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September 29, 2020
The Honorable Sherrod Brown
United States Senate

The Honorable Ron Wyden
United States Senate

The Honorable Patty Murray
United States Senate

The Honorable Chris Van Hollen
United States Senate

The Honorable Jack Reed
United States Senate

The Honorable Richard Blumenthal
United States Senate

The Honorable Elizabeth Warren
United States Senate

The Honorable Robert P. Casey
United States Senate

The Honorable Cory A. Booker
United States Senate

The Honorable Richard J. Durbin
United States Senate

The Honorable Mazie K. Hirono
United States Senate

The Honorable Sheldon Whitehouse
United States Senate

The Honorable Tammy Baldwin
United States Senate

The Honorable Kirsten Gillibrand
United States Senate

The Honorable Amy Klobuchar
United States Senate

The Honorable Tina Smith
United States Senate

The Honorable Tammy Duckworth
United States Senate

The Honorable Christopher S. Murphy
United States Senate

The Honorable Jeffrey A. Merkley
United States Senate

The Honorable Jacky Rosen
United States Senate

Dear Senators:
I am writing in response to your letter dated September 15, 2020, concerning the options available to
borrowers we serve through the legacy Federal Family Education Loan Program (FFELP). I appreciate
your concern with the status of these borrowers and your request to hear more about our outreach
during the pandemic to inform borrowers of their options.
We promoted and continue to support legislation to provide the same zero percent interest subsidies to
borrowers with privately-held FFELP loans and hope that Congress takes action quickly. This option
provides the least disruptive and most equitable solution for all borrowers. From the onset of the
pandemic in March, we have urged Congress to provide all federal loan borrowers with the same
benefits. We have been disappointed on behalf of these borrowers that Congress has failed to act thus

far. To date, only four Senators have sponsored the bipartisan legislation, S. 4237, the
We urge you to cosponsor this legislation and enact it as soon as possible.
I am proud of the work that the Navient team has performed during these extraordinary times to meet
the needs of borrowers impacted by the pandemic while also protecting the health and safety of our
team. Within weeks of the pandemic onset, more than 90 percent of the Navient workforce moved to
work from home, including our call centers and back office processing teams. Not only was this
transition performed in an astonishingly short period of time, the Navient team accomplished it with no
deterioration in service to borrowers. Other than a rare dog barking, our customers hear little difference
from our pre-pandemic calls. In my weekly call listening sessions, I am pleased to hear the empathy and
thoughtfulness displayed by our Navient team as they help borrowers who cope with difficult issues
arising from the pandemic.
their circumstances. During the first few months of the pandemic, many borrowers opted for a short
suspension of their payment obligations through a forbearance authorized for national emergency.
Contrary to the statement in your letter, borrowers who were displaced or affected by the coronavirus
were able to elect this option over the phone without any unnecessary paperwork. Since the beginning
of the pandemic, we have helped 464,000 borrowers opt for this temporary relief. Many borrowers opted
for this relief due to the uncertainty around the length and severity of the disruption due to the
pandemic. Upon receiving a forbearance, we sent each borrower a communication detailing all options
available to them, including consolidation. Since early July, the vast majority of these borrowers have
exited their forbearance and have reentered repayment successfully. We are monitoring this closely as
the impact of the virus continues into the fall.
Furthermore, it is important to distinguish the Direct Loan portfolio from the privately-held FFELP
portfolio. All FFELP loans were originated prior to 2010 and most of those we own were originated prior
to July 1, 2008. Most remaining FFELP loans are consolidation loans, many of which were consolidated at
low rates with longer terms. Perhaps this is why we saw so many FFELP borrowers remain current
throughout the pandemic and why we are now seeing FFELP borrowers make payments on their loans
that are at rates consistent with pre-pandemic levels.
At the beginning of the crisis, we communicated with FFELP borrowers we serve to help them understand
their options and encourage them to call us if they needed assistance. We designed additional
campaigns to reach borrowers who were affected by the pandemic or were otherwise struggling. For
borrowers who opted to enroll in a short-term coronavirus forbearance, we designed strategies to provide
supplemental advance outreach to help higher risk borrowers prepare to successfully resume repayment.
These borrowers include those who mentioned job loss in their original request for forbearance, who had
prior serious delinquencies, or who have other indicators of financial distress. In addition to receiving the
communications shared with all borrowers whose forbearances were ending, higher-risk borrowers
received additional outreach efforts to help them review their options, including calls and text messages.
For borrowers whose forbearance has ended and who fall behind, we reach out right away to make sure
that they know that there are relief options available to them. For borrowers who are unable to make
their payment and feel their financial distress is likely to continue, we review their eligibility for incomebased repayment as well as other options and help them determine what is the right option for them.
If you would like more information about the options we are presenting borrowers affected by the
coronavirus, I urge you to visit our dedicated online COVID-19 Student Loan Support Center at
Navient.com/covid-19. This website includes options available to borrowers with federally-owned loans
and privately-held loans, along with frequently asked questions. For federal student loan borrowers with
privately-held loans, the website provides borrowers with options, short-term and long-term, as well as
comprehensive FAQs. It provides borrowers with specifics on consolidation and the pros and cons on this
option. The website has received over 4.2 million visits during the pandemic. One of the most helpful
tools is the video on borrower options which we promote our website and on social media.

