(4)Accounts Recalled by ED 534 0 0 | 0% N/A N/A N/A
Accounts in Suspense 0 0 0 | 0% N/A N/A N/A
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Errors
QC Sample Total Number | Sample Size | Found Description of Errors Corrective Action
# %
Balance Review P)(4) 150 150 0 [0% N/A N/A
Phone Calls Attempted 251,499 171 0 [0% N/A N/A
Borrower Contacts 12,272 171 0 [0% N/A N/A
Borrower Call-Ins 12,272 171 0 [0% N/A N/A
5 Correspondence 1162 80 0 |0% N/A N/A
( |nquent Accounts (Broken 216 216 o |o% N/A N/A
Promises)
AWG Accounts 96 0 0 |10% N/A N/A
(4)FEdation Packages 0 0 0 0% N/A N/A
Compromises Offered 72 72 0 | 0% N/A N/A
Consolidations Offered 43 N/A N/A [ N/A N/A N/A
ICRP Cons. Offered 173 N/A N/A | N/A N/A N/A
WHITE OUT NOT INITIALED, EXPIRED DATES
5 , :
LVCs 176 176 7 4% WRONG PMT PLAN SELEGTED CORRECTED AND RESUBMITTED
(b)EBhabilitation’s Oftered 29 829 0 [0% N/A N/A
Rehabilitation's Submitted P34 234 0 |10% N/A N/A
letters 21650 21650 0 |10% N/A N/A
. REQUESTED NEW CERT, RESUBMITTD
O 3
Death Resolutions 115 115 4 |3% CERT NOT SIGNED, NO EXPLNATION LTR WITH CORRECT PAPERWORK
A . CLARIFICATION NEEDED, NOT DOCUMENTED, NO
o, s :
Disability Resolutions 121 121 3 |3% STATE LICENSE INFO, INCORREGT EIMF REASON CORRECTED AND RESUBMITTED
Bankruptcy Resolutions N/A N/A N/A [ N/A N/A N/A
Incarcerations 97 97 3 3% CORRECT EIMF REASON NOT USED RESUBMITTEDRVI\EIE:O?\IORRECT E M7
EFT - Account Update 33 33 0 10% N/A N/A
EFT - Billing 7 7 0 [0% N/A N/A
EFT - Returns 0 0 0 |10% N/A N/A
(b)(4Accounts Recalled by ED 107 107 0 [0% N/A N/A
Accounts in Suspense 0 o] 0 | 0% N/A N/A
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Preventive Measure

) N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

AUDIT INFORMATION BEFORE SENDING

N/A

N/A

N/A

AUDIT INFORMATION BEFORE SENDING

AUDIT INFORMATION BEFORE SENDING

N/A

AUDIT INFORMATION BEFORE SENDING

N/A

N/A

N/A

N/A

N/A
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Errors P
QC Sample Total Number | Sample Size | Found DesIcE:rlptlon of Corrective Action Preventive Measure
# % rrors

