UNITED STATES OF AMERICA

FEDERAL TRADE COMMISSION
WASHINGTON, D.C. 20580

MAR G 2 77'"77

Re:  FOIA Request No. 2002-535
Citigroup

This responds to your February 22, 2002, letter requesting copies of any consumer
complaints files since June 1, 2001, with the Federal Trade Commission or any employee
statements filed with the Federal Trade Commission pertaining to Citigroup, CitiFinancial Credit
Company and/or Associates First Capital. We are responding to your request under the
provisions of the Freedom of Information Act ("FOIA"), the law that gives citizens the right to
access government records. Pursuant to the FOIA and agency policy, we have searched our
records as of February 22, 2002, for the records you requested. We expect to have a further
response to you by March 22, 2002. '

We have located 187 pages of responsive records. Iam granting partial access to, and am
enclosing copies of, the accessible records. Portions of those pages are subject to one of the nine
exemptions to the FOIA’s mandatory disclosure requirement, as explained below.

Enclosed are three responsive publically available affidavits. In addition, enclosed are
106 pages of responsive complaints that consumers have sent to the Federal Trade Commission
(“FTC”). You should know that the enclosed complaints have not necessarily been verified by
the FTC, therefore, you should make you own judgement about relying on the information
provided. Iam denying access to consumers’ names and addresses, and any other identifying
information found in the complaints. This information is exempt from release under FOIA
Exemption 6, 5 U.S.C. § 552(b)(6), because individuals’ right to privacy outweighs the general
public’s interest in seeing personal identifying information.

If you are not satisfied with this response to your request, you may appeal by writing to
Freedom of Information Act Appeal, Office of the General Counsel, Federal Trade Commission,
600 Pennsylvania Avenue, N.W., Washington D.C. 20580, within 30 days of your receipt of this
letter. Please enclose a copy of your original request and a copy of this response.



a2

If you have any questions about the way we handled your request, or about our FOIA
regulations or procedures, please contact Kathy Kelliher-Sloan at (202) 326-3253.

Sincerely,

oy
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N .)ﬁ/(’llu‘ (_v .

/ Joan E. Fina

Attorney
Enclosure

o



DECLARATION OF GAIL KUBINIEC
PURSUANT TO 28 U.S.C. § 1746

LoGad Kabiniee, make the followmyg statement:

1 am 35 years old, competent to give testimony, and the statements contained herein e

based upon my own personal knowledge.

Unul February 22, 2001, 1 \V()l'k'c‘.-d part-time as an Assistant Manager for CinFinancial in
Tonawandy, New York. Tam currently on Fanily Medical Leave from CitnlFinancia. boer
fdo not ineend o return nor am 1 guaranteed @ position given my previous pari-iie
siutus. Dworked tor CitiFinancial in Tonawanda for approximately two and a hal! vernrs,
j spcmv the bulk of this time working in the same branch othfice. However, during the b
six weeks, [worked ina different Tonuwanda branch that had been wequired from
Associates, At that hranch,  helped tran the former Assoctates branch emplovess aboag
CriFnancial’s products, procedurces, and computer sysiems. L about January 2001 s

Former Associates branch was renamed “CitiFmancial.” To my konowledge, it contmnues

o

to operate as a CitiFinancial branch.

Prioe to working in Tonawanda, 1 was an Assistant Manager in the Depew, New Yok
sranch for about one year. Prior to that, I worked as a Customer Service Represeniuiive
for two vears in the Lansing, Michigan branch. The Depew, New York and Lansting,
Michigan offices were originally branches of Commiercial CI'tﬁLli{.; When [ joined

Commercial Credit 1995, 1 understoad that it was owned by Sanford Weill, v




the head of Ciugroup. Commercial Credit becune part of Citigroup in about 1995 1,

abour 1999, Cinigroup renamed s Commercial Credit branches “CitiFmancial.”

A a Customeer Service Representative, my duties ncluded cashiering, and seiling,
uiderwnting, and closing loans. As an Assistant Manager, 1 also mained enployees,
Although craployees were given soine formal training, the informal, word-ot-nwouih

fraining plaved o large vole in the duy-to-day operations aud-how employees conducied

bustiess. Branch otfices tended to be small and have an open office structure. so

crnplovees were able to ohserve and hear other einplovees conduct business.

A CinFmancial, emphasts was placed o marketing new loans. pmn sularly reaf esrote
ioans (loans secured by a home mortgage), 1o present borrowers of CitiFmancil

Employees would receive quarterly incentives, culled Rnwrol» Money,” hascd o e

>

aity present borrowers lhc\ Tenewed” (refinanced) into new oans. Present horrow

ed for rencwal loans about every six months. Emplovees were also

couraged o Uconvert” (refinance) retudd i.nstuiinlgt'n' loans and “bank dralts” fulao
Known as “hve checks™) mto larger personal loans or real estate louns, Each branch bed o
coul for “conversions” depending on the size of the branch. When [ left CitFinanciad o
Febraary 2001, my branch’s goal was to convert ahout 4 of these types of fonsis i

menth inie a personal loan or real estate loan. [f the brauch et its goal, branch:

emnioyees w mnd receive Rocopoly Money and branch managers would receive

soown as "ROC mioney™ (Creturn on cash’™.



FUWUS 30 cotmon practice to renew delinquent boans ro lower the delinguency =
Often, emplovees would Fabricate o reason m the papsrwork to get approval o suci

renewal. One reason for this was to averd forced overtime work, 14 the delinguesn

v oo bich and over the braneh’s quotas employees had o stay late to get the percentive

o deltnguent accounts down.

T mierketing renewal loans to customers (and before recetving thewr foan applicarions:

cmplovees would use nformation front customers” credit reports that was avarfant

ancial’s computer systeny, “Maestro.” For example, il the system showed i

rower Fad o number of open trudehnes on their credit report, and available «

st home, D would recomimend a debt consolidution foan, In marketung loans, sonw

feeapericnced emnployvees would obtain and tse new credit reports 0N Customers wi:

e PerinissIon.

b oseling loans, a common sales pitch at CitiFinanciat was w tell conswmers thas the s
o would save themn money. One conumoen sakes tood was a “Debt Reliet Plan,” winieh

could e generated on Maestro. The Debt Reliet Plan wus u chart that compared o

commurner's total monthly payiments on his current debts with the wtal monthly puvisen

money the consumer would save eacivmonth from the proposed loan. Tt also conll

1IN

display vearly savings from the proposed loan. The Debt Relief Plan was ofien sent 1+

customers with a cover letter thanking the custower for his business and sohicimg e b

(OF)



G propesed e loans Belore o bz night.” we would mwaal large numbers of Deby

Rehel Plans to customers. At a blitz night, emplovees had o work Tate to sobcit ¢

¥

Porrowers tor new loans over the phone. During @ blivz night, we would sobort ¢

Ve

using the Debt Reliet Plans they had been sent in the mail. CiriFinancial does net inchede

oa custorer’s monthly payment an escrow amount for property taxes and home o

sarance.

Fopicatlys emplovees would onty state the total monthiy payment amount i se %i!"!"__f g
croposed foan Addinional mtormation, such as rhe mterest rate. and the 1'}1’12111;\-:5 SETHEN
aid tees, closing costs, and “add-ons” ke credit msarance, were only disclosed b
demanded by the borrower. Much of the Toan process was structured wround mosing

consurner comdoriable with the toral monthly paviment, ratbier than disclosig overn

clovree wind add-on thar was meludead. fowas also commuon practice o try to sef!

Borrowers the largest foan possible.

=

N

oot alse used direct matl offers o solictt neve and nresent borrowers o Lok

baanis, L el these madlers were deceptive becaase most borrowers who responded 0
these ofters did not qualify for the mterest rate quoted 1n the offers, but rather were eble

e quality only at a much higher rate. Managers would target these direct mail offers 1o

certain zip codes, eliminating zip codes i higher income areas where consuiiens v

o

vphbely to respond to the offers.



L Ciitbancial also sells many ditferent types of sinulesoremium credit instirance et oohos
add-on products falso reterred to as “coverages”s on personal and real estate s,

inctuding Lite, Disability, Involuntary Uneniployment, Property, Home und Auio, and

Apphiance Guard. Home and Auto 1s a pre-paid plan that covers a set tme peres

forw ten year plan on a real estate loan) and which pays o consumer’s ¢

o other insurance i damage to the consmner’s honw or auto exceeds the deducible.

Apphance Guard 15 a pre-paid plan that will pay for horme appliances to be serviced

during the time period of the plan.

. Al CinFinancial hranch offices had quotas Tor the sale of credit insurance. These

increased over ume. At the time 1 left CinFinancial in February 2001, the quota wus

ol credit msurance tor every $1000 of loan held by CitiFinancial. Prior to thar, 0wy 39=
oer SO0 of loan. When | st starred ivmk_'r*g i the Lansing, Michigan branci the
Ot was 560 per $1.000 of loan. In addition, there were quotas For the sale o Horoe
and Aum, and Appliance Guard. When [elt CimnFinancial in 2001, my branch was

expected o selt $12.000 in Home and Auto or Applance Guard each monihe A resel

of having these quotas, emplovees were not only encouraged to mclude covers

loans, but were essentially required to do so. [f an employvee submitted a loan for
approval withous any coverages, the branch manager would ask why there were o

coverages and tell the emplovee that he had to sell at least one coverage. Asuare

lovees would try o mnclude as many coverages as possible on loans. Los

CIYPICG

v presented 1o consumers with “L00% coverage.” meaning that real esivie jo

(9]



were prescuted with at feast eredic Hite and disability already mcluded, and perscial onine

s presented with ot least oredin tite, disability. mvoluntary unemploviment, aid

cieperty insurance already mcluded. When quoting the nonthly payment,
quoted the pavment with coverages already included, relling the consumer o1

“tully protected.”” This was a common practice used by employees at CitFinanciul i the

horrower was comfortable with the monthly paviment, then rthe smplovee would
, Y pal ; POy

i disclose that specific coverages were included. Although € CinFinancial’s tormad

craming advised eiployees to quote the monthly payment both with and withiou

S ., cmployees typicatly ondy quoted the monthly paviment with coveruges N
Corrcewers objecied O coverages at loan closing, branch managers would soretine S con

1Y

to closings 1o Sre-piieh’” coverages iy an effort to convinee the borrower to ace

I e hborrower continued to object, another tactic was to tell the borrower thut the fonn
could be re-written without the coverages but that 1would ke additionad timae. Seas

Borrowers would accept the coverages rather than wait For the foun to be re-writse

e 10 sell coverages came from CiriFinancial’s Regional and District §

et branch had mondhly credit insurance sakes gouls 1o meet in accordance with the

the

cheahion ovt

¢ rhie Revional aud District Managers. 1 these goals were not met,

Munager would call and put pressure on the Branch Manager to get the branch vt e

hranch was not meeting the credit insurance guoty, the Branch Manager w

convens o ueeting and possibly re-irain enipioyees on selfing credit msurance. i e

Diisirict as o whole was not meeting its goals. the District would conduct nsurai



ratining for the branches i the District. Pressure was placed on employ@es and b
that did not meet thew credit msurance voals. Bach CinFinancial branch kepi o

“performance chart” which tracked zach employee's progress toward reaching fvs crodn

mswrinee and other goals. The chart Kept track of the goals of cvery cmployee in 1w

District. CittFmancial branches competed with cach other, so this chart was wnporn

selping ro derermiine which branch was i the lead. These charts also allowed Bronch

Mantgers to monitor thewr own employees™ progress. Hoan employee was fagoiny bebul,

YL !

a manager would remind the employee that bonuses/incentives depended on meet l'g_z

credit msurance goals, or otherwise pressure the employee to sell credit msaranee

fand other emplovees would often determine how much insurance couid e <]

SOV i e

borrower based on the borrower’s oceupation, race, age, and education level, 1

appeared uneducated, inarticelate, was a munority, or was particularty old or

woadd ey oochude all the coverages CitiFmancial offered. The more vullible ts

consumes appeaied, the more coverages T would iry to include o the loan. 1F

the coverages made the payinent higher than the boreowee’s finit, T would inciude oz

inany coverages as possible while keeping the payment within that himit. Most e

WETE S0

e sold with at least one type of coverage, and often loans had more coverages

vl the

ovee was only able to include one type ol surance, it was encouraged

shouldd try 1o sell the coverage with the highest premium. tor example personal preneriv

msurance on personal loans.



= CmiFmancial trained employvecs o do acclosed folder” closing, meaning that i

wottld be discussed orally firsr. Only after the borrower indicated that he wanred

would the eroplovee Gpen the folder and have the barrower sien the papers. Ar !

wnt with wid wathour coveriaee s

suplovees tvpieally did not stats the monthly payn

C O

mclude

d, and did not go mte detail about the terms, coses, and fees of the foan o

coverages that were included. Ciosmgs were conducted by CinFinancial emiplovecs,

~typically a the branch othice. Closmgs would sometimes be held at borrower™s Lo

for example to bring a delinguent account current or i the horrower was hedrididen o

)

nancid racked dehnquent aecounts on the computer. For example, o 30-da

il he venerated, called w 7her-30 st A high number of delinquencies in e

ool e

Aranch atfected employees” quarteriy bonuses, and whether they had to stay after s

work, | have observed employees harass and mtirmidare borrowers, For example

A T AE TEIeac oo L
VR H LR R

of eonplovees who would show up ot o person’s house und refuse 1o lea

N

Thix is known as “chaging™ the account. Sometimes 4 manager waokh

)

v received.,

i an employee to “chase”™ an account, evenif it was ondy 30 days delinguer.

s and managers would become more hostile toward borrowers at the cod

sontl becanse of the need o collect on delinquencies and meet their quotax, it

commoen practice to call borrowers at home and work, and sometimes, to call sevard

ST

dimes inone day, to collect on delinguent paviients. 1 am also aware-of eimplove

hove disclosed information about horrowers™ debis 1o thelr fanily members e«

RV



sother; without the borrower’s pertssion. Manavers condoned whaidver taciv. o,
employee used. as Jong as he obiained the payinent. On weouple of occasions. e

Crinilinancial borrower asked not to he cailed 2t work, 1 was rold that Dave |

Districr Manager, erased the com iputer record of Hiot request.

tach branch and region had gouis for Keeping the delinguency rate down. L iy oo,

P

e quota/rate was 0.8% on personal loans. [n addivion, cach employee had perso

quotas for the number of personat and real estare foains he needed to close ea

Louls were set at the regional fevel and conmmunicaied 1o statt through meetinge-

Branch Munager. The Regional and Districr Masaoers would have meetings «

Managers o communicate the tonthiy voals. Between meetings, District Mo

would fax updates of the goads to the Branch Maniagers. Branch Managers had to varv i

SECRTY PIOYUTSss reports rega (lm rthe status and sumber of foans und Coverase

Lranca employees received updatos regarding their 0w status — g, how Ciose fhow wer

snesning their coals — nwice o month. When they didd meer thel monthly g

sowoukd receive prizes such as plaques, dinner certificates, and smalf &

appliances owt of a catalogue.

Arthe tiine of The Associates merger, my branch stopped selling credic life and

[

dsurance on real estate loans. My nopression was that thiy was a teraporary chingo

ebtaw approval for the merger. Although we stopped seling hie and disabiiity o read

NS

i loans, we continued to sell Home and Auto, and Apphance Guard, o real v



foans, and also connnued w o sell all coveraces on rersonal loans,

b i

are under penalty of perjury that the toregoig  true and correct.

EXECUTED on 77

Gail K




DECLARATION OF GAIL KUBINIEC
PURSUANT TO 28 U.S.C. § 1746

I, Gail Kubiniec, make the following statement:

I am 35 years old, competent to give testimony, and the statements contained herein are

based upon my own personal knowledge.

Until February 22, 2001, I worked part-time as an Assistant Manager for Ciﬁiﬁﬁancial in
Tonawanda, New York. On February 22, 2001, I left CitiFinancial on unpaid materﬁity
leave, with no intent to return to work there. On or about May 18, 2001, I gave
CitiFinancial my written resignation. [ worked for CitiFinancial in Tonawanda for
approximately two and a half years. [ spent the bulk of this time working in the same
branch office. However, during the last six weeks, I worked in a different Tonawanda
branch that had been acquired from The Associates. At that branch, I helped train the
former Associates branch employees about CitiFinancial’s products, procedures, and
computer systems. In about January 2001, this former Associates branch was renamed

“CitiFinancial.” To my knowledge, it continues to operate as a CitiFinancial branch.

Prior to working in Tonawanda, I was an Assistant Manager in the Depew, New York
branch for about one year. Prior to that, [ worked as a Customer Service Representative
for two years in the Lansing, Michigan branch. The Depew, New York and Lansing,
Michigan offices were originally branches of Commercial Credit. When I joined

Commercial Credit in 1995, I understood that it was owned by Sanford Weill, who is now



the head of Citigroup. Commercial Credit became part of Citigroup in“about 1998. In

about 1999, Citigroup renamed its Commercial Credit branches “CitiFinancial.”

As a Customer Service Representative, my duties included cashiering, and selling,
underwriting, and closing loans. As an Assistant Manager, I also trained employees.
Although employees were given some formal training, the informal, word-of-mouth

~ training played a large role in the day-to-day operations and how employeisﬂconducted 7

business. Branch offices tended to be small and have an open office structure, so

employees were able to observe and hear other employees conduct business.

At CitiFinancial, emphasis was placed on marketing new loans, particularly real estate
loans (loans secured by a home mortgage), to present borrowers of CitiFinancial.
Employees would receive quarterly incentives, called “Rocopoly Money,” based on how
many present borrowers they “renewed” (refinanced) into new loans. Present borrowers
were solicited for renewal loans about every six months. Employees were also
encouraged to “convert” (refinance) retail installment loans and “bank drafts” (also

known as “live checks”) into larger personal loans or real estate loans. Each branch had a

goal for “conversions” depending on the size of the branch. When 1 left CitiFinancial in

February 2001, my branch’s goal was to convert about 4.5% of these types of loans each
month into a personal loan or real estate loan. If the branch met its goal, branch
employees would receive Rocopoly Money and branch managers would receive bonuses,

known as “ROC money” (“return on cash”).



6. It was also common practice to renew delinquent loans to lower the delinquency rate.
Often, employees would fabricate a reason in the paperwork to get approval for such a
renewal. One reason for this was to avoid forced overtime work. If the delinquency rate

was too high and over the branch’s quota, employees had to stay late to get the percentage

. of delinquent accounts down.

7. - In marketing renewal loans to customers (and before receiving their loan applications),

employees would use information from customers’ credit reports that was z&aﬁaﬁie on
CitiFinancial’s computer system, “Maestro.” For example, if the system showed that the
borrower had a numbe; of open tradelines on their credit report, and available equity in
their home, I would recommend a debt consolidation loan. In marketing loans, some
inexperienced employees would obtain and use new credit reports on customers without

their permission.

8. In selling loans, a common sales pitch at CitiFinancial was to tell consumers that the new
loan would save them money. One common sales tool was a “Debt Relief Plan,” which
could be generated on Maestro. The Debt Relief Plan was a chart that. compared a
consumer’s total monthly payments on his current debts with the total monthly payment
on a proposed debt consolidation loan with CitiFinancial, and that showed how much
money the consumer would save each month from the proposed loan. It also could
display yearly savings from the proposed loan. The Debt Relief Plan was often sent to

customers with a cover letter thanking the customer for his business and soliciting him for



10.

the proposed new loan. Before a “blitz night,” we would mail large numbers of Debt
Relief Plans to customers. At a blitz night, employees had to work late to solicit present
borrowers for new loans over the phone. During a blitz night, we would solictt customers
using the Debt Relief Plans they had been sent in the mail. CitiFinancial does not include
in a customer’s monthly payment an escrow amount for property taxes and homeowner’s

Insurance.

Typically, employees would only state the total monthly payment amount in séil-irvlg a
proposed loan. Additional information, such as the interést rate, and the financed points
and fees, closing costs, and “‘add-ons’ like credit insurance, were only disclosed when
demanded by the borrower. Much of the loan process was structured around making the
consumer comfortable with the total monthly payment, rather than disclosing every
charge and add-on that was included. It was also common practice to try to sell

borrowers the largest loan possible.

CitiFinancial also used direct mail offers to solicit new and present borrowers to take out
loans. I felt these mailers were deceptive because most borrowers who responded to
these offers _did_ not qualify for the interest rate quoted in the offers, but rather were able
to qualify only at a much higher rate. Managers would target these direct mail offers to
certain zip codes, eliminating zip codes in higher income areas where consumers were

unlikely to respond to the offers.



11.

12.

CitiFinancial also sells many different types of single-premium credit insurance and other
add-on products (also referred to as “coverages”) on personal and real estate loans,
including Life, Disability, Involuntary Unemployment, Property, Home and Auto, and
Appliance Guard. Home and Auto is a pre-paid plan that covers a set time period (e.g.,
$1,200 for a ten year plan on a real estate loan) and which pays a consumer’s deductible

on other insurance if damage to the consumer’s home or auto exceeds the deductible.

Appliance Guard is a pre-paid plan that will pay for home appliances to be serviced

during the time period of the plan.

All CitiFinancial branch offices had quotas for the sale of credit insurance. These quotas
increased over time. At the time I left CitiFinancial in February 2001, the quota was $102 -
of credit insurance for every $1000 of loan held by CitiFinancial. Prior to that, it was $95
per $1,000 of loan. When I first started working in the Lansing, Michigan Bran_ch, the
quota was $60 per $1,000 of loan. In addition, there were quotas for the saie of Home
and Auto, and Appliance Guard. When I left CitiFinancial in 2001, my branch was
expected to sell $12,000 in Home and Auto or Appliance Guard each month. As a result
of having these quotas, emploS/ees were not only encouraged to include coverages on their
loans, but were essentially required to do so. If an employee submitte& a loan for
approval without any coverages, the branch manager would ask why there were no
coverages and tell the employee that he had to sell at least one coverage. Asa result,
employees would try to include as many coverages as possible on loans. Loans were

typically presented to consumers with “100% coverage,” meaning that real estate loans



13.

were preseﬁted with at least credit life and disability already included, and personal loans
were presented with at least credit life, disability, involuntary unemployment, and
property insurance already included. When quoting the monthly payment, I frequently
quoted the payment with covefages already included, telling the consumer only that it was
“fully protected.” This was a common practice used by employees at CitiFinancial. If the

borrower was comfortable with the monthly payment, then the employee would generally

- not disclose that specific coverages were included. Although CitiFinancial’s formal

training advised employees to quote the monthly payment both with and w1thout
coverages, employees typically only quoted the monthly payment with coverages. If
borrowers objected to coverages at loan closing, branch managers would sometimes come
to closings to “re-pitch” coverages in an effort to convince the borrower to accept them.
If the borrower continued to object, an‘other tactic was to tell the borrower that the loan
could be re-written without the coverages but that it would take additional time. Some

borrowers would accept the coverages rather than wait for the loan to be re-written.

