Dr. Robert J. Lahm, Jr.

February 11, 2009

SENT VIA FAX to 713-336-4301, 5 Pages

Ms. Debra Baker
Customer Service Manager
Customer Assistance Group
Office of the Comptroller of the Currency (OCC)
1301 McKinney Street
Suite 3450
Houston, Texas 77010-9050
Phone: 800-613-6743
http://www.HelpWithMyBank.gov
RE:

Case# 844193
CHASE BANK USA, NATIONAL ASSOCIATION

Dear Ms. Baker:
The January 24, 2009 FAX that I sent to the OCC, consisting of 23 pages, experienced
some technical difficulties during the transmission process. As a result, I was left
wondering if all pages had been received. Accordingly, I called to verify your receipt in
good order, and was gratified that despite my doubts, all pages were indeed successfully
transmitted.
During the course of my conversation with one of your Specialists as it relates to the
above, I was informed that my information would be sent to Chase, for a response. On
Monday, January 26, 2009, I received a call from a Chase Executive Offices
representative, Ms. Kathleen Klawuner, who wanted to speak with me regarding the
correspondence under discussion, which it apparently had received as forwarded from the
OCC. At the moment when I received her call (around 3:00 p.m., that day), I was
preparing my departure to teach an evening class. I apologized to Ms. Klawuner,
indicating that she caught me at an unworkable time.
In the interim, several developments have occurred, and I am writing to inform you of how
these developments have impacted my disposition towards Chase in this matter (with
possible implications for the above referenced OCC case):
I have since received a letter from Ms. Klawuner, dated January 29, 2009 (and the OCC
was listed as a recipient by virtue of a “cc” copy).
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Ms. Klawuner’s letter demonstrated Chase’s insistence on portraying the new $10 monthly
charge, as a “monthly service charge.” However, this portrayal is inconsistent with
Chase’s actual change in terms notice of November 2008, which clearly expressed that the
$10 monthly charge, is indeed a finance charge.
Accordingly, I would like to direct your attention to the fact that a copy of the change in
terms notice was sent and verified as received by the OCC Specialist with whom I spoke.
Secondly, Ms. Klawuner should be familiar with that document (and if not, she did leave a
voice mail message in which she stated that this matter had been “escalated to the highest
level”). Thus, if she is to carry on meaningful correspondence as it pertains to this matter,
Ms. Klawuner and her colleagues at the highest level of Chase should observe the
following, as stated in the change in terms notice, I quote (panel 2 of 2):
“The charge is $10 per month ($120 total annually), and it is a finance charge.”
Since the $10 monthly service charge “is a finance charge” to be imposed, obviously, this
would add to the total finance charges and thereby violate the promotional offer’s promise
of a “3.99% fixed APR Until the balance is paid in full” rate, by adding additional finance
charges to the originally promised rate in the promotional materials.
The same issue prevails (violation the promotional offer and assurances of Chase
executives) with respect to the Chase Executive Offices letter of October 10, 2006,
granting assurances directly to me, that the “3.99% fixed” rate would remain fixed. While
I acknowledge and appreciate the portion of Ms. Klawaner’s letter which stated that the
“November 2008 [change in terms notice] will also not affect the promotional [3.99%]
promotional APR for this [original $20,500] balance transfer check,” about which this
present OCC case is concerned, the assertion that the promotional rate has not been
affected, when a new $10 monthly charge that “is a finance charge” is being imposed, is by
definition, incorrect. If Chase executives at the “highest level” are unaware that adding
new finance charges to an existing fixed rate increases the overall rate, then that would
explain some issues with the bail out and banking system.
Nevertheless, Chase’s response leaves me in a position such that I must point out that there
is no benefit to engaging in “circular” discussions with Chase by telephone or otherwise
(which are to be predicted since Chase obviously plans to continue to “hunker down,”
relative to me as well as thousands of other account holders). Since one would have every
reason to expect that Chase Executive Offices correspondents at the “highest level” can
discern differences in interest rates with respect to the above two scenarios (as also
continuously mentioned in my other letters, starting with the one dated December 3, 2008),
then I can only conclude that Chase is now engaged in “stonewalling” me on this issue. It
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is up to the OCC to decide whether or not it has an appreciation for this tactic as it pertains
to this case and me, or its own time and resources. It is also up to the OCC to decide if it
really has a role, or not, relative to “Help[ing]WithMyBank.gov.”
I have other reasons, to not go “round and round,” but the most important of these is that I
must have any settlement agreement in writing, signed by a representative of Chase Card
Services Executive Offices (or other individual) with the authority to bind Chase to that
agreement (and even with that, communications from Chase in any form remain highly
suspect, as evidenced by this most recent failure to observe established facts, as well as