Balance Review b)(4) 150 150 0] 0% N/A N/A N/A
Phone Calls Attempted 259,235 46 0] 0% N/A N/A N/A
Borrower Contacts 13,719 13,719 0] 0% N/A N/A N/A
Borrower Call-Ins 13,719 13,719 0| 0% N/A N/A N/A
Correspondence 1015 80 0| 0% N/A N/A N/A
[(E)&fihquent Accounts (Broken Promises) [ 105 105 0| 0% N/A N/A N/A
AWG Accounts 1177 1177 0| 0% N/A N/A N/A
(b)[diligation Packages 0 0 0] 0% N/A N/A N/A
Compromises Offered 36 36 0] 0% N/A N/A N/A
Consolidations Offered 43 0 0| 0% N/A N/A N/A
ICRP Cons. Offered 66 0 0] 0% N/A N/A N/A
LVCs 108 38 1l aes expiredp(;:;t: on tax corre;:;:ﬁ t:i;::e and N/A
(b)ahabilitation's Offered 664 664 o 0% N/A N/A N/A
L Rehabilitation's Submitted 0 0 0| 0% N/A N/A N/A
letters 8247 18247 0] 0% N/A N/A N/A
Death Resolutions 112 50 0| 0% N/A N/A N/A
Disability Resolutions 119 69 2| 3% °°(‘j’f:):g§e;]‘i’;rs‘i’:g’ resé‘:\’/‘;'r“:: d"‘:j"rhpca‘;zed N/A
Bankruptcy Resolutions 0 0 0] 0% N/A N/A N/A
Incarcerations 78 48 0| 0% N/A N/A N/A
EFT - Account Update 20 20 0] 0% N/A N/A N/A
EFT - Billing 14 14 0] 0% N/A N/A N/A
EFT - Returns 0 0 0] 0% N/A N/A N/A
(b)&krounts Recalled by ED 296 296 0] 0% N/A N/A N/A
Accounts in Suspense 0 0 0] 0% N/A N/A N/A
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Errors
QC Sample Total Number | Sample Size | Found Description of Errors Corrective Action Preventive Measure
# %
Balance Review (b)(4) 150 150 0] 0% N/A N/A N/A
Phone Calls Attempted 277,903 277903 0] 0% N/A N/A N/A
Borrower Contacts 24,248 19 0] 0% N/A N/A N/A
Borrower Call-Ins 24,248 0 0] 0% N/A N/A N/A
Correspondence 1203 1203 0] 0% N/A N/A N/A
KD_@hquent Accounts (Broken Promises) | 332 332 0| 0% N/A N/A N/A
AWG Accounts 13367 962 0 0% N/A N/A N/A
(Btigration Packages o] 0 0] 0% N/A N/A N/A
Compromises Offered 32 32 0] 0% N/A N/A N/A
Consolidations Offered 47 47 2| 5% LVC NOT SIGNED SIGNED AND RESUBMIT
ICRP Cons. Offered 38 0 0] 0% N/A N/A N/A
LVC NOT SIGNED, EXPIRED
LVCs 185 178 7| 4% TAX DATE, ADOI CORRECTED AND RESUBMIT]
CORRECTIONS N/A
(b)@Bhabilitation’s Offered 1120 1120 o] 0% N/A N/A N/A
Rehabilitation's Submitted 0 0 0 0% N/A N/A N/A
letters 36188 36188 0| 0% N/A N/A N/A
Death Resolutions 233 233 9| 4% insufficient info resubmitted
R . o TITANIUM NOT
Disability Resolutions 70 70 2| 3% DOCUMENTED DOCUMENTED AND RESUBMITTED
Bankruptcy Resolutions 0 0 0] 0% N/A N/A N/A
. . CORRECTED AND
Incarcerations 88 88 2| 3% ADDRESS NOT CHANGED RESUBMITTED N/A
EFT - Account Update 21 21 0] 0% N/A N/A N/A
EFT - Billing 21 21 0] 0% N/A N/A N/A
EFT - Returns 5 5 0] 0% N/A N/A N/A
(b)[A2counts Recalled by ED 0 0 0] 0% N/A N/A N/A
Accounts in Suspense 0 0 0]100% N/A N/A N/A
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Total Sample | ETMOrS Preventi
QC Sample oa ampie | Found Description of Errors Corrective Action reventive
Number Size i % Measure
(b)(4) SYSTEM
Balance Review 230 230 80 | 35% INTECF\('?EI\ISYI'EECS (I:OUI\A ALS N/A N/A
MONTHLY

Phone Calls Attempted 286,743 40 0 | 0% N/A N/A N/A
Borrower Contacts 25,451 25,451 0 | 0% N/A N/A N/A
Borrower Call-Ins 25,451 25,451 0 | 0% N/A N/A N/A

| Correspondence 1387 1387 0 | 0% N/A N/A N/A
m Ndlinquent Accounts (Broken Promises) | 503 503 0 | 0% N/A N/A N/A
AWG Accounts 645 0 0 | 0% N/A N/A N/A
(b)tdtigation Packages 0 0 0 | 0% N/A N/A N/A
Compromises Offered 95 95 0 | 0% N/A N/A N/A
Consolidations Offered 57 57 0 | 0% N/A N/A N/A
ICRP Cons. Offered 107 0 0 | 0% N/A N/A N/A

LVC NOT SIGNED,
LVCs 74 39 5 |13%| CORRECTIONS NOT |CORRECTED AND RESUBMITTED N/A
INITIALED
(b)(4)Rehabilitation’s Offered 1446 N/A N/A] N/A N/A N/A N/A
Rehabilitation's Submitted N/A N/A| N/A N/A N/A N/A
letters 52,049 52049 0 | 0% N/A N/A N/A
NO DOB ON TITANIUM,
Death Resolutions 278 201 7 | 4% INSUFFICIENT CORRECTED AND RESUBMITTED N/A
DOCUMENTS

Disability Resolutions 103 67 3 | 5% CLARIFICATION CONTACTED DR FOR MORE INFO N/A
Bankruptcy Resolutions 0 0 0 | 0% N/A N/A N/A
Incarcerations 86 71 0 | 0% N/A N/A N/A
EFT - Account Update 20 20 0 | 0% N/A N/A N/A
EFT - Billing 12 12 0 | 0% N/A N/A N/A
EFT - Returns 0 0 0 | 0% N/A N/A N/A
(b)(4PAccounts Recalled by ED 0 0 0 | 0% N/A N/A N/A
Accounts in Suspense 0 0 0 | 0% N/A N/A N/A

