I, Carrie Wofford, hereby attest:

1. I am the President of Veterans Education Success, a non-profit I founded in
February 2013 to protect and defend the integrity and promise of the GI Bill and other federal
education programs for veterans and servicemembers.

2. Before founding Veterans Education Success, I was Senior Committee Counsel
on the U.S. Senate Committee on Health, Education, Labor & Pensions. Among the wide variety
of issues I worked on in that role, I provided guidance to the Committee’s comprehensive
investigation into the abuses of the for-profit college industry as a whole, including ITT, and I
led the Committee’s work protecting veterans and service members from abuses by for-profit
colleges like ITT.

3. I was awarded the 2012 Freedom Award, the 2012 Congressional Staffer of the
Year Award, and the 2012 Legislative Proponent Award for my work building a coalition of
allies on and off Capitol Hill to protect veterans and servicemembers from abuse by predatory
for-profit colleges.

4. I received a law degree from Yale Law School in 2001.

5. In my current role as President of Veterans Education Success, my staff and I
have communicated with thousands of veterans and servicemembers who attended and were
deceived by predatory for-profit schools. In particular, my staff and I have spoken with hundreds
of former students of ITT, who have come to my organization for help and to share their
experiences. | have also spoken with several high-ranking former ITT employees who contacted
my organization to express concern about ITT’s treatment of veterans. The following paragraphs
summarize my organization’s findings.

6. Military veterans and active-duty servicemembers are often targeted by

unscrupulous for-profit education companies because, through an unfortunate loophole in the
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federal Higher Education Act (known as the “90/10” loophole), for-profit companies use an
accounting gimmick to count military and veterans education funds as private dollars, which the
companies use to off-set the cap the companies otherwise face on the amount of federal funds
they may receive. In other words, as Holly Petreaus, the head of Service Member Affairs at the
U.S. Consumer Financial Protection Bureau, wrote in the New York Times, “For every service
member or veteran enrolled at a for-profit college and paying with military education funds, that
college can enroll nine others who are using nothing but Title [V [Education Department]
money. This gives for-profit colleges an incentive to see service members as nothing more than
dollar signs in uniform, and to use aggressive marketing to draw them in and take out private
Joans."

7. Most students who use the GI Bill and other related military benefits do not need
student loans to complete their schooling. The Post-9/11 GI Bill is America’s chief way of
saying thanks to men and women who have risked their lives in dangerous war zones in Iraq and
Afghanistan. It is not just thanks; it is also America’s assurance that the current generation of
veterans will not be homeless or reliant on public assistance; it is their ticket to a successful
civilian career and the American Dream. The Post-9/11 GI Bill is a generous benefit. Indeed, the
GI Bill is sufficiently funded to provide veterans a “free ride” at public universities and colleges,
and the GI Bill also provides housing and book allowances. However, veterans and former ITT
employees have told me that ITT recruiters routinely deceived veterans about the true cost of
ITT’s tuition, because they did not want veterans to know that ITT cost more than a public
university, and often deceived the veterans into loans the veterans did not want. ITT often

pressured veterans to complete the FAFSA form to see if they were eligible for grants; the



students were promised that any money they got would be from grants, not loans. In addition,
and more troubling, ITT also apparently signed veterans up for loans without their permission.

8. Many students who attended ITT discovered after graduation that they have
significant student loan debt — some have as much as $80,000 in debt (on top of using up their
entire GI Bill) — acquired without their knowledge, that they must pay back.

9. The impact on these veterans is severe. They are left with crushing debt, which
has broken up some of their marriages and caused emotional hardship; their hard-earned GI Bill
is gone; and they have a subpar, often unaccredited, degree or no degree at all.

10.  Inaddition to deceiving veterans about loans, ITT appears to have forged student
signatures on loan documents. Many ITT students report that the school took out loans in their
names without telling the students, allegedly even “forging” the student’s electronic signature on
Master Promissory Notes (by requesting an electronic account from U.S. Department of
Education Federal Student Aid, filling out the Master Promissory Note without the student’s
knowledge or permission, and then setting up an email address to capture the responses from the
Department of Education, without the veteran’s knowledge).

11.  Former ITT recruiters and financial aid employees told me this practice was not
uncommon at ITT. They said some ITT financial aid officers convinced themselves it was not
forgery to package student loans without a borrower’s permission because electronic signatures
were not the same as real signatures. Other ITT financial aid officers understood it was forgery,
but nonetheless engaged in this fraudulent practice.

12.  Many ITT students also complained that private loans were taken out on their
behalf, without their consent, instead of federal loans. Lies concerning private loans are

especially problematic because those loans are often higher interest and do not have the same




deferment and forbearance rules. If a school lies about loans, a student can experience major
credit damage, which harms students and their families for decades to come.

13.  Inaddition to being lied to about loans and the ITT tuition, veterans who have
come to my organization for assistance also report that ITT recruiters routinely lied to
prospective students about the accreditation of various ITT programs as well as the overall
accreditation of ITT as an institution, the transferability of ITT credits to legitimate schools,
graduates’ eligibility to work in certain occupations which ITT knew it was not authorized or
adequately preparing students for, graduates’ job prospects and likely salaries, and the quality of
the teachers, class materials, énd education overall.

14.  One veteran told me that ITT promised him that its criminal justice degree had the
same accreditation and training as criminal justice programs at public colleges. Upon graduation,
he applied to 24 police departments, flying on his own dime to make his case to the police
departments. Every single department told him ITT’s training was not properly accredited and
did not meet the basic requirements for police work. He had wasted his entire GI Bill, and was
left with more than $80,000 in private loans to ITT.

