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The Alaska Student Loan Corporation and the Alaska Commission on Postsecondary Education are soliciting
proposals for servicing an existing Federal Family Education Loan Program portfolio.

ISSUED BY: PRIMARY CONTACT:
ALASKA COMMISSION ON POSTSECONDARY JAMES ACKERMAN
EDUCATION AND ALASKA STUDENT LOAN PROCUREMENT OFFICER
CORPORATION JAMES.ACKERMAN @ ALASKA.GOV

(907) 465-6698

OFFERORS ARE NOT REQUIRED TO RETURN THIS FORM.

IMPORTANT NOTICE: IF YOU RECEIVED THIS SOLICITATION FROM THE STATE OF ALASKA’S “ONLINE PUBLIC
NOTICE” WEBSITE, YOU MUST REGISTER WITH THE PROCUREMENT OFFICER LISTED IN THIS DOCUMENT TO RECEIVE
SUBSEQUENT AMENDMENTS. FAILURE TO CONTACT THE PROCUREMENT OFFICER MAY RESULT IN THE REJECTION
OF YOUR OFFER.
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SECTION 1. INTRODUCTION & INSTRUCTIONS
SEC.1.01  PURPOSE OF THE RFP

The Alaska Student Loan Corporation (ASLC) and the Alaska Commission on Postsecondary Education (ACPE) are
soliciting proposals for servicing an existing Federal Family Education Loan Program (FFELP) portfolio.

ASLC has issued notes secured by the FFELP portfolio and has the right to sell the loan portfolio and redeem the notes
when the portfolio reaches approximately $14,473,000. Should ASLC, in its sole discretion, elect to sell the portfolio at
that time, ASLC will allow the successful offeror in response to this RFP to provide an offer for the purchase of the
portfolio (as more fully described herein under Sec. 3.01 Scope of Work). No assurance is given that ASLC will elect to
sell the FFELP portfolio or that the successful offeror’s loan purchase offer would be accepted at that time.

ACPE and ASLC are collectively referred to as ACPE for the remainder of this RFP.

SEC.1.02 BUDGET

ACPE is seeking cost proposals that include the cost of conversion to the new servicer and ongoing servicing costs for the
duration of the contract (see section 3.02).

SEC.1.03  DEADLINE FOR RECEIPT OF PROPOSALS

Proposals must be received no later than 5:00 PM prevailing Alaska Time on FRIDAY, JULY 5, 2019. Emailed proposals
are required. PDF’s must be formatted so text is recognized when searched.

Late proposals or amendments will not be accepted.

SEC.1.04  PRIOR EXPERIENCE

In order to be considered responsive offerors must meet these minimum experience requirements:

e Minimum of three years servicing FFELP loans.
e No significant audit findings in the last three years.
0 Please provide the following:
= A copy of your most recent SSAE No. 18 reports
= A copy of your last three (or all if you have not had three audits) Federal Audit Reports
= A copy of your last three (or all if you have not had three audits) Guarantor Audit Reports

An offeror's failure to meet the minimum experience requirements may cause their proposal to be considered non-
responsive.

SEC.1.05 REQUIRED REVIEW

Offerors should carefully review this solicitation for defects and questionable or objectionable material. Comments
concerning defects and objectionable material must be made in writing and received by the Procurement Officer at least
ten days before the deadline for receipt of proposals. This will allow time for the issuance of any necessary
amendments. Protests based on any omission or error, or on the content of the solicitation, will be disallowed if these
faults have not been brought to the attention of the Procurement Officer, in writing, at least ten days before the
deadline for receipt of proposals.
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SEC.1.06  QUESTIONS PRIOR TO DEADLINE FOR RECEIPT OF PROPOSALS

All questions must be in writing and directed to the procurement officer. The interested party must confirm telephone
conversations in writing.

Questions must be submitted by Tuesday, June 4, 2019 at 4:00 PM Alaska Time.

James Ackerman, Procurement Officer
james.ackerman@alaska.gov
907-465-6698

SEC.1.07  RETURN INSTRUCTIONS
EMAIL SUBMISSION

The required method of response submission to this solicitation is email, sent to the following address:

JAMES.ACKERMAN@ALASKA.GOV

The email submission must contain the RFP number in the subject line. In the body of the email, please indicate the
offeror’s name, the number of attachments, and the names of the attachments being submitted.

The technical proposal and cost proposal must be separate PDF documents and clearly labeled, such as “Vendor A —
Technical Proposal.pdf” and “Vendor A — Cost Proposal.pdf” (Vendor A is the name of the offeror).

The maximum size of a single email (including all text and attachments) that can be received is 20mb (megabytes). If the
email containing the proposal exceeds this size, the proposal must be sent in multiple emails that are each less than 20
megabytes and each email must comply with the requirements described above. Please also include an indication of
multiple email submission (1 or 2, 2 of 2, etc.) in the subject line.