EDO001725

QUALITY CONTROL AG594



Windham Professionals, Inc. February 2010

Errors
QC Sample Total Number | Sample Size | Found | Description of Errors Corrective Action Preventive Measure
# %
Balance Review (©)(4) 150 150 0 [0% N/A N/A N/A
Phone Calls Attempted 287,442 0 0 |0% N/A N/A N/A
Borrower Contacts 20,820 11 0 [0% N/A N/A N/A
Borrower Call-Ins 20,820 0 0 [0% N/A N/A N/A
Correspondence 1377 81 0 |0% N/A N/A N/A
(b]@elinquent Accounts (Broken 4
|_ b romises) 16 N/A N/A|N/A N/A N/A N/A
AWG Accounts 28 N/A N/A|N/A N/A N/A N/A
(b)(4Litigation Packages 0 0 0 [0% N/A N/A N/A
Compromises Offered 130 130 0 [0% N/A N/A N/A
Consolidations Offered n2 42 0] 0 N/A N/A N/A
ICRP Cons. Offered 478 478 oflo N/A N/A N/A
o, | ADOI EXP DATE, SSN,
LVCs 269 269 19 | 7% LOAN IDS DON'T MATGH CORRECTED AND RESUBMIT N/A
(b)( Rehabilitation’s Offered 4324 4324 0]l 0 N/A N/A N/A
Rehabilitation's Submitted 0 0 0]l 0 N/A N/A N/A
letters 41 890 44890 0 [0% N/A N/A N/A
ED NOT DOCUMENTED,

. o ATTACHMENT

Death Resolutions 216 216 7 | 4% DAMAGED,ND MORE CORRECTED AND RESUBMIT N/A
INFO
ND CLARIFICATION,

Disability Resolutions 203 203 10 | 5% SEANNED CORRECTED AND RESUBMIT N/A

ATTACHMENT

DAMAGED

Bankruptcy Resolutions 0 o] 0 | 0% N/A N/A N/A

ATTACHMENT
Incarcerations 91 9N 3 | 4% | DAMAGED, NOTATION | CORRECTED AND RESUBMIT N/A

INCOMPLETE
EFT - Account Update 21 21 0 [0% N/A N/A N/A
EFT - Billing 4 4 0 [0% N/A N/A N/A
EFT - Returns 0 0 0 [0% N/A N/A N/A
(b Apcounts Recalled by ED 88 988 0 [0% N/A N/A N/A
Accounts in Suspense 0 0 0 [0% N/A N/A N/A

QUALITY CONTROL AG594

EDO001726



Windham Professionals, Inc. February 2010

Errors ;
QC Sample Total Number | Sample Size | Found Description of Errors | Corrective Action Preventive
s Measure
# %
Balance Review J4) 150 150 0] 0% N/A N/A N/A
Phone Calls Attempted 336,947 0 0| 0% N/A N/A N/A
Borrower Contacts 21,362 358 0] 0% N/A N/A N/A
Borrower Call-Ins 21,362 0 0] 0% N/A N/A N/A
Correspondence 1377 78 0] 0% N/A N/A N/A
[(b)}@&linquent Accounts (Broken Promises) 377 0 0] 0% N/A N/A N/A
AWG Accounts 1100 1100 0| 0% N/A N/A N/A
( ;gﬁﬁatlon Packages 0 0 0| 0% N/A N/A N/A
ompromises Offered 07 107 0] 0% N/A N/A N/A
Consolidations Offered 13 0 0| 0% N/A N/A N/A
ICRP Cons. Offered 83 0 0] 0% N/A N/A N/A
EXPIRED DATE, ALTERED
LVCs 121 120 10| 9% INFO, MISSING CORRECTED AND § N/A
INFORMATION
(b){ehabilitation’s Offered 482 0 0| 0% N/A N/A N/A
Rehabilitation's Submitted D 0 0| 0% N/A N/A N/A
letters 45]720 45720 0] 0% N/A N/A N/A
. o, | DOCUMENTATION MISSING
Death Resolutions 273 273 10| 4% OR WRONG CORRECTED AND H N/A
R . o ATTACHMENT DAMAGED,
Disability Resolutions 249 249 9| 4% ILLEGIBLE CORRECTED AND § N/A
Bankruptcy Resolutions o] 0 0] 0% N/A N/A N/A
. o, | PCA ADDRESS UPDATES | CORRECTED AND
Incarcerations 138 138 17|12% CHANGED ON ED RESUBMITTED N/A
EFT - Account Update 22 22 0] 0% N/A N/A N/A
EFT - Billing 5 5 0] 0% N/A N/A N/A
EFT - Returns 0 0 0] 0% N/A N/A N/A
’(T@qcounts Recalled by ED 0 0| 0% N/A N/A N/A
Accounts in Suspense 0 0] 0% N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2010

Errors
QC Sample Total Number Sz;r.'nple Found| Description of Errors Corrective Action Preventive Measure
1ze # %