15.  Former high-level ITT employees described falsification of job placement rates.
Students were counted as having job placements, when, in reality, the student had only an
internship or a short-term placement that lasted two weeks.

16. One high-ranking employee of ITT approached my organization to alert us to a
“bait and switch” scam targeting GI Bill users. Specifically, because ITT was so eager to get the
GI Bill (to offset its cap on Education Department funds under the 90/10 loophole), ITT would
promise veterans it could offer them training and programs it didn’t actually offer, and then

would enroll the veterans in an entirely different program. We encountered at least half a dozen



veterans who said this happened to them. For example, a veteran who was promised he could
receive a B.S. in Engineering at ITT was instead enrolled in Accounting — without his knowledge
or permission — because ITT did not want to admit it did not offer Engineering at his campus.
The school kept stringing along the students by promising the degree théy wanted would be
starting “in the next term” or by lying to the students that the classes they were enrolled in were
part of the degree the student wanted, even though the school knew full well that they were not.
ITT’s “bait-and-switch” tactics were not isolated incidents. One campus played this trick on
veterans on three separate occasions within a five-year time span. This resulted in veterans
wasting their one shot at the GI Bill.

17.  ITT employee whistleblowers, including high level leadership, provided internal
corporate e-mails and documents to demonstrate this and other frauds being perpetrated on
veterans.

18.  ITT even manipulated veterans into providing positive reviews to the U.S.
Department of Veterans Affairs (“VA”) by promising that positive reviews would increase the
likelihood that the school could offer veterans a course of study that they wanted. The “quid pro
quo” was explicit, with one veteran telling us he told ITT, “We defended ITT Tech when it came
to the VA issue. It is time you keep your promise and hold up your end of the bargain by
granting us our chance at our degree,” After veterans at one campus defended ITT to the VA, the
school cancelled the veterans’ desired program of study. Veterans did not learn about the
cancellation until the day when they were scheduled to start their classes. When complaints
about the cancellation were escalated to the ITT’s corporate office, one corporate representative

feigned that the decision was motivated by concern for veterans’ academic success. The manager




wrote that ITT avoids having small class sizes whenever possible because “small class size is not
as effective in fostering [a] good educational environment™ for students.

19. Executives within ITT’s corporate headquarters (“HQ”) sometimes used student
needs to put window dressing on enrollment quotas. For example, Karen Carlozzi, ITT’s
corporate Vice President for Recruitment, circulated an email encouraging recruiters to ramp up
enrollment for programs with fewer than ten students because “we do not want to delay a
prospective student from beginning class due to small section size.” In other words, Carlozzi was
suggesting that ITT would cancel more programs if recruiters did not improve enrollment
numbers. The same email contained a chart comparing different campus’s success rates at getting
prospective students enrolled and pre-packaged for financial aid. In another e-mail, ITT District
Manager Nader Mojtabi wrote, “We try to avoid [small class size].”

20.  Former employees describe a bifurcated culture where ITT presented the external
appearance of concern for students and regulatory compliance. Within ITT, however, students
were viewed as potential sales targets. [TT’s internal communications focused on “sales
production,” rather than student needs. One concerned employee reported being rebuked after
suggesting that a prospective student should complete a remedial course at a community college
before enrolling at ITT.

21.  ITT’s internal culture was highly focused on recruitment numbers. Campus
managers and employees who failed to meet recruitment metrics were punished and terminated.
Recruitment minimums and goals were set by HQ and closely monitored through a top-down
incentive structure, as documented in the internal documents employees shared with us. ITT
policies ensured that campus managers and employees were constantly under pressure to meet

their recruitment targets.



22.  Campus recruitment numbers were tracked and managed by many layers of
review from ITT HQ. ITT’s Corporate VP for Recruitment and Corporate VP for Student
Finance sent weekly emails to all ITT campuses comparing their recruitment numbers and
encouraging more enrollment. ITT employees shared such weekly emails with us. Additionally,
District Managers were in daily contact with campus managers and often provided targeted
recruitment advice. For example, ITT District Managers instructed campus managers to hold
phone-a-thons and create competitions between staff members to boost enrollment numbers.
Pressure was put on ITT employees to increase the number of students each month that they
were able to “package.” (To “package” a student means to get him fully enrolled and signed up
for loans.)

23.  The pressure generated by constant tracking and comparison on enrollment
numbers was backed by a centrally controlled Human Resources policy that linked ITT
employees’ job security with “sales production.” Admissions representatives and financial aid
representatives who did not meet their targets were subject to “corrective actions” that
progressed in severity from counseling to warnings and finally to termination. These policies
were in writing and were distributed by ITT’s COO and President, Gene Feichtner, and ITT’s
Human Resources director, Julie Gasaway. We have been copies of these documents by ITT
employees.

24.  Branch campuses reportedly had no authority or decision making power over HR
decisions. ITT held trainings across campuses and distributed templates to ensure that all
campuses were “on the same page” regarding “corrective actions.” Moreover, ITT’s central HR

office maintained approval-level control over all “corrective actions.”




25. Campus managers, in turn, were expected to apply constant pressure to encourage
staff members to meet their numbers. Every week, recruiters met with a campus Director of
Recruitment (“DOR”) to review their enrollment numbers. These review meetings were
documented with notes maintained in the employee’s permanent file. Per ITT policy, each
employee was subject to a review at least once a month, and “corrective action” was required if
the employee had failed to meet certain recruiting quotas.

26. ITT recruiters who failed to meet their target numbers received “counseling” as
their first “corrective action.” They would also be assigned to observe a “Seasoned
Representative,” so that underperforming recruiters would absorb effective sales tactics,
including applying undue pressure and using misrepresentations.

