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1. ALL USERS: INTRODUCTION

1.1 Overview

Cohort Default Rates

The U.S. Department of Education (the Department) calculates “cohort default rates” for schools
that participate in the Federal Family Education Loan (FFEL) Program and the William D. Ford
Federal Direct Loan (Direct Loan) Program. This cohort default rate forms an important basis
for a school’s eligibility to continue participating in the federal student aid programs.

The Department releases cohort default rates twice each year: draft cohort default rates in
February and official cohort default rates in September. After receiving their cohort default rates
from the Department, schools have an opportunity to challenge their draft cohort default rates
and/or appeal their official cohort default rates, based on a number of circumstances.

There are ten types of challenge/appeal processes. Each of these processes involves the
exchange of information between the Department and the school that invokes its right to
challenge/appeal. Additionally, data managers must in some cases respond to the school’s
request and/or provide supporting evidence for or against the school’s challenge/appeal.

Purpose of the eCDR Appeals Application

The Electronic Cohort Default Rate Appeals (eCDR Appeals) system is a Web-based application
that facilitates the exchange of information between parties for four of the challenge/appeal
processes:

Incorrect Data Challenge (IDC)
Uncorrected Data Adjustments (UDA)
New Data Adjustments (NDA)
Loan Servicing Appeals (LSA)

The eCDR Appeals application allows schools to submit these challenges and appeals during the
cohort default rate appeal cycle. The application tracks the entire life cycle of each
challenge/appeal case from submission to final decision.

Using eCDR Appeals helps cut down on paperwork and speeds up the appeal or challenge
process. It also allows for greater protection of personally identifiable information.

Who Uses eCDR Appeals
Three types of organizations use the eCDR Appeals system:

e Schools: Institutions that participate in the FFEL and/or Direct Loan programs

e Data Managers: Any one of these organizations: the Federal Loan Servicer, guaranty
agency, or Federal Student Aid Operations Performance Division (OPD)

e OPD: An office within Federal Student Aid, OPD is responsible for case adjudication.
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1.2 User Guide Structure
Please read this introductory section before you decide whether you want to:

e Browse this guide online whenever you have questions
e Download it to consult on your local computer
e Print certain key chapters or sections

Purpose and Scope of the LSA User Guide

The eCDR Appeals LSA User Guide is designed to guide you (whether you are a school user,
data manager, or OPD personnel) through the online, paper-less LSA process used in the eCDR
Appeals system. It assumes a basic knowledge of cohort default rates and associated processes.
From a technical perspective, this guide also assumes you are familiar with using a computer and
web browser to view and interact with web sites.

The eCDR Appeals LSA User Guide complements the Cohort Default Rate Guide. In the event
of any discrepancy between this user guide and the Cohort Default Rate Guide, the Cohort
Default Rate Guide is the authoritative source for regulatory considerations and constraints.

The Cohort Default Rate Guide is available online at:
http://www.ifap.ed.gov/DefaultManagement/finalcdrg.html

LSA Workflow

Processing an LSA from beginning to end takes multiple steps. At each step, a different
individual or organization must take one or more actions. We will refer to this logical
progression of steps and actions as the “LSA Workflow.” To mark each phase of the LSA
Workflow, the system displays LSA Workflow “Statuses,” such as “Servicing Records
Requested,” “Fee Required” and/or “Clarification Requested.” As we will see later, the School,
the Data Managers and OPD go back and forth throughout the LSA Workflow to carry out their
respective parts of the process. As each user logs in to work on the case and inspects various
pages, the LSA Workflow Status displayed helps the user know exactly what organization has
completed what steps in the LSA Workflow. A full listing of LSA Workflow Statuses is
available at Appendix B: Status Codes.

This LSA User Guide is structured in direct correlation to the LSA Workflow. As a result,
considered in its entirety, the LSA User Guide addresses all functionality eCDR Appeals has to
offer all system users, in the order in which activities are most likely to occur based on the LSA
Workflow.

Since each type of user will effectively need to carry out only a limited number of activities
throughout the LSA Workflow, we have modularized the LSA User Guide in such a way that
you can easily consult only those sections that pertain to you, based on your user type.

Beyond Chapters 1 and 2, we recommend you focus directly on those chapters and sections of
the LSA User Guide that discuss the actions you must take in the system. The rest of the LSA
User Guide should remain a reference for you to understand the entire electronic LSA process.

Version 4.1.0 8 12/15/2013
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Schools Subject to Sanctions and Eligible to File Multiyear LSA Case

When a school is subject to sanctions based on having a cohort default rate > 25% for three years
in a row (> 30% starting in 2014), the school may be eligible to file an LSA case that requests a
review of one or two prior cohort years in addition to the cohort year presently under review.

Please refer to the CDR Guide, Chapter 2.5 for details.

Whenever pertinent, LSA User Guide chapters include a section that focuses exclusively on what
is unique about a multiyear case, with notes and example screenshots. These sections are

typically placed towards the end of a chapter.

Miscellaneous Functions

The LSA User Guide also includes chapters and sections that pertain to utilizing eCDR Appeals
access credentials (i.e., a user account), the printing of reports, maintenance of organizational
profile and contact information, and other miscellaneous functions not directly related to the

LSA Workflow.

Must-Read Information

Please refer to those Must-Read sections of this chapter that pertain to you for further details.
The Must-Read sections provide useful and vital information.

1.3 LSA Workflow Phases

Table 1-1 outlines the phases necessary to participate in eCDR Appeals and complete the LSA
Workflow. The organizational actors (School, Data Manager, and OPD) involved in each step

are listed.
MAJOR ACTIVITY or ORGANIZATION LSA USER
LSA WORKFLOW PHASE RESPONSIBLE GUIDE
Destination Point Administrators (DPASs) for Schools | Data Manager Refer to the eCDR
and Data Managers get eCDR Appeals access and School Appeals

credentials through Federal Student Aid’s Access and
Identity Management System.