We encourage you to share this information and links with borrowers who may contact your office with
questions about their student loans.
In addition to passing legislation to provide the same interest subsidies to FFELP borrowers, there are
several other important changes that Congress should enact to help borrowers during these extraordinary
times.
Ease IDR enrollment and simplify changes for income: streamline enrollment and
reenrollment for income-driven repayment, including verbal enrollment for zero income
borrowers and simplified payment adjustment for borrowers whose income has changed
Extended grace period for Class of 2020: provide an extended grace period for new Class
of 2020 graduates and other borrowers who have separated from school during the coronavirus
crisis
Forgive old defaulted loans: write off federal student loans that have been in default longer
than 10 years
One-time credit bureau retraction for reestablishing repayment: allow courtesy removal
of adverse credit bureau information for borrowers whose loans became delinquent once they
establish an on-time payment track record.
We believe these actions will have an immediate and positive impact on helping federal student loan
borrowers and urge you to consider enacting them as soon as possible. My team stands ready to assist
you in answering any questions regarding these important initiatives.
Sincerely,

Jack Remondi

November 21, 2018
WILMINGTON, Del., Nov. 20, 2018 (GLOBE NEWSWIRE) -- Navient (Nasdaq:NAVI) released the following letter from Jack Remondi, President and
CEO, to company shareholders:
Today’s article by the Associated Press continues the practice of ignoring facts to make false, sensational and harmful accusations that discourage
borrowers from working with their servicers. Despite being in possession of the Federal Student Aid (FSA) review and our account-by-account
response, the article repeated a series of false accusations that are not found in any section of the review.
A full reading of the report, our responses included in the report and comments provided by the U.S. Department of Education clearly and
unequivocally refute the accusations that Navient was improperly steering borrowers. They also affirmatively conclude that in those instances where
forbearance was used, it was applied appropriately.
According to a Department of Educationstatement on the review:
…in approximately 9 percent of those calls, it was not clear whether Navient had sufficiently discussed options with the borrower. In response to
FSA’s preliminary conclusions, Navient provided detailed information about each of the calls at issue. Based on FSA’s review of Navient’s
responses and FSA’s independent review of Navient’s overall performance, FSA has concluded that Navient is substantially in compliance with
its obligations.
The article also claims that the CFPB and others did not possess the report (though later it admits they did). In fact, the review has been in the hands
of the CFPB and state AGs for nearly a year.
One of the main claims is that enrolling borrowers in forbearance is an inappropriate and therefore deceptive practice. This conclusion is deceptive in
itself and shows a lack of understanding of the different repayment options available to borrowers and how forbearance can be both a proper and
lower cost option for borrowers. It also ignores the fact that the option of forbearance was authorized by Congress and no senator has initiated any bill
to eliminate it as a valid option. A full reading of the review and our response makes it clear that we discussed options other than forbearance or that
forbearance was the most appropriate option choice for the borrower. Navient provided these details to Senator Warren in a letter dated November 15,
2018.
The letter, which we are releasing at navient.com/legalfacts in response to the Senator’s press release makes clear that the accusations are false and
misleading and are a blatant attempt to discredit the good work of my 6,000-plus dedicated colleagues.
The Department of Education statement continued:
Program data indicated that Navient’s overall use of forbearance was consistent with that of other servicers, while the duration of forbearances
for Navient borrowers was actually among the lowest of the Department’s nine servicers. Navient also had among the highest take-up rates for
income-driven repayment plans, as well as longer than average call durations in comparison to all servicers.
The federal loan programs offer over 50 different repayment options. Some are designed for long-term challenges and others are designed to address
short-term challenges. Contrary to some views, no single option is always best or always worst. It always depends on the borrowers’ unique
circumstances. The most expensive option is doing nothing and allowing the account to become delinquent and/or default. At Navient we help our
customers select the option that best fits their needs. The results are crystal clear, borrowers serviced by Navient have the highest enrollment in