27.  HQ’s centralized counseling template asks employees to “meet all ITT
Representative expectations written and implied.” (emphasis added).

28. According to high-ranking former employees, the written guidance for ITT
employees was designed to be “clean” and pass any government inspection, but the real guidance
was not what was written down. The real guidance to recruiters was that they were expected to
“do anything and say anything” to convince prospective students to sign up and complete
financial aid packages.

29. One former recruiter who won multiple awards and was promoted to a
management position said that when training a new representative, advisors would mention an
“unspoken culture and unspoken methods.” For example, this employee recalls telling students
that ITT’s job placement rate for students was 70%, even though that number was not accurate.

30.  ITT recruiters across multiple campuses were trained to create a false sense of

urgency by telling prospective students that if they did not sign up immediately, they would be



barred from signing up for the next six months. This was not true. ITT campuses were constantly
eager to enroll more students.

31.  Financial aid officers were also pressured to meet target numbers and were
subject to “corrective actions” if they failed to meet quotas for financial aid packaging. ITT
incentivized advisors to get students to take out loans, whether the student needed it or not.

32.  Former employees compared ITT’s financial aid representatives to the finance
advisors at car dealerships. ITT corporate policy mandated a two-step financial aid process: the
“Pre-Conductor” would provide a sales pitch on the financial value of the program and the
“Conductor” would overwhelm the student with paperwork. Financial aid representatives had to
engage in a set number of “Conducts” each week, or face termination.

33.  Financial aid representatives were trained to sell students on “Opportunity
Scholarships.” In reality, these were offered to nearly all prospective students. The published
price was never used. ITT used this practice of presenting an inflated sticker price along with a
purported “scholarship” or discount to make students feel like they were getting a deal.

34.  ITT employees also told me that regional senior leadership for ITT, including
regional chief financial officers, regularly said aloud in meetings that they were uncomfortable
reporting data and numbers to the U.S. Education Department that they were asked to submit,
because they knew those numbers to be false. Such reports included job placement rates,
graduation rates, and compliance with Education Department rules, including the 90/10 rule with
its loophole for veterans..

35.  Employees at the highest levels of campus management traced ITT’s policies to

the top of the ITT’s corporate structure. ITT’s corporate headquarter in Carmel, Indiana, was a




“command and control entity” that exercised “100 percent” control over the recruitment tactics,
financial aid pressure, and Human Resources practices used across all branch campuses.

36. ITT used intimidation and retaliation tactics to shut down employees who tried to
question corporate policies. ITT’s Legal Counsel made threatening phone ‘calls. ITT’s HR
director frequently stated “if you push back, you will hear from HQ.” One employee was
threatened after he sent an email to ITT’s CEO, Kevin Modany, expressing concerns about
inaccurate statements that were made to students. ITT threatened to terminate this employee
shortly after this email was sent. Some employees expressed concern that ITT would retaliate on
a personal level and asked to remain anonymous.

37.  Attached to this affidavit are true and correct copies of e-mailed documents that I
received from whistleblower employees at ITT, and redacted to protect the identities of sources.

38. Exhibit A is a copy of an email from ITT’s President and Chief Operating Officer,
Gene Feichtner, on October 1, 2012, to all ITT College Directors, District Mangers, and
Regional Directors of Recruitment with the subject “Representative Minimum Standards for
Conducted Interview.” The names of some individual recipients are redacted. This email
describes ITT’s centralized and uniform policy for progressively disciplining recruitment
representatives who fail to meet minimum standards for recruitment. Representatives who failed
to meet their quotas were punished and terminated.

39.  Exhibit A-1 is a copy of a document attached to Exhibit A providing “Definitions
and FAQ’s” on “Representatives Minimum Standards for Conducted Interviews.” [sic]

40. Exhibit B contains an email that was sent by ITT’s Human Resources Partner,

cczl’ld

Julie Gasaway on August 12, 2014 with the subject Quarter Performance Management.”

The names of some recipients as well as header information showing that the email was
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forwarded are redacted. This email shows the centralized control of “corrective actions” against
ITT employees who demonstrate “performance deficiencies” — in other words recruiters who fail
to meet their enrollment and financial aid packaging numbers.

41. Exhibit B-1 is a copy of a model “Counseling Form” that was‘attached to Exhibit
B. Names and other information identifying the employee and supervisor discussed on this
model form are redacted. HR required campuses to use this form if recruiters failed to meet. their
quotas. This document shows-the corrective actions that ITT recruiters were subject to if they
failed to meet ITT’s “written and implied” expectations.

42.  Exhibit C is a copy of two emails sent from Ms. Gasaway to ITT campuses and
other members of HQ. The first email was sent on Nov. 6, 2014 with the subject “Further
Clarification of Rep Performance Standards.” The second email was sent on November 24, 2014,
with the subject “TEMPLATES — Rep Performance Management.” The names of some
recipients are redacted. These emails highlight ITT’s policy of maintaining central control and
uniformity across branch campuses.

43.  Exhibit D is a redacted copy of two emails sent from ITT’s Vice President of
Recruitment, Gene Feichtner, Karen Carlozzi, in August 2015 to all ITT Directors of
Recruitment, College Directors, District Mangers, and Regional Directors of Recruitment. The
first email with the subject “RPvA Leader’s Board” was sent on or around Monday, August 24,
2015 and began with the text “Just 3 weeks left!” The second email, also with the subject “RPvA
Leader’s Board” was sent on Monday August 24, 2015, and began with the text “there are 2
weeks remaining.” The names of recipients and header information showing how emails were
forwarded are redacted. The first email was magnified and the send date was omitted, however,

the second email provides context and a probable date range for the first. Together, these emails
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reflect the weekly tracking and comparison of recruitment numbers across ITT campuses by
central management.