It is the offeror’s responsibility to ensure that ACPE has received a complete proposal, prior to the deadline. The
Procurement Officer will respond to the email to confirm receipt. If you do not receive a confirmation, it is your
responsibility to contact the Procurement Officer to confirm. ACPE is not responsible for lost, unreadable, corrupt
emails, or missing attachments.

An offeror’s failure to submit its proposal prior to the deadline will cause the proposal to be non-responsive. Late
proposals or amendments will not be accepted.

SEC.1.08  PROPOSAL CONTENTS

The following information must be included in all proposals.

(@) AUTHORIZED SIGNATURE
All proposals must be signed by an individual authorized to bind the offeror to the provisions of the proposal. Proposals
must remain open and valid for at least 90-days from the date set as the deadline for receipt of proposals.

(b) OFFEROR'S CERTIFICATION
By signing the proposal, offerors certify that they can and will comply with the following:

A. the laws of the State of Alaska;

B. the applicable portion of the Federal Civil Rights Act of 1964;

C. the Equal Employment Opportunity Act and the regulations issued thereunder by the federal government;
D. all terms and conditions set out in this RFP;
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E. acondition that the proposal submitted was independently arrived at, without collusion with other offerors,
under penalty of perjury;

F. that the offers will remain open and valid for at least 90 days; and

G. that programs, services, and activities provided to the general public under the contract resulting from this RFP
conform with the Americans with Disabilities Act of 1990, and the regulations issued thereunder by the federal
government.

If any offeror fails to comply with [A] through [G] of this paragraph, ACPE reserves the right to disregard the proposal,
terminate the contract resulting from this RFP, or consider the contractor in default.

(c) VENDORTAXID
A valid Vendor Tax ID must be submitted with the proposal or within five days of ACPE’s request.

(d) CONFLICT OF INTEREST

Each proposal shall include a statement indicating whether the offeror or any individuals who will work on the contract
resulting from this RFP has a possible conflict of interest (e.g., currently employed by the State of Alaska or formerly
employed by the State of Alaska within the past two years) and, if so, the nature of that conflict. The Executive Officer of
the Alaska Student Loan Corporation reserves the right to consider a proposal non-responsive or cancel the award if
any interest disclosed from any source could either give the appearance of a conflict or cause speculation as to the
objectivity of the offeror. The Executive Officer’s determination regarding any questions of conflict of interest will be
final.

(e) FEDERAL REQUIREMENTS
The offeror must comply with all known federal requirements that apply to the proposal and any contract resulting from
this RFP.

SEC.1.09  ASSISTANCE TO OFFERORS WITH A DISABILITY

Offerors with a disability may receive accommodation regarding the means of communicating about this RFP or
participating in the procurement process. For more information, contact the Procurement Officer no later than ten days
prior to the deadline for receipt of proposals.

SEC.1.10 AMENDMENTS TO PROPOSALS

Amendments to or withdrawals of proposals will only be allowed if received prior to the deadline that is set for receipt
of proposals. No amendments or withdrawals will be accepted after the deadline unless they are in response to a
request in accordance with 2 AAC 12.290.

SEC.1.11 AMENDMENTS TO THE RFP

If an amendment is issued, it will be provided to all who received a copy of the RFP directly from ACPE and to those who
have registered with the Procurement Officer.

SEC.1.12  RFP SCHEDULE

The RFP schedule set out herein represents ACPE’s best estimate of the schedule that will be followed. If a component
of this schedule, such as the deadline for receipt of proposals, is delayed, the rest of the schedule may be shifted by the
same number of days.

e Issue RFP 5/10/2019,
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e Pre-Proposal Conference on 5/24/2019,

e Deadline for Receipt of Questions 6/4/2019,

e Deadline for Receipt of Proposals 7/5/2019,

e Proposal Evaluation Committee complete evaluation by 7/19/2019,

e ACPE issues Notice of Intent to Award a Contract 7/23/2019,

e Notification of pending change in servicer to rating agency 7/24/2019
e Request for rating condition submitted to rating agency 8/13/19

e Receive rating condition 9/3/2019

e ACPE issues contract 9/9/2019,

e Contract start 9/13/2019.

ACPE's obligation will commence when the contract resulting from this RFP is signed by ACPE’s Executive Director (who
is also the Executive Officer of ASLC), or the Executive Director’s designee. Upon written notice to the successful offeror,
a different starting date for the contract may be set. ACPE will not be responsible for any work done by the contractor,
even work done in good faith, if it occurs prior to the contract start date. Deliverables noted under Sec. 3.03 (2) must be
complete prior to the contract resulting from this RFP is executed and a separate agreement should be executed
between ACPE and the successful offeror for compensation of those deliverables.

SEC.1.13  PRE-PROPOSAL CONFERENCE

A pre-proposal conference will be held at 9:00 AM, Alaska Time, on FRIDAY, MAY 24, 2019 in the main conference room
of ACPE office at 3030 Vintage Boulevard, Juneau, Alaska. Offerors may also call 800-315-6338 and use passcode
67881#. The purpose of the conference is to discuss the work to be performed with prospective offerors and allow them
to ask questions concerning the RFP.