Registration and
User Account

Guide
Non-DPA users for Schools and Data Managers Data Manager Refer to the eCDR
obtain eCDR Appeals access credentials through and School Appeals
Federal Student Aid’s Access and Identity Registration and
Management System. User Account
Guide
OPD establishes the organization profile and basic OPD Chapter 3 — OPD:

contact information.

Create or Verify
Profile
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At the beginning of each CDR cycle, at least one user
within each Data Manager organization must access
eCDR Appeals to establish or update organization
profile and basic contact information.

Data Manager

Chapter 4 — Data
Manager: Create or
Verify Profile

A School that decides to submit an LSA enters the School Chapter 5 —
system to establish or update the School’s profile and School: Create or
contact information. Verify Profile

A School that decides to submit an LSA enters the School Chapter 6 —
system to initiate the LSA process by creating the School: Initiate a
LSA case file. New LSA

OPD loads the Loan Record Detail Report(s) (LRDR) | OPD Chapter 7 — OPD:
for the school. When warranted, OPD also loads the Load Prerequisite
list of schools under sanction that may be able to file Files

a multiyear LSA case when other conditions apply.

School prepares the details of its Request for School Chapter 8 —

Servicing Records and uses the system to submit the
request to the selected Data Managers.

School: Prepare
and Submit the
Request for
Servicing Records

Data Manager reviews the School’s request for
servicing records, and takes preliminary steps, when
applicable.

Data Manager

Chapter 9 — Data
Manager: Review
Request for
Servicing Records

Generate Sample — The Data Manager uses the
system to generate a representative sample of
borrowers (this is a required step whenever there
are 101 or more borrowers in the population for
whom servicing records are requested).

Data Manager

Chapter 9 — Data
Manager: Review
Request for
Servicing Records

Require Fee — The Data Manager uses the system
to notify the School, in the event the Data
Manager requires a fee. This is an optional step.

Data Manager

Chapter 9 — Data
Manager: Review
Request for
Servicing Records

Change Data Manager — The Data Manager uses
the system to direct a request for servicing
records to another Data Manager. This step
applies only if the DM listed in the LRDR is not
the correct loan holder.

Data Manager

Chapter 9 — Data
Manager: Review
Request for
Servicing Records
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School is notified in the event of a Fee Request. School Chapter 10 —

Payments take place outside eCDR Appeals. The
school uses the system to view the particulars of the
Fee Request, and can use the system to withdraw its
request if the school does not intend to pay the
required fee.

School: Review
and Respond to
Fee Request

Data Manager who required a fee uses the system to
document fee disposition. This step is applicable
whenever a Data Manager required a fee, unless the
School has withdrawn its request for servicing
records.

Data Manager

Chapter 11 — Data
Manager:
Document Fee
Disposition

Data Manager uploads the requested servicing
records. Data Manager can also provide servicing
information / key servicing actions and dates for
individual borrowers (uploading the “DM
Spreadsheet” is an optional step). Once the data
manager’s response is completed, the data manager
submits the records and the system notifies the school
that the records are ready for review.

Data Manager

Chapter 12 — Data
Manager: Prepare
and Submit

Servicing Records

School is notified of the Data Manager’s response School Chapter 13 -
and uses the system to view the servicing records and School: Review
information provided by the Data Manager. This is Servicing Records
repeated for each Data Manager from whom the Provided by DM
school requested servicing records.

This chapter also discusses a School reviewing a

Data Manager’s response to a request for

clarification.

School may need clarification about the servicing School Chapter 14 —
records provided by a Data Manager and uses the School: Request
system to prepare and transmit this request for Clarification

clarification. This is an optional step that may be
repeated. While this step may be repeated, OPD
reserves the ability to put an end to multiple
clarification loops.
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Data Manager is notified of the School’s request for
clarification and uses the system to respond to the
request and notify the school that the response is

Data Manager

Chapter 15 — Data
Manager: Respond
to Clarification

available in the system. This step is applicable Request
whenever a school requests clarification. While the

step may be repeated, OPD reserves the ability to put

an end to multiple clarification loops.

Based on servicing records obtained from Data School Chapter 16 —
Managers, the School chooses to prepare, certify and School: Prepare
submit a perfected LSA case to OPD, or withdraw its and Submit

case. In multiyear cases, the school may opt to
exclude a year from the perfected case while
submitting other years. The chapter describes all
these options.

Perfected LSA
Case

After the School submits its Perfected LSA case to
OPD, the Data Manager may need to respond to FSA
Requests for additional data about the servicing
records they provided to the school.

Data Manager

Chapter 17 — Data
Manager: Role
After School
Submits Perfected
Case

OPD reviews the School’s case, may request OPD Chapter 18 — OPD:
additional servicing information from the Data Review and
Managers, and makes a determination about the LSA Respond to the
Case. LSA Case

School is notified that OPD has decided the case and | School Chapter 19 —

uses the system to view the details of the OPD
decision. School retains read-only access to the entire
case.

School: View the
OPD Decision and
the Closed Case

Data Managers who provided servicing records for
the LSA case are notified that OPD has decided the
case and use the system to view the details of the
OPD decision. Data Managers retain read-only access
to the case.

Data Manager

Chapter 20 — Data

Manager: View the
OPD Decision and
the Closed Case

Table 1-1: LSA Workflow phases and corresponding LSA User Guide chapters

1.4 Must-Read Information

All users who use the eCDR Appeals system, regardless of organization or role, should read this
section. In addition to the “Must-Read Information for All Users” section, which applies to
everyone, please be sure to read the following organization-specific section that contains

information pertinent to your particular organization.
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Must-Read Information for All Users

Registration and User Account

In order to access eCDR Appeals, you must obtain an Access and Identity Management System
(AIMS) user ID. Please refer to the Electronic Cohort Default Rate Appeals Registration and
User Account Guide, which explains how to register and obtain access to eCDR Appeals.

Destination Point Administrators

Some users are designated as a Destination Point Administrator (DPA). The DPA for an
organization such as a school, servicer or guaranty agency serves as a Federal Student Aid point
of contact within their organization. DPAs are responsible for approving user 1D requests from
their organization’s members to access the eCDR Appeals system. As such, DPAs should
familiarize themselves with the appropriate sections of the Electronic Cohort Default Rate
Appeals Registration and User Account Guide, which outlines the process of registering and
approving a new account on eCDR Appeals.