44, Exhibit E is a copy of two emails sent from ITT’s Vice President of Student
Finance, Michael “Mick” Lindvay in September 2015 to all Directors of Finance, Directors of
Recruitment, Regional Directors of Recruitment, College Directors, District Managers, and VP
of Recruitment, Karen Carlozzi. The first email was sent on Sept 9, 2015 with the subject “Top
Leaders in September Packaging one week before start.” The forwarding heading is redacted.
The second email was sent on September 15, 2015, with the subject “September Packaging
Leaders.” These emails further reflect the pressure from HQ to increase recruitment numbers and
also reflects the coordination between ITT’s Recruitment and Student Finance departments.

45.  Exhibit F is a copy of “Coaching Document™ that was distributed by ITT HQ and
that lists possible “Action Plans™ for recruitment representatives who fail to meet quotas. Names
and other information identifying the employee described on this model form are redacted.

46. Exhibit G is a copy of a series of five emails that were distributed by ITT’s
District Manager for the Southern California region, Nader Mojtabai, to campus managers
between March and August 2015. The names and identities of recipients are redacted. These
documents reflect the constant pressure to produce recruitment numbers.

47.  Exhibit H is a copy of an email chain sent from ITT’s National Dean, Paula
Cherry, on September 1, 2015, to ITT managers with the subject “Please Read.” This document
includes an email sent to Ms. Cherry from an ITT student veteran about ITT’s bait-and switch-
practice. The names of some recipients and the name and identifying information for the student

veteran are redacted.
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48, Uahilit 1ig g redacted copy of i eraail sent from 177 District Manzger Mader
Mojtabal on September 1, 2013, to ITT managers with the subject “Mader small program
inputf]” The names of some recipients and the forwarding block are redacted. This email rellects
ITT 5 spprodch to managing complaints from student veterns.

49, Bxlibit 1 is 2 redacted copy of an ematl sent from a second student veteran, on
Beptember 1, 2015, 1w ITT managers with the subject “Re: Financial Aid Appointment.” This

¥¥

docament funther reflect TTT s “bait 2nd switch” practice, including ITT s attempt b continug 1o
package veterans for Gnancial aid, even alter managers decided to cancel the program in which
veterans had enrolled. The names of some recipients and the name and identifying information
for the student veteran are redacted.

50 1 am submitfing this aflidavit fn support of former VTT students and their claims in
the TTT Ban ng}g&g

51, 1cenify under pain of perjury that the foregoing is true and comrect to the best of
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Representative B conducted seven interviews during the four week period of measure and did not meet the minimum standard.
Representative B will be issued a written waming after week two based upon their inability to achieve an average of two conducts. The
representative will then receive a final waming at the end of the period of measure for failing to average the minimum standard of
conducts during the entire four week period. Representative B will then be required to meet the average minimum standards during

their next period of measure or be subject to termination.

By implementing the minimum standard expectation we will provide higher levels of service to our prospective students, move towards
becoming more efficient and productive in our recruitment process, and more consistent in measuring our minimum standard

expeciations.

Should you have any questions do not hesitate to contact your District Manager.
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REPRESENTATIVES MINIMUM STANDARDS FOR CONDUCTED INTERVIEWS

Eligible Reprasentativa - & Representative who maets all certification, licensure and othar company
requirerents to meet with prospactive students,

Mintlmum Standard - Representatives must conduct an average of two facae-to-face intervicws
(Conducis) per weck during a Period of Measure.

Parind of S‘v‘ zagura — a rolling four waek period which are the four minst recent weels of Roprasentative
performarice data pirior 1o the Evaluation Date. The first Peried of Measure begins on ioricday, Cctober

1, 2012,

Evaiustion Dats ~ Renresentative performarice will be evaluated bi-weekiy beginning on October 23,
#0122 ior a Pariod of Measure. Subsequent Evaluation Dates are Mov, 12, Mov. 25, Dac. 10 and every two
wecks thereafier).

Farma! Counseling: — Representatives will meet weekly, at a minimuin with their DOR/VIOR to review
their nerformanze to thelr Represeniative Plan vs Acivtal (RPVA). This imeeting will be recorded on the
RPvA Coaching Docurient rescri and maintained in the individual Representative binders,
Conversations and Documeritation surrounding negative variances to quarter plan will be considered

Formal Counseling Sessions.

Written Warning: — A Repraseritative that was at tha Formal Counscling staze and fails tc meat the
Iviinimurm Standard for a subsequent Period of vizasure will recaive & Writlen Warning in accordance
witl Policy £R 14.1 — Lorrsctive Action.

Final Written Warning: A Representative that was at the Written Warring stage of the Corractive
Acticn process and fails to meet the iviinimum Standard for a subsaquent Period of Measure will receive
a Final Written Warning in accordance with Policy R 14.1 - Corractive Action.

Tarmination: A Representative that was at the Final Written \Warning stage of the Corractive Action
process and fails to meat the iinimum Standard for a subsaquent Period of Measure wil! have their
employment terminated in accordance with Policy ER 14.1 - Corrective Action,

A Reprasentative can clear or “reset” the corractive action process for Minimsun Standard i he or she
recaives no further cerrective action for a period of six (6) inonths from the data of the last Cerraciive
Action. Corrective action for subsaquent failures to achieve the Minimurn Standard for a Period of
Maeasure will begin at the Writters Warning stage.