Offerors with a disability needing accommodation must contact the Procurement Officer prior to the date set for the
pre-proposal conference so that reasonable accommodation can be made.

SEC.1.14  ALTERNATE PROPOSALS
Offerors may only submit one proposal for evaluation.

In accordance with 2 AAC 12.830 alternate proposals (proposals that offer something different than what is asked for)
will be rejected.

SEC.1.15  NEWS RELEASES

Vendor news releases related to this RFP may not be issued without prior approval of the Project Director.
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SECTION 2. BACKGROUND INFORMATION

The State of Alaska (State) established its first loan program in 1968. The program was funded by the State until 1988.

In 1987, the Legislature created and capitalized the Alaska Student Loan Corporation (ASLC) to provide a mechanism to
fund certain loan programs through the issuance of debt. ASLC contracts with the Alaska Commission on Postsecondary
Education (ACPE) for loan servicing and administrative support and holds ACPE responsible for complying with federal
statutes and regulations governing education loans. ASLC retains the risk associated with non-compliance.

ASLC and ACPE are two distinct and separate legal entities. ASLC is a public corporation and governmental
instrumentality with a legal existence independent of the State. The Corporation is governed by a Board of Directors
appointed by the State Governor.

ACPE is a State governmental agency governed by a 14-member commission appointed by the State Governor. The
composition of the commission is set out in statute.

ASLC's goals, with regard to the FFELP loan program, are to maintain a financially healthy portfolio while providing
borrowers with quality servicing and assistance with loan repayment. Key to these goals are providing 24/7 access to
account information and payment processing via an online borrower portal and an interactive voice response system.

The Northwest Education Loan Association, or NELA, is the original guarantor for ASLC’s FFELP portfolio. Effective
January 1, 2017, NELA transferred its guarantor operations to Great Lakes Higher Education Corporation (GLHEC). In
2018, GLHEC's student loan guaranty operations reorganized under the name Ascendium Education Solutions, Inc.
Ascendium, the guarantor servicer, and ACPE exchange student loan information data via Common Account
Maintenance (CAM) processes. The contracted backup servicer for ASLC’s FFELP portfolio is Pennsylvania Higher
Education Assistance Agency (PHEAA).

At April 30, 2019, the FFELP portfolio consisted of 13,051 loans for 3792 borrowers. The outstanding principal balance
of the loan portfolio was $48.8 million. Fifty-one percent of the loans represent unsubsidized Stafford loan, 30%
represent subsidized Stafford loans, 10% represent unsubsidized Consolidated Stafford loans, 7% represent subsidized
Consolidated Stafford loans and 2% represents PLUS and Grad PLUS loans. Nine percent of the loans are variable rate
loans. Thirteen percent of the loans were disbursed before April 1, 2006, 26% were disbursed between April 1, 2006
and September 30, 2007, and 61% were made on or after October 1, 2007. Eighty-five percent of the loans were
disbursed on or after July 1, 2006.

ASLC is seeking proposals from vendors (offerors) interested in servicing and potentially purchasing, at a later date, the
existing Federal Family Education Loan portfolio.
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SECTION 3. SCOPE OF WORK & CONTRACT INFORMATION
SEC.3.01  SCOPE OF WORK

The Alaska Student Loan Corporation (ASLC) and the Alaska Commission on Postsecondary Education (ACPE) are
soliciting proposals for servicing an existing Federal Family Education Loan Program (FFELP) portfolio.

ASLC’s notes secured by the FFELP portfolio are subject to optional redemption when the portfolio reaches
approximately $14,473,000. Prior to the portfolio reaching approximately $14,473,000, ASLC may, in its sole discretion,
give the successful offeror in response to this RFP notice of its intention to sell the portfolio and in such case allow the
successful offeror of this RFP 60 days from such notice to provide an offer for the purchase of the FFELP portfolio. If
ASLC chooses not to accept the offer of the successful offeror, ASLC shall retain ownership of the portfolio or sell the
portfolio to another purchaser on any date and at any price it deems acceptable, in its sole discretion. A purchaser of
the portfolio shall have the option to change the entity servicing the portfolio. No assurance is given that ASLC will elect
to sell the FFELP portfolio or that the successful offeror’s loan purchase offer would be accepted.

ACPE and ASLC are collectively referred to as ACPE for the remainder of this RFP.

SEC.3.02 CONTRACT TERM

The term of the contract resulting from this RFP will be the shorter of four years, with an additional three optional one-
year extensions starting on the date the contract is signed, or the date ASLC sells the loan portfolio.

SEC.3.03  DELIVERABLES

The distinction between services, which are required, and those that are desired is made by the use of the word “must”
(for required) or “should” (for desired).

ACPE reserves the right during the period of negotiations to omit or add to any required duties if such change is
warranted.

Offerors are encouraged to propose additional tasks or activities if they will enhance the quality of loan servicing or
bring about efficiencies and/or reduce the cost of servicing. These items must be separated from the required items in
the cost proposal.