Balance Review (b)(4) 150 150 0] 0% N/A N/A N/A
Phone Calls Attempted 247,924 247924 |0] 0% N/A N/A N/A
Borrower Contacts 18,726 113 0] 0% N/A N/A N/A
Borrower Call-Ins 18,726 113 0] 0% N/A N/A N/A
Correspondence 1205 78 0] 0% N/A N/A N/A
|f Déllnguent Accounts (Broken 467 467 ol oo N/A N/A N/A

Promises)
AWG Accounts 0 0 0] 0% N/A N/A N/A
(bYiddigation Packages 0 0 0] 0% N/A N/A N/A
Compromises Offered 87 87 0] 0% N/A N/A N/A
Consolidations Offered 25 25 1| 4% DIATE Cn?lﬁ'T,AEI_CSTED hO CORRECT AND RESUBMIT N/A
ICRP Cons. Offered 169 169 0] 0% N/A N/A N/A

EXPIRED DATE,
LVCs 71 71 3| 5% | CORRECTIONS WITH CORRECT AND RESUBMIT N/A
NO INITIALS
(b)Behabilitation’s Offered 1565 1565 |0] 0% N/A N/A N/A
Rehabilitation's Submitted 0 0 0] 0% N/A N/A N/A
letters 27,951 27951 10| 0% N/A N/A N/A
NO SEAL ON CERT,
Death Resolutions 127 127 2| 2% WORKING COPY OF REORDERED CERT TO SUBMIT N/A
CERT
Disability Resolutions 36 36 0] 0% N/A N/A N/A
Bankruptcy Resolutions 0 0 0] 0% N/A N/A N/A
Incarcerations 99 99 4| 4% ADDRESS CORRECT AND RESUBMIT N/A
CORRECTIONS

EFT - Account Update 21 21 0] 0% N/A N/A N/A
EFT - Billing 4 4 0] 0% N/A N/A N/A
EFT - Returns 0 0 0] 0% N/A N/A N/A
(b)(ccounts Recalled by ED 2910 2910 0] 0% N/A N/A N/A
Accounts in Suspense 0 0 0] 0% N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2010

Errors
QC Sample Total Number SZT;ZIe Found| Description of Errors | Corrective Action Preventive Measure
# %
Balance Review b)(4) 150 150 _[ofo% N/A N/A N/A
Phone Calls Attempted 286,441 105 0 [0% N/A N/A N/A
Borrower Contacts 20,921 105 010% N/A N/A N/A
Borrower Call-Ins 20,921 105 010% N/A N/A N/A
Correspondence 1254 80 0 [0% N/A N/A N/A
Ifm““‘.‘”e"‘ Accounts {Broken 688 688 |0 |o% N/A N/A N/A
Promises)
AWG Accounts 0 0 0 [0% N/A N/A N/A
(B)Gddation Packages 0 0 0]0% N/A N/A N/A
INDIVIDUALS APPROVING
CORRECTED COMPS WILL USE MORE
Compromises Offered 71 71 111% COM'TN%%TF?F-{I—IIE%NI' WAS NOTATION ON CAUTION WHEN
TITANIUM DOCUMENTING COMPS ON
TITANIUM
Consolidations Offered 60 60 0 (0% N/A N/A N/A
ICRP Cons. Offered 33 33 010% N/A N/A N/A
CORRECTED AND REVIEW APPS CLOSER
LVCs 140 139 11|8% EégﬁégEsb\écD’\(l)%T RESUBMITTED ALL BEFORE THE ARE
: BUT 1 SUBMITTED
\i Rghabilitation's Ottered 1619 1619 010% N/A N/A N/A
Rehabilitation's Submitted 0 0 0 [0% N/A N/A N/A
letters 51,099 51099 | 0 |0%
. NEED FURTHER SUPPLIED NEEDED REVIEW ALL SUBMITTALS
Death Resolutions 159 107 111% DOCUMENTATION DOCUMENTATION TO INSURE REQUIRED
INFORMATON IS SUPPLIED
S we | e [ie]mal p0armacn, | SOFRCCTERA | romeune i
e °| cLARIFICATIO, MED LIC el INFORMATON SUPPLIED IS
CORRECT
Bankruptcy Resolutions 0 0 010% N/A N/A N/A
Incarcerations 114 61 0 [0% N/A N/A N/A
EFT - Account Update 22 22 010% N/A N/A N/A
EFT - Billing 5 5 0]0% N/A N/A N/A
EFT - Returns 0 0 010% N/A N/A N/A
(b)(ccounts Recalled by ED 2277 2277 10 10% N/A N/A N/A
Accounts in Suspense 0 0 010% N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2010