10/2012




How are weelk long shsences from work {vacation, sick, jury duty, st} factored in to the calealation of
the average numbear of Conduets par week? In the event of a week long absence from work, the
average for a Period of Measure will be the actual number cf Conducts dividad by the number of weaks
that the Representztive worked during the Period of Measure.

Hew sre partial weel absenoes from work [1-4 days for vacatlon, siek, jury duty, ste.] factored in 1o
the ealculstion of the average number of Condurts? In the eversi that a Represzniative is not at work
for pait of work week, Miinimum Staridard siill applies for that partial werk.

How are company observed holldays fsctored In to the calculation of the average number of
257 For weaks during which the Company observes a holiday, Minimum Standard still applies for

How aie corrective actions for other infractions such as Mystary Shop violstions and
Bahavior/Conduct violations factored In to this process? Corrective Actinns for all reasons are
managad cumulatively. ¥ a Representative has received corrective action for any reason and his or her
perforimancea for a Period of Measure warraais further coirective action, he ar sh2 may receive the riext
picgressive stage of coiraciive action.

Arz Management Tralnees sublact to this process during thelr Recruftmant rotations? Management
Trainzes ara not sukject to the Minimum Standard. However, DORs should revicw the Managerent
Trainzes performance against the RPvA Tor coaching anid feedback, similarly to other Admission
Representatives.

e

{TT/ESI may rzpeat, modify, or omit levzls of corrective action based cn its assassrignt of the facts of tha
specific situation in accordance with Policy £ 14.1 - Corrective Action.

10/2012
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» Review with MOR/DOR to discuss opportunities of improvement in the schedule rate.

s Call fo remind students of appointments 24 hours prior.

» During your conversations, oblain at least one personal referral each week, as referrals

tend to have a higher schedule rate than non-referrals.

» Make sure to include parents or other people who influence both dependent and

independent students.

Follow Up Date

Date supservisor pians to have follow-up discussion with smployee.
Will be scheduled 30 days from the date of issuance of this document

Counseling
Discussion
Conducted By

SIGNATURE

DATE

Employee
Acknowledgement

My signaturs verifies that | have read this Counssling Form. While | may not agree with the

information contained in the Form, | understand that:

1. If the requirements described in this Form are not met within the specifisd time frame and
satisfactory performance and conduct are not sustained, further corrective action may be taken,

up to and including termination of my employment.

2. Nothing in this document is intended to change the employment-at-will relationship between

ITT/ES! and me.

EMPLOYEE SIGNATURE

DATE

Original Form tc be Refained by Supervisor

HR/8-23-13
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school! You can contact the student regarding upcoming campus events, new information regarding financial aid, or simply to ask if they
have any questions and proactively address any concerns.

Reminders:

The 2014-15 FAFSA Correction and FSA Processing Deadlines are rapidly approaching! Corrections to 2014-15 FAFSA applications and
ISIRs must be received by CPS before midnight (central time} on September 19, 2015. In order to process 2014-15 federal student aid
disbursements, a valid ISIR must be received on or after September 28, 2015. Please review your students to ensure that all necessary
corrections are submitted prior to this deadline for anyone that may potentially receive federal student aid from the 2014-15 award year. If
you have 2014-15 ISIRs with issues that require HQ review and approval such as C-Codes, Professional Judgment, or Dependency Override
requests, make sure all necessary documentation is properly uploaded to the student account and change the request status to “Pending
HQ Review” as soon as possible to allow time for any necessary ISIR corrections.

As discussed during the required training call, R2T4 Automation has now been enabled for all locations. The system will automatically
identify, calculate, and post the required R2T4 adjustments in accordance with the R2T4 Calculation Worksheet and federal regulations. As
a reminder, it is a requirement that the school continues to track all student withdrawals through monitoring of system reports and
communication with Registration and Academic Affairs. The R2T4 Automation process must be validated as successful on the next business
day after a student’s status changes from active to inactive. All additional manual activities must be completed by the school as detailed in
the training, including the tracking and resolution of any identified Post Withdrawal Disbursement (PWD). Any and all issues or questions
related to the R2T4 Automation process should be immediately forwarded to your Field Finance Manager for resolution. Please assist us
with the implementation of this important enhancement to ensure the timely and accurate processing of R2T4 for all students and
locations!

The 2015-16 FWS Allocations have been delivered by district to all DOFs and College Directors. All Finance staff must review the Campus
Based Aid Programs training presentation and recording posted to the Finance page of the employee portal to ensure proper management
of 2015-16 FWS funds. FWS Award Letter requests are to be sent to the SFS Approval Required at HQ mailbox using the updated Campus
Based Calculation Worksheet. '

Keep the focus on compliance! Have you generated and reviewed your Title IV Credit Balance Report today? The report is updated every
day and available on demand through the Employee Portal. Each DOF is required to generate and review the Title IV Credit Balance report
at minimum weekly to identify and resolve Title IV credit balances as they occur. If action can be taken to reduce or eliminate the credit
balance requiring resolution, the action needs to occur before the Date of Resolution specified. HQ will be initiating a refund or OS reversal
on the student’s account on the Date of Resolution pursuant to the authorization statements selected to resolve the Title IV credit balance.

Top Leaders Package District FA Conduct Pre-Package Package
Youngstown MC 81.48% SOUTHERN CALIFORNIA 79.40% 652.53% 58.33%
Akron MC 72.94% OHIO VALLEY 87.55% 63.74% 55.83%
Sylmar MC 69.31% CENTRAL 83.76% 58.90% 54.98%
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TR,

From: Mick Lindvay at HQ

Sent: Tuesday, September 15, 2015 7:20 PM

To: DOF's

Cc: DORs; RDORs; Karen Carlozzi at HQ; College Directors; District Managers
Subject: September Packaging Leaders :
Attachments: 15.9.14 Packaging SEP-15.xisx

Look at all of our Top Leaders who have already exceeded 69% Packaged!