1. COMPLIANCE

The offeror’s systems, operations, procedures and servicing of the portfolio must be handled in accordance with
applicable federal and state servicer licensing requirements (there is currently no servicer licensing requirement in
Alaska law), laws and regulations, and any applicable sub-regulatory guidance, including but not limited to the Common
Manual, guarantor requirements, the Fair Credit Reporting Act, applicable due diligence and truth-in-lending
requirements, IRS requirements related to education loans, and ACPE’s direction throughout the duration of the
contract.

2. DRAFT SERVICING CONTRACT AND TRANSITION PLAN

ASLC’s FFELP portfolio is security for a note that requires a rating condition when the loan servicer is changed. Once the
Intent to Award has been issued, the offeror named in the Intent to Award must work with ACPE to develop a draft
servicing contract and transition plan that includes detail of the timing of the transition from ACPE to the offeror’s
servicing system. The rating condition must be obtained before the contract is executed. A separate agreement must
be executed between ACPE and the successful offeror for compensation of this deliverable.
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3. SERVICING SYSTEMS AND SOFTWARE

A. GENERAL

The offeror’s servicing system, including modifications and enhancements, must ensure compliance with the contract
resulting from this RFP. Modifications and enhancements must be implemented without additional cost to ACPE. The
offeror assumes liability and responsibility for costs associated with servicing system noncompliance.

B. BACKUP AND DISASTER RECOVERY

The offeror must have and provide a documented backup and recovery plan that includes daily data file backup for data
entry and transaction files, master files, as well as systems and application software libraries. Secure, off-site backups
are mandatory for data entry, transaction, master and application software files. Upon request by ACPE, the offeror
must demonstrate the ability to restore all files. Back-up copies of system documentation, user manuals, and system
operations manuals must also be stored off-site. Backup and disaster recovery documentation must be available upon
request.

Additionally, the offeror must have in place and provide a fully documented data center disaster recovery plan that
identifies backup resources and/or facilities that can continue to service ACPE’s portfolio in the event of a disaster.
Backup and processing facilities must be operational within 48 hours of the loss of the main processing facilities.
Documentation of, and the demonstrated ability to meet, the disaster recovery plan must be provided with the
proposal.

C. SECURITY

The offeror must provide a high-level security framework document that details the mechanisms and processes used to
control access to protected data and information. Additionally, the offeror must provide documentation of annual
testing of all access controls and system security features to demonstrate that controls and security features are
working properly. Annual certification must be provided in writing to ACPE in the form of a SSAE No. 18 report.

4. GENERAL SYSTEM AND OPERATIONAL REQUIREMENTS

A. GENERAL
This deliverable identifies overall systems and operational requirements. Reference to days refers to business days
unless specified otherwise. Timeframe requirements noted in this RFP must be adhered to.

B. STAFF
Staff must be available, at a minimum, during the following times to respond to borrower calls: 8:00 a.m. to 5:00 p.m.
Alaska Standard Time, Monday through Friday, with the exception of holidays observed by the offeror.

The offeror must maintain sufficient staff who are thoroughly trained and capable of addressing issues and questions of
a complex nature within the timeframes required in this RFP. Those issues/questions may include but are not limited to
originations (for FFEL loans originated from 2000 to 2010), borrower benefits, repayment terms and information, and
deferment or forbearance options available.

Staff that perform collection activities must be knowledgeable of the repayment options available for the various
programs, and have access to the borrower’s loan record and all other necessary data so they may identify all
repayment options available to assist the borrower in curing a delinquency.

C. BILLING STATEMENTS
The offeror must provide an initial billing statement to the borrower no later than 30 calendar days prior to the due
date. Subsequent statements must be mailed monthly and prior to the next due date. Should a duplicate statement be
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required or requested, the offeror will issue a duplicate. The offeror must provide the borrower the option to receive
billing statements either electronically or by mail. The borrower’s Social Security Number must not appear on the billing
statement or other correspondence. The borrower’s unique identification number must be used.

D. ONLINE ACCOUNT ACCESS

ACPE staff prefer “view only” access to the offeror’s servicing system to view loan records being serviced for ACPE. If the
offeror is not able to provide remote access to their servicing system, the proposal must describe how account level
information will be provided to ACPE when requested.

The offeror must provide a secure system for borrowers to access their real-time loan account information online.
Borrowers should, at a minimum, have the ability through their secure online account to:

e make electronic payments including setting up and cancelling one-time and recurring automatic payments,

review payment history,

review amount due, amount past due and next due date information

obtain deferment and forbearance forms, billing statements, and annual tax documents,

e |ocate contact information for the offeror, including mailing address, email, facsimile, and a toll-free telephone
number

e determine the amount needed to pay their loan in full

E. TELEPHONE INQUIRIES
The offeror must provide toll-free telephone number(s) for use by borrowers, schools, and ACPE.

If the offeror utilizes an automated attendant to respond to calls, callers must be given the option, at a minimum, to
speak with a representative during times listed in Sec. 3.03 3.B. The offeror must provide an interactive voice response
(IVR) apparatus with service 24 hours per day, seven days a week. The IVR must, at a minimum, provide borrowers self-
service account information and the ability to make a payment. The offeror must document the date and purpose of
any incoming or outgoing calls.