previous correspondence to date).
The settlement offer I outlined in my January 24, 2009 letter was quite fair and reasonable,
in that it gave Chase the “alternative” to correct its transgressions relative to my own
account, and to apologize to other account holders by issuing a press release rescinding its
change in terms notice. Unfortunately, since Chase has evidently decided to exacerbate
this issue, I have begun to further assess areas of harm done to me (and quite possibly in
analogous ways, other affected account holders).
Mounting a resistance of sufficient momentum against Chase for its improper treatment of
me has also entailed sharing my personal story with more and more individuals, ranging
from colleagues and government entities to advocacy groups. The result could be
characterized as a “double-edged sword,” which cuts both ways, in that I have become
visible by virtue of defending myself and may be called upon to repeat my personal story
about the injustices perpetrated by Chase before the public eye, with risks to me personally
and professionally that are frankly, incalculable.
In the interim, since the time my calls were received from Ms. Klawuner, I was contacted
by a journalist with the New York Times, and I have subsequently become a part of that
journalist’s coverage. As it pertains to what is now proven “circularity” in my
communications with Chase, the cooperation I gave to this journalist was deemed
necessary as the only effective means available to me, given that Chase did not correct this
situation with my account immediately after receiving my letter of December 3, 2008 to
Chase Card Services CEO, Gordon Smith (which cited Chase’s failure to honor its
assurances to me in its letter of October 10, 2006).
Chase continues to “play games” as evidenced by its misrepresentation of facts,
obfuscation, and its failure to tell the truth on numerous occasions in several venues, and
its letter to me of January 29, 2009. Its actions have now led to the filing of more than one
class action lawsuit pertaining to this change in terms agreement. I’m sure that Chase
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already has, or will soon be accepting service on these lawsuits, but I am bringing this to
the attention of the OCC so that it might recognize that this matter will not go away. I
also doubt that a reasonable judge or a jury would have much appreciation for Chase’s
argument that a new $10 per month charge disclosed as one that “is a finance charge,”
now supposedly is not a finance charge because Chase wants to play “make-believe” by
using other terminology such as “service charge” or “fee.”
Further, I am aware of other investigations for additional possible class action lawsuits,
and thus, it appears, Chase intends to persist in its position, which certainly suggests that
Chase does not intend to provide any relief to me, or to others who are “similarly situated,”
and have been similarly harmed, without being forced to do so.
I regard Chase’s letter of December 30, 2008 (in reply to the December 3, 2008 letter to
Gordon Smith) as a “premeditated” response, which failed to address most of the key
points that I had raised in my letter of December 3, 2008. Further, I have since verified
through other contacts (and based on widely known information circulated on the Internet),
that Chase’s December 30, 2008 letter included passages which are otherwise known as
“boilerplate” (i.e., a form letter sent to numerous other complainants who have also
contacted Chase). I do think it is logical to conclude that Chase in all likelihood
anticipated that numerous complaints would be received at the time its executives were
first conjuring up the change in terms notice under discussion here, given the substantial
(and stinging) impact that these drastic changes to account terms would entail. Hence,
continued “circularity” is a relative certainty, exacerbating the situation.
There really is nothing to discuss by telephone and engage in “round and round,”
conversations given that Chase has established through written communications that it
obviously intends to play games with me (and other account holders).
Notwithstanding the lack of necessity to discuss this matter by telephone, and in the event
that any discussions are held, Chase should be advised that I reserve the right to record
conversations (especially since reciprocity exists with respect to its own policies and
customer call center announcements; and, even its own written artifacts reflect
discrepancies between one another).
Accordingly, the OCC and Chase should anticipate that this matter is not settled, and that
my original, generous offer as discussed in my letter of January 24, 2009, will by virtue of
Chase’s pattern of unresponsiveness in addressing relevant issues and decision to
exacerbate the harm being done to me and to others, as evidenced by the absurdity of its
most recent letter, must now by necessity, be modified.
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I will respond with additional remarks in future correspondence. Should Chase wish to
reconsider the obstructionist behavior it has exhibited as evidenced in its correspondence
with me (and in other venues) to date, I will allow that one option remains viable, which is,
to issue the press release retracting this action against me and others (as was outlined in my
aforementioned letter, incorporated herein by reference).
Sincerely,