Keep the focus on providing excellent customer service to our prospective students during this start week!
Reach a minimum of 60% Packaged by September 27! Reach to exceed 69% Packaged!

Open Enroliment begins this week. Because the prospective student requires pre-registration documents, Enroliment Agreement, and disclosures to
schedule and sit in class, it is necessary to have a good tracking system in place to monitor the packaging process. Monitor your packaging

reports! Stay focused on the prospective student and have their Packaging Meeting scheduled within 48 hours. Review incoming ISIR data daily
for timely student packaging. Keep working with these students to get everyone packaged as soon as possiblel '

September Packaging Tip:
®  Keep the focus on the prospective student! Our Packaged Cancel % (the percentage of packaged students who cancel registration) is a

our packaged students so that we can maintain their enthusiasm to
ampus events, new information regarding financial aid, or simply to ask if

Reminders:

® The 2014-15 FAFSA Correction and FSA Processing Deadlines are rapidly approaching! Corrections to 2014-15 FAFSA applications and
ISIRs must be received by CPS before midnight (central time) on September 19, 2015. In order to process 2014-15 federal student aid
disbursements, a valid ISIR must be received on or after September 28, 2015. Please review your students to ensure that all necessary
corrections are submitted prior to this deadline for anyone that may potentially receive federal student aid from the 2014-15 award year. If
you have 2014-15 ISIRs with issues that require HQ review and approval such as C-Codes, Professional Judgment, or Dependency Override

requests, make sure all necessary documentation is properly uploaded to the student account and change the request status to “Pending
HQ Review” as soon as possible to allow time for any necessary ISIR corrections.




g the required training cali, R2T4 Automation has now been enabled for all locations. The system will automatically
WENUY, Laiww-.-, 3Nd post the required R2T4 adjustments in accordance with the R2T4 Calculation Worksheet and federal regulations. As
areminder, it is a requirement that the school continues to track all student withdrawals through monitoring of system reports and
communication with Registration and Academic Affairs. The R2T4 Automation process must be validated as successful on the next business
day after a student’s status changes from active to inactive. All additional manual activities must be completed by the school as detailed in
the training, including the tracking and resolution of any identified Post Withdrawal Disbursement (PWD). Any and all issues or questions
related to the R2T4 Automation process should be immediately forwarded to your Field Finance Manager for resolution. Please assist us

with the implementation of this important enhancement to ensure the timely and accurate processing of R2T4 for all students and
locations!

Based Calculation Worksheet.

Keep the focus on compliance! Have you generated and reviewed your Title IV Credit Balance Report today? The report is updated every
day and available on demand through the Employee Portal. Each DOF is required to generate and review the Title IV Credit Balance report
at minimum weekly to identify and resolve Title |V credit balances as they occur. If action can be taken to reduce or eliminate the credit
balance requiring resolution, the action needs to occur before the Date of Resolution specified. HQ will be initiating a refund or OS reversal
on the student’s account on the Date of Resolution pursuant to the authorization statements selected to resolve the Title IV credit balance.

Top Leaders Package District - FA Conduct Pre-Package Package
Youngstown MC 80.17% SOUTHERN CALIFORNIA 81.27% 65.11% 61.11%
St. Petersburg MC 75.00% OHIO VALLEY 87.89% 65.74% 58.33%
Akron MC 70.00% SOUTHWEST 89.12% 62.96% 57.48%
Sylmar MC 69.86% CENTRAL 83.40% 55.60% 56.37%
Aurora MC 69.77% SOUTH ATLANTIC 86.01% 58.04% 54.36%
Madisan Wl MC 69.23% SOUTH CENTRAL 85.59% 60.01% 54.17%
Fort Wayne MC 68.29% SOUTHEAST 84.55% 62.17% 53.49%
Desoto MC 67.35% MIDWEST 85.57% 57.21% 51.98%
Vista MC 67.27% NORTHWEST 82.21% 57.38% 51.56%
Arlington Heights MC 66.67% SOUTHERN 83.25% 70.66% 51.15%
National City MC 65.93% NORTH CENTRAL 78.36% 54.90% 50.57%
Kennesaw MC 65.71% NORTHEAST 90.69% 56.42% 46.54%
Greenville MC 65.63% Grand Total B4.78% 61.38% 53.67%
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Rep Plan versus Actual Coaching Document

T O R T T A s s LS SO TR

DATE OF MEETING' Start Wee
m

D DICNATURES : R E'p‘:?é"gé’v ot SEPTEMBER 14 2015

: ‘ ep Plan Period;
REP SIGNATURE! Applied Start Term: SEPTEMBER 14 2015
FOLLOW UP DATE: Rep Type: All
Ty ereprorr~arars St ﬁ:: ——— ﬂ N»‘-
7 Site:

Opportunities for Improvement

Action Plans for Improvement

Action Plans for improvement

Action Plans for Improvement

DOR Observation

Schedule Call Blocks on Saturdays

First Contacts Training Increase Evening Call Blocks
Variance Meeting Focus on Zone Calling
DOR Observation Observe a Seasoned Representative eCampus: Appointment Scheduling
Scheduled Training Practice the Phone Seript Review Schedule Job Aids
Variance Meeting Role-Play the Phone Script Review Conversation Notes w/ DOR
DOR Observation eCampus _Questioning & Listening Schedule Multiple Appointments
Conducts Training eCampus: ldentify & Address Issues Confirmation Calls
Vanance Meetin eCampus: Appointment Setting__ Observe a Seasoned Reggsentatkve
DOR Observation eCampus: Information Cathering eCampus: Program Matching
A pp[[ed Training eCampue: [dentify and Address lssues DOR Post-interview Review
Variance Meeling gCampus: Obtaining a Commitment Observe a Seasoned Representative
DOR Observation Review 2nd & 3rd Atlempts Procedures Review Same Day Exam Atlempt Procedure _
Accepted Training Review Length of Interview Process Review Same Day Re-attempts Procedures
Variance Meeti DOR Postinterview Review
DOR Observation eCampus: Obtaining a Commitment eCampus: Identify & Address Issues
FAC Conducted Training eCampus; Follow-up
Variance Meeti DOR Post-interview Review
Confidential

ITT Educational Services. Inc
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From: -Nader Mojtabai at HQ

Sent: Monday, August 24, 2015 8:02 AM

To:

Cc:

Subject: Data summary - three weeks out from start

We will review this during our calls today!

Starts
Sep-15 Sept
L P September 2015
Leads as
LOCATION 2015 MP of | g/33/35 | Orlentation | Show
8/23/15

Corona

86 1133 105 58 55.2%
Vista

34 361 40 20 50.0%
Oxnard

52 582 77 35 45.5%
San Bernardino

147 1805 183 83 45.4%
Orange

154 1819 191 86 45.0%
Sylmar

154 1401 167 75 44.9%
Torrance

111 2779 185 65 35.1%
San Dimas

121 1185 150 49 32.7%
National City

224 1402 182 54 29.7%




Starts
Sep-15 Se
i Pt September 2015
Leads as
LOCATION 2015 MP of af;;jis Orientation | Lead/Orientation
8/23/15

Oxnard

52 582 77 35 6.01%

34 361 40 20 5.54%
Sylmar

154 1401 167 75 5.35%
Corona

86 1133 105 58 5.12%
Orange

154 1819 191 86 4.73%
San Bernardino

147 1805 183 83 4.60%
San Dimas

121 1185 150 49 4.14%
National City

224 1402 182 54 3.85%
Torrance

111 2779 185 65 2.34%

Starts

Sep-15 Sept




Leads as Cognos Cognos
LOCATION 2015 MP of 3rd QTR Close
8/23/15 Gross Rate
Oxnard
52 582 75 12.9%
National City
224 1402 176 12.6%
San Dimas
121 1185 143 12.1%
Sylmar
154 1401 149 10.6%
Vista
34 361 35 9.7%
Orange
154 1819 175 9.6%
Corona
86 1133 94 8.3%
San Bernardino
147 1805 149 8.3%
Torrance
111 2779 168 6.0%
Starts
Sep-15 Sept
Leads as
LOCATION 2015 MP of Referrals
8/23/15
Vista
34 361 0.40
San Dimas
121 1185 0.34
National City
224 1402 0.27
Oxnard
52 582 0.21
Sylmar
154 1401 0.21




From: Nader Mojtabai at HQ
Sent: Monday, August 24, 2015 10:05 AM
To:

Cc:

Subject: Production

Wow! Our close rate last week was at 9.7%! AWESOME!

Below you see data just for the last week as well as QTD. If not all most of our campuses did better last week than QTD
averages!

Team National City led the district with 14.7% close wow! This was followed by Team Oxnard. We had two campuses
tied for the third place, Team Corona and Team San Dimas!

Both Team Orange and Team Sylmar close above 10% as well!

Team Torrance is on the rise and see the significant improvement that they made just last week alone!
Team Vista and Team San Bernardino are starting this week strong to continue their progress!

Lets keep this positive momentum going and have a very big week this week! We can!

Thank you[llllfor providing the data!

Thanks,

Nader

Week 33 Data:

2015- 33

oL REF Media Grouo ]

Fest  Scheduled Conducted Appied Fyst Schedued Candicled Applied First Scheduled Conducted Agplied %o
Cotona 156 70 13 2 4 3 4 5 162 75 20 19 11,
Nabional City 127 80 21 23 6 5 4 3 184 67 26 27 14,
Orange 201 34 13 20 8 14 3 4 212 o8 21 24 I
Oxrard 5 34 9 9 3 3 2 2 90 37 11 11 12,
SanBamardro 257 7 14 2 1 n n 287 75 14 11 3.
Sart D 159 53 : 14 7 7 6 S 173 63 15 20 11
Sylwar 158 &g 27 2 1 0 0 1 200 71 28 22 1.
Torrance 308 106 17 21 6 g 6 § 329 115 23 27 8.
ists o2 15 5 2 4 3 2 2 63 20 8 4 6.
TJotal 1,597 562 132 132 40 47 27 28 1,698 625 166 165 g,



—

QTD Data:
20153 )

oL REF Q1D

Fest  Scheduled Contiscted Applied Feat Schediiec Tondicted Appied First  Scheduled Conducted Applind
Cernna 1,139 430 30 7 1 b3 12 13 1,368 513 S5 94
Nation= City 1,421 535 198 19 22 19 12 14 1,525 588 177 176
Orange 1,332 piil) 142 148 40 110 2 2% 1,950 839 177 175
Qsenard 599 231 64 26 32 3 11 624 264 82 75
SanBemavdino 1,321 583 123 137 18 18 4 8 1,977 641 132 145
Sar1 Dwmas 1,194 479 106 114 29 33 3 2% 1,297 536 134 143
Syima 1,421 435 153 127 18 13 11 12 1531 548 178 149
Torrance 2,798 861 157 150 21 23 18 13 3895 906 179 168
hsta 351 132 43 % 15 13 3 6 386 151 53 35
Total 12577 4508 1,026 997 223 294 129 129 13353 4,986 1,207 1,164



T S— —_ Y ————
From: Nader Mojtabai at HQ

Sent: Wednesday, September 02, 2015 3:55 PM
To:

Cc:

Subject: : ion

We continue to climb! We are at 12.2% close rate! This is awesome or what!