The pressure to sell coverages came from CitiFinancial’s Regional and District Managers.
Each branch had monthly credit insurance sales goals to meet in accordance with the
direction of the Regional and District Managers. If these goals were not met, the District
Manager would call and put pressure on the Branch Manager to get the branch up to par.
If the branch was not meeting the credit insurance quota, the Branch Manager would
convene a meeting and possibly re-train employees on selling credit insurance. If the

District as a whole was not meeting its goals, the District would conduct insurance sales



14.

training for the branches in the District. Pressure was placed on employees and branches
that did not meet their credit insurance goals. In addition, each CitiFinancial branch kept
a “performance chart” which tracked each employee’s progress toward reaching his credit
insurance and other goals. The chart kept track of the goals of every employee in the
District. CitiFinancial branches competed with each other, so this chart was important in

helping to determine which branch was in the lead. These charts also allowed Branch

- Managers to monitor their own employees’ progress. If an employee was lagging behind,

a manager would remind the employee that bonuses/incentives depended on meeting

credit insurance goals, or otherwise pressure the employee to sell credit insurance.

I and other employees wouid often determine how much insurance could be sold to a
borrower based on the borrower’s occupation, race, age, and education level. If someone
appeared uneducated, inarticﬁlate, was a minoﬁty, or was particularly old or young, I
would try to include all the coverages CitiFinancial offered. The more gullible.: the
consumer appearéd, the more coverages 1 would try to include in the loan. If including all
the covérages made the payment higher than the borrower’s limit, I would include as
many coverages as possible while keeping thé payment within that limit. Most loans
were sold with at least one type of coverage, and often loans had more coverages. If an
employee was only able to include one type of insurance, it was encouraged that he
should try to sell the coverage‘with the highest premium, for example personal property

insurance on personal loans.



15.  CiutiFinancial trained employees to do a “closed folder” closing, meaning that information
would be discussed orally first. Only after the borrower indicated that he wanted to sign
would the employee open the folder and have the borrower sign the papers. At closings,

employees typically did not state the monthly payment with and without coverages

included, and did not go into detail about the terms, costs, and fees of the loan and
coverages that were included. Closings were conducted by CitiFinancial employees,

~ typically at the branch office. Closings would sometimes be held at borrower’s homes,

for example to bring a delinquent account current or if the borrower was bedridden or

disabled.

16.  CitiFinancial tracked delinqliznt accounts on the computer. For example, a 30-day late
list could be generated, cag a “;ot-30 list.” A high number of delinquencies in the
branch affected employees’ quarterly bonuses, and whether they ﬁad to stay after hours to
work. Ihave observed employees harass and intimidate borrowers. For example, I know
of employees who would show up at a person’s house and refuse to leave until payment
was received. This is known as “chasing” the account. Sometimes a manager would go
with an employee to “chase” an account, even if it was only 30 days delinquent.
Employees and managers would become more hostile toward borrowers at the end of the
month because of the need to collect on delinquencies and meet their quotas. It was
common practice to call borrqwers at horﬁe and work, and sometimes, to call several

times in one day, to collect on delinquent payments. I am also aware of employees who

have disclosed information about borrowers’ debts to their family members (e.g., a



17.

18.

mother) without the borrower’s permission. Managers condoned whatever tactics an
employee used, as long as he obtained the payment. On a couple of occasions, after a
CitiFinancial borrower asked not to be called at work, I was told that Dave Fleming, a

District Manager, erased the computer record of that request.

Each branch and region had goals for keeping the delinquency rate down. In my region,

' the qilota/rate was 0.8% on personal loans. In addition, each employee had personal

quotas for the number of personal and real estate loans hé needed to close each month.
Goals were set at the regional level and communicated to staff through meetings with the
Branch Manager. The Regional and District Managers would have meetings With Branch
Managers to communicate the monthly goals. Between meetings, District Managers
would fax updates of the goals to the Branch Managers. Branch Managers had to turn in
weekly progress reports regarding the status and number of loans and coverages sold.
Branch employees received updates regarding their own status — i.e., how close they were
to meeting their goals — twice a month. When they did meet their monthly goals,
employees would receive prizes such as plaques, dinner certificates, and small kitchen

appliances out of a catalogue.

At the time of The Associates merger, my branch stopped selling credit life and disability
insurance on real estate loans. My impression was that this was a temporary change to
obtain approval for the merger. Although we stopped selling life and disabality on real

estate loans, we continued to sell Home and Auto, and Appliance Guard, on real estate



loans, and also continued to sell all coverages on personal loans.

I declare under penalty of perjury that the foregoing is true and correct.

i

Hf
EXECUTED on Q}Faﬁqﬂ X0 ""2001, in Buffalo, New York.
‘ v

U

Gail Kubiniec
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DECLARATION OF MICHELE V. HANDZEL
PURSUANT TO 28 U.S.C. § 1746

I, Michele V. Handzel, make the following statement:

Iam 31 years old, competent to give testimony, and the statements contained herein are

based upon my own personal knowledge.

_ Until August 15, 2001, I worked as a Branch Manager for CitiFinancial in Latham, New

York. On August 16, 2001, I stepped down as Branch Manager because Freturned to ~  — -
schooll. I was transferred and began working part-time as an Assistant Manager at the
Clifton Park branch until November 1, 2001. On or about October 30, 2001, I gave
CitiFinancial my written resignation. I worked in Latham for approximately three years.
During the first two years of my tenure, the branch was owned by The Associates. On or
about November 30, 2000, Latham became a CitiFinancial branch when Citigroup

purchased The Associates.

Prior to working at the Latham branch, I was employed at other Associates branches. On
or about April 4, 1994, I began iny career with The Associates as an Assistant Manager at
the Boynton Beach, Florida branch. In August 1995, I was promoted to Branch Manager
at an Associates branch in Winterhaven, Florida. Iremained in Winterhaven until April
1996 when I became the Branch Manager at Wappingers Falls, New York. Frdm
September fhrough December 1997, I also assisted with the revitalization of the |
Parsippany, New J erséy branch. | helped develop Parsippany into a $33 million annual

operation. In December 1997, I left Wappingers Falls and became Branch Manager of the

- Parsippany branch exclusively. I remained at Parsippany until November 1998, when I

became Branch Manager at Latham.

During my tenure with The Associates, [ received numerous cash bonuses and rewards.

(See, e.g., Attachments A-1 through A-3) . Compensation was largely driven by how



much profit branches produced. Under my direction, the Wappingers Falls branch was
one of the top-selling insurance branches in the country. As branch manager, I was
rewarded with membership in the “President’s Association,” a cash bonus, and an all
expenses-paid vacation to a luxurious spa in Boca Raton, Florida. (See Attachment B).
At the Latham branch, I received awards for earning the best numbers in the state for
overall branch growth in 2000. In that year, my branch grew by $3 million and had the
lowest delinquency numbers in the state. I earned approximately $35,000 in cash bonuses

over the course of my employment with the company.

collections, but I also engaged in lending. I sold approximately one or two real estate
loans, 10 to 15 personal loans, and two sales finance loans from dealers, per month. As a
Branch Manager, [ was responsible for overseeing the operations of the entire branch and
supervising the work of several employees. I also trained employees. Although
employees were given some formal training, the informal, word-of-mouth training played
a large role in the day-to-day operations and how employees conducted business. Branch
offices tended to be small and have an open office structure, so employees were able to

observe and hear other employees conduct business.

The Associates emphasized marketing new loans, particularly real estate loans, to present
borrowers and sales finance customers. The company frequently participated in, or
purchased retail installment finance contracts. These loans were called “Associates Time
Payments” (“ATPs”). When The Associates became a party to an ATP loaﬁ, it acquired
information regarding the customer, including the customer’s credit report and the
amount of his or her home equity. Immediately after the company became a party to an
ATP loan, Associates’ employees were instructed to contact the customer and “upsell” or
“convert” the loan to a larger loan, preferably a home equity loan. Employees were also
encouraged to convert “live checks” into larger personal loans or real estate loans.

Converting ATP loans and live checks to larger home equity loans generated substantially



more income for the company in the form of points, insurance premiurns, and other fees.

At The Associates, I was taught to renew, or refinance, as many loans as possible. Real
estate and personal loan renewals represented the majority of the loans made at my
branch. Renewals were important to fulfilling The Associates’ goal of estabiislﬁng
“customers for life.” Group Managers would order “Customer Appreciation Days.” On
those occasions, branches would call their present borrowers in an effort to make as many
renewals as possible. In preparation for the Customer Appreciation Days, we would send
- out offers for renewals pursuant to my Senior Vice President’s instructions. These offers
were widely disseminated to the branch’s customers, even those customers whose loans
* had been previously renewed. It was not uncommon to renew a customer’s loan
repeatedly, a practice referred to as “flipping.” For example, at the Boynton Beach
branch, we flipped a customer’s loan for three consecutive months merely because she

had the equity in her property to do so.

At The Associates, I was trained to contact present borrowers who were past due on
payments for the purpose of renewing their loans. For the company, renewals were an
effective way of shoring up delinquencies. Renewing past due loans brought the account
“current, which made the branch’s books look good and allowed The Associates to charge
points on the new loan. The ideal target for a renewal was a customer with $30,000 of
equity in their home and delinquent payments. It was very easy to sell that type of
customer on a renewal. On average, I re-wrote loans for two or three of my thirty-day

delinquent customers every month.

The Associates’ Home Office and Group Managers also ordered me and other branch
employees to renew home equity loans that were less than two years old. This was
encouraged because The Associates’ loans were structured to provide more profit and

higher yields to the company during the earlier years of the loan.
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In marketing renewal loans to borrowers and before receiving their loan applications,
other employees and I would use information from borrowers’ credit reports that was
available in their files. Until early 1998, other employees and I sometimes pulled entirely
new credit reports to prepare a renewal loan proposal, even before the borrower had

applied for the loan.

In selling and renewing loans, a common sales pitch at The Associates was to tell

consumers that the new loan would save them money. One common sales tool was the

-~ “Equity Advantage Plan.” The Equity Advantage Plan (“EAP”) was a chart that

compared a consumer’s total monthly payments on his current debts with :ttéiiéj’fotal
monthly payment on a proposed debt consolidation loan with The Associates, and that
showed how much money the consumer would save each month with the proposed loan.
It also could display yearly savings from the proposed loan. The EAP did not include
points or credit insurance in the proposed loan amount, and thus, misled borrowers about
the loan amount and “savings” associated with renewing their loans. Sometimes, I would
quote the interest rate along with the monthly payment when selling an EAP, but I was
trained by The Associates to always quote the agreed rate instead of the annual percentage
rate (“APR”). If borrowers noticed the disparity between the agreed rate and the APR
when they came to the branch to close the loan, I was taught by The Associates to
minimize the points by telling borrowers that they were getting a lower interest rate on

their loans by paying the points.

There was a lot of pressure from upper management to use the EAP. Employees were
required to prepare and send out five new EAP presentations per day. Copies of EAPs
were kept in a “follow-up” file so that if a customer did not express interest in a proposed

loan, employees could call the customer and re-solicit him or her within a few days.

Another sales fool that I was taught to use at The Associates was the “What If?”

solicitation pitch. The “What If?” was a sales program used primarily with present
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borrowers who were homeowners. The “What If?” was usually initiated with a phone
call, asking the customer, for example, “what if I could show you how to save $300 every
month, and take away all your credit card payments?” The Associates provided me with
a script to use in making the “What If?” call. Before making the call, I would prepare one
or more loan proposals using the customer’s loan file, including his or her prior loan
application and credit report on file. Often, other employees and I would use the EAP
when drawing up these loan proposals. The amount that a borrower could potentially

“save” was calculated manually on the EAP. Other times, we would use the “What If?”

- solicitation program directly on The Associates’ computer system. On the “What If?”

program, potential savings were calculated automatically by the computé?"The compﬁfér o

calculated the difference between the borrower’s total monthly payments on his current
debts with the monthly payment on the proposed loan to determine the monthly savings
amount. I felt that the monthly savings amount was misleading because it did not take
into account points, fees, and credit insurance. In addition, other employees and I did not
explain to borrowers that by consolidating their debts pursuant to the “What If?” or the
EAP they were essentially taking a short-term debt, like a car loan, and spreading it out
over the length of a first or second mortgage loan, typically 15 or 20 years. On proposed
first mortgage loans, I also did not explain, and the monthly savings did not incorporate,
that The Associates did not escrow for homeowners’ insurance or property taxes, and that

the consumer needed to budget for these costs separately.

The Associates sold various types of single-premium credit insurance products such as
Life, Disability, Involuntary Unemployment, and Personal Property. It also sold other
ancillary products on personal and real estate loans, including Spree and USAC. 1was
trained to use several methods to make sure that my loans always included credit
insurance and/or other add-on products, a practice commonly referred to as “packing.”
First, when I proposed a loan to a customer, I was taught to automatically include
insurance in his or her monthly loan payment without mentioning it to the borrower.

Accordingly, I always tried to include credit insurance on every loan before I gave the
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customer a monthly payment quote. This was especially true if I felt that I could include
the insurance without eliciting a complaint from the customer. In addition, if I was
renewing a loan with credit insurance, I would automatically include the same insurance
coverages in the renewal. I also observed numerous loans that were sold by other
Associates’ employees. The same method of automatically including insurance in

monthly quotes was used by other Associates’ employees and managers.

Second, I was taught to always “sell the monthly payment.” This instruction was repeated

- often by my Group Managers. By “selling the monthly payment,” Associates’ employees,

includihg myself, could shift the focus away from the cost of insurance and other loan
terms such as the interestfate and points. Based on my personal experience, most
Associates’ customers had very little financial sophistication and did not realize that
without the credit insurance, they could borrow the same amount of money at far lower

monthly payments. As a result, [ was trained that I should not tell the customer that the

"monthly payment quote included insurance prior to loan closing. I would merely prepare

the insurance applications and forms and include them with the rest of the loan papers at
closing. Ifthe customer should happen to notice at closing that I had autoinatically
included the insurance, it was easy to convince them to go through with the closing

because the monthly payment had not changed from the initial quote I had given them.

Third, I was encouraged to not tell customers that they had a choice regarding insurance
unless they specifically asked whether the insurance was optional. If the customer

happened to ask questions about the insurance, I would tout the benefits of the insurance
and avoid telling them that it was not required to get the loan. It was particularly easy to

sell insurance to my Spanish speaking customers because often they were not financially

. savvy. Pursuant to the instructions of The Associates’ Insurance Sales Director for the

Northeast Region, Diane Sarday, | would not even use the term insurance but would refer

to it as “total payment protection.”
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Initially, I was taught that I should never tell customers what the'monthly payment would
be with and without insurance, unless they specifically asked that question. Starting in
1998, company policy was to quote monthly payments with and without insurance. In
practice, we did not always follow this policy because it made it more difficult to sell
insurance, and thus, meet the profit goals set forth by management. Usually, we would
quote monthly payments with and without insurance only when we were told that we
were on the roster to be “mystery shopped,” which was the sole compliance tool that

management used to insure that we were quoting payments with and without insurance.

_ Management gave other employees and me a “cheat sheet” to use in connection with the

mystery shopper calls. This cheat sheet listed an estimate of what a borrower’s monthly ~— .

payment would be with and without insurance for all sizes of loans.

Even after the policy change in 1998, there continued to be tremendous pressure to sell
credit insurance on every loan. (See Attachment C). Credit insurance was so important
to The Associates that sales were tracked on a Daily Status Report (“DSR”) for each
branch. Credit insurance sales accounted for a high percentage of income at the branches
where 1 worked because we earned about 65% of the credit insurance premium.
Maintaining high credit insurance sales totals was important to offset losses at the branch
level. The pressure to sell credit insurance came mainly from Group Managers. Each
branch had monthly credit insurance sales goals to meet in accordance with the directions
of upper management, including Senior Vice Presidents and Group Managers. If these
goals were not met, the Group Manager would call and put pressure on the Branch

Manager to get the branch up to par.

Because credit insurance sales were a high priority at The Associates and a large part of
my branches’ profits, I worked my hardest as a Branch Manager to meet the company’s
goals. Iinstructed my branch to include as many credit insurance products as possible on
each loan. Throughout the majority of my tenure with the company, I was one of The

Associates’ top credit insurance salespeople. I was designated a “Premium Performer”
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for the entire nation, a title awarded to the top one or two credit insurance salespersons in
each state. (See Attachment A-1). Ialso received the Presidents’ Association award

which rewarded the top one or two earners in the state. (See Attachment B).

In February 1999, I stopped packing insurance after one of my subordinates complained
to Human Resources that I would not sign off on a loan that did not include insurance.
As a result of the complaint, I was required to meet with a representative from Human
Resources. I was not reprimanded for requiring the employee to pack the insurance but
merely told not to wrlte down any instructions to pack insurance in the future
Addltlonally, my Semor Vice President, Doug Jones, told me that I had (Tone the right™
thing requiring the employee to include the insurance on the loan. Nonetheless, after this

incident I stopped pressuring my employees to pack insurance.

At The Associates, loan closings were brief. Personal loan closings usually took no more
than 10 minutes. For real estate loans, we merely gave the customer a cursory
éxplanation of the loan. Generally, we did not discuss points, éredit insurance, and other
fees, unless the customer specifically asked about them. Other employees and I typically
did not state the monthly payment with and without insurance coverages included, nor did
we typically volunteer that the coverages were optional and not required to obtain the
loan. Essentially, we would show the customer the first page of a loan document, show

them the last page, and indicate where they had to sign.

The Associates was brutal in attempting to collect delinquent accounts. Iwas trained to
call customers as many as ten times a day, especially at month’s end. I would call
customers at work even if they had requested otherwise. The company had an informal
policy that employees should disregard a customer’s request not to be called at work
unless the customer put it in writing. However, employees, including myself, would not
inform customers of this requirement until they registered their third or fourth request not -

to be called at work. [ was given a company car so that I could “chase” delinquent
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accounts. “Chasing” means showing up at a customer’s house to collect on the
delinquency. Managers condoned whatever collections tactics an employee used, as long
as the employee obtained payment. Employees and managers would become more hostile
toward borrowers at the end of the month because of the need to collect on delinquencies

and meet their quotas.

On the whole, my managerial responsibilities remained the same after CitiFinancial and

The Associates merged. However, one notable exception was that if one of my

- CitiFinancial branch employees was not meeting his or her insurance sales goals, he or

she was placed on “Daily Follow-Up Status.” This meant that as the Brai;%ﬁ:Managéf}i -
was required to come in during the loan closing and give the borrower an extra push to
purchase the credit insurance. (See Attachments D-1 through D-5). This is just one
example of the way District Managers at CitiFinancial micro-managed branch managers

and employees; I felt that I had little direct control over the way my branch was run.

Another difference between The Associates and CitiFinancial relates to employee
compenSation. Compensation at CitiFinancial was tied to meeting monthly goals as it
was at The Associates; however, the compensation was not as generous and the goals
were much more difficult to meet at CitiFinancial. (See Attachment E). The bonus
structure at CitiFinancial was such that there were several quotas to meet, and even if we
hit all of those quotas, we might still only earn $1000 to split among five employees. In

addition, the pay scale at CitiFinancial was less than at The Associates.

One constant at both companies was the emphasis on renewals. (SeebAttachments F-1
through F-2). CitiFinancial provided employees with incentives to renew present
borrowers and sales finance customers. For example, employees received bonuses
whenever they renewed a loan that included an advance of over $500. This incentive
encouraged me and other employees to renew loans with larger cash advances because we

were eager to earn the bonuses. In fact, there was so much pressure at CitiFinancial to
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S o st -
Qe‘nerate renewals tha employees M did not even bother to obtain

customers’ signatures on the renewal loan documents.

Like The Associates, CitiFinancial marketed renewal loans, particularly real estate loans,
to present borrowers and sales finance customers, including through the use of “live
checks” known as “bank drafts.” Like The Associates, the majority of CitiFinancial’s
loans came from renewals. Both companies depended heavily on present borrowers and

sales finance customers to create growth. At CitiFinancial, renewals were an effective

--tool to manipulate delinquency numbers as well. In my opinion, renewals did not provide

much benefit to CitiFinancial’s customers. Rather, renewals were merely a“band-aid” to~ -

their financial troubles and served to put many of them further into debt.

In selling and renewing loans at CitiFinancial, we utilized a sales tool called the “Debt
Relief Plan.” (See Attachments G-1 through G-2). The Debt Relief Plan (“DRP”)
functioned like the EAP at The Associates. It appeared as a screen on Maestro,
CitiFinancial’s computer system. The DRP compared a consumer’s total monthly
payments on his current debts with the total monthly payment on a preposed debt
consolidation loan with CitiFinancial, and showed how much money the consumer would
save each month with the proposed loan. Afier September 2001, using the DRP on
Maestro made it easier for me and other employeés to automatically include credit
insurance in the proposed monthly payment quote. We no longer had to manuaily
calculate how much credit insurance could be slid into the loan without exceeding the
proposed monthly payment; Maestro automatically performed this.calculation.
Furthermore, Maestro enabled us to print the DRP as displayed on the computer screen

and mail it directly to a customer.

Like The Associaies, CitiFinancial sold four types of single-premium credit insurance
products: Life, Disability, Involuntary Unemployment, and Personal Property. In

addition, CitiFinancial sold other ancillary products including “Home & Auto Sales

10
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Plans” (“HASP”) and “Appliance Guard.” CitiFinancial put much more pressure on
employees than the Associates did to include as many credit insurance and ancillary
products as possible on every loan. (See Attachments H-1 through H-2). In fact, I feel
that the credit insurance sales practices at CitiFinancial were worse than at The
Associates. From January to June 2001, the policy was that no personal loan at
CitiFinancial would be approved if it did not include some type of credit insurance, nor
would a real estate loan be approved without some type of ancillary product, such as

HASP or Appliance Guard. There were several internal measures in place to effectuate

.. this policy. For instance, District Managers would frequently refuse to send a loan to

underwriting if it did not include some type of insurance product. Moreover; loans that ~
were closed and did not include any insurance would be identified by CitiFinancial’s
internal insurance auditors, and the employee who closed the loan would be written up.
CitiFinancial also had many more reports that tracked insurance sales than The
Associates. Furthermore, Branch Managers, such as myself, were required to come in
during loan closings if a branch employee was having trouble selling the insurance. (See
Attachments D-1 through D-5). Our role was to provide added leverage to guarantee that

the insurance would be included on the loan.

In order to maximize credit insurance sales and to increase loan security, CitiFinancial
distributed the “assumptive co-signer memo.” (See Attachment D-1). This memo
required employees to ask the borrower the name of his or her spouse when taking a loan
application, and then add the spouse as a co-applicant on the loan, without mentioning it
to the borrower. When the customer came to the closing, he or she was required to get
his or her spouse’s sigﬁature to close the loan. Once the spouse was added, the employee
could automatically write up the loan to include joint rather than single insurance

coverage, thus, increasing the insurance premium and the company’s profits.

