




















































































































NJCLASS Servicing and 
Loan Repayment 

Outreach 

Prepared by: T. Gervasio and D. Gillespie October 26, 2016 



NJCLASS Portfolio 

June 30, 2016 

$1.82 billion outstanding 
137,911 loans serviced 
95.31% of loans 30 days or less 
past due 

 

June 30, 2015 

$1.92 billion outstanding 
144,899 loans serviced 
95.51% of loans 30 days or less 
past due 



Customer Communications 

 
 
Current:  Monthly Bill Statement 
 
 
Activities:  30 days 60 days 90 days 120 days 150 days 180 days 
 
  Billing  Billing Billing Billing Billing Billing 
  Letter Letter Letter Letter Letter Letter 
  Calls Calls Calls Calls Calls Calls 
    
      
 
 
 
 
Note: Both bill statements and collection letters show the amount past due at the loan level. Frequency of calls to 

customers increases as loan delinquency increases.     



• Primary focus of staff is to assist customers in resolving delinquency 
• Contact all parties on the loan to review loan status and discuss delinquency 

resolution in early stages of delinquency 
• Use of payment relief, e.g. deferment and forbearance 
• Permit the temporary use of reduced payments/interest-only payments 
• No hidden fees, e.g. late charges, NSF, forbearance processing, and processing 

fees 
• Broadcast messages in customers on-line account providing information about 

availability of payment relief 
• Provide information regarding the delinquency of a loan in the customer’s on-

line account 
• Establishment of repayment plans 
• Offer a one time Re-aging Program for loans that are over 90 days delinquent 

 
 

Assisting Customers 



NJCLASS Online Payment Option 

• As of September 19, 2016: 
– 5th Anniversary of Online Payment Option 
– 3,619,668 online payments  
– $691 million 
– 56% of all current NJCLASS payments 
– Flexibility of payment application 



• Administrative Wage Garnishment  
• Notice to borrower 

– Repayment Arrangement 
– Opportunity to request Hearing 
– Hearings conducted by Office of Administrative Law 

• Set-off of Individual Liabilities (SOIL) 
• State of New Jersey ,  Department of the Treasury, Division of Taxation 

• Lottery Offset 
• P.L. 1997, c.306 
• Winnings in excess of $1000 
• Right to request hearing on debt 

• Professional License Suspension 
• Inquiries from Licensing Boards 
 

Available Tools - NJCLASS 



•Loans are moved to 
servicing platform at time 
of approval 
•Disbursements made by 

Trustee 

Boarding 

•Enrollment Management 
•Annual Capitalization 

statements 
•Credit Bureau Reporting 
•On-line access to loan 

information 
•Encouraged to make 

payments while in school 
•Repayment Transition 

Assistance 

In School 
 
 

•Monthly Billing 
Statements 
•Credit Bureau Reporting 
•Granting Payment Relief 

when applicable 
•Deferments/Forbearances 
•Delinquency  Resolution 

Repayment 

 
•Paid-in-Full 
•Promissory Notes 
Returned from Trustee 

Satisfaction/Default 

Life Cycle of a Loan - NJCLASS 



HESAA Attorney Oversight Process 
October 2016 Board Meeting 

Presented by: 
Gena Carapezza, CPA, CFE 
Director, Audits & Quality Assurance e 
Officer & Ombudsman 



Purpose of Attorney Program Reviews 
• Ensure that attorneys are representing HESAA in a manner 

consistent with HESAA’s mission. 
• Verify that collection attorneys are in compliance with Federal & 

State regulations, their Retainer Agreement, and HESAA’s Policy & 
Procedures Manuals. 

• Identify process improvements.  
 
 
 
 
 
 
 



Annual Analysis 
On an annual basis the following are taken into consideration in 
determining the review schedule: 
• Loan volume 
• Change in loan volume 
• Date of last review 
• Prior review findings 



Testing Procedures 
1. Account Placements  
2. Collection Activity/Due Diligence  
3. Payment Processing  
4. Accuracy of Loan Balance Calculations 
5. Monthly Status Reporting & Reconciliations 
6. Settlements 
7. Compliance with Federal Regulations (FDCPA, FCRA, SCRA, 

etc.) 
 



Summary 
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