income-driven repayment programs of all comparable servicers and are least likely to default.
We are proud of these industry leading results and I am proud of the work our team does each and every day to assist borrowers. It is deeply sad that
these false accusations are spread without facts to support them and, as a result, borrowers are discouraged from engaging with their services.
Nevertheless, we will continue to provide quality service to help our customers succeed.
Sincerely,
Jack Remondi
Navient (Nasdaq: NAVI) is a leading provider of asset management and business processing solutions for education, healthcare and government
clients at the federal, state and local levels. The company helps its clients and millions of Americans achieve financial success through services and
support. Headquartered in Wilmington, Delaware, Navient employs team members in western New York, northeastern Pennsylvania, Indiana,
Tennessee, Texas, Virginia, Wisconsin and other locations. Learn more at navient.com.
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PRESCREEN & OPT-OUT NOTICE: This “prescreened” offer of credit is based on information in your credit
report indicating that you meet certain criteria. This offer is not guaranteed if you do not meet our criteria.
If you do not want to receive prescreened offers of credit from this and other companies, call the consumer
reporting agencies toll-free, at 1-888-567-8688, or write to: TransUnion LLC, Attn: Marketing Opt-Out,
P.O. Box 505, Woodlyn, PA 19094-0505; Equifax Options, P.O. Box 740123, Atlanta, GA 30374-0123; or
Experian Opt-Out, P.O. Box 919, Allen, TX 75013.

Jack Remondi
President and Chief Executive Officer
123 S Justison St
Wilmington, DE. 19801
Telephone: 302-283-8460
E-Mail: jack.remondi@navent.com

July 5, 2016
The Honorable Elizabeth Warren
317 Hart Senate Office Building
Washington, DC 20510
Dear Senator Warren:
During our recent meeting, you asked for copies of our customer service representative scripts relating to
inquiries from borrowers who attended Corinthian College or schools in the Corinthian network. Enclosed
is the information you requested.
Borrowers who attended Corinthian College or network schools may qualify for discharge under two
provisions – Closed School or Defense to Repayment. I included information on both of these programs.
We continue to work closely with Federal Student Aid (FSA) to complete loan discharges once FSA
makes discharge determinations on Defense to Repayment applications submitted by former Corinthian
students.
Last week FSA announced it is moving forward with a pilot to conduct proactive outreach to borrowers
potentially eligible for the Defense to Repayment cancellation benefit. We expect FSA will pick one or
more servicers to participate in the pilot. Eligibility criteria and application processes for this cancellation
benefit are complex and likely daunting to many borrowers (see attached sample forms). Further, we
know that borrowers who did not complete their program of study or who are otherwise at-risk, tend to
drop out of communication when they drop out of school. We believe the new proactive outreach
campaign being proposed by FSA will greatly assist borrowers access the relief they are entitled to by
law.
In our response to FSA on the pilot we will be recommending that the pilot also include borrowers
potentially eligible for closed school discharge. Further, we have made numerous recommendations to
simplify income driven repayment application processes which we believe can also be applied to the pilot
currently being considered for Defense to Repayment, including use of e-signature tools to allow
customer service representatives to help borrowers complete and sign the applications in real time during
one-on-one counseling sessions.
Overview of Closed School Process for Corinthian Borrowers
FSA provided Navient and other federal servicers with a list of impacted borrowers from the closing of
certain Corinthian schools and campuses. Based on this notice and FSA requirements, Navient notified
these borrowers of their potential eligibility for the closed school cancellation benefit and provided the
closed school application for discharge. FSA instructions require they notify us of approved customers
prior to any outreach. Prior to sending the notice, Navient applied an administrative forbearance to bring
the loan current (if the account was in repayment and delinquent) and granted the borrower a prospective
administrative forbearance relieving the borrower from payments during the application process. FSA also
conducted outreach to these same borrowers. Through incoming and outgoing calls, applications
continue to be sent to borrowers potentially eligible for cancellation. Application response rates are higher
than expected for this at-risk population but we believe the new outreach pilot can increase the rates even
further.