F. PRIVACY NOTICES

The Gramm-Leach-Bliley (GLB) Act requires lenders to provide customers with periodic privacy notices, including an
annual privacy notice. The offeror must provide all required notices to ACPE’s borrowers in compliance with GLB Act
requirements, and with any other applicable requirements.

G. SINGLE BORROWER WITH MULTIPLE LOANS/ACCOUNTS

The offeror’s servicing system must identify when a single borrower has multiple loans with ACPE and have the
capability to provide information and process servicing actions at the loan and account levels. For example, if the
servicer’s system identifies loans by type, the borrower’s account must reflect all the borrower’s loans.

H. HISTORY AND AUDIT TRAIL

The offeror’s servicing system must record, maintain, and provide a complete and accurate transaction history and audit
trail of all financial and non-financial activity on an account, and all interactions with a borrower that affects the account
record. This includes, but is not limited to:

e written correspondence to and from the borrower,

e oral conversations with the borrower,

e attempts to contact the borrower, school, parents, etc.,

e outgoing payments, including who the payment was sent to, the amount, and the purpose,
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e repayment due diligence activities,

e skip tracing efforts,

e receipt date of deferment and forbearance forms,

e approved deferment and forbearance periods,

e rejected deferments and forbearances and the reason(s) for the rejections,

e payment activity and related adjustment activity, including NSF returns,

e application of borrower benefits,

e interest rate changes,

e specific repayment promises or reasons why payments were not made, and,

e claim and cure process activity, which must include the effective date and type of violation, as necessary

Entries must be made within one (1) day of the activity or interaction, be precise, complete, easily understood, and
identify all loans affected. The transaction history/audit trail must be maintained in chronological order. At a minimum,
the offeror’s servicing system must identify the user identification code, the date the transaction was processed, the
transaction’s effective date, and “change from” and “change to” information for each transaction. Entries must provide
all information necessary to support the integrity of the data and to facilitate efforts to analyze and audit loans.

To ensure the integrity of ACPE’s records, the offeror’s servicing system must allow historical entries to be revised or
deleted with appropriate documentation subject to requisite security and controls.

I. STATUS CODES

The offeror’s servicing system must allow for and utilize a series of status codes. Status codes must be updated as
activity occurs or time passes, and must be used to identify the appropriate status of an account and/or loans at any
point in time. ACPE will provide a list of applicable statuses to the successful offeror.

J. CORRESPONDENCE
The offeror must provide contact information for borrowers and schools to communicate with the offeror. The offeror
must respond to correspondence within five (5) days of receipt.

Correspondence sent to the offeror electronically must be subject to the same processing guidelines as other forms of
correspondence. If it is the offeror’s standard procedure to reply electronically to correspondence received
electronically, the offeror must have the means by which to authenticate the identity of the borrower prior to sending a
reply, and to prevent the release of personally identifiable information or nonpublic personal information, even if
originally included, to unauthorized individuals.

All incoming and outgoing correspondence must be permanently stored on the borrower’s account until transferred to a
new servicer or until the record retention date has been reached.

K. GUARANTOR UPDATES AND REPORTS

The offeror is responsible for promptly processing all guarantor reports received. The offeror is responsible for
submitting necessary reports and loan status updates to the guarantor, as required. Reports and data must be
submitted as required by the guarantor, and must identify changes that occurred during the time period covered by the
report. The offeror must, upon request, be able to provide documentation that the data was provided to the guarantor.

L. ACPE REQUESTS
If ACPE requests information or specific action from the offeror, the offeror must document that the request or action
has been completed within five (5) days.

12



REQUEST FOR PROPOSALS RFP 190000074
SERVICING AN EXISTING FEDERAL FAMILY
EDUCATION LOAN PORTFOLIO

M. EXTERNAL AUDIT REQUESTS
The offeror is responsible for assisting external auditors with financial statement audits, guarantor servicing audits, FFEL
program reviews, among others, and providing data requested by external auditors in a timely manner.

N. RECORD RETENTION

The offeror must retain the electronic copy of the promissory note(s) and supporting documents obtained through
performance of the contract resulting from this RFP, as required by federal and state statute and regulations, guarantor
requirements and the Project Director or designee’s direction. The offeror must maintain an electronic copy of all
incoming and outgoing documents. The offeror must be able to retrieve and make available acceptable copies of such
documents as requested by the guarantor and the Project Director or designee.

O. BORROWER BENEFITS
ACPE offers certain borrower benefits.

The offeror’s system must accommodate the following borrower benefits:

Automatic Payment — If borrowers are in a current repayment status and make their payments through an
automatically recurring electronic method, an interest rate reduction of 0.25% must be provided.

If borrowers are in a non-payment status and making a minimum of $50 automatic recurring electronic payments, an
interest rate reduction of 0.25% should be provided.