Dr. Robert J. Lahm, Jr.
(Electronic Signature)

Dr. Robert J. Lahm, Jr.
http://ChangeInTerms.com
cc.

Collegially provided to Professor Elizabeth Warren, Chair, T.A.R.P. Committee, et al
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January 29, 2009

Dr. Robert J. Lahm Jr.
400 Visa Lake Drive
Apartment 301
Candler, NC 28715-7176

Re:

Original Letter Remains on File, held
by Dr. Robert J. Lahm, Jr.

Chase MasterCard Account **** **** ****

Dear Dr. Lahm:
I am writing in response to the additional concerns expressed to the Office of the Comptroller of the
Currency. As per our brief conversation on January 26, 2009, we agreed to speak again on
January 27, 2009. However, my attempt to contact you again by telephone was unsuccessful. I
appreciate this continued opportunity to respond to you on behalf of the Card Services Executive
Office.
Dr. Lahm, I regret to hear that you were not completely.satisfied by.the response 'letter you received
from the Executive Office on 'December 30, 2008. I understand that the letter did not specifically
address the previous correspondence from our office dated October 10, 2006. I thank you for the
time you have taken to express this concern and want to assure you that we appreciate your
valuable feedback.
As you know, the letter dated October 10, 2006, advised that the change-in-terms notice you
received in December 2005, would not affect the promotional Annual Percentage Rate (APR) of
3.99% for the $20,500 balance transfer check that posted to your account on September 7,2006.
Please allow me to clarify that the notice you received in November 2008 will also not affect the
pro·motional APR for this balance transfer check. As disclosed, your account will be assessed a
$10.00 monthly service charge, and the minimum payment due will be the greater of 5.00% of the
outstanding ending balance on your monthly statement or the sum of 1.00% of the balance, plus
applicable fees and finance charges.
Dr. Lahm, as previously disclosed to you, the option of closing the account and paying the
outstanding balance in full within 30 days of the billing statement in which the first $10.00 is
assessed to avoid the change is still available to 1YOU. In addition, the alternative offer previously
made by Ms. Godes is also available to you. To reiterate, this option includes changing the APR for
the current promotional balance on your account to the fixed APR of 7.99% until January 2011. I
regret to inform you that ·1am unable to honor your request to voluntarily close the account .
referenced above without paying the outstanding balance in full while maintaining the existing
account terms.
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If you would like to accept our alternate offer or close the account and pay the outstanding balance
in full, please contact me, and I would be delighted to assist you. My hours are Monday through
Friday, from 7:00 a.m. to 3:30 p.m. Central Time.
Sincerely,
For Her Privacy: Kathleen Klawunder's
Signature was erased in this document

Kathleen Klawunder
Card Services Executive Office
1-888-622-7547, Extension 7076 or 4350
1-847-488-7076 (direct line)

cc:

Office of the Comptroller of the Currency
Case Number: 844193
Nancy Stoneman
Vice President
Mark Reuling
Senior Vice President

Dr. Robert J. Lahm, Jr.