Email Notifications

The eCDR Appeals application is designed to send out automatic email notifications to affected
parties whenever updates to LSA cases occur. These email notifications inform the appropriate
individuals and organizations that their attention is needed and that they may be required to take
an action in the eCDR Appeals system. Email notifications are provided only for your
convenience; they should not be relied upon to know when an action is required on your part.
Due to the unreliable nature of computer networks (including the Internet), delivery of these
email notifications is not guaranteed. It is your responsibility to log in to the eCDR Appeals
system on a regular basis throughout the cohort cycle to check the status of your cases, and to
ensure that the contact information in your profile is up-to-date.

It is possible that a junk mail filter running on your e-mail program may catch e-mails sent from
eCDR Appeals. Check your junk mail folder for messages from Federal Student Aid. To avoid
problems, please ensure that any spam filters/programs used by your organization will accept
email from the ed.gov domain name.

From: ecdrappeals@ed.gov [mailto:ecdrappeals@ed.gov]

Sent: Wednesday, August 21, 2013 9:35 AM

To: [DM555-contact email address]

Subject: eCDRAppeals: Servicing Records Request for DM Code: 555 has been withdrawn

NOTE: URLs in email are usually displayed as clickable links. If you have any questions about
whether an e-mail is legitimate, please DO NOT CLICK on any link. As a safe practice, you may copy
the URL and paste it in the address bar of your browser and verify that it matches what is
displayedin the email.

Geographic Center University, OPEID: 880016 haswithdrawn the loan servicing records request
from DM Code: 555 for Case 302826.

The current cycle is:
Cohort Year: 2010
Cycle: 3-year official

Disclaimer:
Please do notrespond to thisemail. Itwas sent from an unmonitoredaccount.

Figure 1-1 Email notification from eCDR Appeals system
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Email notifications may include a link. This link will allow you to go directly to a page, usually
a Case Details or DM Servicing Records Request page. You may be prompted to type in your
username and password before the page is opened.

File Attachments
During the LSA Workflow process, you may be required to attach supporting documentation to
the case. The eCDR Appeals system allows you to attach any type of file; however, we

recommend choosing a common file format to ensure that others will be able to open and view
the file.

Note: Microsoft Office 2007 and 2010 use a new format that is incompatible with previous
versions of Office. However, it still has the ability to save documents in the older format. If you
use Office 2007 or later, we still recommend choosing the option to save your document in the
Office 97-2003 format.

Common file types include:

Portable Document Format (PDF)
MS Excel (XLS)

MS Word (DOC)

Rich Text Format (RTF)

Plain text (TXT)

Pictures (JPG/PNG/GIF)

You are by no means required to use one of the specific file types listed here. This list only
suggests some of the most commonly used file formats. Thus, if you use the above file types,
other users in the eCDR Appeals system are more likely to have the appropriate software to view
your files. Also, when FSA has a preference for a particular file format, it will be indicated in
the applicable chapter.

Note: In the event a ZIP/compressed file is used, please note browser compatibility requirements
to access the ZIP file after it is uploaded. The user can only open/save the file when accessing
the application with recent browsers (Chrome, Firefox or Internet Explorer 9 (or later)). ZIP
files cannot be accessed when using Internet Explorer 8 or earlier versions.

Deadlines and Calculation of Days

The eCDR Appeals system monitors actions throughout the LSA Workflow to ensure that
deadlines are respected. The system will prevent a user from taking an action if an applicable
deadline has passed. The Cohort Default Rate Guide is the authoritative source for a full listing
of deadlines applicable to LSA cases.

The countdown toward the 15-day deadline to submit an the LSA Request for Servicing Records
begins at 12:01 AM North American Central Time (CT) on the starting day of the cohort cycle.

For the purpose of calculating days within the eCDR Appeals system, the day rolls over at 10:00
PM CT. For instance, if a school’s deadline to submit an LSA were October 1, then they would
need to submit it by 10:00 PM CT on October 1.
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Must-Read Information for Schools

School Reference

When referring to this user guide, school users only need to peruse the chapters that have titles
prefixed with “School” and “All Users”. These chapters consist of instructions specifically for
school users. Other chapters (those prefixed with “Data Manager” or “OPD”’) do not necessarily
apply to school users. You, however, may elect to refer to those other chapters to get an overall
understanding of the actions performed by data managers and Federal Student Aid.

The chapters pertinent to schools are:

Chapter 1, "All Users: Introduction”

Chapter 2, “All Users: Navigation & Primary LSA Screens”
Chapter 5, “School: Create or Verify Profile”

Chapter 6, “School: Initiate a New LSA”

Chapter 8, “School: Prepare and Submit the Request for Servicing Records”
Chapter 10, “School: Review and Respond to Fee Request”

Chapter 13, “School: Review Servicing Records Provided by DM”
Chapter 14, “School: Request Clarification”

Chapter 16, “School: Prepare and Submit Perfected LSA Case”
Chapter 19, “School: View the OPD Decision and the Closed Case ”
Chapter 21, “All Users: Miscellaneous Functions”

Chapter 22, “School: Miscellaneous Functions”

Appendices

School Roles
Your account will be assigned one of two possible eCDR Appeals roles:

e Case Preparer: May initiate and prepare a new case.
e Case Manager: Has the same abilities as a Case Preparer, plus the ability to submit a
case.

Must-Read Information for Data Managers

Data Manager Reference

When referring to this user guide, data managers only need to peruse the chapters that have titles
prefixed with “Data Manager” and “All Users”. These chapters consist of instructions
specifically for data managers. Other chapters (those prefixed with “School” or “OPD”’) do not
necessarily apply to data managers. You, however, may elect to refer to those other chapters to
get an overall understanding of the actions performed by schools and Federal Student Aid.