QC Sample Total Number Sz;rir;;:éle Brrors F:/)cund Description of Errors Corrective Action Preventive Measure
Balance Review (b)(4) 150 150 0 0% N/A N/A N/A
Phone Calls Attempted 290,438 290438 0 0% N/A N/A N/A
Borrower Contacts 20,337 291 0 0% N/A N/A N/A
Borrower Call-Ins 20,337 291 0 0% N/A N/A N/A
ce 1446 80 0 0% N/A N/A N/A
%g E?”e"t Accounts (Broken 384 384 0 0% NA N/A N/A
Promises)
AWG Accounts 30 30 0 0% N/A N/A N/A
Vitigation Packages 0 0 0 0% N/A N/A N/A
Compromises Offered 95 95 0 0% N/A N/A N/A
Consolidations Offered 68 0 0 0% N/A N/A N/A
ICRP Cons. Offered 96 0 0 0% N/A N/A N/A
. INVALID DATES, ADOI CORRECTD DATES,
LVCs 88 84 4 % TOOLD RESENT ADOI
)(Behabilitation’s Offered 2103 2103 0 0%, N/A N/A N/A
Rehabilitation's Submitted 416 416 0 0%, N/A N/A N/A
letters 33,899 33899 0 0% N/A N/A N/A
- o DEATH CERT ILLEGIBLE,
Death Resolutions 199 151 3 2% NOT BORR N/A N/A
P : o CORRECTED AND
Disability Resolutions 223 175 13 8% CLARIFICATION, DOC RESUBMITTED N/A
Bankruptcy Resolutions 0 0 0 0% N/A N/A N/A
Incarcerations 187 103 3 3% DOCUMENTATION, ERD a;?:?%?%ﬁglj N/A
EFT - Account Update 21 21 0 0%, N/A N/A N/A
EFT - Billing 21 21 0 0% N/A N/A N/A
EFT - Returns 1 1 0 0% N/A N/A N/A
PACEdunts Recalled by ED 2774 2774 0 0% N/A N/A N/A
Accounts in Suspense 0 0 0 0%, N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2010

QC Sample Total Number Sz;rir;;:éle Err(;rs F:/)cund Description of Errors Corrective Action Preventive Measure

Balance Review 0)(4) 437 437 0 0% N/A N/A N/A

Phone Calls Attempted 213,000 305 0 0% N/A N/A N/A

Borrower Contacts 25,800 305 0 0% N/A N/A N/A

Borrower Call-Ins 25,800 305 0 0% N/A N/A N/A

Correspondence 79 79 0 0% N/A N/A N/A
b)[@¥linquent Accounts (Broken

A ol 237 237 0 0% N/A N/A N/A

AWG Accounts 0 0 0 0% N/A N/A N/A

(H)(#igation Packages 0 0 0 0% N/A N/A N/A

Compromises Offered 81 81 0 0% N/A N/A N/A

Consolidations Offered 45 N/A N/A N/A N/A N/A N/A

ICRP Cons. Offered 100 N/A N/A N/A N/A N/A N/A

LVCs 77 72 5 7% datesir:/ivt?;tlzzut not corrected and resubmit N/A

(b @habmtation's Offered 2749 2749 0 0% N/A N/A N/A

L Rehabilitation's Submitted 341 341 0 0% N/A N/A N/A

letters 56,212 56,212 0 0%, N/A N/A N/A

Death Resolutions 172 139 5 a% attach cnt open, i_IIegibIe, rescanned and reattached N/A

documentation the docs, renotated ed
attach cnt open, corrected and waiting to
Disability Resolutions 147 96 7 8% documentation, dr license : N/A
L submit under new process
missing
Bankruptcy Resolutions [0} o] 0 0% N/A N/A N/A
documentation wrong,
Incarcerations 209 178 5 3% proof of incar not fed or corrected and resubmit N/A
state

EFT - Account Update 20 20 0 0% N/A N/A N/A

EFT - Billing 20 20 0 0% N/A N/A N/A

EFT - Returns 0 0 0 0% N/A N/A N/A

(b]@gcounts Recalled by ED 843 843 0 0% N/A N/A N/A

Accounts in Suspense 0 0 0 0% N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2010

QC Sample

Total Number

Sample
Size

Errors Found

#

%

Description of Errors

Corrective Action

Preventive Measure

Balance Review

(b)(4)

Phone Calls Attempted

Borrower Contacts

Borrower Call-Ins

Correspondence

—

|_blﬂ)e]inquent Accounts (Broken

|Promises)