Do | hear 13%? Do | hear 14%?

Awesome job to Team Oxnard for continuing to lead the district! Followed by Team Vista and Team National City!
Lets finish the week strong! We need a lot more appointments for the rest of the week! ©!

Thanks,

Nader

Sent: Wednesday, September 02, 2015 10:25 AM
To: Nader Mojtabai at HQ
Subject: Production



i
]

Wednesday Thursday Friday  Saturday Week-to-Date

First Scheduled Conucted Apphed Frst Schediied Conducted Appied Schedued Schediled Stheduled Scheduled First Scheduled Conducted Applied %
oians 26 7 3 2 w2 13 2 3 13 8 7 2 4B 51 5 6 12.5%
Natona! City 32 9 S 7 4 pi=] 4 3 12 7 7 n 73 s4 9 11 15.1%
Drange % 16 7 5 34 15 3 4 16 10 4 4 80 65 16 10 12.5%
Qwrard 14 ) 3 5 14 6 1 ? S 3 i 2 28 24 5 7 25.0%
Sarferrardca 48 11 3 2 42 16 6 8 i7 & [ 2 90 58 9 10 11.1%
San Denas 20 16 3 2 25 9 2 3 13 4 S 3 56 50 5 5 BS%
Syimar 37 17 3 5 32 22 1 3 15 2 i 69 65 9 9 13.0%
Tarvance 71 17 3 2 62 35 14 10 28 11 2 4 133 97 17 12 90%
Viska 1t & 3 2 7 3 0 1 4 i 1 19 18 3 3 158%
Total 315 105 39 35 279 138 33 38 123 62 35 19 596 482 72 73 12.2%



_’___n__ —— |

From: Nader Mojtabai at HQ

Sent: Tuesday, September 08, 2015 9:08 AM
To:

Ce:

Subject: FW: Production

We finished the week with 10.9% close ratel Awesome job everybody!

The leaders for the week are:

Team Oxnard with 15.3%

Team Corona with 13.1%

Team Sylmar and Team National City both with over 12%

Itis great to win as a team!

Appointments and confirmations to increase their show rate continue to be the name of the game!

BTW _ Check you ACA...our TV Close rate as a district has gone down!! You may want to use the s-3 advance find to do a phone-a-thon for TV leads!

Thanks,

Nader

From:
Sent: Tuesday, September 08, 2015 8:57 AM
To: Nader Mojtabai at HQ

cc: I

Subject: Production

Week 35 Data:



2015- 35

Fist Scheduked Condurtod Appied first Schecduled Condictad Appled First Scheduled Conducted Apphed
Corona 119 57 13 12 2 3 2 i 1z 66 15 16
Natonal City 134 P 20 191 2 2 3 190 76 24 23
Orange 202 71 15 6 5 11 4 1 208 a2 19 19
Ownard 3 19 4 & 6 7 5 5 72 26 9 11
SanSerrarden 157 65 17 21 4 5 2 2 204 77 20 24
Szn Cwras 134 63 10 1 1 0 1 137 6¥ 11 16
Sk 180 73 14 17 11 11 8 7 197 95 24 24
Toirance 327 121 28 23 & 2 4 3 333 133 35 27
vistz 33 20 8 4 0 2 0 1 55 22 9 5
Total 1,463 564 131 132 36 56 2?2 27 1,518 644 166 165
Quarter to Date Data:
2015-3

45 8 REF Media Grouo

Fist  Schedued Condusted snobec First Schedided Conducted Acched Fust  Scheduled Conducted Apphied
Lorona 1,417 595 99 93 22 37 18 18 1,455 639 118 119
tiatonal Oty 1,779 680 189 186 25 23 15 17 1,906 746 225 220
Orange 2,273 258 176 184 7 135 34 31 2,412 1,027 216 218
Oxnard 726 289 93 87 3% 45 16 12 775 335 109 105
SanBerrardim 2,262 2% 162 181 30 34 it 15 2439 815 179 203
Sa Denas 1,990 621 132 144 3% 41 31 34 1,605 650 167 182
Syt 1.782 632 154 157 3 31 21 20 1,921 719 222 188
Tomanoe 3,458 1,130 211 198 3 41 30 20 3575 1,199 250 224
Vista 466 177 61 016 15 10 7 493 197 72 47
Total 15654 5,741 1,307 1,274 314 402 184 181 16,581 6,367 1,558 1,506

13.1%
12.1%

15.3%
11.8%
11.2%
12.3%

B.1%

9.1%
10.5%

11.3%
9.8%

9.5%
9.1%
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To:
Subject: Re: Financial Aid Appointment

Hello -,

I ' was going to make it a point to stop by today and finish the enrollment but I was notified from other students that the Bachelor's program will be
cancelled. I am really not happy to hear about this and ensures that I will not be coming in anytime soon. [ am very upset I! With this being said, I

would like the emails and phone numbers of ITT corporate headquarters, as well as, the number and email to the Director. I hope you understand I'm
not angry at you, but will show my frustration to whoever is in charge,

nemtenaia

g

Ihope you’re feeling better.... Let me know when you can come back to finish financial aid, ok?!

Thanks ©

_, Senior Admissions Representative, Vista Campus

ITT Technical Institute | 440 S. Melrose Drive | Vista