The chapters pertinent to data managers are:

Chapter 1, "All Users: Introduction”

Chapter 2, “All Users: Navigation & Primary LSA Screens”
Chapter 4, “Data Manager: Create or Verify Profile”

Chapter 9, “Data Manager: Review Request for Servicing Records”
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Chapter 11 “Data Manager: Document Fee Disposition”

Chapter 12, “Data Manager: Prepare and Submit Servicing Records”
Chapter 15, “Data Manager: Respond to Clarification Request”

Chapter 17, “Data Manager: Role After School Submits Perfected Case”

e Chapter 20, “Data Manager: View the OPD Decision and the Closed Case”
e Chapter 21,
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e All Users: Miscellaneous Functions”
e Chapter 23, “Data Manager: Miscellaneous Functions”
e Appendices

Data Manager Roles
Your account will be assigned one of two possible eCDR Appeals roles:

e Response Preparer: May prepare a response to a request for servicing records.
e Response Manager: Has the same abilities as a Data Manager Response Preparer, plus
the ability to submit a response.

Must-Read Information for OPD Users

OPD Reference

When referring to this user guide, OPD users only need to peruse the chapters that have titles
prefixed with “OPD” and “All Users”. These chapters consist of instructions specifically for
Federal Student Aid OPD users. Other chapters (those prefixed with “School” or “Data
Manager”) do not necessarily apply to OPD. You, however, may elect to refer to those other
chapters to get an overall understanding of the actions performed by schools and data managers.

The chapters pertinent to OPD are:

Chapter 1, "All Users: Introduction”

Chapter 2, “All Users: Navigation & Primary LSA Screens”
Chapter 3, “OPD: Create or Verify Profile”

Chapter 7, “OPD: Load Prerequisite Files”

Chapter 18, “OPD: Review and Respond to the LSA Case”
Chapter 21, “All Users: Miscellaneous Functions”

Chapter 24, “OPD: Miscellaneous Functions”

Appendices

OPD Roles
Your account will be assigned one of three possible eCDR Appeals roles:

Caseworker: May self-assign themselves to a LRDR request, load LRDRs, self-assign
themselves to a case, review cases, request more information from data managers, and prepare a
final decision.

Case Manager: Has the same abilities as a Caseworker, plus the ability to assign other OPD
personnel to a case and submit a final decision.

Administrator: Has the same abilities as a Case Manager, plus the ability to manage cycles.
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2. ALL USERS: NAVIGATION & PRIMARY LSA
SCREENS

2.1 Login

Federal Student Aid’s Access and Identity Management System (AIMS) is utilized to control
access to the eCDR Appeals application. In order to log in to eCDR Appeals, you will need an
AIMS account. Please refer to the Electronic Cohort Default Rate Appeals Registration and
User Account Guide for information on obtaining an AIMS account for use with eCDR Appeals.

To log in to the eCDR Appeals system after you have obtained an account, follow these steps:

1. Open the eCDR Appeals URL (https://ecdrappeals.ed.gov/) in a web browser. Introductory
information will be displayed, along with a “Login” link.

2. Select the “Login” link. The AIMS login page will be displayed.

3. Enter your AIMS user ID and password.

4. If prompted for two factor authentication, generate and enter the six-digit security code from
your token. Select “Validate”.

5. If you entered the correct login information and you have the proper authorization, you will
be prompted to:
5.1. Review a Privacy Act Warning. Then “Continue”.
5.2. Review, acknowledge and “Accept” the systems’ Rules of Behavior.
5.3. From time to time, you also will be prompted to complete a short online security training

module.
6. Then you will be transferred to the eCDR Appeals application.

2.2 Logout
You must close the browser in order to fully log out of the eCDR Appeals application.

2.3 Menus

Once you are logged in to the eCDR Appeals system, you will be able to navigate to the various
sections of the website using the navigation menus. There are two rows of menus provided; the
top row is the main menu and the bottom row is the submenu. The options available in the
submenu depend on which main menu item is selected. The current selections will be
highlighted. See Figure 2-1 for an example of menus (in this example, a School user is viewing
their current cases).

PROUD SPONSOR of
the AMERICAN MIND ™

Federal Student

An OFFICE aof the US. DEPARTMENT of EBDUCATION

eCDR Appeals System
Perspective Case Reports Profile  Help Logout
ew Current Cases [ST-AEGETIReE]-T-13

Current Cases

Figure 2-1: Navigational menus as seen by a School user
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Your navigation menu options will vary depending on what type of access you have. The Data
Manager main menu options is the same as the School’s, although the details accessed may be

different. Also, an OPD user will additionally have the “System Administration” option. Only
users that represent multiple organizations have a “Perspective” menu.

Main Menu ltem

Purpose

Perspective

Allows you to select which Perspective to use (see section 2.5 for
more information on Perspectives — users representing multiple
organizations only)

Case Access information on current and past challenges, adjustments and
appeals
Reports Generate reports or view work queues.

System Administration

Manage the cohort cycle, load Loan Record Detail Reports (LRDR)
and other prerequisite files, run case statistics (OPD users only)

Profile Maintain your organization and individual contact information
Help Access the on-line documentation
Logout Sign out of the eCDR Appeals application

2.4 Browsers

Navigation

Table 2-1: Menu item descriptions

You should refrain from using the browser “Back” and “Forward” buttons while in the eCDR
Appeals application. Use the menus. When within a menu area, such as when processing a
current case, use the onscreen action buttons that are specific to each case type being processed.

@ ¢COR Appeals x

¢« = |C ttps://ecdrappeals.ed.gov

) eCDR Appeals - Mozilla Firefox

Fle Edt Vew Hgtory Bookmarks Tools Hep

@ eCOR Appeals L+
€ > a ed.gov

e(Ap;eah-Prmnt(lm-Wlnlcrnd plo W 7
(€] 'I]’Q“ https ed.gov =8 SJEQ_FH

Fle Edt WView Favorites Tools

5 B eCOR Appeals

FederalStudent A

Figure 2-2: Browser Back/Forward Buttons for Chrome, Firefox and Internet Explorer
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Compatibility
In the event a ZIP/compressed file is used, please note browser compatibility requirements to
access the ZIP file after it is uploaded. The user can only open/save the file when accessing the

application with recent browsers (Chrome, Firefox or Internet Explorer 9 (or later)). ZIP files
cannot be accessed when using Internet Explorer8 or earlier versions.