Most of the training that other employees and I received at CitiFinancial was “‘on-the-

job.” As a Branch Manager, I felt that CitiFinancial simply threw me into its operations

11
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because of my previous experience with The Associates. After CitiFinancial and The
Associates merged, I attended a mandatory insurance training session on January 3, 2001.
At this time, other former Associates employees and I were introduced to CitiFinancial’s
nationwide “Selling it Right” program on credit insurance. This training stressed the sale
of Home & Auto Sales Plans and Appliance Guard on every loan and incorporated the
“mouse pad” presentation. Pursuant to that training, we were given a mouse pad which
we were required to keep on our desks near our computers. The mouse pad contained

instructions on how to automatically include credit insurance on loans when soliciting

- customers over the phone. (See Attachment I). These instructions were supposed to be

followed verbatim, but like any script, people would modify it to their ownliking. Some ~ -

of the instructions were contained in parentheses, but that was for the employees’
information and not supposed to be read to the borrower. The mouse pad instructions did
not quote the monthly payment with and without insurance; rather, it first quoted the
payment with insurance included. Later, it broke down the cost of the insurance into
cents per day and compared that figure to the monthly payment amount without the credit
insurance. Use of the mouse pad was strictly enforced by Diane Sarday and by all levels.

of management.

CitiFinancial instructed us to remove the mouse pads from our desks when banking
examiners came to audit my branch in May 2001. Also on or about May 2001, the
company instituted a policy pursuant to which it sent notification letters to borrowers two
weeks after their loan closings informing them of the loan terms and insurance products
on their loans. Many customers called the branch upon receiving these letters and
cancelled the credit insurance on their loans. A large number of them told me that they

had not been aware that credit insurance had been included in their loans.

In addition to the Selling it Right training session, CitiFinancial held sales meetings to
teach employees how to sell HASP and Appliance Guard. Dave Devario, a representative

of American Health and Life Insurance Company, a Citigroup subsidiary, was the

12



ancillary salesperson for Home & Auto Sales Plans and facilitated these sessions. Home
& Auto Sales Plans and Appliance Guard were big money makers for CitiFinancial, as
they accounted for approximately 65% of the branch’s premium revenue. As a result,

there was a lot of pressure from the company to include them on every loan.

Closings at CitiFinancial resembled those at The Associates — they were brief. Personal
loan closings took approximately 10 minutes. Real estate loan closings took a little
longer but also did not provide a lot of details about the loan. At CitiFinancial, I was

- - instructed to do a “closed folder” closing, meaning that information would be discussed
orally first. Only after the borrower indicated that he wanted to sign would the employee ~ -

open the folder and have the borrower sign the papers.

34, Coliections practices were more aggressive at CitiFinancial than at The Associates.
CitiFinancial had a poﬁcy whereby loans were charged-off after two months of
delinquency, rather than six months like at The Associates. Thus, there was a greater
urgency to collect on a delinquent account before having to charge it off. Consequeﬁtly,
this policy also resulted in more flipping because the company did not want to lose the
accounts and the profits generated by those accounts to a charge-off. Another reason I
believe collections practices were more aggressive at CitiFinancial is because collections
calls started sooner after a customer had a late payment. If a customer was five days past
due, CitiFinancial required us to call the person repeatedly. We were required to call
delinquent customers multiple times a day, at home and at work. My District Manager,
Mike Moniot, would make us work late on week nights and on weekends to meet our
collections goals. (See Attachment J). I observed several CitiFinancial employees call
third parties and disclose the customers’ debts to them. I also know of an employee at
CitiFinancial’s Rensselaer, New York branch who would falsely represent to the
customer that she was an attorney calling from the legal department in order to collect on

a delinquency. This employee also performed this “service” for other branches upon their

request.
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I declare under penalty of perjury that the foregoing is true and correet.

EXECUTED on O{) l l Q\r , 2002, in Clifton Park, New York.
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ATTACHMENT A-1



ASSOCIATES

INSURANCE GROUP, INC.
DATE: February 24, 1997
.JO: 1996 Premium Performers
FROM:  L.J. Nemazi)/{ |
RE: Premium Performers Awards

Congratulations! You are one of 350 PREMIUM PERFORMERS who demonstrated superior
performance by surpassing your insurance MBP goal for 1996. Please proudly display the
enclosed personalized plaque in honor of your achievement -- you and your branch worked hard
and deserve our thanks. We look forward to your continued outstanding performance throughout
this year and wish you the best of luck on becoming a PREMIUM PERFORMER again for 1997.

Values Driven In ‘97 ETC 0023730



ATTACHMENT A-2



/ - ASSOCIATES FINANCIAL SERVICES COMPANY, INC.

. A SUBSIDIARY OF ASSCCIATES CORPORATION OF NORTH AMERICA
ASSOCIATES °

July 18, 1997

Michelle Handzel
Branch Manager
0322 Wappingers Falls, NY

Dear Michelle,

Congratulations! Your efforts throughout last quarter have resulted in your award
of a second quarter bonus. The results you achieved are appreciated and truly reflect
the "Tradition of Excellence” at The Associates.

I want to personally thank you, as-well as the employees who contributed to the
branch's success, for all your hard work and wish you good luck on the next
' ‘) quarter's performance. :

Regards,

“Values Driven in 97"

'FTC 0023718

250 Carpenter Freeway, Post Office Box 660237, Dallas. Texas 75266-0237, 214-541-4000
693407 REV 11-89
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CBTM2341

Jones, Bruce

Monday, August 02, 1999 10:26 AM
Northeast Region - Jones,B
'RICHSS@AOL.COM'

BRANCH OF THE MONTH

ATTN--ALL EMPLOYEES

THE BB@__N_CH OF THE MONTH FOR 7’99"“‘5 LATHAM asAEREAREZSEN
THERE RESULTS WERE AS FOLLOWS......

1INTERNAL GROWTH 177K

2-NEW $$ VOLUME 556K

3-RE VOLUME 10 UNITS

4-ATPC % 7.1%

5-ATP-RE 3

6-INS SALES 26K . :

- 7-HSP SALES 5,679 . e

JUST A SOLID PERFORMANCE BY MICHELE AND TEAM, BRANCH DINNER FOR ALL EMPLOYEES....GREAT
BRUCE JONES
GROUP OVP

FTC 0023692
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" Associatcs

“ March 6, 1998

‘Michelle Handzel

171

0322 Wappingers Falls NY

Dear Michalle:

Through your outstanding commitment to business excellence, you have earned
membership into the 1997 President’s Association. This remarkable accomplishment is a
reflection of your dedicated efforts to achieve quality growth, expense conirol, profil
improvement and superior customer satisfaction.

I would like 1o congratulaie you on this honor. As a member of President’s Association,
you are recognized as one of the company's top performers in 1997, 1 look forward 1o
seeing you in Boca Raton, Florida, in April, as we cclcbrate all of our 1997 winners and
their accomplishments,
Congratulations once again on achieving this “point of excellence.”
Sincerely,
c;‘j'_' - . s )k‘%"‘\u—u—

T.R. Slone

FTC 0023709
:'_7A¢ /—f‘:(alnf ()/ {J::rf /ﬂu:{



=K AREN MARSILLO BROOKLYN, NY

MICHELLE HANDZEL WAPP. FALLS, NY
SCOTT SMITH LIVERPOOL, NY
LORI FONTAINE GLENS FALLS, NY
PAT BROKHOFF LATHAM, NY

~ MIKE KUCZKOWSKI FAIRLAWN, NJ

'ROGER MCCLEARY COLONIE, NY "
AL PICO WHITE PLAINS, NY
PEG HARBRIDGE CENTRAL NY GROUP VPMARGIE
GERULDSEN METRO NY GROUP VP
BRUCE JONES EMPIRE NY GROUP VP
ED O’DONNELL ATLANTIC NJ GROUP VP
LENNY SABURRO LIBERTY NY GROUP VP
KELLY MEYER ovpP

SEE YA IN BOCA!

S.D. DIUBALDO

FTC 0023708
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W P/L §/1000 ACTIONPLAN @

ALBANY DISTRICT

1) FAX TODM | .
FINAL DEAL SCREEN AND MAESTRO NOTES ON ANY LOANK $86 ,
NOTES MUST INDICATE REASON WHY LOAN BELOW $86 AND
WHAT CUSTOMER OBJECTION WAS.. , \

EVERY MONDAY AM ALL EMPLOYEES FAX §/1000LOGS

2) JOINT PROTECTION -

~ ASKEVERY APPLICANT NAME OF SPOUSE AS ASSUMPTIVE
QUESTION AND ADD AS COAPP. DONOT ASK IRTHEY WANTTO PUT
SPQUSE ON LOAN, SIMPLY ASK FOR NAME ANT) CONTINUE.

(R RID I SECNIE Y
3) PERSONAL PROPERTY .. ., ... . . .
ANY LOAN WITHOUT FULL LISTING TO COVER AT LEAST AMOUNT
FINANCED MUST FAX FINAL DEAL SCREEN AN MAESTRO NOTES
INDICATING WHY WE CAN'T GET FULL LISTING,

) ANY EMPLOYE! BECOW §ds 4T CLOSE OF HUSINESS 4/6 WiLL BE
REQUIRED TG HAVE BRANCHMGR QR INSURANCE SPECIALIST WITH

et

THEM AT EVERY LOAN CLOSING UNTIL Aﬂ’dvE 385,

5) ANY EMPLOYEE BELOW $86 WiLLLOSE AUTHORITY TO CLOSE LOANS IF
BELOW $86 AT CLOSE OF BUSINESS 4/20. MANAGER OR INS SPECIALIS|
WILL CLOSETHELOANS, . . . . .

R A S AN et vl

) L] :
N RN

6) MANAGER DESIGNATE INSURANCE SPECIXLIST 10 COME IN ON ANY
THAT CUSTOMER OBIECTS TO PROTECTION AS BACK UP MANAGER.

7) MOUSEPAD FRESENTATION ON EVERY APPROVAL,
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PERSONAL LOAN PAYMENT PRO
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15 PARK AVE.
GLIFTON PARK. NY 12085
PHONE: (518) 3833389

FAX; (616) 383-3527 Alhany District

Citifinancial

To:  MANAGERS From: _MIKE MONIOT

Fax: Pages: 1|
" Phone: Date: G101 .
Re  PIL /1000 FOLLOW UP ce

ﬁun;ant ykrur Review [lPlease Comment [IPleasqRoply L1 Please Recycle®

THIS MONTH | WANT ALL EMPLOYEES TO STRIVE FOR AT LEAST THE $88 SUPERIOR LIEVEL.

EMPLOYEES BELOW $80 WILL BE ON A FOLLOW UP PROGRAM UNTIL THE ACHIE‘,IE AT
LEAST $90 AS FOLLOWS:

1) MANAGER INVOLVED ON EVERY APPROVAL QUIOTATION AND LOAN CLQOSING

2) FAX BLACK AND WHITE SCREEN PRINT OF EVERY LOAN CLOSED WITH /1000 WRITTEN
ON SCREEN TO DM,

3) |WILL CALL EMPLOYEE TO REVIEW ANY LOAN CLOSED BELDW $1Q0.
THE FOLLOWING EMPLOYEES ARE BELOW $80 AND ON THIS RROGRAM:

NICOLE RUBY, HELEN RICHARDSON, LORI FONTAINE, CHRIS MULLIN, ELISA BURKE,
CARMAN VALOZE, TINA STALKER, DAN MORRELL.

STICK WITH THIS PROGRAM LADIES AND GENTLEMEN. | AM GQNFIDENT YOU WILL EXCEED
THE SUPERIOR LEVEL THIS MONTH. FAXME YOUR $/1000 LOG WHEN YOU ARE ABOVE §60
MTD AND YOUI ARE OFF THIS PROGAM.

OLR DISTRICT TEAM QPENS THIS WEEK AT $84. YOU ARE THE KEY TO GETTING OUR, TEAM
ABOVE SBUPERIOR. LET'S RO T. .
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15 PARK AVE.
CLIFTON PARK , NY 12085
PHONE: {518) 383-3399

FAX: (518) 383-3527 Albany District

Citifinancial

To: MANAGERS Fram:z  MIKE MONIOT
Fooes Pagest 1

" Phones Data: '3/26101 S S . IR
Rez  P/L $/1000 FOLLOW UP PLAN ce: ROCCO LEONE

ylllgent 0 For Review L[] Please Comment [JPloase ﬁsply [ Please Recyjcie®

ENOUGH IS ENOUGH LADIES AND GENTLEMEN, WE DID NOT ACHIEVE THE IMPROVEMENT |
HOPED FOR LAST WEEK THE FOLLOWING 1S IN PLACE EFFECTIVE TODAY FOR THE
REMAINDER OF THIS MONTH.:

» TOM POLITANO, CINDY LEE: YOU ARE SUBSTANTIALLY BELOW THE MIN §/1000 LIEVEL.
YOU WILL PERSONALLY CLOSE ALL PERSONAL LOANS THE REST OF THIS MONTH.

o THE FOLLOWING EMPLOYEES ARE ON DAILY FOLLOW UP : JANINE FRALEIGH, SHELLY
PICKMAN, ELISA BURKE, MARIA PARENTE, CARMAN VALOZE, CORINNA CLISANO,
NICOLE RUBY.

« MANAGER IS PERSONALLY INVOLVED ON EVERY APPROVAL
QUOTATION AND LOAN CLOSING.

¢ FAX FINAL DEAL SCREEN ITH $/1000 WRITTEN ON TO ME ON EVERY
LOAN CLOSED. 1WILL CALL YOU TO REVIEW ANY LOAN <§100.

/ FTC 0023904
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15 PARK AVE.
CLIFTON PARK , NY 12065
PHONE: (518) 383-3399

FAX: (518) 383-3527 | | Champlain Mohawk
Hudson District

Citifinancial

0. 4
Faw

o Wuaarw ) - S -

~ To:  MANAGERS From: MIKE MONIOT
Fax: Pages: B :
Phones Date:  12/30/00
Re:  GOODAND EXCELLENT APPS. cc:

O Urgent ¥ For Review  [1Please Comment [IPlease Reply [IPlease Recycle®

| JUST COMPLETED A REVIEW OF GOOD/EXCELENT REJECTS IN MY WORKLIST. | AM
DEEPLY DISTURBED BY THE LACK OF FOLLOW UP AND SALESMANSHIP EXHIBITED ON
THESE APPLICATIONS. WE ARE LOSING FOCUS ON THE IMPORTANCE OF BOOKING THESE
LOANS. HERE IS A REMINDER OF WHAT | EXPECT:

1) GOOD AND EXCELLENT APPS ARE TO BE APPRO\IEDIDECISIONED WHILE THE
CUSTOMER IS ON THE PHONE WITH NOTES TO INDICATE SUCH.

2) APPLICATIONS ARE TO BE FOLLOWED UP BY PHONE EVERY DAY WITH NO GAPS. YOU
ARE TO MAIL A NOTE TO SPUR CUSTOMER RESPONSE IF NO CONTACT BY PHONE THE
15T DAY. ALL CONTACT ATTEMPTS MUST BE LOGGED IN MAESTRO NOTES.

3) NOONE is TO TURN DOWN A GOOD/EXCELLENT CUSTOMER WITHOUT MY APROVAL
FIRST.

4) THE MANAGER MUST PERSONALLY ATTEMPT TO SELL THE LOAN WHILE THE
CUSTOMER IS STILL ON THE PHONE IF OUR OFFER IS REJECTED WHEN THE
EMPLOYEE PITCHES IT. NO CALL BACKS. MANAGER MUST GET ON THE PHONE
IMMEDIATELY. | EXPECT TO SEE NOTES FROM THE MANAGERS ON THE RESULTS OF
-THEIR ATTEMPT. IT MAKES SENSE FOR MANAGER'S OUR BEST SALESPEOPLE TO
PITCH THE MOST DIFFICULT SALES.

5) IF THE CUSTOMER REJECTS THE MANAGER'S OFFER, THE LOAN MUST BE SENT TO MY
WORKLIST IMMEDIATELY FOR REVIEW, NOT 2 WEEKS LATER AFTER THE LOAN IS
STALE FOR EXCELLENT RiSK.

PLEASE CALL ME IF YOU HAVE QUESTIONS. WE MUST BOOK 70% IN 20011

Ve
/

ETC 0023885
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NEW YORK REGION
2001 PRIORITIES

Productivity 25-10+

L 2

10 R/E per month is 10 R/E, not 9.

Employee productivity to be tracked daily by DM’s and as needed by RM.
Employees must understand 25 is 25, not 24.

Every Branch WILL HAVE growth by 1/31/2001! Weekly follow up until
growth in both categories. (Conference call with RM, DM, MD Managers of
no growth branches on 1* and 15™).

P/L upgrades must increase to 4 Branch/Month.

Must lead by example. How fast you go is how fast your team w111 go

WE ARE SALES PEOPLE! NOTHING ELSE! '

Delinquency Control

4

¢

> < o o

M?hnth -end madness will stop-Will be at 1.0% by the 2 25" and at .80 by the
307,

Emphasis will continue to be front-end delinquency.

9% = 15-29 standard

80% = 3- day standard

40% = 60 day standard

WE ARE SALES PEOPLE, NOT COLLECTORS

Sales Finance Conversions

¢
¢
4

6/5% IS THE GOAL!
A leader in each office/Daily tracking and weekly tracking to District.

Must designate and have weekly meetings

People Training

¢

® ¢ o @

Promotions and Increases tied to Career Track & Productivity, no
exceptions!!! B

3 Hours per week minimum.

2" and 3" level interviews mandatory.

Be proactive.
Second string; Where is it? Who is it?-

Quality/Audits

L/

Do the right thing, all the time, every time!

¢+ Sharing of experiences. We will fax all Compliance/Audits to every office.
¢ Reviews done on time/follow-ups will be done on time.

FTC 002451¢



GOOD
OR EXCELLENT
JUST BOOK THEM!

. Managers and/or Senior Person must sell all

deals and must enter comments in notes on the
initial phone call.

2. Do a sample Shopping call to the office from

each District.

. We lose 20 to 30% by way of poor follow up.

. We will improve this 40 to 60% if we improve

our overall BOOKING RATE.

. Conference call with the DM, RM on all offices

below 50% booking.

LET’S DO IT RIGHT!!!!

FTC 0024517



7.

8.

9.

STANDARDS
NEW YORK REGION

. Growth in both controls

Monthly/Mandatory

It’s a REAL ESTATE first, a personal
Loan second! | e

10 + FSRE/Month/Branch
25 Personal Loans/Employee/Month
Minimum 4 P/L Upgrades per Month

6.5% (Rocopoly) Sales Finance
Conversion

5% Personal Loan Renewals/Goal
Report (500+ cash advance)

Book 60% + of Good & Excellent

4.0% FSRE Renewals

FTC 0024518



- 10. P/L 15-29 day delinquency -<9%

11. P/L 30 days < then 1.0% by 25™...< then
80% by EOM

12. P/L 30-59 Days <.40%

13. ALL insurance categories at Superior

Level
13. HOME & AUTO/APPLIANCEGARD/
Minimum $5,000 per Month/Employee

Hit these standards and vou will hit
maximum ROCOPOLY...

Hit these standards and vou will do the 14
steps to get to $55.000 Bonus.

simply The Be%*

1 0024517
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15 PARK AVE.
CLIFTON PARK,, NY 12085
PHONE: (518) 383-3ag0

FAX: (518) 383-3527 ‘ Alhany District

Citifimancial

. ;
To:  MANAGERS From:  MIKE 1ORIOT

Fm Pages: 1 : :f
Phona: Dater  7/2/01 L _
Re:  ACCOUNT TRANSFER cc |

% Urgent %Fnr Review [ Pleass Commant [IPleasa Heply [l Measa Rac}yclao

THE TRANSFER BY ZIP CODE OF FORMER ASSOCIATES ACCOUNTS WAS PROCESSED
OVER MONTH END. PLEASE REVIEW YOUR C6 TO DETERMINE HOW MANY ACCOUNTS YOU
RECEIVED. YOU ALSO SHOULD HAVE A LIST FROM HOME OFFICE.IT IS CRITICAL TO
AGGRSSIVELY SOLICIT THESE ACCOUNTS FOR RENEWAL. | WANT YOU TO PUT TOGETHER
A PROGRAM TO TODAY TO CONTACT EVERY CUSTOMER TRANSFERRED IN TO YOUR
BRANCH AND WELCOME THEM. YOUESOLCIT PITCH SHOULD INGLUDE:

» GENERAL WELGOME MESSEAGE AND THANKYQU FOR BUSINESS

« CONFIRM DETAILS OF PHONE # AND ADDRESS

}
« INFORM CUSTOMER TRANSFERRED AS YOUR BRANCI- IS CLOSER AND WE YOU CAN
SERVICE THEM BETTER

: ‘ |
o SOLCIT TO RENEW, CASH FOR SUMMER NEEDS, VACATION, BILL CONSOLIODATIr.

WE HAVE A CONTEST IN PLACE FOR JULY TO DETERMINE WHO DOES THE BEST JOB OF
RENEWING THESE AGCOUNTS.ZE WILL AWARD POINTS FOR RENEWING TRANSFIERRED
ACCOUNTS AS FOLLOWS

«  PIL RENEWAL 1 POINT ;

» R/E RENEWAL 5 POINTS :
w  PILUPGRADE 7 POINTS | |
THE BRANCH WITH THE MOST POINTS EARNS A DAY OFF FOR EACH EMPLOYEE IN
AUGUST, . ’
!

i
i
!

l
/ FTC 0023892
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MIKE'S MORNING MESSAGE TO MANAGERS

 DATE: 6/12/01

GOOD MORNING LADIES AND GENTLEMEN. TODAY I§ THE DAY WE MUST
RALLY ON REAL ESTATE. OUR TEAM HAS BOOKED 7 R/ZELOANS THIS
MONTH. THIS IS A PATHETIC NUMBER FOLKS. ?

I WILL BE CALLING YOU FOR YOUR COMMITMENT THIS AM
« FAX ME YOUR DRP TRACKING LOG BY 10AM (N/A QUEENSBURY)
s TONIGHT'S PLAN FOR SOLICITATION AND COLLECTIONS IS AS
FOLLOWS: v
¢ | HR WORK POT 30+ AND CURR MONTH. SPLIT STAFF Sq
THAT BOTH POT 30+ AND CURR MONTH ARE WORKED., ;
¢ 2 HOUR BLITZ ON R/E. FOCUS ON:
¢ FOLLOW UP EVERY PENDING UNSOLD APP
« FOLLOW UP ALL DRP’S
« SOL RENEWALS FOCUSPNG ON LOWER PM';‘S
WITH THE ADVANTAGE PLUS PROGRAM.