AWG Accounts

[bi)igbtion Packages

0%

N/A

N/A

Compromises Offered

Consolidations Offered

27

ICRP Cons. Offered

116

LVCs

56

58

18%

LVC & App info different,
exp dates

corrected and resubmitted

)[Behabilitation's Otfered

Rehabilitation's Submitted

letters

Death Resolutions

98

98

1%

CERT NOT ACCEPTED

NO RESUBMIT UNTIL
NEW CERT

Disability Resolutions

172

128

44

26%

REJ TPD BATCH

RESUBMITTED BATCH

Bankruptcy Resolutions

Incarcerations

145

145

1%

prison official signature
stamped

no resubmit-no new letter
obtaind

EFT - Account Update

EFT - Billing

EFT - Returns

(b)&éounts Recalled by ED

|Accounts in Suspense

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2010

QC Sample Total Number Sz;rir;;:éle Err(;rs F:/)cund Description of Errors Corrective Action Preventive Measure
Balance Review (b)(4) 150 150 0 0% N/A N/A N/A
Phone Calls Attempted 178,621 178,621 0 0% N/A N/A N/A
Borrower Contacts 30,110 215 0 0% N/A N/A N/A
Borrower Call-Ins 30,110 215 0 0% N/A N/A N/A
Correspondence 1071 79 0 0% N/A N/A N/A
Ll TR 209 209 o | o% N/A N/A N/A
Promises)
AWG Accounts 1498 0 0 0% N/A N/A N/A
(Rlidgation Packages 4 4 0 0% N/A N/A N/A
Compromises Offered 78 78 0 0% N/A N/A N/A
Consolidations Offered 20 0 0 0% N/A N/A N/A
ICRP Cons. Offered 72 0 0 0% N/A N/A N/A
. CORRECTED AND
LVCs 42 42 5 12% EXPIRED DATES RESUBMITTED N/A
(b)(Rehabilitation’s Offered 2823 2823 0 0% N/A N/A N/A
Rehabilitation's Submitted 505 505 0 0% N/A N/A N/A
letters 36,636 36,636 0 0%, N/A N/A N/A
. o COULD NOT OPEN
Death Resolutions 82 82 1 2% ATTACHMNT RESENT ON NEW E IMF N/A
Disability Resolutions 172 151 1 1% DR MED LIC EXPIRED CONT?_%—EE'\?SIER FOH N/A
Bankruptcy Resolutions o] o] 0 0% N/A N/A N/A
Incarcerations 95 96 1 1% ERD DATE WRONG NOT RESUBMITTED. N/A
EFT - Account Update 19 19 0 0% N/A N/A N/A
EFT - Billing 19 19 0 0% N/A N/A N/A
EFT - Returns 7 Z 0 0% N/A N/A N/A
(H¥dgounts Recalled by ED 530 530 0 0% N/A N/A N/A
Accounts in Suspense o] o] 0 0% N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. November 2012

QC Sample Total Number Sz;rir;;:éle Err(;rs F:/)cund Description of Errors Corrective Action Preventive Measure
Balance Review (b)(4) 150 150 0 0% N/A N/A N/A
Phone Calls Attempted 212,127 345 0 0% N/A N/A N/A
Borrower Contacts 37,766 345 0 0% N/A N/A N/A
Borrower Call-Ins 37,766 345 0 0% N/A N/A N/A
Correspondence 1415 80 0 0% N/A N/A N/A
(b) linquent Accounts (Broken T . B ok N/A N/A N/A
Promises)
AWG Accounts 1748 1748 0 0% N/A N/A N/A
(BLffigation Packages 0 0 0 0% N/A N/A N/A
Compromises Offered 50 50 0 0% N/A N/A N/A
Consolidations Offered 51 51 0 0% N/A N/A N/A
ICBP Cons Offered 32 32 0 0% N/A N/A N/A
LVCs 48 48 0 0% N/A N/A N/A
E BBhabilitation’s Offered 3006 3006 0 0% N/A N/A N/A
Rehabilitation's Submitted 341 341 0 0% N/A N/A N/A
| efters 73,704 73,704 0 0%, N/A N/A N/A
Death Resolutions 98 98 0 0% N/A N/A N/A
Disability Resolutions 78 78 0 0% N/A N/A N/A
Bankruptcy Resolutions 91 91 0 0% N/A N/A N/A
Incarcerations 57 57 2 | % AR i N/A RV g T HoR
EFT - Account Update 22 22 0 0% N/A N/A N/A
EFT - Billing 22 22 0 0% N/A N/A N/A
EFT - Returns 0 0 0 0% N/A N/A N/A
(b){Arcounts Recalled by ED 1407 1407 0 0% N/A N/A N/A
Accounts in Suspense o] o] 0 0% N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. November 2012