2.5 Perspectives

If you are affiliated with multiple organizations that use eCDR Appeals, your account may have
access to different Perspectives in eCDR Appeals. A Perspective is a way of accessing the
eCDR Appeals system through the point of view of a specific organization. If, for instance, a
school user participates in cases for two different schools, then they have access to two different
Perspectives (one for each school).

If your account has multiple Perspectives, then you will see the Perspective selection page upon
login (see Figure 2-3). You must choose a Perspective to use the eCDR Appeals system, and
you may only be in one Perspective at a time. However, you may switch to another Perspective
at any time by accessing the “Perspective” menu item at the top of the page.

STAR HERI
Wi GO FURTHER .
7 FEDERAL STUDENT AID

eCDR Appeals System

Perspective Help Logout

You have logged in to the Electronic Cohort Default Rate Appeal System.
Youruser-id is: testuser
Flease select the organization code far your perspective

Available Organizations I 999959 - Martian Rowver Institute of Technaology j

Last updatedfreviewed Dec. OF, Z0O0S

FOlA | Privacy | Security | Motices WhiteHouse.gov | USAgov | ED.goy

Figure 2-3: Perspective selection screen

2.6 The Primary LSA Screens

There are three views of particular significance in the Loan Servicing Appeals:
e The LSA Case Details Page,
e The Loan Servicing DM Appeal Details Page, and
e The LSAppeals Details Page.

This section introduces these three views. Each figure is a snapshot of the page for a particular
user at a particular point in the LSA Workflow. Subsequent sections of the User Guide will
identify additional details pertinent to the activities at hand for the user organization accessing
eCDR Appeals pages. Data entry screens, other views and actions available throughout the LSA
Workflow will also be introduced in later chapters.
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The LSA Case Details Page — aka “The LSA Case Page”

The Case Details page provides a summary of all elements in the case. The amount of details
available at different points in the case will vary. In the example shown in Figure 2-4 the school
has requested servicing records from four data managers. Being eligible to file a multiyear case,
it has asked for records for cohort years 2011, 2010 and 2009.

Case Details

OPE ID: 880016 - Geographic Center University

No case processing actions available

Case Information

Case: 302780 OPEID: 880016 Cohort Default Rate:

ase Tvne YR LSA nhort Fiscal Year: 20 New Official Percentage:
Case Status: Servicing records requested Status Date: 08/21/2013 Old Official Percentage:
Frogram Type: Appeal Qutcome: Appeardanction:

New Numerator/Denol

Certification:
Comments History

Aug 21 2013 16:11 eniry by: System
Status: Servicing records requested
DM response due date extended - DM response deadline extended by 5 days to 0%/11/2013. - Natural disaster - just becaze

Aug 21 2013 16:24 entry by: System
Status: Servicing records requested
Servicing records requested

Case Actions
[No Case ACUONs 3valable

Loan Servicing Records

Data Managers: 4 Defaulted Borrowers: 140 Defaulted Loans: 331

Borrower Sampled

DM | Year _Borrewers| Loans Isnmpla 7 | Sampling Method | Status (._______-__--
558 2011 20 47 Clarification Requested
7 2011 109 267 a7 2 gm’;;‘““m Servicing Records Requested
785 2011 B 8 Clarification Requested
2 888 2011 5 9 Servicing Records Requested

Data Managers: 4 Defaulted Borrowers: 158 Defaulted Loans: 387
Borrower |Sampled|

oM | Year Burmwsni| Loans Sample Size| Loans | Sampling Method Status
555 2010 20 48 Clarification Reguested
m 2010 124 308 ©2 228 GERRENOT  senvicing Records Requesied
785 2010 14 33 Servicing Records Submitted
888 2010 1] ] Mot Eligible No Defaulted Loans

Data Managers: 4 Defaulted Borrowers: 157 Defaulted Loans: 378

Borrower |Sampled
om | Year Borrcwars| Loans |snmplasim e |Sampling Me‘lhod|

555 2009 26 83 Servicing Records Submitted
Simple Random Rervrini

77 2009 109 269 86 209 Sampling Bsrvicing Records Requested

785 2009 [ ] Servicing Records Submitted

888 2009 16 38 g

Ervicing Records Requested

Status

Figure 2-4: Case Details Page

Figure 2-4 has been annotated to bring your attention to items of interest.
e The multiple sections of the page are marked number 1.
e Linksto LSAppeals Details Page(s) (the cohort years in the case) are marked number 2.

e Links to the Loan Servicing DM Appeal Details Page for each DM in the 2009 cohort
year table are marked number 3.

e The location of the case status is marked number 4.

e The location of the status of various data manager servicing records requests is marked
number 5.

Let us describe the page and annotations.
At the top of the Case Details page, your agency’s code (OPE ID) and name are displayed. If

you have access to multiple Perspectives, this information will assist in verifying that you are in
the correct Perspective.
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Multiple Sections (marked #1) — The Case Details page is composed of multiple sections:

Just below your agency’s code and name, the Case Processing Actions section presents
“action buttons” that allow you to move the case to the next phase of the LSA Workflow.
Different action buttons appear when pertinent at a particular stage in the LSA Workflow.
Below the case processing actions section, the Case Information section presents basic
information about the case. This section is populated by the system, and includes:
o Case: The case ID number, automatically assigned by the eCDR Appeals system.
o OPEID: The OPEID of the institution filing the case (based on the filer’s
credentials, and the Perspective the School user selected to initiate the case when
applicable).
o Case Type: The type of appeal (2-YR LSA, 3-YR LSA)

Cohort Fiscal Year: The cohort year for which the case is being filed.

o Case Status: The case status indicates which phase the overall case is currently
in.

o Status Date: The status date indicates the date of the most recent case status
update.

o Certification: Once uploaded by the school while perfecting its case, the
document certifying the school’s case will be listed here.

o The other fields in this section are not presently in use.

o Comments History: the comments history box displays the full case history,
including transitions between various LSA Workflow phases and all case-level
comments entered by users. The history is arranged in reverse chronological
order, with the most recent status change or comment at the top.