AL

ey 00239
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2001 BUSINESS DEVELOPMENT PLAN
ALBANY DISTRICT )

LATE NIGHTS- Offices will be open fully staffed Tuesday and Thursday nights
until 7pm. Any office tracking behind goals will be subject to a 3™ late night
staffed by the manager and any employee behind goals.

RT FT7 NITGHT. Fyrar Theedaw nioht fram S8.7om Wa wnll fArne wwraal-lar A
. DR o : AR A

specific areas needing attention. We will reward and recognize top performing
hranches

SOLICITATION HOURS- Every employee will spend a minimuftof 1 hour
daily soliciting our current paying Customers using the business development lists.
Solicitation hours are 3-4pm on regular nights and 6-7 pm on late nights. During
solicit hours, the manager will be the 1* person answering the phone to allow
staffs to make outgoing calls.

UPGRADES/DRP’S- Follow uniform district plan(see atached).

SF CONVERSIONS- All offices have SF Cony. Managers to coordinate
activities. Every employee will make 5 contacts daily focusing on SAC Exp. And
DLQ lists. SF Conversion report/tracking will be faxed to District Office every
Thursday. Conference call at least one monthly with SF Conversion Managers.

RE Renewals- 1* quarter focus on Marketing list of customers with no insurance
due to new New York restrictions. Customers with insurance will be offered side
loans with the understanding to renew and combo in April when insurance
becomes available. : ‘

STAFF MEETINGS- Every Tuesday morning, mandatory staff meeting Y4 hour
minimum to discuss following topics: Loan Productitivy, Rocopoly, Insurance,
H.A.S.P/A.G., DLQ, Misc office business.

TRACKING- Post the following on board format: Individual Employee
productivity, Rocopoly Tracking, R/E Pipeline.

FTC 0024503
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;‘éﬁi -
UPURADE / DKF PLAN
ALBANY DISTRICT

° Every customer with equity for a Fully Secured Real Estate loan and bills to
consolidate is presented with a DRP at the loan closing.

. DRP will be prepared before the customer comes in to close and must be
reviewed/approved by the manager prior to presentation.
e ® DRP is presented before the loan is closed focusing on payment savings,interest
o savings, tax savings.
. If the customer rejects plan, the manager must personally attempt to resell the

plan and handle objecuons This should be done after loan is closed when
manager can come in to witness the documents and introduce. ,

J If manager can’t sell plan personally, put plan in 1-31 follow up file for call
within 3 business days. Manager is to personally assign DRP’s from the 1-31 file
daily as they come due. DRP’s are to be returned to manager at close of business
daily with comments on results. Manager will reassign DRP’S as necessary if no
contact or another follow up date is appropriate.

. Fax every DRP to the District Office after presented. The manager must sign off

~ on the plan to verify presentation and write the customer’s home phone number

on the DRP.

. Log Maestro notes for every Ioan with DRP recording r&sult of closing
presentation and follow up phone activity.

FTC 0024504
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1T QUARTER 2001
FAST START PRIORITIES

ALBANY DISTRICT

GROWTH

*REAL ESTATE $150K MINIMUM PER BRANCH MONTHLY

*DRP’S : _ -
*UPSELL TO 1’ MORTGAGE

*PERSONAL LOAN MINIMUM $75K PER BRANCH / MO.

*BOOK 70% GOOD AND EXCELLENT
*UPSELL EVERY LOAN TO MAX QUALIFIED

UNITS / PAYMENT PROTECTION

e 25 PERSONAL LOANS PER EMPLOYEE
* 5% ROCOPOLY PB’S
* 6.5% SF CONV

* BOOK 70% GOOD AND EXC. APPS
¢ DISTRICT DAILY SOLICITATION PROGRAMS

e 10 (OR MORE!) REAL ESTATE PER MONTH
* DISTRICT DRP PROGRAM
o RENEW ACCOUNTS WITH NO INSURANCE
e MARKETING LIST

» RAISE THE BAR TO $100 ON P/L $/1000
¢ SELL THE 10 YEAR H.A.S.P. PLAN ON R/E

* 55000 PER EMPLOYEE PER MONTH H.A.SP./ AG.

£1G 002450"



DLQ CONTROL

RAISE THE BAR TO.7% P/L 30 DAY

CONSISTENTLY ACHIEVE .4% P/L 60 DAY

ACHIEVE BEGINNING P/L POT 30 OF 15%
* WORK THE CURR MONTH LIST

1
®

DIG IN ON REPOS AND SERIOUS DLQ R/E LOANS
¢ PORTFOLIO MANAGEMENT

* AVOID BIG LOSSES / WRITEDOWNS

DEFENSIVE RENEWALS WHEN IT MAKES SENSE

DO THE RIGHT THING EVERY TIME, ALL THE TIME

* QUALITY AUDITS AND REVIEWS
* DECISIONS THAT MAKE SENSE
* KEEP THE TEAMS IN THE LOOP AND FOCUSED

BE
CONSISTENT

FTC 0024502
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NETWORK
MONTH TO DATE ENDING 07/07/2001
INSURANCE SUMMARY

DIVISION: 15-NORTH/EAST

REGION 1522 ~-RORTR/BAST

DISTRICT: 152203-ALDANY .
PERSONAL LOANS

BRANCH / DISTRICT
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NETRORK

MONTH TO DATE ERDING 07/07/2001 RON DATE 07/07 /2001 Mw
INSURANCE SthaaRy (VOLIME AND GROSS PREM IN 000"S) P9
DIVISION: 15-NORTH/EAST , [
REGTON : 1522-HORTH/BAST . M
DYSTRICT: 152Z03-ALDANY ! | S
PERSONAL LOANS EQUITY PIUS FULLY SECURED
suB suB sup NI~ O

BRANCH / DISTRICT LIFE A/E PROP VS! IUT TOTAL: LIFR afm . Imy vsr Teone LEFE AJ/H YOT TOTAL CREDIT** _—.._ln
| 600 - RENSSEIAER PEW £ gs.D (66, \33.3) ' 0 es.7 ] .0 .0 .0 .0 1 .0 .0 .0 ' i
I %/J) 250 (.0 L .0 i .0 .0 .0 [ .0 .0 .0 ] i
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| 603 - .0 o i .0 .0 . .0 I .o .0 .0 } b
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i @ PMT DIFF | 14 58 56 o 25 | o o o o o o 0 o D | ]
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I I  VOL- 78 #LOANS - 10 | oMp- 0  #LoANs- 1 | oqp- 0 #LOANS- Q| i
| 697 - sarATOGA S PN | wo.og .o@ 1 .0 .0 .a .0 ] .0 .0 .0 ] !
1 % /T 1111 16.7 .0 I .0 .0 .0 ] .0 .o .0 1 ]
! SGIL. PREM | 1 2 2 0 1 s | ] 0 o o o | o o o o | o]
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I MO PREM | o o o 0 o o i o o ) o o | (] o o o !
J PMT DIFF | 29 82 53 o 26 292 | o o 0 o 0 | o o o o | ]
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1 1 VOL~ 8BS #LOoANS - 10 | CMp- 0 FLOANS -~ 0 | cMp- 0 #LOANS- Q] f
| DISTRICT TOTAL. PEN | 65.6 57.8 53.0 0 s3.0 j .0 .0 .0 .a ] .0 .0 .0 1 {
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| I  vor- 516 #LOANS - 66 I oMp- 2  #LoaNs- 7 | ofp- Z #LOANS- 5 | ]

* MEASURE -~ PL - §/L, BQ+ - $/100, ¥s - S/BLIG ** EXCLUDES HOME & AIFTO AND APPLIANCE WARRANTY FEES

Dmh+30+ mnhrt\ﬁ Ars muoow\QLot _\J:. .v

- T?L.Trrur N _laln.}nnﬂL,n
O,_\QP\I.P& \x.n.&\ \o R

.\\,

OA \Q\\ %V. Qlahr S/t

PQN @of? \Q\Uo.sr

. |
Murd hoc A By Wk! [, 1) OF Losns Fuby Pk ],

}

/PM\OO.LG\;\

ML



ATTACHMENT I



INFORM CUSTOMER THAT THEIR LOAN , _
CIVE BORROWER THE CHOICE TO PROVIDE REQUIRED VEHICAL PHYSICAL DAMAGE COVERAGE (IF APPLICABLE).

FTC 0024107

J

» INFORM OUR BORROWER THAT THE g@é& LOAN PAYMENT (WHICH INCLUDES
ALL INSURANCE AND SUPPLEMENTAL PRODUCTS FOR WHICH THEY ARE
ELIGIBLE) WILL BE ABOUT § .

» BE SURE THAT FITS THEIR BUDGET.

INFORM BORROWER:

o TELL THE BORROWER THAT THE PAYMENT INCLUDES OUR OPTIONAL PAYMENT

PROTECTION INSURANCE (AND ANY OTHER SUPPLEMENTAL PRODUCT, IF
APPLICABLE) AND THAT YOU WILL COVER THAT IN DETAIL WHEN THEY COME IN.

AT THIS POINT YOU NEED TO ASK SOME QUESTIONS.
» COMPLETE THE SECURITY LIST/SET UP LOAN CLOSING.




citifinancial

TIPS TO HELP YOU USE YOUR MOUSE PAD IN NEW YORK
FOR HIGH COST LOANS ONLY

*Tell your customer you have me\w.ﬂ NEWS, their loan has been approved!
“Your payment will be about §___ ,
“Good. That includes your ption
Credit Disability $_

. That will fit your budget, won’t it?”

| payment protection plan, with Involuntary Unemployment $
and Q.mam Life$____

. We’ll go over that in detail when you come in. Right now I
need to ask you a few questions.”

DO M\OG KNOW HOW TO GET TO THE 'EZOI.V
- ﬁz WOULD YOU LIKE YOUR DUE DATE? BETWEEN d.mm 1ST AND 20TH.

WE NEED 2 FORMS OF ID, 2 PAYSTUBS, AND ANYTHING ELSE YOUR MANAGER
DIRECTS.

““Your payments are only cents per day more than your unprotected payment would be at §____ per month,
g@ the imsurance WREEEQV will g w«oﬁm& and financed at &m interest rate provided for in the loan. @f

. 7 decision has no effect on o n decision. mogigwm , when will it
wm o@%ﬁaﬁ ».9, you 8 come Sos

«Would this afternoon or tomorrow be better for you

We can have the vmnmn ready in an hour.

You can come in at any time afier.

FTC 0024108




ATTACHMENT J



ALBANY DISTRICT

P/LDLQ
30% 60% $ TO HIT .8%
ALBANY 228 63 $52K
-+ PLATTSBURGH 27 §24K
CLIFTON PARK 91 $17K
LATHAM 1.03 §123K _
_ SCHENECTADY 1.43 $92K I
RENSSELAER 69 $19K
QUEENSBURY 1.20 $138K
SARATOGA 1.51 $89K
DISTRICT 2.26 98 §558K

WE MOVED $130K SO FAR TODAY. STILL NEED OVER §500K. -
1 DO NOT WANT TO WORK TIL 8*M TOMORROW AND 2PM
SATURDAY, DO YOU? I DO NOT WANT TO BE DN A DIVISION
MANAGER FOLLOW UP PROGRAM. DO YOU?

MAKE IT HAPPEN FOLKS!!!!

FTC 0023882



Transaction

Ref No.:

Commentsg:

Created By:
Updated By:
Org Name:

Amt Requested:

Amt Paid:

Agency Contact:

- - . [9302ialoViaTalatlel
wformation oo o

- = Detail Rep .. : KMIL ™ ;
1594021 Contact Type:Complaint Source: Consumer
This cons: 5 hox informws -l om oot
Citigroup/issoiates, aboub the illagel pren: oo s, T.o.e

practices are still going on under Cltlgroup April 13,
2001the consumer has been fired. This is the lawyer whce has

@ Lol of infoimacion tual the comsumer ja.o, R

10/02/01
10/02/01

JRAU Created Date:
JRAU Updated Date:
TOLL FREE NUMBER AND CONSUMER SENTINEL

Payment Method:

10/02/01

Phone Complaint Date:

Initial Response:

Product/Sefvice:
Statute/Rule:

Law Violation:

Consumer

Complaining

Company/0Oxrg. :

Last name:

Address:

City:
Country:
Work phone
Fax Number:

Home Number:

Email:
Age Range:
Company

Company:

Address:

City:
Country:
Email:

Phone: {

Finance Company Lending

rirst: N

State:

X zip:

Dallas

UNITED STATES
() Ext:

()
()

Citigroup/Associates Financial

State: NR Zip:

LOCATION NOT REPORTED

Ext:

Page 11 of

22



. . (’\’)I’\ﬁ‘;/zr\.f?"-
TCioios wo2r Information 7, - =

- "~int Detail Re: rco EMLLT

Company Representative

Associated Company

Page 12 of 22



Transaction

Ref No.:

Comments:

Created By:
Updated By:
Org Name:

Amt Requested:

Amt Paid:

Agency Contact:

ol lohalatols

. - Information
1547059 Contact Type:Complaint Source: Consunsy TCS? N
Dabt Manageomant Services 17 writine ~r hehalf of their ¢lianr

AP, cgarding Cool3roupg Finaacilal. Consuine £

attempted a deal in goo fiath with Citi-Group Financial, to
satlsfymobhoatwor*s to the credltor In

ragponse, with the zzssopr = & brisf two week porizd,

Citi-Group Financial has subjected ”to an
unrelenting barrage of phone calls and embarrassment. In

fact, one caller told +fNgwagumesthat they intended to
contiue calling her and harrassing her until she paid up.

ABANKS Created Date: 09/04/01
ABANKS ‘’pdated Date: 09/04/01

Planning and Information- BCP

Payment Method:

Phone Complaint Date:

Initial Response:

Product/Service:’
Statute/Rule:

Law Violation:

Consumer

Complaining
Company/0xg. :
Last name:

Address:

Mortgage Lender

FTC Act Sec 5 (BCP)

‘Misrepresentations/Deception (note in comments)

City: Bloomfield State: CT Zip: -

Country: UNITED STATES

Work phone ' Ext:

Fax Number: {)
Hdme Number : ()
Email:

Age Range:

Page 13 of

22



. - . o ing e
- . Information 02/26,

.. taint Detail R« - TLL

Company

Companv: Citigroup Financial

Address:

Cicy. State: W Sips
Country: LOCATION NOT REPORTED

Email: ) e URL:

Phone: _ () ) EXt:

Company Representative

'i-m“f.'fh L I

Associated Company

Page 14 of 22



Transaction

Ref No.:

Comment =

Created By:
Updated By:
Org Name:

Amt Requested:

Amt Paid:

Agency Contact:

Initial Contact:

Initial Response:

Product/Service:
Statute/Rule:

Law Violation:

Consumer

Complaining
Company/Org. :

Last name:

Rddress: —-

R ' ~ pIo I alalnle
- .:. i‘nformation 5, 02726/

I
t

"t Detail Re- -

[

1533038 Contact Type:Complaint Source: Consumar TCS? N

CITIGROUP HrT TATLED TO PROVIDE ME DTTT 777 MEORPGGRRY FORMS
10 BeGIN RECELVING MY PENSION. I HAVE bBhbl rewlUoosiins Jdo
NECESSARY FORMS SINCE FEBRUARY 2001. THE LAST TIME I
REQUESTED THE NECESSARY FORMS WAS JUNE 1, 2001. THE PERSON

TV OTHR DEMGION DREPARTMENT WAS FELICTA (QUR RV Inms 70 DOOVINR

A LAST NAME)

Created Date: 08/21/01
Updated Date:

FTUCKER
PUBLIC USERS - CIS

Payment Method:

Internet Complaint Date: 08/16/01

Unknown Transaction Date:

0S-Other {(Note type in comments)

First: -

City: PLEASANTON State: TX zip: GNgEe
Country: UNITED STATES

Work phone O Ext:

Fax Number: ()

Home Number:
Email:
Age Range:

Page 15 of

22



Company

Companv :

Address:

Cloy:

Country:

Email:

Phone:

Consw. « Information &Syste..
Netail Re.

CTITIGROUP PENSION SERVIOR CEMTER

PO BOX 431
LITTLE TALLS Srate. MNT

UNITED STATES
URL:

(800) 881-3938 Ext:

Company Representative

Associated Company

. s o,

g

kel ial=Yiatatol

preaT o
FU S

Page

16 of

22



_ . = . Ot.‘)/r)’r‘\!]f‘h’"‘r
7 Lsuwe. s Information © . .o -
v Mekail Renr

AT
= ividao o

Transaction

Ref No.: 1503967 Contact Type:Complaint Source: Consumer TCS? N
Comment = Tha consumay has 2 movras = wicsh tha cornany and 10 ~vrda s rmes

to have her home forecloscd sie was forced to file bankiupicey
because of the high interest rate and constant harassment
that she was receiving from them. The consumer stated that
sha gearch the intevnar 3= F--nq that FTC has £il=d

lawsuit. She states that she will like to be a part of the

suit.
Created By: ASELLERS Created Date: 07/31/01
Updated By: ABANKS Updated Date: 08/15/01
Org Name: ~TOLL FREE NUMBER AND CONSUMER SENTINEL e N
Amt Requested: o
Amt Paid: Payment Method:
Agency Contact: Mail Compliaint Date: 07/09/01
Initial Contact: Unknown Transaction Date:
Initial Response:Unknown
Product/Service: Mortgage Lender
Statute/Rule: FTC Act Sec 5 (BCP)
Law Violation: peception/Misrepresentation
Consumer
Complaining >
Company/Org. :

Last name: ‘ First: ’
Address: e
City: St. Louis State: MO Zip: !

Country: UNITED STATES
Work phone () Ext:
Fax Number: ()

Home Number: ()

Email:

Age Range:

Page 17 of 22



- . .
raformation 0227,

Oomnlaint Tatail Ror o -r T

Company

Comopanv: Citigroup

Add s: Unknown

——l [N NN EAF O

Country: LOCATION NOT REPORTED
Email: URL:

Phone: .. () Ext:

Company: Associate

Address: unknown

City: ’ State: NR Zip:
Country: LOCATION NOT REPORTED

Email: URL:

Phone: () Ext:

Company Representative
Associated Company

Company: Associate

Address: unknown

City: State: NR Zip:
COUHtrY:. LOCATION NOT REPORTED

Phone: = () ) Ext:

Reason: Other

Page 18 of 22



Transaction

Ref No.:

Comments:

Detail

ailnk

1469721
DECEDTIVE 2P IDIFATR TRADE
5, VICLALION OF THE TRUTH

OPPORTUNITY ACT, AND THE FAIR CREDIT REPORTING

CONNECTION WITH CITIGROUP
PINANMATAL SERVICES,

.o oisation

Contact Type:Complaint

COMMERCTAT
ADDITION SECURITY PACIFIC,

[aleYiatetiakatele

Re; - TS

Source

: Consumer

T e

J.J.\T Lzl AL, o
ACT
SECURITY PACIFIC

CTTT DT ATRNOTAT

SUBSIDIARIES:

COENTT 0N

WAS INVOLVED IN TAX FRAUD

TN

INC.

THE ACCOUNT NUMBERS WERE CHANGED EVERYEAR IN THE 1098 TO MAKE
IT APPEAR THAT THE LOANS WERE DIFFERENT FROM THE PREVIOUS

YEARS.
CITIGROUP,

THIS IS WORSE THANTHE CASE YOU FILED IN FTC V.
INC. NO.1:01-CV-00606 (N.D.Ga},

BECAUSE OF THE

YEARLY TAX FRAUD. CITIGROUP THROUGH ITS SUBSIDIARIES O

-SECURITY PACIFIC,

INC. CITIFINANCIAL COMMERLIAL CREDIT,

CITIMORTGAGE, HAS VICTIMIZED THOUSANDS AMD THIUES 5 OF DPHOPLE
IN PENNSYLVANIA. IF INTERESTED 1 HAVE MORE LIS TS5 AND
INFORMATION.

Created By: FTUCKER Created Date 07/05/01

Updated By: Updated Date:

Org -Name: PUBLIC USERS -~ CIS

Amt Requested:

Amt Paid: Payment Method:

Agency Contact: Internet Complaint Date: 07/03/01

Initial Contact: Mail Transaction Date:

Initial Response: o

Product/Service: Other Lender

Statute/Rule: Truth-In-Lending Act

Law Violation: (Creditor Fails or Inaccurately Discloses Finance
ChargeMethod of Computing Finance Charge/Annual
Percentage Rate

Consumer

Complaining

Company/Org. :

Last name: _ ~ First: '

City: PHILADELPHIA state: PA zip: YR

Country: UNITED STATES

Work phone - Ext:

Fax Number: ()

Home Number :

Email:

‘Age Range:

Page 19 of

22



Company

Company: CITIGRCUIPSECURITY PACIFIC. COMMERCT2L CREDIT, CITIFINANCIAL

add

SS:

Tity:
Country: LOCATION NOT REPURTED

Email:

Phonefi () Ext:

Company Reprasentativa

Associated Company

2

URL :CITIMORTGAGEIS THE NEWNAMEFOR
SECURITYPACIFIC, COMCREDIT SECURITY

Page

20 of

22



T
> AN INA I~ A~
. i

“ Tooomatlon oo
“rn Ir:tail Rego KMIL:.
Transaction
Ref No.: 1456598 Coutact Type:Complaint Source: Consumer TCS? o
Comments:

kol

MY SITUATIONW IS NOW DESpriowilo. L Ak UNAELE TO rREZILLGCE
HOME DUE TO THE IMPROPER HANDLING BY THE ASSOCIATES ANO NCW
CITIGROUP. JODIE BERNSTEIM, DIRECTOR OF BUREAU OF CONS B
PROATECTTAN 28 REEN QUATET T¥ 2 2GSACTATED PRESS IRvT
PLEASE DIRECT MY CASE TO JODIE BERNSTEIN'S OFFICE SO IT MAY
RECEIVE THE PRCPER ATTENTION. I CANNOT WAIT MUCH LONGER. MY
MORTGAGE IS COMING TO END OF TERM SOON AND THE MONIES THEY

WILL BE DEMANDING IS TOTALLY OUT OF LINE. I STAND TO LOSE MY
HOME. I HAVE BEEN FIGHTING THIS ON MY OWN FOR OVER NINE YEARS
AND HAVE DOCUMENTATION TO BACK THIS UP. AT THIS POINT I WOULD
APPRECIATE A PERSON'S NAME AND PHONE NUMBER THAT -F:MAY CALL. -

Created By: SMBAILEY Created Date: 06/25/01
Updated By: _ Updated Date:

Org Name: PUBLIC USERS - CIS

Amt Requested:

Amt Paid: Payment Method:

Agency Contact: Internet Complaint Date: 06/24/01
Initial Contact: Internet Web Site Transaction Date:

Initial Response:

Product/Service: Credit Information Furnishers *
Statute/Rule: Fair Credit Reporting Act

Law Violation: Provides Inaccurate Information

Consumer

Complaining :

Company/Ozrg. :

Last name: First: ‘
Address: S

City: Huntington State: NY Zip: ke
Country: UNITED STATES

Work phone — EXt:

Fax Number: () ) ‘

Home Number:
Email:
Age Range:

Page 21 of 22



Company

Company:

Address:

N

Country:

Email:

Phone:..