48 On-Time Payments — The 48 On-Time Payments benefit awards borrowers who make their first 48 payments on-time
(no more than 15 calendar days past due). The cost-reduction benefit must be applied at least quarterly using a
methodology that does not advance the due date. Borrowers forfeit this benefit upon default. Additional information
will be provided to the successful offeror.

P. GOOD AND BAD DEMOGRAPHIC FLAG
The offeror’s servicing system must have a method to flag whether the borrower’s demographic information is accurate
or inaccurate. The offeror must maintain historical demographic information, updates, and flags.

Q. ANNUAL INTERNAL REVENUE SERVICE REPORTING
The offeror must provide appropriate tax forms, corrections to tax forms, to the borrower or appropriate party and file
related information with the IRS.

R. REPORTING TO CREDIT BUREAUS, RESPONDING TO CREDIT DISPUTES AND SUBMITTING CORRECTIONS

At a minimum, on a monthly basis, the offeror will report all borrowers to national credit bureaus. Past due reporting
will be reflected when a borrower’s loan becomes 30 days delinquent and in accordance Metro |l guidelines, or the
current standard for credit reporting. At a minimum, monthly updates are required until the loan is no longer
outstanding.

The offeror will be responsible for reviewing and responding to credit bureau disputes filed by borrowers as a result of
the offeror’s reporting to the credit bureau(s). The offeror must respond to such disputes in accordance with all
timelines in law and federal loan servicing requirements.

The offeror is responsible for processing Automated Universal Data Processing (AUD) credit updates.
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S. THIRD-PARTY CREDIT VERIFICATION INQUIRIES
Offeror may not release credit information without authorization of the affected borrower. The offeror must respond to
such authorized inquiries on behalf of ACPE within five (5) days of the offeror’s receipt of the request.

5. LOAN: REPAYMENT AND APPLICATION OF PAYMENTS

A. GENERAL
The offeror will be responsible for all aspects of payment processing: posting, reconciling and resolving issues.

B. PAYMENT METHODS
The offeror must, at a minimum, provide the following types of payment methods: online, electronic, telephone, and
mail payments.

C. PAYMENTS RECEIVED

The offeror will immediately deposit all payments collected in a separate, segregated bank account (Account). The
Account must contain all payments received by the offeror from any source for loans being serviced by the offeror, and
must not be commingled with any monies of the offeror or any person or entity other than ASLC. All payments, at all
times, remain the property of ASLC and are held in trust by the offeror solely for the benefit of ASLC.

The offeror must not use any portion of such payments for any purpose other than to make a daily transfer to ASLC's
Trustee, to pay borrower refunds or to repurchase loans from the guarantor. The following business day, the offeror
must transfer all funds from the Account to the corresponding ASLC’s Trustee account. The offeror will provide required
notifications to the Trustee, when needed.

Offeror has no right of offset against payments received (student loan receipts) to satisfy their fees for services
provided.

ACPE must have the right of access to the Account and the right to review all records, statements and other documents
pertaining to the Account, with or without prior notice to the offeror.

The offeror must apply payments to the loan record within two (2) days of the offeror’s receipt of the payment. The
effective date of the payment must be the date the offeror, or ACPE, received the payment.

All payments received must be imaged or copied. The payments must be deposited into the Account provided on the
date of their receipt.

The offeror must review all correspondence received with the payment for directions from the payee as to the
application of the payment and/or to respond to questions from the payee. Any correspondence received with
incoming payments must be responded to in accordance with correspondence requirements specified in Sec. 3.03 3. H..

D. PAYMENTS AND REFUNDS RECEIVED BY ACPE

The offeror must make available to ACPE a transmittal form to use to transmit information to the offeror regarding
payments received by ACPE on loans serviced by the offeror. The transmittal form must include all the necessary
information to process the payment. ACPE will deposit the payment into the Account set up for the offeror and will
supply the offeror documentation of the deposit. The offeror must apply the payment to the loan record within two (2)
days of receipt of ACPE’s transmittal.

14



REQUEST FOR PROPOSALS RFP 190000074
SERVICING AN EXISTING FEDERAL FAMILY
EDUCATION LOAN PORTFOLIO

E. LATE CHARGES
ACPE currently does not assess late charges. ACPE reserves the right to implement late charges at any time during the
contract term resulting from this RFP. ACPE will notify the offeror 90 days prior to implementation of late charges.

F. NON-SUFFICIENT FUNDS (NSF)

If a payment is returned as NSF, the offeror must, within 24 hours of receipt of the returned payment, resubmit for
payment. If the payment is accepted after the second submission there is no further processing required by the offeror.
If the payment is refused the second time, the offeror must remove the payment from the loan record and resume due
diligence. The offeror must document all such actions taken in the loan history.

G. OVERPAYMENTS OF $10 OR MORE

The offeror must review loans with a credit balance of $10 or more, and resolve the credit balance by transferring the
overpayment to another ACPE loan the borrower has with the offeror or issue a refund to the borrower. The offeror
must ensure the final payment made by the borrower that resulted in the overpayment clears the financial institution on
which it was drawn before returning the overpayment to the borrower.