O

The Case Actions section of the page is located below the Comments History, and
presents action buttons that allow you to make changes to the case. These actions are
separate from the LSA Workflow process. When an action becomes available to you, a
button will appear in this area.

Below the case actions section, the Loan Servicing Records section includes a table for
each cohort year in the case. There is a row for each Data Manager who holds defaulted
loans in the cohort year. Table columns are as follows:
o Data Manager code
Cohort year
Number of defaulted borrowers in the LRDR for that DM
Number of defaulted loans in the LRDR for that DM
Borrower sampling information (applicable only when there are 101 or more
defaulted borrowers in the LRDR for that DM — displays after the DM has
generated the sample):
= Borrower sample size (the number of defaulted borrowers in the sample)
= Sampled loans (the number of defaulted loans in the sample)
= Sampling methodology
o Status. This status focuses on a particular Data Manager for a particular year and
denotes the status of the Data Manager’s servicing records request.

0 O O O

Version 4.1.0 22 12/15/2013



eCDR Appeals All Users: Navigation & Primary LSA Screens
LSA User Guide

Cohort Year Table Headers (marked #2) — Within the Loan Servicing Records section of the
page there is a table for each cohort year in the case. The table header identifies the cohort year
the table is about.

Notes: After the School perfects its case, the “School Spreadsheet” document for the year will
also display in the header, just below the cohort year (Figure 2-5). Once the School submits its
request for servicing records, the cohort year title becomes a clickable link that will take the
School or OPD user to the LSAppeals Details Page for each respective cohort year.

Current Cohort Year 2011
School Spreadsheet

[ ata Managers: 1 Defaulted Borrowers: 5 Defaulted Loans: 9

Borrower Sampled
Sample Size Loans
|9 ] 2011 5 9 Senicing Records Provided - clarifications finished

Sampling Method l Status

Figure 2-5: Location Of School Spreadsheet On Case Details Page

Data Managers Links (marked #3 for cohort year 2009) — Within each cohort year table, there is
a row for each data manager in the case. The DM code is a clickable link that will take the user
to the Loan Servicing DM Appeal Details Page for the applicable cohort year.

Case Status & Status Date (marked #4) — The case status and status date in the Case Information
section of the page apply to the case globally. See Section 1.3 — LSA Workflow Phases for more
information on LSA phases. See Appendix B: Status Codes, Case Status Codes at page 143 for
the meaning of case statuses.

DM Servicing Records Request Status (marked #5) — The status column within the cohort year
tables in the Loan Servicing Records section of the page applies to the particular data manager
and year where it is listed. See Section 1.3 — LSA Workflow Phases for more information on
LSA phases. See Appendix B: Status Codes, DM Servicing Records Request Status Codes at
page 144 for details on the meaning of DM Servicing Records Request statuses.

All users have access to the Case Details Page. A Data Manager only sees rows for their own
organization. Note: If an individual represents two or more data manager organizations, and
more than one is involved in the school’s case, the Data Manager User still sees only one DM
Code, and must change Perspective to see and work on another DM Code.

The Loan Servicing DM Appeals Page — aka “The DM Page”

The Loan Servicing DM Appeals page provides case details for a particular data manager and
applicable cohort year in the case. The amount of details available at different points in the case
will vary. In the example shown in Figure 2-6: Loan Servicing DM Appeal Details Page, this
data manager is viewing the page after receiving a request for servicing records from the school,
but before responding.

All users have access to the Loan Servicing DM Appeals page for the DM codes they see on the
Case Details page. In other words, while the Data Manager user only accesses Loan Servicing
DM Appeals pages for their own DM Code, the School and OPD users can access this page for
all Data Managers involved in the case.
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Figure 2-6 has been annotated to bring your attention to items of interest:
= The multiple sections of the page are marked number 1.
= The location of the status for this data manager’s request is marked number 2.
= Links to loan details about individual borrowers are marked number 3.
= The location of a capability to export the listing of borrowers to an Excel file is marked
number 4.

Loan Servicing DM Appeal Details
Data Manager Code: 888 - GRIMM STUDENTS ASSISTANCE

[ BACK TO CASE

LSA DM Processing Actions
No appeal processing actions available

LSA DM Information

Record ID: 3549 DM: 888 Year: 2010

5 ici R d <&
Status: Servicing Records Req & 2
Comments History

H 2013-08-21 16:10:12.859 entry by: 88001600.user

Status: Servicing Records Requested
Servicing records are requested -

2013-08-21 16:10:12.486 entry by: 88001600.user
Status: Servicing Records Requested
Servicing records are requested v

Comment

|_save || canceL |

Servicing Records for Year

[ ATTACH FILE |

LSA DM Actions
CHANGE DATA MANAGER |

I Borrower SGrvicIn Records E—

Number of
I BQ"W".’.' ‘ Loans
130-88-0401
- Moo Bxoooo
3 [ | [130-88-9088
S w1 | Cxxxxx C. Rxooox
130-88-9848

1 888 4 J
1 888

2 888

Figure 2-6: Loan Servicing DM Appeal Details Page

Let us describe the page and annotations.

At the top of the Loan Servicing DM Appeals page, your agency’s code and name are displayed.
If you have access to multiple Perspectives, this information will assist in verifying that you are
in the correct Perspective.

Multiple Sections (marked #1) — The Loan Servicing DM Appeals page is composed of multiple
sections:

e Just below your agency’s code and name, the LSA DM Processing Actions section
presents “action buttons” that allow you to move the request for servicing records to the
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next phase in the LSA Workflow process. Different action buttons appear when pertinent
at a particular stage in the LSA Workflow.

e Below the LSA DM processing actions section, the LSA DM Information section
presents basic information about the servicing request to the data manager:
o Basic information populated by the system about the request for servicing records,

including:
= Record ID: A unique ID number, automatically assigned by the eCDR
Appeals system.

= DM: The data manager code.

= Year: The cohort year applicable to the DM information.