4 I [P
2tail Rsa, - N

Citigroup/Associates Financial

[ PSP . o - T
AW O LODS SRR SN - ailp:

RS LR SR SR
UNITED STATES

URL:

() ) Ext:

Company Representative ' ==

Associated Company

R

Page

ATt Tl

22 of

22



leleliclciialalele!

! Tnf-rmation 7
.2 Detail Re: KMILLD
Ref No.: 1612974 Contact Type:Complaint Source: Consumer TCS? N

mmAd et ma A E
£

count roiled over
ent the form with a

= Yoz 1otz

HS) Sl

oy :
Mo+

to my new employer, Accubanc
cover letter on 8/23/znh071 10 s
received by Citigroug o 0L Lolo.g »/10,01, as evidenced by a
date stamp noted on the returned cover letter, and was
forwarded to another department, also evidenced by a date
stamp on the returned cover letter, which was received
9/18/01. No action was taken on the request for the rollover.
The entire contence of the cover letter, request form and
account statement copies were returned with a letter from
Citigroup stating I had to call to request the roIiever. This
letter was dated 9/19/01. Noting the terrorist acts of
9/11/01 and subsequent stock market declines after this date,
I am assuming that I have lost value in this account due to
the incompetence and negligence on the part of Citigroup. To
date I have received several emails and two phone messages
referring me to call, for which a get an automated system
that will not recognize my SS# as I am no longer an employee,
or telling me that the matter is being researched. This is
over two months after I mailed the request for the rollover
and over a month since they supposedly received the request
noted by the first date stamp. I would appreciate any and all
guidence or help you may be able to provide me in getting
this matter resolved.

v

Created By: DJOHNSON Created Date: 10/17/01
Updated By: ' Updated Date:

Org Name: PUBLIC USERS - CIS ?

Amt Requested:

Amt Paid: Payment Method:

Agency Contact: Internet Complaint Date: 10/16/01
Initial Contact: Mail Transaction Date: 09/19/01

Initial Response:
Product/Service: 0S-Other (Note type in comments)

Statute/Rule:

Page 9 of



- pRIeipAN

Coo Infaymation Sy.o . o

©rn Detail ng\ -t

Lona=r
Il i

Law Violation:

Consumer

Address:

City: Phoenix State: Az zip: @™
Country: UNITED STATES

Work phone
Fax Number :
Home Number:
Email:

Age Range:

Company

Company: Cir:group 401(k) Plan

Address: P.O. Box 1389

City: Boston State: MA Zip: 02104-1389
Country: UNITED STATES

Email: not known URL:www.citibank.com

Phone: (800) 947-2484 Ext:

Company Representative

Associated Company

Page 10 of 22



Transaction

Ref No.:

Commants:

- okl Y aTatale

L fermation

.t Detail RE_:L ) KMILI.N

1643049 Contact Type:Complaint Source: Consumeyr TC

.r ot 2 L T -

My hueband .° 7 Toohn house dn 12320 e iaY In

trying to raise our 4 children alons and fell beshind

mortgage, originally with Shawmut, then Source One and th=n
; I e LTI ALk I o L P high fess while avrpeeoi.. @

-
=3

I S,
; N LT

I[Crec.ivsc. iheid Alnsciguest began approaching e uiieslily oo
"help" me and "save" me money. Ameriquest is part of
CitiGroup who already held my mortgage, but they charged me
high closing costs. My payments were no lower, but my taxes
were not included so now I owe thousands in back taxes.

S

Ameriquest calls me at work and at home constantly. They say

they are going to "take the house"” from my children and m=.

‘decided to sell the house before I lose it entire}X¥ and when

Created By:
Updated By:
Org Name:

Amt Requested:

Amt Paid:

Agency Contact:
Initial Contact:
Initial Response:

Product/Service:
Statute/Rule: -

my realtor asked for a payoff, it included a $12,000
prepayment penalty. Ameriquest will have all my equity, a
that my husband and I had worked for. It is bad encugh to
leave our home, but must they rape me too? They call so
often, but I never know what to expect, they still call and
write to me offering to "help" me some more and "save'! me
more money if I will refinance again. THey keep wanting to
refinance over and over, they stole all my equity, and they
want me to pay them for it. O

I

Please help me, and my kids. They lost their father, now
Ameriquest is stealing their home too!

HBUCKMON Created Date: 11/05/01
Updated Date:

PUBLIC USERS - CIS

240,000.00
240,000.00 Payment Method: Check (Personal)
Internet Complaint Date: 11/02/01

Mail . Transaction Date: 99/09/99

Mortgage Lender

FTC Act Sec.5 (BCP)

Page 7 of

>

N

22



Law Violation:

Consumer

R LT e St L
Lesin LA Lning

Address:
City: west hartford
Country: UNITED STATES

Work phone

Fax Nﬁmber: ) ()m

Home Number:
Email:

Age Range:
Company

Tafarmation

Latac Detail Re:

Deception/Misrepresentation

state: cr zip: (I

Company: CitiGroup/Ameriquest Mortgage/Souce One Mortgage

Address: not sure

City: not sure

Country: UNITED.STATES

Email:

Phone: () © Ext:

Company Representative

Rep Name: Paul Webster, Paul Webster

Associated Combany

State:

(092N

Zip:

etk Tah

KiMLws

URL:ameriquestmortgage.com

Title:

Page

8

of

22



S 02/26/77""

C. .. ¢ Information
T "aint Detail Rey:o KMILT ..
Ref No.: 1652837 Contact Type:Complaint Source: Consumar TCS? N
Tomeantas Consum=2y zomplained that his o % T s d an BTET
universal calling card from Citigroup witl: 100 frese minutes
shich she accepted. The consumer was not told that all the
L A (L 00 2o addad

minutes were uged up and ol 3
ciiat Citigroup is doding bus.ness wilii COnpdnies assoclated
with the Saudi terrorist Osama Bin Laden. Consumer did not

have any company names.

Created By: PASMITH Created Date: 11/13/01
Updated By: PASMITH Updated Date: 11/13/01
Org Name: 'TOLL FREE NUMBER AND CONSUMER SENTINZL

Amt Requested:
Payment Method:

Amt Paid:
Agency Contact: Phone Complaint Date: 11/13/01
Initial Contact: Phone Transaction Date:

Initial Response:Phone: other

Product/Service: 0S-FCC, General
Statute/Rule:

Law Violation:

Consumer

Complaining
Company/0rg. :

First : Y

Last name:

Address:

City: Mt Vernon State: IL Zip: ‘NN
Country: UNITED STATES |

Work phone () : Ext:

Fax Number: ()

Home Number: N

Email:

Age Range:

Page 5 of



kel ieloNioTalol

- . Information ¢ -
Z:i.t Detail Re: KMIL: _:
Company
Comriany: Ciriaroup
Address: Unknown .
City: State: NR Zip:

Country: LOCATION NOT REPORTED
Email: URL:
Phone: _ (800) 950-5114 Ext :

Company Representative e

Associated Company

Page 6 of



Consumer Information System 02/26/2002

Complaint Detail Report KMILTON
Transaction
Ref No.: 1773603 Contact Type:ccmplaint' Source: Consumer TCS? N
Commencs: CITIGROUP HAS FILED A COMPLAINT £ OAGAINST MR TII

W i

2
S2TUn LTV 20

o]

TEE CIRCUTT COURT OF HOUSTOW CO
000795.00. DATED NOV 30 2001.

ON 27 DEC 2001 I REQUESTED IN WRITING TO ADDRESS OF THE
PLANITIFF:CITIFINANCIAL MORTGAGE COMPANY, INC., FORMERLY
KNOWN AS FIRST FAMILY SERVICES, INC. WHOSE ADDRESS IS 1111
NORTHPOINT DRIVE, BUILDING W, SUITE 100, COPPELL, TEXAS
75019., MY REQUEST STATED WISH TO EXERCISE MY RIGTHS OF
RESCINDSION OF :0 e

T

TRANSCATIONS DATED 14 MAR 1998 ACCOUNT
TRANCSCATIONS DATED 5 NOV 1999 ACCQin™

21935957 AND
31935957.0

ab s

REFERENCE ACCOUNT # 070172130202348 .

fO BEST OF MY KNOWLEDGE AND BELIEF [ HAVE BEEN INJURED BY TO
ILLEGAL PRACTICES ALLEGED IN A COMPAINT FILE BY THE FTC IN
THE NORTHERN DISTRICT OF GEORGIA CIVIi NU. 1:01-CV-006060

O

I KNOW THAT THE FTC DOES NOT RESOLVE INDIVIUAL CONUSUMER
PROBLEMS, BUT ANY HELP OR INFORMATION 1S NEEDED. THANK YOU.(

Created By: FTUCKER Created Date: 01/16/02
Updated By: Updated Date:

Org Name: PUBLIC USERS - CIS

Amt Requested:

Amt Paid: . Payment Method:

Agency Contact: Internet Complaint Date: 01/04/02
Initial Contact: Mail ' Transaction Date:

Initial Response:
Product/Service: Mortgage Lender

Statute/Rule: FTC Act Sec 5 (BCP)

Page 1 of 22



Cuiiswwirr Information Sywo ... 02/26/207"

Complaint Detail Report KMILTON

Law Violation: Deception/Misrepresentation

Consumer

Com;

>lainiog

ny/0rg. :

Last nams: First: —

Address:

City: DOTHAN State: AL Zip: NN
Country: UNITED STATES

Work pHdne () Ext:
Fax Nﬁmber: O. o
Home Number:
Email:

Age Range:

Company

Company: Citigroup

Address: 153 E. 53rd STREET

City: NEW YORK State: NY Zip: 10043
Country: UNITED STATES

Email: URL:

Phone: () Ext:

Company Representative

Associated Company

Page 2



Transaction

Ref No.:

Comments :

Created By:
Updated By:
Org Name:

Amt Requested:

Amt Paid:

027267207

Cowiioee v Information 5, .. ..
Complaint Detail Report KMILTON
1752960 Contact Type:Complaint Source: Consumer TCS? Y
alee Adveril 2e email rmaztent Lolow.”

Sunjecl: el .. JiJ srom Cllibank For free! o

>Date: Tue, 18 Dec 2001 06:56:03 PST O
>0

>Dear R

> 0

>Sign up for C2it from Citibank and get $10 for FREE! ™

> [0

>http://www.gksrv.net/click-936337-6244716 O =5 -
> '

>With C2it you can send, receive, access and move money

Online to anvcons

>anywhere in
> 0

>Its easy, secure and best of all TOTALLY FREE. Plus, you get

world! 1

$10 just ©
>for signing up for FREE! O
>0

>So Click Below to sign up today and get your $10!! O
>0
>http://www.gksrv.net/click-936337-6244716 [

> 0

> 0

>0

> 0

> 0

S e e e e e e e

>Your privacy is important to us. You are receiving this
email becauss you .’

>joined Sandbcx.

>-- 0

>0

>To unsubscrike go to O
>http://www.em5000.com/unsub.php?client=Media302&email=elling
woodj@hotmail. om&listname=free sample&msgid=17120100033 T
>or to O

>http://www.em5000.com/unsub.php?client= Med1a302&llstname fre
e sample&msgivi=17120100033 O

>and enter your email address (q o
>0

>

HBUCKMON ' Created Date: 12/27/01
Updated Date:

PUBLIC USERS - CIS
10.00

.00 Payment Method:

Page 3 of 22



02/26/270"

Cosizo.. 2 Information i |
Com: laint Detail Repor®: KMILTON

Agency Contact: Internet Complaint Date: 12/18/01
Initial Contact: Internet/E-mail Tvansartioo Dotne:
Initial Respconse:

Zanvice: Internet Informa:
Statute/Rule: FTC Act Sec 5 (BCP)
Law Violation: peception/Misrepresentation
Consumer
Complaihing
Company/0rg. : =
Last name: ' First : G
City: worthington State: OH zip: <N
Country: UNITED STATES
Work phone — EXt:
Fax Number: 0
Home Number:
Email: _
Age Range:
Company
Company: Citigroup
Address:
City: ' State: NY Zip:
Country: UNITED STATES )
Email: URL:www.c2it.com

Phone: (904) 9547222 Ext:

Company Representative

Associated Company

Page 4 of



Consumer Information System 02/28/2002

Complaint Detail Report KMILTON

Transaction

Ref No.: 1418238 Contact Type:Complaint Source: Congress TCS? N

Comments :

Created By: GREESE Created Date: 05/30/01

Updaited By: CMUNGO . Updated Date: 07/03/01

Org Name: Office of the Secretary

Amt Requested:
© Amt Paid: Payment Method:

Initial Response:
Product/Service:
Statute/Rule:

Law Violation:
Consumer

Complaining
Company/0rg. :

Last name: - First Qi
Address: - '

City: San Antonio ' State: TX Zip: G
Country: UNITED STATES
Work phone () Ext:

Fax Number: @]
Home Number: ()
Email:

Age Range:

Company

Company: Sanford Weil's Citigroup

Address:.

City: State: NR Zip:
Country: LOCATION NOT REPORTED

Email: : URL:

Phone: () Ext:

Company Representative

Associated Company

Page 1 of



UNITED STATES OF AMERICA / ‘L;'/ g‘cg 3 g

FEDERAL TRADE COMMISSION

WASHINGTON, D.C. 20580

Office of the Secretary JubL 3. de

“The Honorable Kay Bailey Hutchison
United States Senate
300 East Eighth Street
Austin, TX 78701

Dear Senator Hutchxson

Thank you for your letter on behalf of - As you know the Federal
Trade Commission has been directed by Congress to act in the interest of all consumers to

prevent deceptive or unfair practices and unfair methods of competition, pursuant to the Federal
Trade Commission Act, 15 U.S.C. 41 ef seq. In determining whether to take enforcement or
other action in any particular situation, the Commission may consider a number of factors,
including the type of violation alleged; the nature and amount of consumer injury at issue and the
number of consumers affected; and the likelihood of preventing future unlawful conduct and
securing redress or other relief. Twould like to emphasize that letters from your constituents
provide valuable information that is frequently used to develop or support Commission
enforcement initiatives.

I appreciate learning of your constituent's concerns, and I am sympathetic to the probiem
described. I should note, however, that the jurisdiction of the Commission under the FTC Act
does not extend, inter alia, to "banks. . ." such as the Sanford Weil’s Citigroup. Ihave therefore
taken the liberty of forwarding your correspondence to the Comptroller of the Currency - for their

review,

Thank you for your interest in this matter. Please let us know whenever we can be of
service. : '

Sincerely,

Donald'S. Clark \G\
Secretary of the Commission :

cc:  Carolyn Zeul McFarlane
Director of Congressional Liaison
Comptroller of the Currency
250 E Street, S. W. |
Washington, D. C. 20219 .



_Office of the Secretary
" Correspondence Referral

.Remember to Designate
FOIA Status
Today's Date:  05/31/01

Reference Number: 1418238
Type 6f Response (or) Action:

“Complaint

Action: Secretary's Signature

Subject of Correspondence:
Sanford Weil's Citigroup
Author:

Senator Kay Bailey Hutchison

Copies of Correspondence To:

Date Forwarded:
05/30/01

Representing: o ‘

-Copies of Response To:

Organization Assigned: Deadline:
Office of the Secretary 06/29/01
ACTION LOG
Date FTC Org Date
Received Code Assignment To: Assigned  Action Required

0825 Elizabeth M. Foster




B e

KXAY BAILEY HUTCHISON COMMITTEES:
TEXAS APPROPRIATIONS

COMMERCE, SCIENCE,
AND TRANSPORTATION

oo Mnieed States Senate e

" _WASHINGTON, DC 20510-4304

LU BAY g 2 O

RESPECTFULLY REFERRED:

Mr. Donald Clark

Secretary .

Frc SR =
600 Pennsylvania Ave., NW N '
#172

Washington, D. C. 20580

Dear Mr. Clark:

The attached communication was forwarded to Senator Hutchison by a constituent
concerned about a matter that falls within your agency’s jurisdiction. T would appreciate it if
appropriate inquiries could be initiated on this individual’s behalf, and if a full response could be
prepared for me to report to the constituent.

It would be very helpful if the attached were to accompany your response. In the event
you require more information, please do not hesitate to contact me in Austin at 512/916-5834 or
by fax at 512/916-5839.

Thank you for your courtesy.
- PLEASE REPLY TO:
Office of Senator Kay Bailey Hutchison
Attention: Joyce Sibley
961 Federal Building
300 East Eighth Street
Austin, Texas 78701

Enclosure

Web=http//hutchison.senate.gov



FROM @ NH FOUNDATION FARX NO. @ 486—-863-6393 Rpr. 23 2081 12:46PM P1

Piivacy Act Form

PRIVACY ACT FORM

I hereby anthorize Sen Hukhaonsr—  to request on my behalf, pertinent to the

Freedom of Information and Privacy Act, access to information concerning me in the files
: of:
' [Name of agency] ' :

: is also authorized to see any materials that may bc dis_closed pertinent to that request.

NAME: n

(Pleasc print)

ADDRESS: M

(Street) | ' ,
Sav  paoTanie UK L

(City, State, Zip)

PHONE:”
social Secuity # I ... vt T

"DOL/OWCP", "OPM:CSF/CSA", or "INS:A/SRC" —

If an agency case number applies — for instance,
and you know it, please enter it below:

PleaSt:. explain the problem: (Use as many additiomal sheets as you necd)

See L poos kb

SIGNATURE__ pate:_ ‘T J z2[o\



PR : — R - > 2 e

April 22, 2001

| ask for your help. Federal laW’and regulations are being violated intentionally i l

y in CRIMINAL,
perhaps RACKETEERING, manner by a spaghetti-like entanglement of corporations, includin
some of the largest banksf/financial institutions. ' ?

t refer to .S'anford _Weil's Citigroup, which owns Citibank, which owns Universal Bank, which
owns Universal Credit Card Services Corp, which operates as AT&T Universal Card.

Repeatedly | have provided full details to the credit card’s customer service, and the ceos of the
aforementioned corporate shells from Steve Freiberg — Pres, Universal Credit Card Services
Corp to Sanford Well, Citigroup Chairman. The giants of American free enterprise, aka
capitalist thieves, have never responded to a single letter. = !

The particular criminal activity is that, despite federal law & regulation, despite what it is written
on its customers' statements, Citigroup/Universal Card refuses to abide by mandated policy
about the purchase of defective merchandise. .

That mandatory requirement is that, if merchandise of at least $50 is purchased locally, and the
customer makes a good faith effort to return merchandise, the custorner does not have to pay
the amount charged. | returned the defective goods, but no one in these companies cares.

Repeatedly, | provided full documentation in writing to Universal. Repeatedly, they ignored my
disputes. Each time | called, customer service claimed not to have any of my numerous letters.
Recently, Universal Card arrogantly stated that 1 - not the merchant — am responsible for

defective goods bought!

Having checked the intemet, | find numerous complaints of similar nature, i.e., complaints
missing, hanging up on consumers, refusal to even acknowledge disputes (e.g., see “Citibank
and the Wrong They Have Done To Me” posted at www.geocities.com/Research )

Triangle/Forum/4626 , and, www.tellcitibank.org/accountholderietter.nhtm).

Moreover, government agencies are suing Citibank (e.g., the Federal Trade Commission).

ar that Sanford Weill, and his racketeering co-conspirators, are disgraceful

By now, it is cle
Anyone who accepts political contributions should be ashamed.

human beings.

| suppose millions of doliars to each in compensation is not enough. They also are trying to
steal a few hundred doliars from me. Their lust for ill-gotten money knows no limits.

Sg, it is time for the Congress to act. Because of the serious and repeated violations of federal
law, | ask that you: :

1. Forward my complaint to the appropriate agencies, both regulatory and prosecuting.

2. Hold hearings to expose these criminal activities.

3. Consider legislation to prevent or discourage such abuses by greedy bankers.



\

rrov L Apr. 23 2081 12:46PM po

- Maybe Uic unly aululiung io v Ure coonomy to lkeop falling all the way into o

DEPRESSION. The greedy and criminal bankers deserve this! They are tuming thousands of

people like me from capitalist to anti-capitalists. As | read about the news from Canada, 1 find
myself cheering for the demonstrators in Quebec City because I now have utter contempt

for greedy big bankers.

Attached is a privacy release form for your use to pursue this gross abuse.

Thank you.
Very truly yours,

San Antonio, TX



Consumer Information System 02/28/2002

Complaint Detail Report KMILTON
Transaction
Ref No.: 1461924 Contact Type:Complaint Source: Congress TCS? N
Comments:
Created By: GREESE Created Date: 06/28/01
Updated By: CMUNGO Updated Date: 07/31/01
Org Name: Office of the Secretary
Amt Requested:
Amt Paid: Payment Method:

Initial Response:

Product/Service:
Statuté/Rule:
Law Violation:
Consumer

Complaining
Company/Org. :

Last name: — First: WP
Address: -

City:. Urbandale State: IA zip: < iillilf”
Country: UNITED STATES '
Work phone () Ext:

Fax Number: 0
Home Number: ()
Email:

Age Range:
Company

Company: Citifinancial Retail Svc

Address:

City: _ State: NR Zip:
Country: LOCATION NOT REPORTED .

Email: URL:

Phone: () Ext:

Company Representative

Associated Company

Page 1 of



FEDERAL TRADE COMMISSION /4 (/924

WASHINGTON, D.C. 20580

Offica ot the Secretary _ JuL 31 200

The Honorable GregGanske
U.S. House of Representatives
210 Walnut Strect
Des:Moines; [A: 50309

Dear Representative Ganske:

Thank you for your letter on behalf of GNNNNENY s you know, the Federal Trade
Commission has been directed by Congress to act in the interest of all consumers to prevent
deceptive or unfdir practices and unfair methods of competition, pursuant to the Federal Trade
Commission Act, 15 U.S.C. 41 et seq. In determining whether to take enforcement or other
acfion in any particular situation, the Commission may consider a number of factors, including
~ the{ype of vivlation alleged; the nature and amount of consumer injury at issue and the number

of consumers affected; and the likelihood of preventing future unlawful conduct and securing:
redress or other telief ' I would like to emphasize that letters from your constituents-provide
valuable information that is frequently used to develop or support Commission enforcement
fjtiatives.