Defense to Repayment
Under existing rules, the Defense to Repayment cancellation benefit for Corinthian borrowers only applies
to direct loans or FFELP loans owed to the Department of Education. The proposed regulations would
extend the program to commercial FFELP loans but require borrowers to consolidate potentially
discharge-eligible loans in order to qualify for the discharge.
FSA conducted various campaigns to notify borrowers of their options for discharge under the defense to
Repayment provisions. If we receive an inquiry, we direct the borrower to the
www.studentaid.gov/borrower-defense website for more information and also advise that they can contact
the Defense to Repayment hotline or contact FSA by email. We encourage use of the FSA website since
it has the latest information and has the attestation forms posted where borrowers can download or apply
on-line.
Under the current process, FSA provides servicers with a listing of borrowers (at least weekly, often
daily). Servicers are required to apply an administrative forbearance to any direct loans or ED-owned
FFELP loans. In addition, a borrower is permitted to use discretionary forbearance time on any
commercial FFELP loans if they do not want to pay on their loan(s) while their claim is being evaluated –
servicers are not permitted to automatically apply an administrative forbearance for commercial FFELP
loans. The application mailing and review process is managed by FSA. FSA notifies servicers and
borrowers of approvals. In addition, FSA notifies servicers if the administrative forbearance needs to be
extended. ED also notifies servicers and borrowers of any denials. Servicers enter approvals and denials
on the account history and handle other required actions such as credit bureau adjustments.
Disability Discharge
You also asked about our practices for determining if a borrower qualifies for disability discharge. While
we do not routinely ask every customer if they are permanently disabled, we do ask probing questions to
understand a customer’s current circumstance. For example:
We ask the customer if they are currently employed. This often leads to information as to
whether the customer is working, not working and searching for employment, not working but
starting a new job in the near term, working part-time and searching for full-time employment, or
not working due to a disabling condition.
Follow up questions help us understand if the situation is temporary or permanent. Answers to
these questions help us determine if solutions are needed for a short term situation (e.g. car
trouble this month) or long term situation (work injury, medical condition).
We also ask questions about the borrower’s current source of income. Responses relating to
disability income would also trigger discussions on discharge options.
Attached is a copy of the call center scripting flow that is used to help us identify the best option(s) to
assist borrowers. This flow helps us identify if a borrower is eligible for a disability discharge benefit or
other program option. In addition to the support provided by our call center representatives, information
about disability discharge and other program benefits are also on our website, www.navient.com.
Thank you again for your time. I found the meeting productive and hope you did as well.
Sincerely,

Jack Remondi
Attachments:
Attestation for Certain Heald College (sample form)
Draft Application for Defense to Repayment form (subject to public comment)
Closed School and Defense to Repayment Call Scripting
Sample Call Flow to Guide Discussions with Borrowers

Jack Remondi
President and Chief Executive Officer
123 S Justison St
Wilmington, DE. 19801
Telephone: 302-283-8460
E-Mail: Jack Remondi@navient.com

March 18, 2016
The Honorable Elizabeth Warren
317 Hart Senate Office Building
Washington, DC 20510
Dear Senator Warren:
Your statement from the floor of the United States Senate preceding the vote to confirm Dr. John
was unjustly critical of Navient. Unfortunately,
whoever did your research did you a disservice. O
-working, dedicated
7,000-plus employees, I must set the record straight. In short, Navient:
did not cheat service members,
of service members.
did not
law.
did not cop to ripping of service members.