= Status: The status indicates what phase of processing the data manager
servicing records request is currently in.

o Comments History: the comments history box displays the full history of the
data manager servicing records request, including transitions between various
LSA Workflow phases and all comments entered by users on that page. The
history is arranged in reverse chronological order, with the most recent status
change or comment at the top.

o Servicing Records for the Year: a subsection where servicing records for the
year may be attached and displayed.

e The LSA DM Actions section of the page is located below the Servicing Records for the
Year, and presents action buttons that allow you to make changes to the Data Manager
Servicing Records Request. These actions are separate from the LSA Workflow process.
When an action becomes available to you, a button will appear in this area.

e The remainder of the page is titled Borrower Servicing Records. This section shows a
full listing of the borrowers for whom servicing records are requested. The listing
includes Borrower ID (SSN/Name), number of defaulted loans held by the DM, and DM
code. Note: this table is not populated until after the school requests servicing records.
In the event the data manager has 101 or more defaulted borrowers, the listing of
individual borrowers will be displayed once sampling has been applied.

DM Servicing Records Request Status (marked #2) — The status displayed on this page focuses
on the request for servicing records to this particular data manager for the particular cohort year.
See Section 1.3 — LSA Workflow Phases for more information on LSA phases. See Appendix B:
Status Codes, DM Servicing Records Request Status Codes at page 144 for details on the
meaning of DM Servicing Records Request status codes. Note: the status code that displays
here is the same code that displays in the status column of the corresponding row in the
applicable cohort year table of the Case Details Page discussed.

Borrowers Details (marked #3) — After the DM submits servicing records to the school, each
Borrower ID in the Borrower Servicing Records section becomes clickable. Selecting an
SSN/Name takes the user to the Borrower Loan Servicing Information for LSA page, where the
user can view details about the borrower’s loans. See Figure 2-7 for an example.
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Borrower Loan Servicing Information for LSA
Data Manager Code: 777 - HURIN HELPMEET

All Users: Navigation & Primary LSA Screens

BACK TO CASE
Borrower for cohort year 2011 LSA

Borrower SSN: 000-02-3288 Borrower Name: oo Wiox

Servicing Records for Year 2011
Senicing Records - 1 0f 3
Senicing Records - 2 of 3
Senicing Records - 3 of 3
Servicing Records for Borrower

Loan Information

2011 777 SenicingRecords 1of3.docx

2011 777 SenvicingRecords 2of3.docx
2011 777 SenicingRecords 3of3 docx

Loan Data Data Loan 1y Guaranty CDR
Type | Manager Routed To Status date PHELinE SN | Em U | Date | STt Usage 1
sU 777 777 DF 01/20/2008 05/06/2009 01/22/2007 07/19/2007 02/08/2007 §4,00000 E
SF 777 777 DF 01/20/2008 05/06/2009 01/22/2007 07/19/2007 02/08/2007 §2,62500 B
Showing 2 of 2
CANCEL

Figure 2-7: Example Borrower Loan Servicing Information for LSA

Excel Export of Borrowers Listing (marked #4) — In the top right corner of the Borrower

Servicing Records section of the page, a little green MS Excel file icon will display. Selecting
this icon will generate an export of the listing of borrowers in a layout consistent with what has
been named the “DM Spreadsheet” or “School Spreadsheet” in the CDR Guide (Figure 2-8).
You can save the document for use outside the system.

A B = D E F G H | J K L M N o]
Type of  Number of Date Date Pre-Claims Date Final Date of Skip Data
Borrower's Defaulted Defaulted Payment Letter Date Call Assistance Demand Address  Tracing llegible  Missing Improperly  Manager
1 |SSN Borrower's Mame  Loans Loans Made? Sent  Attempted Requested Letter Sent  Known?  Activity Record? Records? Seniced? Pode
2 1000-02-2797  MNocooos J. Dooooc 4 555
3 000-02-3339  Cooooot Aoooot 3 G55
Jsooooonoo: I
1 000-02-3525  Mxoooooooooo 3 555
5 000-02-3648 Jhooo L. Swooot 1 13
Aoooos G. I
5 1000-02-3681  Toomx 2 555

Figure 2-8: Example Excel Spreadsheet Export

The LSAppeals Details Page — aka “The Year Page”

The LSAppeals Details page is only accessible to the School and OPD users. It includes all
relevant details for a given cohort year in the case. The amount of details available at different
points in the case will vary. In the example shown in Figure 2-9: LSAppeals Details Page, this
school has submitted its request for servicing records but data managers have not yet responded.

Note: the LSAppeals Details Page first becomes available after the school has submitted its
request for servicing records.
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LSAppeal Details
OPE ID: 880016 - Geographic Center University

BACK TO CASE

Loan Servicing Appeal Templates

‘ l Aeal Processin Actions

LSAppeal Information

No appeal processing actions available

8220 Year: 2011 2

Appeal:
Comments History

Aug 21 2013 16:24 entry by: 88001600.user
Status: Servicing Records Requested
Servicing records requested

Cohort Year 2011 Data Managers: 4 Defaulted Borrowers: 139 Defaulted Loans: 331
Borrower | Sampled | Sampling

DM Year Borrowers sample Size| Loans Status

Servicing Records

555 2011 20 48 Requested
Servicing Records

777 2011 108 266 Requested
Servicing Records

785 2om 5 8 Requested
Servicing Records

888 2011 5 9 Requested

Attached Documents

Borrower Information Provided by School (School Spreadsheet)

Servicing records and doct ts from Data Managers 555 - no documents provided

Servicing records and doct ts from Data Managers 777 - no documents provided

Servicing records and documents from Data Managers 785 - no documents provided

Servicing records and documents from Data Managers 888 - no documents provided

Figure 2-9: LSAppeals Details Page

Figure 2-9 has been annotated to bring your attention to items of interest.
e The multiple sections of the page are marked number 1.
e The location of a link to Loan Servicing Appeal Templates is marked number 2.

Let us describe the page and annotations.