T appreciate learning of your constituent's concerns, and I am sympathetic to the problemr
described: 1 should aote, however, that the jurisdiction of the Commission under the FTC Act
does-aot extend, inter alia, to "banks. . ." such as the Travelers Bank, USA. 1have therefore
taken:thie liberty of forwarding your correspondence to the Federal Deposit Insurance '
Corporation for their review.

- Thiank you for your interest in this matter. Please let us know whenever we can-be of
service,

Sincerely,

Pl 4, Ude—

Donald S. Clark '
Secretary of the Commission '

cc:  Director of Congressional Liaison
Federal Deposit Insurance Corporation
550 - 17th Street, N. W.
Washiington, D. C. 20429



Office of the Secretary ggae;“t::‘-r to Designate
us

- Correspondence Referral Today's Date: 07/02/01

Reference Number: 1461924

Type of Response (or) Action: ‘ Date Forwarded:

—zdoomplaint 06/28/01
Action: Secretary’s Signature’

Subject of Correspondence:
Citifinancial Retail Services _
Author: . Representing: o
Representative Greg Ganske S ] e o
Copies of Response To:

Copies of Correspondence To:
Deadline:

Organization Assigned:
Office of the Secretary ' 07/31/01
ACTION LOG
. Date FTC Org Date
Assigned Action Required

Received Code Assignment To:
0825 Elizabeth M. Foster




GREG GANSKE COMMERCE COMMITTEE

4TH DISTRICT, lowa SUBCOMMITTEES:

HEALTH AND ENVIRONMENT
- !-,,;,_? f)NANCE AND HazaRDOUS MATERIALS
CRITA 'I_O\,EE,SLGET AND INVESTIGATIONS
" B T F Nt )
’ = LU
Ui iy Ey
’ 'JJ oo ol
<G o=

CONGRESS OF THE UNITED STATES “ac: .. " & 1;

HOUSE OF REPRESENTATIVES e ”bf

June 21, 2001

rg

Y5172

Ms. Lorraine C. Miller

Director, Congressional Relation

Federal Trade Commission

6th and Pennsylvania Avenue Northwest R
‘Washington, D.C. 20580-0001

il

Dear Ms. Miller:

Enclosed is a copy of a letter and other documents which I received from YR
concerning what he believes is a fraudulent practice by a finance company. I would appreciate
your looking into this situation and apprising me of your determination.

If you have questions or comments, please call Susan Steinick in my Des Moines office
at 515/284-4634, or e-mail her at sue.steinick@mail.house.gov.

Thank you again for your help. I look forward to hearing from you soon.

Sincerely,

| ,ﬁu, Damade

Greg Ganske
Member of Congress

JGG:ss

FEDERAL BUILDING

1108 LONGWORTH HOUSE OFFICE BUILDING 210 WALNUT STREET 40 PEARL STREETF
WASHINGTON, DC 20515 DES MOINES, 1A 50309 COUNC!L BLUFFS, IA 51503
(515) 284-4634 (712) 323-5976

(202} 225-4426
PRINTED ON RECYCLED PAPER



06/21/01  13:46 Fax < CONG. GANSKE > DM @oo2

Urbandale, Towa Sl

June 14, 2001 BN 2 0 2004

Congressman Greg Ganske
1108 Longworth House Office Building
Washington, DC 20515

Congressman Ganske:

This moming I had a discussion with Ms, Lisa Ludwig who is an investigator with the Consumer
Protection Division of the Iowa Attorney General about a problem I am having with-Citifinancial Retail
Services which is a division of Citigroup. Ms. Ludwig felt I was justified in my complaint and as they are
a national bank suggested I contact your office for possible assistance.

Let me briefly reiterate my problem. On December 9, 1999 I purchased a treadmill from a local store on
a 6 month same as cash offer. On the original paperwork I filled out there was no date provided as to
when the same as cash offer expired and I never received a final contract with a specific date. In June of
2000 (6 months later) I received a statement from Citifinancial who was handling the same as cash offer.
Prominently displayed on the top of the statement was a payment due date of June 19, 2000, I mailed
them a check for the full amount on June 4, 2000 which they posted on June 8, 2000.

I recetved another statement in July and was suprised to find I was being assessed all accrued interest

- charges. After speaking with them and examining my statement I did find another due date on the June
statement buried in the fine print of a full paragraph that listed June 6, 2000 as the due date for the same
as cash offer. Ifound it very interesting to note that this full paragraph had become a single 6 word
sentence with the same as cash due date not only in bold print but blown up several type sizes once the
promotion had expired. I felt and Ms. Ludwig agreed that they were intentionally misleading about this
with the hope that people would miss the cutoff and be forced to pay all accrued interest charges. I have
done several same as cash offers and never had a problem and after reexamining other statements found
them to very clearly spell out when a payment was due to avoid the accrued interest.

My wife and I have made several phone calls to Citifinancial about this matter and I have written several
letters. Their response has ranged from rude (we've been hung up on) to basically saying tough, we want
our money to simply ignoring my letters. They have had their collectors call us multiple times a day and
even once at work and when I have spoken with them I have encouraged them to sue me as I feel I have
grounds and would welcome a judges' opinion on this matter. Regardless, the interest and late charges
have continued to mount and my credit rating has been damaged (it was perfect prior to this).

I welcome any assistance you can give me on this matter. If you would like copies of any info_rmatio'nl
have, please don't hesitate to ask. Ifnothing else, I want to make you aware of the poor practices this
company is engaging in. Thank you for your time.

Sincerel
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- SALES INVOICE
8T. LOUIS PARK MAPLEWOOD BURNSVILLE
6819 Wa;‘znta Bivd, MN 55426 1898 Baam Ave. MV 55108 14033 Grand Ave. So_. M 52
(812) 544-2540 (651} 7767701 {612) 8926300
MAPLE GROVE ROSEVILLE RICHAELD
13830 80th Circle, MN 55389 2189 No. Snelling Ave, MN 55193 1420 € 78th §1.. MN 5522
(612) 420-2161 {851) 10 (612) 856-6110
EXERCISE EOUIPMENT ,ms,s&?ﬁ,ms,,;,m@m
-NEW=USED « RENTALS % BUY »SELL » TRADE {812} 930-1801
Cayment Dud: 120411099
nuoica Date: 1203411208
Ubanagia A
Home Phane:; Raprasamative. 08 012-DesMaings
‘Work Phons; Conrart Typa: Sala
QY _TEM# QESCRIPTION EACH . EXTENSION
1.0 . SAI20 Sport AT 1200 Troadmilt 130800 139,00
1X SM1000 SM Traadmill Mat :
1.0 SvVReck Savage Contor Rack
Payment Maihed Senal @ Dollar Amg N
Facamabe 1458 .96
" TEW TOTAL 1 390.00
TGTAL TAX 83.05
DEUVERY; 26
LABOR: ‘ 00
TOTAL: $ 146396
PAYMENTS: s {40896
CHANGE DUE: 100
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CARCHOLDER AQATENENT AND DIBCLOBURE STATEMENT : N

Thiz s your Agraemart with The Trevelers Bank USA, Newark, Delawere
Plaase Read This Agreement And Kesp 1t For Your Recorde. -
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spedified on B 1aleé 3ips honong e Card of indicamd on ths periodic bling stsement: .
NCPA\'{DahMPayrmm)-lbm'n‘tmmnonﬂymyumntwilhdmmﬂlwpamml”nhho(IhoH&nwﬁomm“mﬁandmn&hﬁdmﬂmﬁo&ﬂhﬁnmmwwsm-
mmmmholpxem-.NOINYERESYfﬂahethmuChaow;)-NoFmMoﬂmmNmuwmdayMhn@mdma'ﬂoiﬂsmsfpmwpmd,
wdh mineTm montily Deymante due aach biling cycle. NO INTERESTND PAYMENT ;Waived Finance Charges/Delsyed Payment) - No minkmum monthly payments will be dus s na Finance Charges
i€ accue on e Durchase Ll the expimtion o the defarred periad. SAME AS CASH - Finance Cherges wé] sccrue o the purchate from the csie of purchase and minimum moniy payments wil be
duo aach billing cycle. If, however, you pay he cash ssies price of tha purchasa by Hw ramofion. expirgton dam ag indicaled on your penadic statament, no Fnarce (hargas o3 be As on the Durchase,
NO PAY/BAME AS CASH (Dalayed PaymentSarme as Cash) - Finance Cherges =t acarua on e purchase from Me dawe of purchase but /o mnirtum moniy payments wit be de price 1 ther promo-
lon dus Ga® as Indicited on your periodic dhelament. and i* you pity e cash sales trice of the purchace by e pramction due dete, o Finanas Charges will be due on the purchase, FREE FINANCING
(Wawed Finance Charges/Paymont Requted) - We will net add Fnance Charges o your purchaia for 3 spacific pefiod of tme assuming you meke the roquied minimuen payment and the accound s peid
5 agreed: il a balance remaing afer the tam of the specifed penod exprees. Finance Charges &re azses3ad al he ;aw dedased in he Cardholder Agrsemant REDUCED RATE - A reauced ram Fnance
Chargn will be appiiad to e Dalence atbbutadle © Ine purchase Uast the SOFRtoN of The 7edicd e Deriod of peyment in &l of 1he raduced rats belancs, ehichewer oocurs first,

You ¢an obtaéy mota information Bbout e avatability of e Cred Plans from the merchant who honors this Card. Wi may cancet ive svelabiley of any of the C-edif Plans at any Sme for any reason.
ﬂmlﬂvm:vmmnwulmmcl)aunhumParmrnmewrmmmHycu-ithywmqp-,mhmmaumimmhymwandamyu_myoumypayhenh
amount dua Al paymonts, sxcept dispuled peyments, must be maded or defiversd o ut at the address shown on yout morthly biking atstecnent, Disputad payments incluging thosa which indicate hat
e payment comitans “payment n (T of the smounl owed must ba mated o delivared t Me addwss shown on your monlVy statement, The Minkmum Payment will e the 1ot of the minimum pay-
mants 1equired for ay Cradlt Plan plus the amount of insurdnce presniume, If any. Tha Minimum Paymeni (sacepting e Fres Financing Cradit Pan) 15 the greamc of 515 or 3,37% of the “New Baience’
aRer your moat receni purchass (exduding Finands Charges, lale payment and reurned nsNumenk laes, snd leas ary No Pay. No Interest/Na Paymen, and No Pay/Same as Cash Puchass Bulasces):
e Minimum Psyment ont the Free Financing Credit Pian is detemined by Sviding the purchass betance squolly ovar the agresd lerm to pravide equal monthly paymonts, The Minimum Payment s shown
on your blting ztatement and is roundad to the next hgher doilar, ‘

Yous agres Mat any paymarnt may be reflimed B you If your check or dther paymertt srtrument 1s: (a) not drawn on U.S. Dollars an funda on deposi in the (1.8, {B) missing 4 sigranure; (c) drawn with G-
fetant numasic and writen amounts; (d} containg & resirictive endorsemant, (s) posidaled. {f! Sawn on & cradt sccolnt issued by The Travelers Rank USA orits a®iems: (g) not peid on presendment. Wa
can acceptlake payments, partial paymants or checks and peyment naroments marked wi wolds of conditon o fmitation, such 2 ‘payment : " wihout losing any of sur rights undee this Agreement.
TREATHMENT GF PAYMENTS: Cach Payment 4 spphed as ol e dale raceved i tha fodowing otder: (a) Finance Chargss; (b) Iam payment loes and relur inesumant tees:; (c; olloreys’ lses and conts
of GollecTon:; {d] spacal Credit Plans requiing payment dunng tha apolicable period. in order of posting due date, Bs applicable. (¢) Feguior Purchases, and (fi insirance charges, il any Ay sxcass will
be aredited Io your Agoount

FINANGE CHARGES: The Finance Charge is part ot e inleres? 0n your Accourt. The Finance Charge for sach biiing cydie is comprued by muepling #e ~Merage Desly Batance” by the deily pexictc
rate 01 0.0R2MBE%, {corresporang Z1.90% ANNUAL PERCENTAGE RATE! ¥mes o number of days o the tling cycle

Wae nsq the “Aversge Daily Balance™ of each Cracfit Plan w celcuiite Fir:arca Chargea on your Account,

We slurt with e beginning balance of sech Credit Plan. We do not mdiude unpand France Churpes or ipas in The begnaing baiance Wa subuact Sy payments or crodim. We add iy new putchassa
1 you have made purch undes 6 daterio Credlt Plan. we wit add aeleisad purchasas on the firet dary afer the daterted patiod, This gives us the daily brlance. Then me add up alf the daly batances
of purchasas for e BRing petlod and Grvide by @i 1otid number of days in e difing period. This give us the “Avarage Dely Balance™ of nach Credit Plan.

We then antd ogetwr 118 Finance Crargs amourtls. 1o gt the iotal Finance Chasge on Mie Acoount. In adksition, # you make & purchise under 8 No Pay or 3 Reducad Rate Cradi Pian. wa will add te
amours of Finance Charge el has accrued on the Avavage Daily Balance of the purchase from the date 5! purchese rough and inchiding e last tay of the defenwd period.

W wii chargs you & maimum FIRANCE CRARGE of $.5G tor esch bilfing cycle in which FINANCE CHARGE iy due.

ANNUAL PERCENTAGE FINANCE CHARGE ;Datty Perboic | Grece Porod | METMOD OF CONPUTING THE ANNUAL OR MEMBERSHIP FEE Minimum Finanae
RATE Rate)

BALANCE FOR PUACHASES Cherye
2.9 [ X% 38 Nons Average Daly Balaccs {inciuding Nohs 8.50
" hew purchasas)

LAYE PAYMENT FEE: 820
RETURN INSTRUMENT FEE: £20 (charged pnly once per bulng cyca)

Finance Charges tor all Purchanes excect special Credit Plan Purchases bagh 10 sccrue on the dele of sale uriess deivery 18 more then ten {10) drys aftet tha datw of sals. In which csse auch charges
begin on the date of deivary. Fnancs Charges on No Pay Purcrases begin b accrus from e dale of purchase. For No injerss! Purchasss, he Finsnce Charge will encrue on e purchase a5 of e first
day lolowing P sxpiration of The o Mieraal” pariod indicated on e periodic diting slatement. On  Finanos Chargas wii accrus from the firsl day afer e asiemd
pariod ends. il Be Same ax Cagh and the No Pay/Same As Cagli Baiance is not aaid i full upan expeation of tho defeed pericd. the Financs Charge wi be eamed and added to e New Baisnce for
that month, f the Free Flnancing Ralance is not paid during the deferrad perwa aa acheduled, Fnence Chirges wiil be sarmed at the 1sts daclosad in ihe Cardtolder Ag 1 anvd sddind 0 T New
Bainca for hat moolh. Faduowd Bal - A reduced ra Finance Charge wif be appiiad o 8w belarce atributabie 1o e purchase untl the vipiraion of he reduced e paricd of payment o WM of Te
rackiond rale balmnan, whichever acours first . . o
INSURANCE; If you slect any cradit inetanca coveragh in connecion with opening Ihe Account, you sirthanze us 1o charge ihe insuance prevmsum 07 Sudh ing 10 your A ong y bavis
You undersmnd 0w amoin! of T irsutance pramiur: i based on Mie Balanun 51 your Accoun! oullanding st the snd of De eec® peadiedic Ditng SyCle ]

CREDIT LIMIT: You agres 1ol fo Jel $1 Account bewence. inciuding Finance (harges, axcasd the cradit kit estabicstaed for you by us krom Eme 10 me and shown o0 your biting staement. e do not
hove  honor any g of your Card which would Chue you 10 8xcaed your credit imit. but i we da, you Bgres o «esdy 1@ amount by arhich your credit mdt w eacesded. phus Finance Charges

umnﬁmm;hmuwmhmmmmm payments o credis 0N your Account at laast squll B the Minimum Payment due on of bolors Me seventh (7H) day ilowing Fe

Paymant Dus Dats shown mn your bifing siulsment, you sgrae 10 Bay us a 520 iaw payment fee o
RETURMED IMETRUMENT FEE; if any check or oltier nsument for paymant on your Accoun: fs dishonored of «sturmed uipaid for sny raason, you sgree © pay & rytuned instuman fee of 829,

CHANGE OF TERMS (INCLUDWG FINANCE CHARGE RATE): We may, st soy 8me and sidject o applicable lew: (a) terminate Vs Agresment; (B) change your credit Imit; of () change any
mubmlmdumdﬂanolhhlmtMﬂybmrkwun«ﬂdnwmmdhtﬁhﬁprlﬂhhlﬂ!nﬂ'nﬁbolhM' K!-chmgoﬂllm;:
Flnancucmmuaanc.nodn-hdlhmtﬂb-txmvlmhhdhlntbmdMm-m-dhlnlhutmrﬂhgwmﬂqﬁihm;”
xmunhwgmummmyoudonou'runtacwmnhpdnhdhwq.ﬂmmm|mhmmnu-!umhdun‘“"
standing unpaid indedtadness In your Account aw of the aftective date under Owe turms of the agreament povenning r Account st The Gane our notice was given. ¥ you use your 3
e ofhctive dats, you will be conyidersd 1o heve sgread %0 the new twme wrew i you heve sent s sush written . At our oplion we may sise mede any tuth shange if you shest fo ule
youe acoount after e sflective date of e amendment. Changes which we mabe can apply 1> o¥ cutstanding vapeid indebiadn8ee and 1o sny Afusre trsrseation on your Accaumt.

] P;um 23112 PLCC end Wind Exercine Equipment Application/Agrsenen: 2299 % (SX/98)
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14, DEENJLT;Yuﬁwinbeindeladxundorth&sAgrvamonlupon(a)ym:fm’luretomakaatbaslheuhmu-nf-’ayn\mt-rhenms [L:3] okari ish doath
Y T g : . youmhrmolanyuhauwuonn!msﬁqmmtc

your ?;.’L“&';;Q&Tﬁﬁ“”*’"mr"' lmmﬂﬁlmdhgs. (&) your bc:omng tha subject of alachment or gamishmant procsedings, (f) your supplying us with srisigading, H,lm(:z
NCOIT , o () our raceipt of informy| youuaunebieorm\ﬁingmpeffurmlhsmorwndhsd!ﬁs sament. Aftor defauR, all your Account Balances includi Spacial
ﬁlmB;mﬂgnFMnonwgeaa(ﬂ'econmralolnoﬂeda(hﬁmof&fam e ™ " Cret
port we the right fo (a) serminate your cledt privilages under INs Agreement, {b) meywmmmmmmamm'mmswcmmm of accrued
unpatdﬂnmchugesapdomcrcha.:gosprovihdlorhd\isAgeemtlmmadaHy.(c)manyusciﬁnumcovaagawpﬁcahhbyoumtmmh‘inganacﬂonbcoibelahmm
owed. To the extent permitied by applicable law, you 25708 10 pay Al cosls and disbursomants, including rersonable atbmeys’ fees, inaurted by us © collect of snforce your Indabledhass, :

15. CREDITAUTHOBIZATM:?omcpurdmsaswilveqwryourprpraﬂnnzanmwdyuumyboashdwﬁnmrd\annoprwidaidenﬁfmﬁa;ermmmmfsmtwrﬁmﬁms,_m

) bnabhl;:ug::zaah&nsaam.wmnyouhavesufﬁcmtavmhblecre&twannotbeEablehpuﬂmvyoihesse\mtshappen.Weammtrmpnnwefalfnrefumofanym«dm|mm(
of honor .

6. CHANQENNAHG,ADORE&S.OREPLMNT:YwaWbgivsmpromptmiasofarwo\angeinywnm.mllngaddm_ordacaofenvbymai.muugwﬂmwn riment of Molor
Vohblesmaymbssayulmuidmaadamlaussfmldi!bacomenemss&'yblcmtcyouWehw!helimnormﬂmdmpuﬁeumﬁuummU.S.PosmlSaMz? oA

17, UPDATED FIRANCIAL INFORMATION: Upon raquesl,yauagwlopmmﬂyg’vsusmrmlpdamdimndainfnnmionabanw.

18, LMMWYFORUMUT}DRIZEDUSE:Ywmaybehbleb!m«mwfhuizodusoofyomcm.Yuusgreemmdlymhmedaﬂyupmmmngdwbss.m.wmbbumﬂﬂrbt;dumdyw

] ¥ odeoca:safbryoumﬂyusal‘l_w.o’mbss,hkmpossﬂiaunmha’zadumdyotl&rd.lnﬂnycam.minbﬁy-ilnmaxcsedssu

Howsvwwuﬂmzadusodoeanmcbdembyambwhnyauhvegvmmﬁmry‘mmmoCadaxdwalboliabbbdiusebyMauser.Tob!miw!athismhaiy.yoummm

20, CARD CANCELL ATION; We can terminate your Account ot radkice your credit limit at any tme and for a0y reasan, Balances outstanding under his Agreemant when your cradit kmit ia roduced i-
natad wil coninus & accrue Financa Charges, untl pasd i . You 2999 ko rehun your Card(s), induding Cardis) you gave 1 others, I us atany § o tami
21.  CLOSMG YOUR ACCOUNT: You can cancsi or dloss your Account al any rlngobf writing fo us. Your nolica becornas effecive when we recaie it. it you cancal your Account, you wil stf be resporraibie -

O purchase money sacurily interest lhalmod._Goodswvﬂredbyasemﬁlyhmreslmybeumﬁomyouﬂyoud)nnlpayon!m.wamylequimywta'makaMavuiabhdﬂmtphm
. ofour choloa. Wa waiva any security inlerest in yout principad dwaliing that we would otherwise secute any obligation hareundar,
23, CREDIT INVESTIGATION AND REPCRTING: You agree hat we may [nvestigate your credit, employment and income racords snd verily your oredit refersnices and akso may report 1o credit reporiing
apancies, marcharts, and other crediors the mmandpgmmhislnry of your Account, quayinmmommarddyourheolcmdtonyoml_mm You authoriza us 1o obtain & conaumer raport

rapor wasvaqmmd.vawﬂmnyoumﬁmrewhedamm.wewiighmhnmwmolmwlhalhlmhbedir. -
You agree that in the event we' daclice your appicalion for credt, uaamyolmaﬁ‘mmm&;wmﬂniﬂommﬁonyournwg'wnus an the cradit Appicalion to cther londats o our alikates, who
wiltrealsuchhlonn_a!ionasacrtdtawkaﬂoniovasepmteusﬁprod:doﬂuadbysmhlmchnlflhalppicstioniswhmdloalmlondlf.uwlboaq!qbswhhndr'suvdﬂpmmdb

check your credit and “share™ empioyment histary and flnancial information, end Yo answer queations about its aedit exparience with us, .

20, PRIVACY PRACTICES: From time ® time we may fisten 10 o¢ record tlaphone cafls betwsen you and us for the purpese of monitoring and improving the quality of sesvicas you fecoive.

