
Student Loans & Collections Track

MONDAY, APRIL 1 • 10:00 - 11:00 AM 

Birds of a Feather Networking: Community College and the 
Non-Traditional Students (NTS) Campus
Sheri Cox, Ivy Tech Community College

This session offers a quick orientation to people challenged with either a majority of Non-Traditional Students (NTS) 
or a large body of these students. The orientation will follow up with a townhall discussion geared just for these staff 
members. Sheri Cox, Ivy Tech Community College in Bloomington, IN, will host this conference orientation and follow-
up table topic discussion.

Do you have questions or topics that you want to be sure are discussed? Send your topics and questions to PDG at info@
prodevmeetings.com.

Learning Objectives

• Learn tips on making the most of your PDG Conference experience 
• Discover what you know and what you don’t know
• Gain key relationships that could impact your future path 

MONDAY, APRIL 1 • 11:15 AM - 12:15 PM 

Managing Your Perkins Portfolio During a Time of Change
Lori Hartung, Todd, Bremer & Lawson, Inc. & Maria Livolsi, SUNY

Now that the Perkins Program has expired, schools must decide whether they will continue servicing their Perkins loans 
or liquidate the program. In either case, it is important to ensure your portfolio is healthy and fit and that you develop 
an informed strategy that protects and maximizes your capital investment. This session will focus on that as well as 
reviewing the benefits and risks of assignment and liquidation.

Learning Objectives

• Steps can you take to improve the fitness and collectability of your Perkins portfolio
• Weigh cost effectiveness to service your loans or assign them to the Department and what information your 

decision-makers need in order to best decide your course of action
• Determine the best strategy for maximizing the recovery of your institution’s investment in your Perkins 

portfolio while minimizing your risk

MONDAY, APRIL 1 • 1:15 - 2:15 PM 

Life of a Dispute in Today’s Regulated Environment
Jim McCarthy, ConServe

Consumers have the right to dispute collection accounts. We will look at the life a dispute and discuss methods of 
making the process efficient for the consumer while focusing on compliance, revenue, and regulatory requirements.

Learning Objectives

• What is and what is not a dispute – social media, collection calls, surveys, written disputes
• Client Expectations - How to manage dispute input channels – identify and create efficiencies
• Manage disputes to maximize collections – return accounts to the collection floor and don’t lose a trade-line
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MONDAY, APRIL 1 • 2:45 - 3:45 PM 

Birds of a Feather Technology: Bursar - Closing the Gap 
Miranda Paredez, Touro College & University Systems

Bursar Technology - Fact or Fiction? Bursar Technology does in fact exist and it is easier to implement than you think. 
This session will cover the ways to manage the balance between the institutional plans to implement new technology 
and the impact on the available resources within the Office of the Bursar. Learn how one school implemented a new 
ERP system, payment system and more, all at once, and lived to tell about it. Even small amounts of technology will 
allow your team to be more efficient thus creating more productivity.

MONDAY, APRIL 1 • 4:00 - 5:00 PM 

Developing a Collection Agency RFP and Vendor Oversight Checklist
Maria Livolsi, SUNY

Developing an RFP can be a time-consuming and confusing process due to the extensive regulatory requirements we 
must incorporate. This session will review the type of information you should include, a rating model for evaluating bids, 
and the type of information you should review on a regular basis to ensure your third-party agencies are in compliance 
with contract requirements. 

Learning Objectives

• Review common RFP elements and structure
• Discuss best practices
• Review a vendor oversight checklist

TUESDAY, APRIL 2 • 10:30 - 11:30 AM 

Washington D.C.’s Influence on How We Do Our Job
Maria Livolsi, SUNY; Jeane Olson, University of North Texas & Karen Reddick, National Credit Management

Congress and other departments of the Federal Government are currently working on legislation, guidance, and 
regulations that will change the way we do our jobs every day. How will these new Congressional challenges affect 
how we assist students with financing their education? What will be our options as the cost of tuition keeps going up, 
financial aid options are shrinking, and we continue to see new regulations? Members of the COHEAO board will walk 
you through the latest trends in regulations, rules and policy developing in Washington DC, and how they’re likely to 
impact your campus. This will be an interactive discussion to discover what issues you have on campus and how we can 
influence lawmakers to make changes that will address these issues.

Learning Objectives

• Explore the impact of new rules and regulations on higher ed staff and operations
• Identify recent and upcoming changes in Federal regulations, debt collection rules and TCPA compliance
• Discuss challenges and opportunities in the current political and regulatory environment
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TUESDAY, APRIL 2 • 12:30 - 1:30 PM 

Beyond the RFP: Monitor More Than the Agency Commissions 
James Burgdorf, University of Illinois

The RFP for new collection agencies has concluded and notifications sent to the winning agencies. Whether your 
institution retains existing agencies, or get to forge new partnerships, the next steps are to plan for beyond the RFP and 
audit your agencies. This session will review one school’s process to audit its collection agencies for compliance with 
contractual and regulatory obligations.

Learning Objectives

• List key laws, rules, and regulations related to collection activities
• Review a sample audit process
• Devise an audit plan

TUESDAY, APRIL 2 • 1:45 - 2:45 PM 

The Rumble in the Concrete Jungle – Student Retention vs Lowering Your Receivable
Darrnell Long, Georgia State University

This session will help Bursars begin to tackle the ever-ballooning receivable we are experiencing on our campuses and 
offer solutions for reducing the outstanding receivable while also keeping a sharp focus on the retention of students.

This session will include a Q & A opportunity with time for reflection and discussions.

Learning Objectives

• Quickly identifying trends which lead to higher receivables
• Map out on ways to reduce the receivable internally without always sending accounts to external collections
• Develop strategies for working with other enrollment management offices to see that retention is still a top 

priority

TUESDAY, APRIL 2 • 3:15 - 4:15 PM

Simmer Down! De-escalation and the Customer Experience 
Amanda Flurry, Millersville University of Pennsylvania & Dwight Horsey, University of Pennsylvania

How do you diffuse tense situations in your office? We all face challenging situations in trying to provide a superior 
customer service experience in an environment where the answer is not always what our students and families want 
to hear. Join us for a lively, interactive session where, together with the audience, we explore the influence of our 
personalities and our perceptions of others in how we de-escalate situations. We will learn how to utilize this awareness 
to ensure more successful conflict resolution and discuss ways to develop these same skills in our staff members.

Learning Objectives

• Identify the traits we have that influence how we handle conflict
• Recognize the impact of outward perception on personal interactions
• Develop a staff development plan geared toward de-escalation and conflict resolution