-handed

What Navient did do was enter into a voluntary settlement in order to move forward and complete
our company separation from Sallie Mae. As the language of the agreement clearly states, Navient
did not admit to wrongdoing. In fact, we were ready to contest each and every one of the
allegations.
The Servicemembers Civil Relief Act (SCRA) postpones or suspends certain civil obligations for active
duty military personnel in order to relieve pressure on their families and permit them to fully devote
themselves to duty. The SCRA provides for a 6% interest rate cap benefit on student loans while
deployed. The statute also, very clearly, requires military personnel to apply for this benefit, in
writing, along with a copy of their orders.
In drafting the statute, Congress placed the burden of applying for this benefit on the military
personnel rather than making it automatic. The language in the Servicemembers Civil Relief Act is
straightforward:

The Department of Education provided servicers such as Navient with specific written requirements
on applying the 6% rate cap:

1

ED requirements:

Congress instructed the executive branch to require two documents from active duty military
personnel: a copy of military orders and a written request for the SCRA benefit. And the
Department of Education reading the plain language of the statute required borrowers to submit
those two documents.
As early as 2011, Navient perceived the needless complications of requiring active duty military
personnel to submit both a written request for the rate cap and a copy of their deployment orders,
so we joined with other servicers to formally ask the Department of Education for a simpler, more
common sense process.
No, given the clear language of the statute.
Navient followed the statute and the Department of Education regulations, regulations that were
also consistent with instructions published by both the CFPB and the Department of Justice. Despite
the clarity of the statute, the Department of Justice chose to stake out new thinking about where
the burden of application should reside and implement its new interpretation through our company.
new interpretation of the SCRA, DOJ would disregard the statute and the guidance
from ED and no longer require the service member to provide both documents.

The Department of Education has acknowledged publically that the new DOJ standards differed from
their regulations. In fact, DOJ had to provide Navient with a waiver from the Department of
Education in order for us to carry out the terms of the settlement. After the settlement was
announced, the Department of Education issued new regulations and conducted their own review of
servicers. Further, the recent Department of Education
lso confirmed
that the DO new standard was different.
From the report:

Your statements also distort the actual findings of the Inspector General with regard to Navient. I
have attached more detail on the SCRA issue and the major findings from the Inspector General
with regard to Navient.
As a result of our settlement, Navient avoided a protracted legal battle with our client, the United
States government, by voluntarily agreeing to make payments to service members, and the
government did its part by streamlining the process for deployed military personnel. Navient has
sent benefit checks to every service member who had eligible service whether or not they applied
for the benefit. In fact, 95 percent of the service members who received a check through our
settlement did not apply for the benefit.

2

Navient takes its commitment to American service members very seriously. Navient was the first
servicer to create a dedicated team to support the unique needs of service members. We were the
first to create a dedicated website for service members. We were the first to establish a separate toll
free number for service members. We led servicers in the development of a guide on benefits for
service members, and most recently led servicers to develop a standard semiannual notice to service
members reviewing unique benefits available to them. More broadly, Navient leads the servicing
industry in preventing defaults and enrolling borrowers in income-driven plans results that are
hugely beneficial to service members and non-service members alike.
All 7,000 of us at Navient come to work each day trying to do the best job possible for our
customers and clients. When factually inaccurate statements are made, no problems are solved, the
livelihood of thousands of hard-working employees are put at risk, and, in fact, an atmosphere is
created that is a disservice to the very borrowers we all want to help.
Nine times out of 10, when we reach a struggling federal student loan borrower, we can help him or
her avoid default; conversely, 90 percent of borrowers who default have never responded to our
numerous outreach attempts. We need your help and all policy officials to encourage struggling
federal student loan borrowers to pick up the phone when their servicer calls so that we can help
them find the repayment plan, including income-driven repayment options, that works for them.
Senator, in order to avoid a lengthy debate, I invite you to visit our military team at our Indiana
servicing center. There, you will be able to listen to the pride and expertise this team brings to their
job, their personal connections to service members, and expressions of thanks to service members
and family members for their sacrifice for this country. I ask you to present your questions about
our treatment of service members to them and to listen to their replies. You can hear firsthand
from those working directly with service members how military benefits could be improved. I am
constantly impressed by these dedicated men and women, and I believe you will be too.
I look forward to hearing from you. I am happy to meet with you again at your convenience to
discuss the facts around these issues and can be reached at any time at 302-283-8460.
Sincerely,