H. SMALL ACCOUNT BALANCES

The offeror will write off loan balances of $5 or less and increase loan balances between negative $9.99 and negative
$0.01 to zero, if it has been thirty (30) days since the last bill was sent. In the event subsequent payments are received,
the offeror must either:

e Reverse the adjustment and apply the payment, or
e Return the payment to the borrower

I. PAID-IN-FULL PROCESSING TIME
The offeror must update the loan’s status to paid-in-full, and process the loan as paid-in-full and provide written
confirmation to the borrower of that status after enough time has passed to ensure the payment has cleared the bank.

6. LOAN SERVICING: CLAIM PROCESSING

A. GENERAL
The offeror must determine if a loan meets claim-filing requirements. If the requirements are met, the offeror must
immediately file the appropriate claim with the guarantor, per the guarantor’s instruction.

B. RETURNED CLAIMS
If the guarantor returns a claim, the offeror must remedy the situation causing the return and re-file the claim within the
federally required time frame.

If the reason for the claim return occurred before the offeror began servicing the loan, the offeror must, within one (1)
day of notice, contact ACPE to initiate a search of the document(s).

If the reason for the claim return occurred after the time the offeror began servicing the loans, the offeror will be
financially responsible for any financial consequences incurred as a result, all as further outlined in Sec. 3.03 6. D below.

C. DENIED CLAIM
If the loan guarantee is lost, the offeror must attempt to cure the violation in compliance with the Common Manual.
The offeror may not charge ACPE fees on the related loan if the claim denial is the result of the offeror’s error.
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D. PENALTIES

If the guarantor assesses a penalty, the offeror must review the penalty to determine if it is valid. If the offeror takes
issue with the penalty, they must submit a supplemental claim form in accordance with the Common Manual. See Sec.
3.03 6 D below for financial liability.

7. LOAN SERVICING: CURE PROCESS FOR LOSS OF GUARANTEE

A. GENERAL
This deliverable refers to loans, which have had claims denied by the guarantor.

B. CURE PROCEDURES
If a cure is permissible or possible under the cure procedures as issued by the U.S. Department of Education, the offeror
must attempt to cure the violation(s).

C. CURE ATTEMPT TIME LIMIT

The offeror must begin the cure process within ten (10) days of the claim denial notification or the offeror’s awareness
that a violation has occurred. The offeror has a maximum of twelve (12) months from the violation notification or
awareness date to correct the violation. ACPE cannot be charged fees on loans going through the cure process if
violations are a result of the offeror’s failure to comply with federal or guarantor requirements. See Sec. 3.03 6 D below
for financial liability.

D. FINANCIAL LIABILITY

If a penalty is assessed on a loan due to the offeror’s error or issues with the offeror’s system and the offeror is not
successful with an appeal, the offeror will reimburse ACPE the amount of the penalty assessed plus any lost interest
benefit or special allowance payment within thirty (30) calendar days of the assessment of the penalty or denial of the
appeal.

If a loss of guarantee is due to the offeror’s error or issues with the offeror’s system and the offeror is not successful in
curing the violation, the offeror will reimburse ACPE for the loss incurred at the end of the allowed cure period.
Reimbursement must be made within thirty (30) calendar days and cover the outstanding principal and interest due on
the loan, plus any lost interest or special allowance benefits, through the date of the offeror’s payment to ACPE.

In addition, for claims resubmitted after cure, the offeror will reimburse ACPE for any special allowance and interest
benefits which the guarantor does not cover in its claim payment and which was lost as a result of the violation(s) that
were due to offeror’s error or issues with the offeror’s system.

The offeror is financially liable for violations and/or loss of guarantee, which are the result of actions or failure to act by
the offeror on and after the date on which they started servicing the loans. The offeror must coordinate with ACPE for
violations and/or loss of guarantee, or any other claim related issues, which are the result of actions taken prior to the
date they started servicing the loans.

8. CONVERSION TO OFFEROR

A. GENERAL

In addition to the resources and personnel, provided by ACPE for conversion, the offeror will be responsible for and
must provide resources required for conversion, planning, testing and implementation activities, including, but not
limited to:
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1. Conversion planning and management, including a dedicated project manager

2. Conducting an on-site analysis at ACPE, to identify and/or document conversion activities and requirements.
Costs related to the offeror’s participation in an on-site analysis, is the responsibility of the offeror.

3. Documenting specifications, coding, testing, implementation, and verification of all file and data conversion
programs, using industry standard program data layout whenever possible.

4. Required hardware, software, modems and circuit lines, etc.

5. Sending an introductory letter to all borrowers within ten (10) days of conversion, which includes the offeror’s
address and toll-free telephone number and an account statement. This letter must be approved by ACPE’s
Project Director before distribution. For borrowers with loans already in repayment, the offeror must also
immediately provide a billing statement and payment instructions.

B. WORKPLAN

Within 30 days of the execution of the contract resulting from this RFP, the offeror must submit a comprehensive work
plan. The work plan must include a timeline and a date by which the offeror’s servicing will be operational. ACPE’s
Project Director must approve, in writing, the agreed upon work plan before conversion begins.