QC Sample Total Number Sz;rir;;:éle Err(;rs F:/)cund Description of Errors Corrective Action Preventive Measure
Balance Review h)(4) 150 150 0 0.000% N/A N/A N/A
Phone Calls Attempted 212062 245 0 0.000% N/A N/A N/A
Borrower Contacts 42997 245 0 0.000% N/A N/A N/A
Borrower Call-Ins 42997 245 0 0.000% N/A N/A N/A
Correspondence 1345 65 0 0.000% N/A N/A N/A
Bgﬁuent Accounts (Broken ”
[ p fsay 340 340 0 0.000% N/A N/A N/A
AWG Accounts 1202 1202 0 0.000% N/A N/A N/A
Dii4dtion Packages 0 0 0 [0.000% N/A N/A N/A
Compromises Offered 62 62 0 0.000% N/A N/A N/A
Consolidations Offered 98 98 0 0.000% N/A N/A N/A
ICRP Cons. Offered 12 12 0 0.000% N/A N/A N/A
LVCs 0 0 0 0.000% N/A N/A N/A
(bRehabilitation's Offered 2948 2948 0 0.000% N/A N/A N/A
Rehabilitation's Submitted 695 695 0 0.000% N/A N/A N/A
|Letters 21255 21255 0 0.000% N/A N/A N/A
Death Resolutions 83 83 6 0.068% | Issue with file submission | Corrected issue and resent file Clerk WI!JS:::?SV;’SZf prorio
Disability Resolutions 88 88 1 0.011% Clerk sen.t |nf:correct rrected issue and resent applicaf Sl review file prior to
application submisison
Bankruptcy Resolutions 42 42 0 0.000% N/A N/A N/A
Incarcerations 118 118 0 0.000% N/A N/A N/A
EFT - Account Update 20 20 0 0.000% N/A N/A N/A
EFT - Billing 21 21 0 0.000% N/A N/A N/A
EFT - Returns 0 0 0 0.000% N/A N/A N/A
(b)fékounts Recalled by ED 985 985 0 |0.000% N/A N/A N/A
Accounts in Suspense [0} o] 0 0.000% N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. December 2012

QC Sample Total Number Sz;rir;;:éle Err(;rs F:/)cund Description of Errors Corrective Action Preventive Measure
Balance Review (0)(4) 150 150 0 0.000% N/A N/A N/A
Phone Calls Attempted 168725 446 0 0.000% N/A N/A N/A
Borrower Contacts 168725 446 0 0.000% N/A N/A N/A
Borrower Call-Ins 35654 446 0 0.000% N/A N/A N/A
Correspondence 1211 79 0 0.000% N/A N/A N/A
(H®&hnquent Accounts (Broken

I: p feset 202 202 0 0.000% N/A N/A N/A
AWG Accounts 1694 0 0 0.000% N/A N/A N/A
(b)(fLitigation Packages 0 0 0 [0.000% N/A N/A N/A
Compromises Offered 75 75 0 0.000% N/A N/A N/A
Consolidations Offered 43 0 0 0.000% N/A N/A N/A
ICRP Cons. Offered 22 0 0 0.000% N/A N/A N/A
LVCs 0 0 0 0.000% N/A N/A N/A
(b)®B&habilitation's Offered 2577 2577 0 0.000% N/A N/A N/A
Rehabilitation's Submitted 750 750 0 0.000% N/A N/A N/A
|Letters 135,246 135,246 0 0.000% N/A N/A N/A
Death Resolutions 70 70 0 0.000% N/A N/A N/A
Disability Resolutions 70 70 0 0.000% N/A N/A N/A
Bankruptcy Resolutions 71 71 0 0.000% N/A N/A N/A
Incarcerations 91 91 0 0.000% N/A N/A N/A
EFT - Account Update 20 20 0 0.000% N/A N/A N/A
EFT - Billing 20 20 0 0.000% N/A N/A N/A
EFT - Returns 4 4 0 0.000% N/A N/A N/A
(b)(hccounts Recalled by ED 1208 1208 0 0.000% N/A N/A N/A
Accounts in Suspense o] o] 0 0.000% N/A N/A N/A

EDO001736
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Windham Professionals, Inc. January 2013

QC Sample Total Number Sz;rir;;:éle Err(;rs F:/)cund Description of Errors Corrective Action Preventive Measure
Balance Review 0)(4) 150 150 0 0.000% N/A N/A N/A
Phone Calls Attempted 195372 464 0 0.000% N/A N/A N/A
Borrower Contacts 195372 464 0 0.000% N/A N/A N/A
Borrower Call-Ins 40214 464 0 0.000% N/A N/A N/A
Correspondence 1581 81 0 0.000% N/A N/A N/A
(b)[@¥linquent Accounts (Broken 329 320 o |0.000% N/A N/A N/A
Promises)
AWG Accounts 2415 0 0 0.000% N/A N/A N/A
(b)(tigation Packages 0 0 0 0.000% N/A N/A N/A
Compromises Offered 113 113 0 0.000% N/A N/A N/A
Consolidations Offered 24 0 0 0.000% N/A N/A N/A
ICRP Cons. Offered 20 0 0 0.000% N/A N/A N/A
LVCs 51 51 0 0.000% N/A N/A N/A
(R¢habilitation's Offered 3943 3943 0 0.000% N/A N/A N/A
Rehabilitation's Submitted 758 758 0 0.000% N/A N/A N/A
|Letters 103,054 103,054 0 0.000% N/A N/A N/A
Death Resolutions 54 0 0 0.000% N/A N/A N/A
Disability Resolutions 193 o] 0 0.000% N/A N/A N/A
Bankruptcy Resolutions 58 o] 0 0.000% N/A N/A N/A
Incarcerations 100 0 0 0.000% N/A N/A N/A
EFT - Account Update 22 22 0 0.000% N/A N/A N/A
EFT - Billing 22 22 0 0.000% N/A N/A N/A
EFT - Returns 0 0 0 0.000% N/A N/A N/A
(b){4rcounts Recalled by ED 955 955 0 0.000% N/A N/A N/A
Accounts in Suspense o] o] 0 0.000% N/A N/A N/A