Jack Remondi
CC:

Secretary John B. King
Senator Lamar Alexander
Senator Patty Murray
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In January 2015, the Department of Education
completed a revie
The review was based on a statistically valid random sample of accounts selected by Ernst & Young
-servicer reviews conducted by ED of Navient and
the other federal loan servicers.
issued a report in
February of 2016, criticizing
methodology used in the all-servicer reviews. The IG report could not
comment on the validity of the statistical sample selected by E&Y in the special Navient review. We do
not know why E&Y did not provide their sampling methodology. As stated in public reports (including the
IG report) for the Navient review, ED modified and strengthened procedures for identifying the universe of
potential eligible borrowers and expanded the sample size. The following is a summary of the E&Y
selection criteria and ED findings for the Navient review based on publicly available information.

Loans serviced by Navient on behalf of ED, with an interest rate in excess of 6 percent for the period
June 17, 2009 through November 2014, were extracted from the National Student Loan Data System
(NSLDS) and matched against the Department of Defense Manpower database (DMDC).
o This is different from the review of other federal servicers that simply used the NSLDS
database1.
This match generated a population of 112,190 loans made to 54,410 borrowers.
These matched records were provided to E&Y who selected a statistically valid random sample of
300 unique borrowers and an additional 100 borrowers for substitutions if needed. (Navient sample
was three times larger than the other TIVAS.)
After adjusting for borrowers who only had active duty or notification of active duty start dates
(reservists or National Guard members) that began after May 31, 2014, the borrower population was
determined to be 52,848 borrowers.
E&Y then eliminated 7 borrowers who had not been in active duty status prior to June 1, 2014, and
replaced them from the substitute population.
The updated random sample of 300 unique borrowers with a total of 755 loans was used by ED to
conduct the review.

For the 300 borrowers tested:
23 borrowers requested the SCRA interest rate cap:
o Navient correctly granted the SCRA interest rate cap to 16 borrowers.2
o Navient correctly denied the benefit to 6 borrowers
o Navient incorrectly denied the benefit to 1 borrower. As a corrective action, Navient retroactively
applied the SCRA benefit to the account.
Error rate based on this sample was 4.3%.

The IG found that they could not assess the validity of E&Y sampling methodology, but did state that
ED
identifying the universe of potential eligible
3 borrowers whose SCRA benefit was processed
after the review period. None of these borrowers requested the benefit prior to the review period but
their active duty period was concurrent with the review period. Excluding these borrowers from the
pool, the results would have been:
o 20 out of 297 service members in the sample requested SCRA for their student loans
o Navient processed the benefit to 15 of these service members
o Navient properly denied the benefit to 4 ineligible service members
o Navient incorrectly denied the benefit to one borrower (which we have corrected and
resulting in an error rate of 5%.
Under the new DMDC matching, which we have advocated since 2011, these errors are
eliminated.

1 NSLDS (an ED system used to track loan status and other loan information) only identifies borrowers who had received a military deferment,
whereas the Department of Defense Manpower database identifies military borrowers who are in an active duty status.
2 The May 26, 2015 report originally cited 6 instances where Navient incorrectly granted the benefit
that is, where Navient gave customers
. The SCRA benefit processing for the loans in question
occurred between August 2008 and April 2011
borrower. However, subsequent to this period, the Department of Education issued requirements for lenders and servicers to secure a
Following

of processing and the provisions of the DOJ consent order. FSA agreed no account adjustments or corrective actions were required.