The planning, scheduling, testing, evaluation and implementation must be complete before offeror’s services are
operational. Being operational specifically means the offeror’s ability to process all activities included in and required by
the contract resulting from this RFP.

In addition to providing a work plan, the offeror must develop and lead a kick-off meeting to be held at ACPE’s offices in
Juneau, Alaska. The offeror is responsible for all costs associated with the offeror’s preparation for, participation in, and
travel to and from this meeting.

C. TESTPLAN

The offeror must develop and implement a comprehensive systems test of the conversion to confirm that their system is
operating correctly and accurately to the specifications defined in the contract resulting from this RFP. Final acceptance
testing, including evidence of correctness of all systems transactions, reports and overall system balancing, must be
performed to the satisfaction of ACPE’s Project Director prior to activation of the system.

D. PROGRESS REPORTS AND MEETINGS

Periodic progress reports must be prepared and submitted to ACPE’s Project Director or designee identifying the status
of the conversion including any problems encountered, delays to the work plan, the next steps and other information
necessary for the success of the conversion.

The offeror must participate in periodic meetings requested by ACPE through the contract period.

ACPE and the offeror's project manager will determine the appropriate frequency of such meetings as part of developing
the project plans.

E. DATABASE RECONCILIATION

The offeror must demonstrate the accuracy and completeness of accounts converted from ACPE’s servicing system to
the offeror’s servicing system. The offeror must provide a reconciliation report to ACPE’s Project Director upon
conversion, which will include, but is not limited to:

e the total number of loans,
e total number borrowers,
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e total current principal balance,
e total current interest outstanding on the converted loans,
e current principal balance and interest outstanding by status, program, and SAP index

F. COSTS FOR DECONVERSION
The pricing sheet must contain deconversion costs should the contract resulting from this RFP be terminated.

9. REPORTING REQUIREMENTS

A. MANAGEMENT LOAN SERVICING REPORTS

The offeror must provide ACPE with reports necessary to monitor the offeror’s performance on the contract. The
offeror must maintain appropriate records to support the reporting needs of ACPE and to validate information reported
at aggregate levels. If not otherwise stated, reports listed in this section shall be provided no less than monthly.

Reports must be delivered to ACPE in a secure electronic format allowing for electronic storage. Reports must be
delivered in a format agreed to by ACPE and the offeror. Reports must be delivered within seven (7) calendar days of
the report period close date (weekly, monthly, quarterly, etc.) unless otherwise agreed to by ACPE’s Project Director or
designee and the offeror.

There may be times when ACPE requires a change to the format or content of loan servicing reports. ACPE’s Project
Director or designee will provide written notification to the offeror of required changes and will approve related costs.
The offeror may bill ACPE for these reports at the price identified on the cost proposal (See Attachment 6) and as
approved by ACPE’s Project Director or designee.

B. CALL CENTER STATISTICS

On a monthly basis, the offeror must provide call center performance statistics related to ACPE’s portfolio. Offeror shall
provide samples of standard call center performance reports and the frequency these reports will be provided through
the contract period. If ACPE requests additional information beyond the standard reports, the offeror may bill ACPE for
these reports at the price identified on the cost proposal (See Attachment 6) and as approved by ACPE’s Project Director
or designee.

C. COMPLAINTS
On a quarterly basis, the offeror must provide a comprehensive record of all complaints related to the servicing of
ACPE’s portfolio. The complaints report must also include the action taken.

D. PORTFOLIO BREAKDOWN - BY BILLING UNIT
The purpose of this report is to enable ACPE to reconcile the monthly servicing costs to the outstanding portfolio. This
report would not be needed if the billing itself reflects a reconciliation to the complete portfolio.

E. DELINQUENCY LOAN REPORT
The purpose of this report is to provide ACPE a listing of each delinquent loan at any level of delinquency so that ACPE
may monitor the due diligence servicing of the offeror.

F. LOAN STATUS CHANGE TO GUARANTOR

The purpose of this report is to provide ACPE documentation of electronic notifications submitted to the guarantor of
status changes made during the reporting cycle on each loan. The status changes reported will be those required by the
guarantor. The report to the guarantor and ACPE will be in the format acceptable to the guarantor.
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The offeror may submit this report to ACPE on the same schedule as reported to the guarantor.

G. WRITE-OFF REPORT
The purpose of this report is to provide ACPE a listing of each loan, which had an amount written off. The offeror must
submit this report to ACPE on a monthly basis.

H. PAID-IN-FULL REPORT
The purpose of this report is to provide ACPE a monthly listing of each loan that paid-in-full.

I. DEFAULT CLAIMS FILED
The purpose of this report is to provide ACPE a listing of loans for which a default claim have been filed with the
guarantor during the previous calendar month.

J.  CLAIMS RECALLED

The purpose of this report is to provide ACPE a monthly listing of loans for which default claims have been recalled from
the guarantor because either documentation or payment has been received by the offeror, which brings the loan out of
default status and current to within an acceptable level of delinque