QUALITY CONTROL AG594
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Windham Professionals, Inc. February 2013

QC Sample Total Number Sz;rir;;:éle Err(;rs F:/)cund Description of Errors Corrective Action Preventive Measure
Balance Review b)(4) 150 150 0 |0.000% N/A N/A N/A
Phone Calls Attempted 201985 472 0 0.000% N/A N/A N/A
Borrower Contacts 201985 472 0 0.000% N/A N/A N/A
Borrower Call-Ins 37523 472 0 0.000% N/A N/A N/A
Correspondence 1718 77 0 0.000% N/A N/A N/A
@inquent Accounts (Broken

|(_ IXE m \ 312 312 0 0.000% N/A N/A N/A
AWG Accounts 2006 2006 0 0.000% N/A N/A N/A
(b)[ligation Packages 0 0 0_ [0.000% N/A N/A N/A
Compromises Offered 132 132 0 0.000% N/A N/A N/A
Consolidations Offered 34 34 0 0.000% N/A N/A N/A
ICRP Cons. Offered 13 13 0 0.000% N/A N/A N/A
LVCs 46 46 0 0.000% N/A N/A N/A
m Rehabilitation's Offered 3558 3558 0 0.000% N/A N/A N/A
Rehabilitation's Submitted 2813 2813 0 0.000% N/A N/A N/A
Ll etters 67,835 67,835 0 0.000% N/A N/A N/A

Death Resolutions 77 77 1 0.010% | Not enough information Updated procedure Updated procedure
Disability Resolutions 138 138 0 0.000% N/A N/A N/A
Bankruptcy Resolutions 43 43 0 0.000% N/A N/A N/A
Incarcerations 80 80 0 0.000% N/A N/A N/A
EFT - Account Update 20 20 0 0.000% N/A N/A N/A
EFT - Billing 20 20 0 0.000% N/A N/A N/A
EFT - Returns 0 0 0 0.000% N/A N/A N/A
(b)Akrounts Recalled by ED 1213 1213 0 0.000% N/A N/A N/A
Accounts in Suspense o] o] 0 0.000% N/A N/A N/A

QUALITY CONTROL AG594

EDO001738



Windham Professionals, Inc. March 2013

QC Sample Total Number Sz;rir;;:éle Err(;rs F:/)cund Description of Errors Corrective Action Preventive Measure
Balance Review (b)(4) 150 150 0 0.000% N/A N/A N/A
Phone Calls Attempted 187064 484 0 0.000% N/A N/A N/A
Borrower Contacts 187064 484 0 0.000% N/A N/A N/A
Borrower Call-Ins 38934 484 0 0.000% N/A N/A N/A
Correspondence 1742 85 0 0.000% N/A N/A N/A
(4 i;elinquent Accounts (Broken

p feset 350 350 0 0.000% N/A N/A N/A
AWG Accounts 2288 2288 0 0.000% N/A N/A N/A

( itigation Packages 0 [0} 0 0.000% N/A N/A N/A
Compromises Offered 131 131 0 0.000% N/A N/A N/A
Consolidations Offered 12 12 0 0.000% N/A N/A N/A
ICBP Cons Offered 15 15 0 0.000% N/A N/A N/A
LVCs 94 94 0 0.000% N/A N/A N/A
(R¢habilitation's Offered 2287 2287 0 0.000% N/A N/A N/A
Rehabilitation's Submitted 1376 1376 0 0.000% N/A N/A N/A
|Letters 78,849 78,849 0 0.000% N/A N/A N/A
Death Resolutions 57 57 0 0.000% N/A N/A N/A
Disability Resolutions 83 83 0 0.000% N/A N/A N/A
Bankruptcy Resolutions 31 31 0 0.000% N/A N/A N/A
Incarcerations 42 42 0 0.000% N/A N/A N/A
EFT - Account Update 21 21 0 0.000% N/A N/A N/A
EFT - Billing 21 21 0 0.000% N/A N/A N/A
EFT - Returns 3 0 0 0.000% N/A N/A N/A
(b)#dtounts Recalled by ED 973 973 0 [0.000% N/A N/A N/A
Accounts in Suspense o] o] 0 0.000% N/A N/A N/A
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