Multiple Sections (marked #1) — The LSAppeal Details page is composed of multiple sections:

e The Appeal Processing Actions section presents “action buttons” when pertinent at a
particular stage in the LSA Workflow.

e The LSAppeal Information section presents basic information about the cohort year in the
case, including a system-generated Appeal identifier, the cohort year the page pertains to,
a year-level Comments History box and the listing in table form of the data managers
from whom servicing records have been requested.

e The Attached Documents section includes a subsection for the school’s listing of
borrowers alleged improperly serviced for the cohort year (the “School Spreadsheet”),
and a subsection for each DM involved in the case where servicing records and
clarification attachments will be displayed as they become available. (Note: this is the
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page where the School will upload its listing of borrowers alleged improperly serviced

(the “School Spreadsheet”’) while perfecting its case. The School Spreadsheet for each
year in the case will display on this page, as well as on the Case Details page.)

LSA Templates (marked #2) — Federal Student Aid has published a preferred format for the “DM
Spreadsheet” and the “School Spreadsheet”. Located in the top right corner of the page, just
above the Appeal Processing Actions section, the hyperlink named “Loan Servicing Appeal
Templates” takes the user to the OPD website where they can download the template. Visit:
http://www.ifap.ed.gov/DefaultManagement/quide/TemplatesSpreadshts.html
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3. OPD: CREATE OR VERIFY PROFILE

3.1 Creating a Profile

The first time you log in, you will need to complete your organizational and individual profiles,
which consist of contact information. Figure 3-1 shows an example Edit Profile page as seen by
Federal Student Aid OPD users. The top section consists of contact information for the
organization, while the bottom section consists of your individual contact information. Ensure
that all the information is provided and is up-to-date, then select the “Save” button.

Edit Profile
Organization Code: 99999100 - FSA Default Prevention and Management

Please verify and update the following information.

Fields marked with (*) are reqguired
Organization Information

Organization Name:™ |FSA Default Prevention and Management

Address™ |83D First StMHE

City> IWashingtDn

State: | DC- District of Columbia =
A WI—

Country: |

Qrganization Email™ |fsa.su:hu:uc:I5.default.management@ed.gw

Alternate Email: |

Phone Mumber™ I202-3??-4258
Alternate Phone: I

User Contact Information

Last Mame* |

First Mame:* I

Email:* |

Phone:* I
SAVE

Other User Contacts

Last Name | First Name | Email | Phone |

Figure 3-1: OPD Edit Profile page

You will also be able to see other OPD personnel who have registered their profile at the bottom
of the Edit Profile page, in the Other User Contacts table.

You may return to the Edit Profile page at any time by accessing the “Profile” navigation menu
option.
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3.2 Verifying a Profile

If you have already created a profile in the past, it is still imperative to ensure that your profile
information is up-to-date. You can verify that your organization and personal contact
information is complete and accurate by selecting the “Profile” link on the main menu.

This will load the Edit Profile page, where you can review your contact information and make
any necessary changes. If you make any changes, click “Save” to store the changes.
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4. DATA MANAGER: CREATE OR VERIFY PROFILE

4.1 Creating a Profile

The first time you log in, you will need to complete your organizational and individual profiles,
which consist of contact information. Figure 4-1 shows an example Edit Profile page for a Data
Manager. The top section consists of contact information for the organization, while the bottom
section consists of your individual contact information. Ensure that all the information is
provided and is up-to-date, then select the “Save” button.

Edit Profile
GA Numbetr: 555 - State Guaranty Agency

Please verify and update the following information.

Fields marked with (*) are required
Organization Information

Crganization Name:™* |State Guaranty Agency

Address™ |1 32 Dcean Front Road

City™ IEIIack Diamond Bay

State: |NE—Nebraska j
Zipe: WW

Country: |

Organization Email™* |cc:ntau:tus@guaramyagency.gw

Alternate Email: |

Phone Mumber® |202—555—1212
Alternate Phane: I

User Contact Information

Last Mamea™* |

First Mame* |

Email™ I

Phone:* I
SAVE

Other User Contacts

Last Name | First Name | Email | Phone |

Figure 4-1: Data Manager Edit Profile page

You will also be able to see other contacts that are members of your organization at the bottom
of the Edit Profile page, in the Other User Contacts table.

You may return to the Edit Profile page at any time by accessing the “Profile” navigation menu
option.
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4.2 Verifying a Profile

If you have already created a profile in the past, it is still imperative to ensure that your profile
information is up-to-date. You can verify that your organization and personal contact
information is complete and accurate by selecting the “Profile” link on the main menu.

This will load the Edit Profile page, where you can review your contact information and make
any necessary changes. If you make any changes, click “Save” to store the changes.
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5. SCHOOL: CREATE OR VERIFY PROFILE

5.1 Creating a Profile

The first time you log in, you will need to complete your organizational and individual profiles,
which consist of contact information. Figure 5-1 shows the Edit Profile page for a School user.
The top section consists of contact information for the organization, while the bottom section
consists of your individual contact information. Ensure that all the information is provided and
IS up-to-date, then select the “Save” button.

Edit Profile
OPEID: 999989 - Martian Rover Institute of Techneology

Please verify and update the following information.

Fields marked with (%) are required
Organization Information

Qrganization Narne:* |Martian Fiowver Institute of Technology

Address™ |1 teridiani Flanum

City:* [WASHINGTON

State: | DC - District of Columbia =
i IWI—

Zountry: |

School Type: PLIBLIC

School Region: TEAM B

Organization Email* |schuu|@manianruver.edu

Alternate Email: |

Phone Mumber* |2D2—555—1212
Alternate Fhane: I

User Contact Information

Last Mame™ |

First Mame™ |

Email:* |

Phone™® I
SAVE

Other User Contacts

Last Name | First Name | Email | Phone |

Figure 5-1: School Edit Profile page

You will also be able to see other contacts that are members of your organization at the bottom
of the Edit Profile page, in the Other User Contacts table.
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You may return to the Edit Profile page at any time by accessing the “Profile” navigation menu
option.

5.2 Verifying a Profile

If you have already created a profile in the past, it is still imperative to ensure that your profile
information is up-to-date. You can ve