25, MIBCELLANEOUS: We will not lose any of our rights under this Agreement if we Gelay taking action or 19§ 10 exercize our rights and remedies for any masan, To the extent liowed by law. we may take
other action not dascribed in this Agresment, and by doing so will pot losa aur rights under this Agreament. We may se#, Basign, or anater your Account, of any potion thereot, and any of our gty under
this Agreement without yout consent of nofica ¥OU. You may not sall, 2ssign or transter your Accourt. If any peavision of this Agreement is finaly delermined b be void or unenforceable wider any faw,
rule or reguiation, all other pravisions of this Agreoment wil ramain valid and enforceadle, - .

26.  APPLICABLE LAW: Thie Agreemant snd your A wilt be g ,:bym«lavdmo&nholmndqpliubhl!dﬂﬂlﬂ,'ﬁdh'ﬂmtyovlhoinDnhwnmdMqorml
your Account fe used in or ouleide Del This Ag is d into (n Oed and off credit under this Agreament wif ba axtended from Delswsre,

27.  AGREEMENT TO ARBITRATION: Any controversy or claim, except a Tepossession or any deim for damages of ather rekef becausa of your datault hecsunder, atising out of of relating o tés Agreement
of the breach of this Agreement of retaring 5o any insurance. s8nvices or products offered in convecion with this Agreement, including any claim against any of our affikates, succassors Of 355igN&. of our
employses, agents or officers, chall be datarmined by binding arbinatian. Any party 1o this Agraement may biring an action tn tompe! arbiration of any comaversy o claim 1o which this Agresment sppltes.
Tho artftration shaX be administared by J.AM.8 /Endispurie under iis Streamiinad Arbitration Pudes and Procadurss. No arbeator shafl have e authorty to award punifve damages In excess of throe
Imes e amount of the acuaf damegas. Judgmen! upon any arbifration award mey be antsted i any count having jurisdiction. : .

28.  REFINAMCING; Yoy undorstand that the overall o8l of refinancing a purchasa balance info a new ken account may be gresmr then the cost of heeping the existing pirchass balence and oblaining a

separa® loan Y any additonsl funds you wish t borrow, : ;
2. SHARED INFORMATION: Uniess you Indicate otherwisa in writing (with social securily number) 1o The Travelers Bank USA, Cuslomer Service, 300 St Pavi Place,

L
BSPC3D, Bahimore, MD 21202, you agree that The Travelers Bank U.;A and its affilistes may share information about you or your accaunt, including informstion from
your cfadit reporis, for marketing and adminisirative purposes.

The information about tha costs of the Card described In this Agreomant is accurale as of March, 1998, This informaion may be changed after that date. To find out what may have changed. wille o us
at The Travelers Bank USA, PO. Box 15105, Wimingwn, DE 19850-5105. :

NOTICE TO CALIFORNIA RESIDENTS: Calitoria law requires at we infom customers that should thay fall fo [Uifl# the terms of thal cradit obligation. a negative report reflecting on thair credit racord may

be subrmitiad 1 a cred reporting sgency. Regardess of your marital status, you may apply for cradit in your neme alone.
: A consumer credit raport may be requested in connection with thés application of in connaction with updates, renewals or extensions of any cradit

gmndasamxﬂdhka:pkaﬂon.anywrrmgyouwilbehbnneduhelherornctsuchamporlwnsmqmledmHm.h_mgﬂwmdmammmmhmhnm

NOTICE TO MARRIED Wi ] ; No proviston of marital agteement, uniataral statement or court decree under Wisconsin's Marital Property Act adversety affacta our rights with tespect o your
acmml.uriess,bqforawssxiandcre&(loyw,youprovideuswma:upyolh.wmhmawdhoﬁedgaolﬂnmpmﬁﬁonwhmlwobiggﬁonishqmod.humdwmﬂumhlwhghbm-
Ton bacauss, when ciadt Is granted, we must giva nolice 10 & Spouse Who Ig not 8 co-appficant; - S

Nama and addrers of spouse: N

HOTICE TO OHIO RESIDENTS: The Ohio laws against discrimination require that ab creditors make credit readly aveiable o all credt worthy customers, and that cradit raporfing agencies mainian separae
crodit hisiorias on each individual upon request. The Ohla chvl rights commission administors complance with his law,

YOUR BLLING RIGHTS - KEEP THIS NONCE FOR FUTURE USE

Thia nolice contains important information sbout your rights and eur respongtiliies undes tha Farr Credt Biling Act

Notify Us in Case of Errere o Gueetions About Your Bill: 1f you think your bill ia wrong, o¢ if you heed more information about a Yansaction on your bill, write us on 3 separaie sheet af the addrass listed on
yout bi¥ or fo The Travelors Bank USA, P.O, Box 15105, Wimington, DE 19850-5105. Write to us a$ socn as possibie. We muat hear from you ho latar Mien €0 daya afier we sent you the first bill on which tha

enor or problont appeared, You can ielephane us, but s0wiif not presarve your rights, ]
hyoulemi.g'veuul'eubainghfanmﬁw-Voum:,n?mdnocwmmmbar.-ﬂ\eddhr amount of the suspecled ermor, » Deectibe the error and explain, ¥ you can, why you bbilove ters Is an attor. 1f you

nead more information, describe the ftam you ara fst sure about .
Your Aights and Our Responsibillties After We Recalve Your Written Nolice: We must acknowledga your iefier within 30 days, uiless we have correciad the efror by then. Within 20 days, we must sither
comract ha sfror or explain why we beiisve e D was conect, .

Ahat we receive your letar, we cannat oy to collact any amount you qUestian, of report that amotnt as deinquent. Wa can oontinue to bill you for the amount you question. Incudng Seance chargas, and wo
can apply any unpaid amount against your credit fimit You do naot hava to pay any questioried amount while we @re investigating, but you are sdll obiigated io pay the parta of your bill that are not i question.

1 wa find that we made a mistake on your bifi, you wil not have Yo pay any finance charges relsied lo any questioned amount, Irweﬁn‘tmﬂoamh@:wmwmmmﬁm:mm.andycuwil
havabmukoupanyniewdpaymnmonlheqtmﬂonedmnthsimercaso.wwilsmdmastaiememntdﬁaamm!youmaﬁhr_ﬁmhmrys_da. ]

it you fail lo pay the amounl hal we think you ows, wa may report yau s definquart, Howaver, if our explanaton does not sadsly you and you wiito to us within len days telling us that you sid refusa o pay, we
must el anyone wa 7eport you 1 that your have a question about your bifl. And, we must i you the name of anyone we reported you fo. Wa must telf anyame wa repart you fo that the maner has been satiod

botween us whon it finally 5. . )
Hmdnn‘:blbwmeaerules.wecm'tedfeczmeﬁrstmo!mmnstmedamoml,mr!ywrullniml_ . . ]

Sp-cinlRuhforCruﬂCmdPumhm;llyouhaveaprobxunnﬂhmquamyofpmpenyunmmaywpud'as_edmmagsﬁtwdmmhmmdnwduhbwmmﬂ@h
merchant, you may have the right nat bo pay the remaining amount due on he proparty or sarvices. Thrg_m’mlmtmommuxngfu:(A)Ywmnhavemad;hpwdtmemyourhmmshbw,r_fm
WITWY YOUX DOITIG €lato within 100 mitas of your current malling address; and () The purchase price muat hgva been more Man 350. These AMMtatons do not apply i we cem or aperaterthe mercham, or if we

matted you the adversisement for the property of sarvices,



86/21/2091 14

> Rewncs Chngi 530w 99 the @B of JUTIRNE. B0 MRS oaDy Saymat ol b dee sl
bﬂd.ur“.“d.h~-ﬂl

13 Urvet § Lowa g - u o e — smn \PAGE ad
L] Oter 3

[OATE w‘m’,_—”,q_ 'I,"__rm'rz"w' F OV r:'_"“‘—f

~“d mnm‘hhﬂﬂmhm'm -7 DESCASTIOR R ‘m‘“ CARM SALE POiCE
Pomum ChvDas 56 FOORS 45 B9 Purciptes i M Ar of seschess sy EOWY BB SA Rbo 1394
uuﬁnlmn-numu-m.n“ .
400 o 0 Sevn o Canh poto of ____._ $0yS. 35 IRORIINS 08 yeur Sosthly Sesatare. no Fraers Charpe vl

O TN postyn. T 1 | Smpoo0
Mn 07 T purchaws, byt A o i muthly T

20 qun. 18 inares 08 your oy iy shaemest, st SwRAL
HySe Jiy S chalt st prie oF g UICRENY By N8 aagiration of T Same sx Caah peviad. 78 Reshes Charges
il 08 G5 02 08 pmchune.

mnm‘”—mnmmmnu Nnying i Sxytathe of e
of . Giys, Wt MLINGzn MnorEhy phyrasai: e goch Mling Cycks.
: Bl Mgy Chorpes ot Sotrus o the purchsts jod e Frm Resacing” petxd of_____
JO0 Malp The reguirt ke ey ORrTeRt, 8% Ty ScCOUE S SakT 5 agred, M 8
BANOR AN 280y By 5pacied povinc expinty, Flognoe Chempas e erwmendt &7 Six s Aycieesd b e

M"
p——

“W"‘" OJced N DTS, whichewr QiCyrs fegt,

Telphane #




B5/21/2881 1421 - -
: : — PAGE g5
Acéount Number | Cradit Availabls Days In Bllling Cycis Payment Minimum.
g Limit Cradit © Billieg . uonhu Date Due, Dats Fu-at ) .
8 e . c,el. .
' ) L1 Ly e oL T ‘!"ﬂi“_ :
1 Date | Retersncs llutor | Purehuses,Charges,Payments and CMHs R A Y
Tran . Post . ; i _3ince lest ptatement .. A S
! ll . BER NO CURRENT ACTIVITY Wns : _
12/09/1999 e T T T Al Percantage Rata | 22,997
¢ nowth no rav/sac e Deidy Paridic ».062997)
Averags dall.v 3alwnce | 1463.98
Save on Interest? Sisely pay 01463, 95 1u- the ninimum pe t shown sbove by : '
086/06/2000 und you'll svoid fntersst s of 0155. ’5. lo -urc fe llow 7 dayx for amil
sdelivery to ensucs we recelvs your p-y-n on time. Thenk you for lo:um us Serve you.

Previcus . Payments.  Crediis Furchase Debit Finance - Mare unnu
."1'"" TR : Adjusteents  Charges !
YT T A I T R Y T %.00 0.00 W 1eea. o5 al
An smount follovnd by a minus signt.] is a-credi or a credit balance unlass oxhorwrse indicaed,
}
:
l
L . .
inal APR Sequance _ Average Daily balance

1 Percentags Kute
aily Periddic Rate .

o whieh Finsnea

N ]

n INCLUDE ANY AMOUNT PAST DUE AND/OR OVERLIMIT.
NOTICE : Sse reverse zide for imporiant information

Ver 022400

Dte 8Er/26/08
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PO.B0OX 15185 Address Corraclion - Plaase Print
WILHINGTON DE 19850-5105 ' Straet
City State Zip Code
Nome ) Work { b}
1]
! tinimum Past Dus Fayment Dus New Account Number Payment
e L!"-mi Dus Amount Date Balace Enclosed
t

‘{o.00 _g.00 06/19/00 1668.95 1

Pleasa ot A tQtyrn with paymsat, Use the enclosed enveinpe and make paymant to:
CITIFINANCIAL RETAIL SERVICES
IA ‘ £0.80X 6254
) CAROL STREAM, JL 681Y7-625¢

ll"ll"lllllIl“tlll'lull"*!Il"'lll!"lIll"lll'

L03259015L9L589800000000146895000000025
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2ND WIND E ~CLIVE Page 1 of 1
F.O. BOX 226848
TENPE, AZ 85285-2060 Address/Phone changa? Plenas check
here and complate the reverse side.

Minkmas hut Du. ) Payun{ Du. New,

—— l‘ay-.ni Duo A.mnf ) ht- Bal-nea

[190.00  158.00  oss20/01 39995
Pleasa detach top n&nlon and return with paymant

Q002295 03/PE/ In the enclosed anvalops. Maka paymaent to! -

UrmANDALE 12 GH

CITIFINANCIAL RETAIL SENVICES
P.O. BOX 6254
CAROL STREAM, IL $0197-6259

lll'!l"lllllllI!l'll'lll'l“llll'l'l'l 'lll‘l'll!ll‘l’

LOBES‘IDISB‘?LSB‘I&UUI‘1000003_‘!‘!‘!301‘!55‘!525

L7174 u

12/09/19!9
& MOMTH NO PAY/SAC ~B-360629000-Y
Averags daily Balunce

SANE AS CASH optian Expired 06706/2000

Nrch.u:.chargc:,i’mh nnd cmit;
a7 aince_ lastiatat
LATE CHAREGE ASSESSNENT

Annual # t Rat
Daily P-:I::?c.rt ®

22.99%%
9.062991%
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David Thomas

Director, Office of Congressional Relations
Federal Trade Commission

600 Pennsylvania Avenue, N.W., Room 404
Washington, DC 20580 .

(319) 363-6832

Dear Mr. Thomas:

Enclosed please find a communication fromeliiiiiiium regarding
the interest charges he has been assessed by Citifinancial Retail

Services.

I would appreciate any assistance you could provide pertaining to
this matter. Please mark Your return correspondence to the
attention of Adam Freed when responding to my office.
Thank you for your attention‘to my request.
Sincerely, :
Charles E. Grassley i

United States Senator

CEG/af
Enclosure
CHAIRMAN, Committee Assignments; CHAIRMAN,
FINANCE BUDGET INTERNATIONAL NARCOTICS
CONTROI CALICHIQ

JUDICIARY



Urbandale, Iowa ol

June 14, 2001

Senator Charles E. Grassley
135.Senate Office Building
Washington, DC 20510

Senator Grassley:

This morning I had a discussion with Ms. Lisa Ludwig who is an investigator with the Consumer
Protection Division of the Iowa Attorney General about a problem I am having with-Citifinancial Retail _
Services which is a division of Citigroup. Ms. Ludwig felt I was justified in my complaint and as they are
a national bank suggested I contact your office for possible assistance.

Let.me briefly reiterate my problem. On December 9, 1999 I purchased a treadmill from a local store on
a 6 month same as cash offer. On the original paperwork I filled out there was no date provided as to
when the same as cash offer expired and I never received a final contract with a specific date. In June of
2000 (6 months later) I received a statement from Citifinancial who was handling the same as cash offer.
Prominently displayed on the top of the statement was a payment due date of June 19, 2000. I mailed
them a check for the full amount on June 4, 2000 which they posted on June 8, 2000.

I received another statement in July and was suprised to find I was being assessed all accrued interest
charges. After speaking with them and examining my statement I did find another due date on the June
statement buried in the fine print of a full paragraph that listed June 6, 2000 as the due date for the same
as cash offer. I found it very interesting to note that this full paragraph had become a single 6 word
sentence with the same as cash due date not only in bold print but blown up several type sizes once the
promotion had expired. I felt and Ms. Ludwig agreed that they were intentionally misleading about this -
with the hope that people would miss the cutoff and be forced to pay all accrued interest charges. I have
done several same as cash offers and never had a problem and after reexamining other statements found
them to very clearly spell out when a payment was due to avoid the accrued interest.

My wife and I have made several phone calls to Citifinancial about this matter and I have written several
letters. Their response has ranged from rude (we've been hung up on) to basically saying tough, we want
our money to simply ignoring my letters. They have had their collectors call us multiple times a day and
even once at work and when I have spoken with them I have encouraged them to sue me as I feel I have
grounds and would welcome a judges' opinion on this matter. Regardless, the interest and late charges
have continued to mount and my credit rating has been damaged (it was perfect prior to this).

I'welcome any assistance you can give me on this matter. If you would like copies of any information 1
have, please don't hesitate to ask. If nothing else, I want to make you aware of the poor practices this
company is engaging in. Thank you for your time.
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UNITED STATES OF AMERICA

FEDERAL TRADE COMMISSION -
WASHINGTON, D.C. 20580

Office of the Secretary DEC 6 2001

...-he Honorable Louise Slaughter

U.S. House of Representatives ' .
2347 Rayburn House Office Building
Washington, D.C. 20515-3228

Re: FTC Ref. No. 1676983

Dear Representative Siaughter:

This will acknowledge receipt of a referral from the Federal Reserve System of your letter
on behalf of your constituent, ) concerning a loan solicitation that he

received in July from CitiFinancial that did not contain any interest rate information.

As you know, the Federal Trade Commission has been directed by Congress to act in the
mterest of all consumers to prevent deceptive or unfair acts or practices, pursuant to the Federal
Trade Commission Act, 15 U.S.C. §§ 41-58. In interpreting Section 5 of that statute, 15 U.S.C.
§ 45, the Commission has determined that a representation, omission, or practice is deceptive if
(1) it is likely to mislead consumers acting reasonably under the circumstances; and (2) it is
material; that is, likely to affect consumers’ conduct or decisions with respect to the product at
issue.! In a statute that became effective in August 1994, Congress amended Section 5 of the
FTC Act to provide that an act or practice is unfair if the injury to consumers it causes or is likely
to cause (1) is substantial; (2) is not outweighed by countervailing benefits to consumers or to '
competition; and (3) is not reasonably avoidable by consumers themselves.2

! Stouffer Foods Corp., 118 F.T.C. 746 (1994); Kraft, Inc., 114 F.T.C. 40, 120 (1991),
affirmed and enforced, 970 F.2d 311 (7th Cir. 1992), cert. denied, 113 S. Ct. 1254 (1993);
Removatron Int'l Corp., 111 E.T.C. 206, 308-09 (1988), citing, e.g., Southwest Sunsites, Inc. v.
FTC, 785 F.2d 1431, 1436 (9th Cir.), cert. denied, 107 S. Ct. 109 (1986); International
Harvester Co., 104 F.T.C. 949, 1056 (1984); Cliffdale Assocs., 103 F.T.C. 110, 164-65 (1984);
see generally Federal Trade Commission Policy Statement on Deception, appended to Cliffdale

Assaqs., 103 F.T.C. at 174-83.

? Section 5(n) of the FTC Act, 15 U.S.C. § 45(n), added by The Federal Trade
Commission Act Amendments of 1994, Pub. L. No. 103-312. The Commission previously relied
on similar criteria to define the scope of its authority to prohibit unfair acts or practices pursuant
to Section 5(a) of the FTC Act. See, e.g., Orkin Exterminating Co., Inc., 108 F.T.C. 263, 362
(1986); International Harvester Co., 104 F.T.C. at 1061; see generally Federal Trade
Commission Policy Statement on Unfairness, appended to International Harvester Co., 104

F.T.C. at 1070-76.



The Honorable Louise Slaughter — Page 2

In determining whether to take enforcement or other action in any particular situation, the
Commission n1ay consider a mumber of factors, including the type of violation alleged; the nature
and amount of consumer injury at issue and the number of consumers affected; and the likelihood
of preventing future unlawful conduct and securing redress or other relief. As a matter of policy,

-..xAhe Commission does not generally intervene in individual disputes. However, letters from your

constituents provide valuable information that is frequently used to develop or support
Commission enforcement initiatives. I should also note that more than 150 consumer and
business education brochures and other materials are available online in the FTC Consumer Line
and FTC Business Line sections of our Home Page, located at HTTP./WWW.FTC.GOV. I
addition, your constituent should feel free to contact our Consumer Response Center, if
additional information is needed, at the following address and toll-free telephone number

Consumer Response Center
Room 240-H

Federal Trade Commission
Washington, D.C. 20580

1 (877) FTC-HELP

1 (877) 382-4357

The October 16, 2001 -referral letter from the Federal Reserve System states that

“solicitations of the type WiiiQgigwreceived are not required by federal law to contain rate
information.” Therefore, because no law or regulation has been violated, this agency will be

unable to provide any direct assistance to your constituent in this matter.

I appreciate your interest in this matter, and 1 hope that your constituent will find the
above information helpful in addressing the problem at issue. Please let us know whenever we
Sincerely,

can be of service.
., T €
P

Donald S. Clark
Secretary of the Commission
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e The Honorable Louise M. Slaughter
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October 16, 2001

1676983 «

House of Representatives ~

Washington, D.C. 20515

Dear Congresswoman:

I am writing in response to your request for comment on correspondence you
received from SUNENSNG zbout CitiFinancial. YNNG stated that he received a loan
solicitation from CitiFinancial for $5,000 - $10, OOO and that the solicitation did not state the
interest rate. We have reviewed “sxmauon and offer the following information.

While we understand NN concern, solicitations of the ty pe SR

received are not required by federal law to contain rate information. If the solicitation
contained rate information, then the Board’s Regulation Z, which implements the Truth in
Lending Act, provides rules to ensure that the solicitation contains sufficient additional
information about the terms of the credit product. In addition, the regulation requires that
disclosures about the cost and terms of the credit be provided before the consumer becomes
obligated on any credit product. Therefore, with regard to 4iiNgJhissg case, while the
solicitation he received does not have to contain the interest rate, he would have received that
interest rate information, along with a good deal of other cost information about the credit
product, before he became in any way obligated on the loan.

Since CitiFinancial falls under the supervisory jurisdiction of the Federal Trade

Commission, we are taking the liberty of forwarding copies of SNSRI letter and this
response to the Federal Trade Commission at the address noted below.

I hope this information is helpful. Please let me know if I can be of further
assistance.

Sincerely,

701»%7)/)#*“—

Winthrop P. Hambley
Deputy Congrcss_xo_na_l'_ _anxsqn _

cc with copy of incoming to:
Federal Trade Commission
Consumer'Response_ Center

6™ and Pennsylvania Avenue, NW
Washington, D.C. 20580
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gresswoman Slaughter:

-acknowledges receipt of your complaint in the Customer Assistance Gro&p of the
the Comptroller of the Currency (OCC).

¢ answers questions and assists consumers in resolving complaints against national
complaints against credit card and mortgage company subsidiaries of national banks
I bank is a bank that has the word National or the letters N. A. in its official name.

ymplaint is against an entity (Citifinancial) that does not fall under thejuﬁsdiction of
we are referring your letter to the appropriate supervisory agency which is the Federal
ystem (FRB). Their address is:

Board of Governors of the Federal Reserve System
Division of Community and Consumer Law
Complaint Section

20th and C Streets, N.W

Washington, D.C. 20551

ie number is (202) 452-3693. Their Internet address is www.federalreserve.gov.
ct all future correspondence regarding this issue to that office.

’ C)
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sustomer Assistance Group. 1301 McKinney-S_'-trcet. Suite 3710, Houston, Texas 77010
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citifinancial _—

o sl |

1694 PENFIELD RQOAD
ROCHESTER, NY 14625
{(716) 586-5150

ROCHESTER, NY \QURE

Dear

The enclosed\statement shows that a SS,OOO loan s _been pre- -

selected for your Ymmediate use.
"This ‘pre-selec ‘status means no¢/ lengthy application is required.

Simply complete the i

enclosed return envel

However, as the manager of yo local office, 1 may be able to
authorize a larger amournt. . You may qualify for a lot more money than

you think.

-t
>

In fact, you can apply for fip to $10,000 right now. You can do
this with 2 simple phone cdll t¢ our office. We can give you an angwer
within 5 minutes and usually hgve the money for you the game day.

Obviously, thig is a bigAadvantage to you. With a loan from
CitiFinancial, you can get tHe\money you need quickly, easily,

without any red tape.

Use the extra cash foy any rkason you might have - fix up your
home, pay off bills or take care of unexpected expenses.

When you need money/ no one ge it to you faster. It's why we're
.one of America's largest/ neighborh financial service companies with
more than 1,000 offices/across the colutry.

Please call me togay and let's work, together to get you up to

$10,000 right now.
Sincerely,

Kime Yohoon /
Kim Yohon H

Branch Manager
NY61? PC7

#9012



Please provide the following information:
Birth Date: -
years Years at Current Job: years months
Work Telephone:

Confirmation of Receipt

Social Security #:
Years Living at Current Address:

Home\Tlelephone:
Best Thge to Call: Oam Opu Expiration Date:/ 07/21/01

Please ma(t this form to:

Illl"llll l!llll"ll'lll"!l.'llll"'llll'll!l’lll'lll'lltl'

(716) 586-5150

ROCHESTER, NY Qe

Or contact by teikphone:

R LAl LY T PR P T PR TP

Amnbe‘rdawudr

Offer Expiration Date:
o721

Mall the above Conﬂrma_tlon of Receipt to:

Pre-Selected Account

Pre-Selected Maximum Ava){abfe
Credit: Loan Amount:
P.O. BOX 25093

$5.,000 $10,000 ROCHESTER, NY 14625

Transaction Detalls

Offer Ofter Description Amount
Date Expiration
Date
$35,000 CR

06/18/01 07/21/01

P 092




Guarantees

14 Day Guarantee on Personal Loans. Guaranteed Fixed Interest Rates.
If for any reason you change your mind after you CitiFinanclal interest rates are fixed and wilt not

take out your loan, you can return the amount change during your loan repayment no matter
you borrowed within 14 days, and there’ll be no what happens to interest rates In general.
fees, no charges, no hassles. Guaranteed! An Answer In Five Minutes. In most cases,

No Prepayment Penaity On Personal when you apply for a larger loan we can give you
Loans. You can pay off your loan anytime with  an answer in 5 minutes.

no fees, no hassles and no red-tape. Money The Same Day. If you get an
No Obligation. Apply today for your free, no  approval for a larger loan by noon, you can stop by
obligation customized loan proposal. our office and pick up your check the same day.

About CitiFinancial...
Citifinanclal is a leading provider of personat and home equity loans Wllh more than 1,800 offices across the country. This year
CitiFinancial is lendlnq more than 4 billion to Individuats and families. Cnttﬁnancnal is a member of Citigroup, a $7156 biilion family

of financial services companies.

Terms of Pre-Selected Offer

Information contained in your consumer credit report with a credit reporting agency was used by us in connection mth this offer
of credit. You received this offer because that credit report indicated that you salisfied the criteria for creditworthiness used to
select consumers to receive this offer. Among other criterla to quality for this offer, you must In fact have the credit
quatifications on which the offer was based, you must be the owner of residential real estate property in which you live, payments
must be current on any first mortgage loan secured by yQur residential reaf property, and you must have a minimum veriflable
annual income of $20,000. The credit may not be extended, I, after you respond to the offer, we determine that you do not meet
the criteria used to select your name for this offer, or any appficable criteria bearlnq on creditworthiness, or you have opened
any loan account with us in the last 75 days.

You have the right to prohibit the use of information contained in your credit file with any credit reporting agency from being
used in conneclion with any credit transaction that is not initiated by you. You may exercise this right by calling the Asseciation
of Credit Bureaus at (888) 567-8688 or writing to the following credit reporting agencies: Experian inc, PO Box 919, Ailen, TX
75013; Trans Union, PO Box 97328, Jackson, MS 39288-7328; Equifax, PO Box 740123, Atlanta, GA 30374-0123.

A consumer report is usuaily obtained and reviewed in the evaluation of an application. Upon request, you will be informed
whether a consumer report was requested and of the name and address o! the credit reporting agency furnishing any such
report. Subsequent consumer reports may be requested and used in connection with an update, renewal or extension of credit.
Notice to Married Wisconsin Residents: No provision of @ marital agreement, unilaterat stalement, or court decree under Wisconsin's
Marital Properly Acl adversely aflects our rights with respect to your account, unless, befare we extend credit 1o you, you provide us with
a copy of it, or we have actual knowledge of the adverse prows:on when the obligation is incurred. You must provide the foliowing
information because we must inform your spouse when credit i granted and your speuse is not a co-applicant:

Name and address of spouse:
Citiffnanclal, tnc.: AZ, CT, DE, HI. ID, 1A, KS. KY, ME, MD, M{, MS_ MT, NE, NV, NM, NY, NC, ND. OH, OR, PA, 5C, SD, TN, TX, UT, VT, VA, WA, W\, Wi,
WY, AZ: Mortgage Banker License No. BK 15448.

Cltifinancial Corporation: AL, CO.

CltiFmanclal Company: NY. NY: Licensed Mortgage Banker - N.Y.S. Banking Department,

CitiFinanciat Services, Inc.: CA, CT.FL GA, IL, IN, KY, MA, MN, MO, NV. NJ. NC, OK, PA, UT, VA, CA: Loans made or arranged pursuvant fo
Department Corporations California Finance Lenders License. GA: Georgia Residential MortQage Licensee. NJ: Licersed Morlgdqe Banker -
N.J. Depactment of Banking: principal office, 1701 U.S. Highway 22, Watchung, NJ 07060, Telephone: 908/322-5786.

CiliFinancial Equity Services, Inc.: FL.
Citifinancial Consumer Services, Inc LA, NH. RL N-A: Morigage Banker License Nos. 7036, 5812, 5818, S817. $816, and 5814.

Rr Licensed as 4 Lender and $matl Loan Lender by Depariment of Business Requlation

CitiFinancial of Mississippi. Inc.. MS, Py}
: . Rev. 05/00 LENDER #p 3o

Citifinancial of Vieginia, Inc.: YA
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UNTTED STATES OF AMERICA
FEDERAL TRADE COMMISSION

WASHINGTON, D.C. 20580

Office of the Secretary oCr 3 0 2001

**Fhe Honorable Stephanie Tubbs Jones
U.S. House of Representatives
Washington, D.C. 20515

Re: FTC Ref. No. 1584569

Dear Representative Jones:

Thank you for your letter on behalf of your constituent,
. regarding her problems with a second mortgage that she obtained from City Loan Financial

Services, Inc., Kent, Ohio.

As you know, the Federal Trade Commission has been directed by Congress'to act in the
interest of all consumers to prevent deceptive or unfair acts or practices, pursuant to the Federal
Trade Commission Act, 15 U.S.C. §§ 41-58. In interpreting Section $ of that statute, 15 U.S.C.

§ 45, the Commission has determined that a representation, omission, or practice is deceptive if
(1) it is likely to mislead consumers acting reasonably under the circumstances; and (2) it is
material; that is, likely to affect consumers’ conduct or decisions with respect to the product at
issue.! In a statute that became effective in August 1994, Congress amended Section 5 of the
FTC Act to provide that an act or practice is unfair if the injury to consumers it causes or is likely
to cause (1) is substantial; (2) is not outweighed by countervailing benefits to consumers or to
competition; and (3) is not reasonably avoidable by consumers themselves 2

! Stouffer Foods Corp., 118 F.T.C. 746 (1994); Kraft, Inc., 114 F.T.C. 40, 120 (1991),
affirmed and enforced, 970 F.2d 311 (7th Cir. 1992), cert. denied, 113 S. Ct. 1254 (1993);
Removatron Int'l Corp., 111 F.T.C. 206, 308-09 (1988), citing, e.g., Southwest Sunsites, Inc. v.
FTC, 785 F.2d 1431, 1436 (9th Cir.), cert. denied, 107 S. Ct. 109 (1986); International
Harvester Co., 104 F.T.C. 949, 1056 (1984); Cliffdale Assocs., 103 F.T.C. 110, 164-65 (1984);
see generally Federal Trade Commission Policy Statement on Deception, appended to Cliffdale

Assocs., 103 F.T.C. at 174-83.

2 Section 5(n) of the FTC Act, 15 U.S.C. § 45(n), added by The Federal Trade
Commission Act Amendments of 1994, Pub. L. No. 103-312. The Commission previously relied
on similar criteria to define the scope of its authority to prohibit unfair acts or practices pursuant
to Section 5(a) of the FTC Act. See, e.g., Orkin Exterminating Co., Inc., 108 F.T.C. 263, 362
(1986); International Harvester Co., 104 F.T.C. at 1061; see generally Federal Trade
Commission Policy Statement on Unfairness, appended to International Harvester Co., 104

F.T.C. at 1070-76.



In determining whether to take enforcement or other action in any particular situation, the
Commission may consider a number of factors, including the type of violation alleged; the nature
and amount of consumer injury at issue and the number of consumers affected; and the likelihood
of preventing future unlawful conduct and securing redress or other relief. As a matter of policy,
the Commission does not generally intervene in individual disputes. However, letters from your
constitnents provide valuable information that is frequently used to develop or support

_Commission enforcement initiatives. I should also note that more than 150 consumer and
““*business education brochures and other materials are available online in the FTC Consumer Line
and FTC Business Line sections of our Home Page, located at HTTP/WWW.FTC.GOV. In
addition, your constituent should feel free to contact our Consumer Response Center, if
additional information is needed, at the following address and toll-free telephone number:

Consumer Response Center
Room 240-H

Federal Trade Commission
Woashington, D.C. 20580

1 (877) FTC-HELP

1 (877) 382-4357

As noted in an earlier (June 22, 2001) letter from the FTC to your consistent, on March 6,
2001, the FTC sued Associates First Capital Corporation and Associates Corporation, Citigroup,
Inc., and CitiFinancial Credit Company, alleging that these companies engaged in deceptive and
other illegal lending practices. This case is currently at an early stage, and the FTC may be
contacting your constituent at some point in the future. In the meantime, your constituent is free
to pursue any individual legal course of action that is available to her.

I appreciate your interest in this matter, and 1 hope that your constituent will find the
above information helpful in addressing the problem at issue. Please let us know whenever we

can be of service.

Sincerely,

Dokald S. )Cla:k r}?r

Secretary of the Commission
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QUERSKDR RO IIREET IR
' CONNTTED (0 €A GuSINES'S Stephanie Tubibs Jones e
CRPTWERNENY, AHD . ) . ’ ) B mmmléiuum
,,,,, o S Caongress of the United States A by s
Rt —— 11tp Bistrict, Ghio IS
September 19, 2001 L
m&mmamgﬁlihmg?c ressional Rel oo
(v (mgmssxon elation 'SR R
mﬁ[ IItade:m J S8 HS 6‘? .
Permsylvania Avenue }
 Weashimgron, DT 20580 -

[ am writing this letter an behalf one of my constituents, CEEENER». -
stated! in @ felTer to our office that she has been a victim of predatory lending. 1 would
appreciate it if yan could further research this incident. Attached you will find a copy of the
packer of information that she forwarded to our office. Please forward a copy of your.
[ESPOnse m-and- to our office. If you have any questions concerning this mrfrer
glease contaet Rodoey Palliam in my office at (202) 225-7032.

Comtact [nformation:
Vamessa: Morris

324 Qlifo Awemie
Ravenma, GH 44266

Thank you for your attention to this matter. I look forward:to working with: you on:

finore erdeavors.

Sincerely,

Stephanie Tubbs Jones
Member of Congress
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W@mg fromthis-dept to assist me. | am 2 victim of predatory. lending. Cltitinancial gave:
aee tnlimeof™: Lhad aperfecteredit score. The called me back into. their office one week later.
Refimamed tinbame{oant (8:99% and tiad:a check for-$500.00 waiting for me. (The apiount of the check my be-wrong
4ty (99978, Gifs<itne they tofid me thar L had o use vy home as collateral to- getthe lower-interest rate; ['wiset
%&mmm@m Hrcause my credit rating did not warrant a 24.99% or 18.99% interest.cate, Lhaveafist -
qorEaps «iih: alResilential Mortgage. T went imo foreclosure on that loan in Oct. of 2000, [ was making {arpe:
pavmES Tobringy mortgagecurrent, 1 was down to my last foreclosure payment. Citifinancial:put through:
Che «BECk4BBrbounce in July of 2000 end redeposit it in March of 2001. [t caused my-murtgape-payment:
mﬁzﬂm{m&@c gayment on-time to Principal. They put me back intoforeclosure.
Gilifimancial <ictimize qreegain, {[hienaadecalls o HUD, Local TV, Network TV, NAACP; Rev Al Sharpton, Operatipn
Cish, tem%m&rmg,siﬂm. The-Ohio-Civil Rights, The Dept of Finapcial inst., and newspapers. When I filed'the
% 1 The Dept, of Elrmmcial thist. gy is-when ! realized that these companies were working together. They bath
sarmenindigic cesponse. Principalsald,*That [ was not making the agreed amourtts.and missed some
yaents;> GRifinancial<aid, “Thatthey made-every attempt to correct what they had doneo my finapces.” Bat, I am-ina
reand howdoyoucoreet my crediteating. This has totally destoryed my life. Redespositing tharcheck was:
llegal: [padfopEarthesimegbomced. When{ wrote tharcheck it was intended to be used during the montrof Jisly. No,
DARITADZUSE iroughoty-accountwice. The bank should aot have accepted it.: I'feel that because: Lama

emaleand Sk hardiey dRMOEAT they-could getaway with this. Please help me to see that this does nottiappen 10- -
ayoneeie; M@iﬁt“@rﬁmo&ﬂ phone. Twill do whatever it takes-to stop these paaple:

terand National Chapter

CLO QRevelad Chapt
. T News88C, NBC.CBS

SrcopiEs of s fer© Kep. Tom-Sawyer office NAACP National Hesdquaters, and-everyone listed ebove: in letier.
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Towbom{tmay-concern;

Thilsdetter 3.0 fnformn concerned parties that Citifinancial did deposit &y NSF |
check fin the oypENE of 546500 written to Cltifinancial by NEESREESIn July:200
second tiime on.Fehriary 28, 2001 whet It was determined that fnds were

available. We:did aot notify the check would e re~daposited.
did oot sntisipete eny problems and sre sorry for any (neonvenfencedhis tiasc

Stacerely,

Sm:Bogg:
Branch Manager

When © got hiome. T found this letier and checks in iy door. [This
was afier [ called The Division of Finance State of Qhio.
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‘RE l%ﬂ ; FoR™
£ UNDERSTAND WHAT YOU'RE WO Nt' _ "

|
Ravenns, Ot D | |
cn:  PRMI Loan No. oI ,

Dear Ms. Morris:

!
|
]
g
I he lowa Divisiont of
iting in 1 he letter you sent to t ; . qif
Ynurl ol wlr;g:rg ‘ir;a;ept]));;z t forwarded to me for special handlin
éppféciate the opportunity to do so.

Qetgifed below is the repayment plan you made with Principal Rq.;
. Mnngage, Inc.: .

Payment Due Date Amount Due

November 20, 2000 $3,191.1
December 20, 2000 .
January 20, 200]
February 20, 2001
March 20, 2001

1,384.67
1,384.67
1,384.67
1,384.67

Amount Received
- Noverber 21, 2000 $3,164.07 ) Uhede 8
P December 28, 2000. 1,183.56 = S)é? M ol
January 31, 2001 1,178:67— - [AS P |
gégmaxy 29§ 2001 NsFo P)394-6F BRI
ebruary 23, 2001 NSF 2 ] OF Bt
March: 21, 2007 | Nsp THEY Go¥ ol
Mareti: 26, 200; 562.98 /M,}(Wf{-,\)‘lﬁ P
May 02, 2001 .

Oes:Mpines; {owa:60392-0700
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June 12, 2001
Page 2

¥ 4

9 .

As you- can set from above,

carrect amounts sent in. Presently,

If you wish:-tn- bringv your loan curr
yartment at 1-800-962-4450.

above, please feel free contact me.

Sincerely,

o

P

o Artat A~ g’ﬁ%m

v
andi L. Vernon
Paralegal Amalyst
(515] 247-0982
(518} 248-2033 (Fax}

CLVfjrv
IOTO61 | motTis

<o ,/ﬁ Jackson
Stuart W. McKee

rall payments were not made 1

your loan is due for th

ent, please contact our Loss
}If you have any questions}

e Member of
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Qy the Internal Revenue Service to
iave questions regarding this statement please consult

€§QISQr o t
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Snbsﬁixtm:e 1098 Hortgage Int Statement -~ This is a histk .T
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- LOW. for items snown he Transaction Descripfiornlcoly
teg t‘g;e °P"$°’é21d"€°“‘é§"s sztxcn as mortgage Iifelin
[ ‘ remitte o] e optional produzc
15 history.) P prov
Principal Interest crxaz:ge #cx:bv
$70,874.19
gg.gg 413.33 23.91 '
to Escrow i -05
sunty Tax
65.61 412.67 23.91
DS,% to Estrow 5.99 23.91
65. 412.29 23.91 i
. Check: 65.99~ 412.29~ 23,51~ N
County Tax
_ 65.99 412.29 23.91
ge Premium
66.37 411.91 23 91 ; Ei
_ 16737 iy
66.76 4).3. 2 23.9%
67.15 411.13 g3,
$70,412.23 {
a1 Durx. 00 $2,886.00 g
q_-gg%, ’Eméﬁxﬁ 581 gn $524.78 See Itemizations Abpve
g

mformatmn and is being furn:.shed to tfie

teguired to file a return, a negligence- penaliy

' QL‘L{ {mposed on you if the IRS determinés that an i
sgita ge cause you overstated a deduction for tnis ,

SHEEZES§ our return.® :
o y axy: not be fully deductible by you on your federal | ,
é% imitation‘s based on the cost anq value of the secured}

r:apertg ddition, you may only deduct an amount of mortgagk j

rf

g M it wvas anurred by you, actyally paid by you. an :

svd‘ oy another person.”
Yoo 11 Residential Kortgage
%%%e Tax &
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saction: dsscription column,

Lon: Late
n Principal Interest Charye
County Tax .

.‘an Che¢k7 62.54~ 408.74- 23.91-

37}

3} eck .

uen Sheck 68.73- 409.55~ 23.9%=
2 €8.73 409.55 23.91

Principal $70.,139.69 Escrow

i s e e

b

 ig, Their pnntout shows that I made all of the payme

20, 8op 7111 Pes Moines; towa: §0303-0711
e )

out when this started I do not thlnk that they kno A

ﬁ@

hts

[ S




i e gQJBE Seemr:]amm gide for impetiant infg
WE: (939 2352355 putd billing -errors.
m ;semaz-uzo NOTE: Sae reverse side for imparta

Dt iNfo) oSG g
questions ebOUT your elaclronic fund- trang rimi;b o ot

A regarding {2

T

Turbo Tax is now available o n'- fi
site at www.kemba.org.
there, check out our o;\ ﬁe
KEMBA's *“Home and. Fam
L?an rates are fm
time to bring a our loanfutt :
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loged gouwAill find your check aumber 4280 in the amount Bf
¥1804.8¢. Theer fynds are being returned to you because ths]
smount g insufficient to bring your loan 9U§?¢§:_p94gyoq,g§1;
‘00t @AgE” Srher arcangeménts with us. THe total payments ahd.
late: ctiarges due on your account as of the date of this lettler
- 48 $%..08%.52. .

Please contact our Loss Mitigation Department today at the lﬁ

oumber Listed: below. We have helped many borrowers through &

£ fadl getback by helpiang them qualify for programs to sgve
€ bone or other alternatives to help them avoid -
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TBe qust: {mportant step you can take today is to contact ush

Stacerely,

%5- Hitigat{on Department
L Foee: Number 1~800-962-4450, ext 74944
Loval Number 515~26¢8+4645
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UNITED STATES OF AMERICA -
FEDERAL TRADE COMMISSION (700 @ L{Lt/wz

WASHINGTON, D.C. 20580

June 22, 2001

Ravennz, CHYS
oo G

Qn: March 6; 2001, ttie Federal Trade Commission (“FTC”) sued Associates First Cq,

Corporation and Associates Corporation of North America (“The Associates™), Citigrc _
and:CitRnancial Credit Company, alleging that The Associates (now owned by Citigrongp:

€ngaged'in deceplive and other illegal lending practices. The FTC is seeking cenain rene Hies;,
(efinding; the returs: of money to-consumers injured from the alleged practices. The FTCT(am
tspending: in: federal:court and there has been no finding of wrongdoing by thie above defe dants,

cuntacr information: for cerfain consumers who have had loans with the defendants, inclird
Your:-aame was: contained on that list either because we have spoken with you in the: pastp
because we may want to-speak with you in the future. The purpose of this letter is-simply ¢
inform: you:hat: we: provided your mame on the list. :

As part of: the litigation; the FTC was required to provide the defendants with- the vanes axd
2 fpu
L.,
o

tﬁis-msg-i_s- at-an early stage and'we may contact you to obtain information for- the Fff%?”s»
case. We tave fonmd thar consamers can provide valuable information about how businesfes

OpErare and (e ways in which they interact with consumers. You are not required to- spea} l&il@'-qs
.

formally. and'yom also-are-not obligated to speak with anyone who-calls yon on-behalfof}]
Assoctates; (iigroup-or CitiFinancial. :

{F: you fiave: any questions or would like to-share any information with us, please-call op

r tqﬁ‘»

(tze aumber et [-877-862:0886: Please keep in mind'that the FTC is not able to-represent you in

an (mdividiml-dispute: with: the Associates, CitiFinancial, or any related company.

Sincerely,

Lisa Page |
Paralegal
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July 23, 2001}

HOUSING DISCRIMINATION COMPLAINT

Z, Oflier Aggrieved-Persons
Nong;

3. The following (s alleged f0 have occurred or is about to occur:
Discriminatory fimmmeing (includes real estate transactions).

4. Thealleged-violation oceurred because of:
Raceandisex

£ &ﬁmﬂ"[ﬂﬂi@fﬂfftm: properfy in question (or if no-property is involved; the cify & L_1!'.
srafcehitrehediscriminasion ovcnrred):

’.

Principal Residential Mortgages Inc.
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220} East Broad Street.
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‘Spwmg_'is:-a; briefand concise statement of the facts.regarding the alleged violation:.
: . W .

is 2o PRI, f:1sale. She alleges that she has been-distrirmimared.
familing of foan: payments by several different mortgage companies: In Qctober
al. They did not properly credit her agcomt

o l J0:¢he went o a payment<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>