January 24, 2009
SENT VIA FAX to 713-336-4301 - 23 Pages, Including this Cover Letter
Ms. Debra Baker
Customer Service Manager
Customer Assistance Group
Office of the Comptroller of the Currency (OCC)
1301 McKinney Street
Suite 3450
Houston, Texas 77010-9050
Phone: 800-613-6743
http://www.HelpWithMyBank.gov
RE:

Case# 844193
CHASE BANK USA, NATIONAL ASSOCIATION

Dear Ms. Baker:
This is in response to two letters sent to me by the OCC, the first of which was dated
December 30, 2008 (establishing the above referenced case number), and the second of
which, was from you (January 9, 2009), indicating that I should reference that case
number in any additional correspondence.
In the meantime, I have also received a response to my own letter of December 3, 2008,
sent by certified mail directly to Mr. Gordon Smith, CEO of Chase Card Services. The
reply was sent by Ms. Dawn Godes, representing Chase Card Services Executive Offices,
and dated December 30, 2008. Ms. Godes copied two additional Chase Card Services
executives: Mark Reuling, Senior Vice President, and Nancy Stoneman, Vice President. I
am including a copy of Ms. Gode’s letter – with a small number of noted alterations for
security purposes – in this present letter to you. (Hereinafter, please note that any other
documents that I reference and send to you by FAX will also include similar alterations
for security purposes; however, I hold the originals and can send unaltered copies by
certified mail to any legitimate requester).
I have reviewed the response provided by Ms. Godes, and I wish to inform you that while
it is politely written, it unacceptable for the reasons I will be outlining below:
1) Chase’s December 30, 2008 reply from Ms Godes simply ignored a key point that I
made in my December 3, 2008 letter to Mr. Smith, which was this: I hold in my
possession even earlier correspondence from Chase Executive Offices from October 10,
2006 (see http://changeinterms.com/pdfs/Chase-Executive-Offices-Letter-to-DrRobert-Lahm-10-2006.pdf; or the copy of the October 2006 letter that is also included
in this present correspondence). Chase Card Services Executive Offices, in its October
10, 2006 letter, assured me that the 3.99% “fixed rate” would remain fixed unless I went
over the limit or missed a payment (and I’ve done neither).
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Also, you will note that both Senior Vice President Reuling, and Vice President
Stoneman, were both indicated as recipients of the Chase Executive Offices letter (again,
assuring me that the 3.99% fixed rate would remain fixed), dated October 10, 2006.
Given that I hold this October 10, 2006 letter from Chase Executive Offices, copied to
these two Chase executives, in my possession, I must assert that it constitutes prima facie
evidence of a failure on the part of Chase executives to honor their own commitments,
even though I have fully and faithfully honored my commitments to Chase.
Finally, the October 10, 2006 letter from Chase Executive Offices was sent in reply to a
September 27, 2008 letter that I sent to Jamie Dimon, Chief Executive Officer at
JPMorgan Chase & Company (included, herein), which absolutely put Chase “on notice”
that I would not tolerate any further games or mistreatment on the part of his company, or
the credit card industry at large. Until this present matter arose, I had been evidently
under a false impression that the assurances given in Chase’s October 10, 2006 reply
were stated in earnest.
Nevertheless, I have been reading the news about sudden, “surprise” reductions in credit
lines that make customers go over-limit, but thus far, I’m figuring that such an action
would be the “next trick” that Chase might pull out of its tool kit, to make sure that it
ensnares its customer (victim), one way or another (card issuers have also been playing
games by changing due dates, when those dates had been on a regular schedule,
previously).
2) The gist of the December 30, 2008 response from Chase Executive Offices was that it
would be willing to work with me on the same basis that has been widely circulated on
the Internet. Mainly, Chase would keep my minimum payments where they are presently
(at 2% of the balance), and waive the $10/month fee (that so-called fee was definitely
identified as a “finance charge [emphasis added]” in the change in terms notice that is the
subject of my discussion; a copy is included here). If I agreed to a new 7.99% interest
rate, by forfeiting the previously promised 3.99% “fixed rate,” I could avoid the
additional $10/month “finance charge.” However, either way, Chase’s alternatives would
impose finance charges that it assured me it would not change in its letter of October 10,
2006.
If I were to buckle under and accept the aforementioned “option,” this would effectively
double my present interest rate (something that Chase executives could really
celebrate).
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Putting it all together:
•

Chase conveniently ignored its own assurances to me on its own Executive
Offices letterhead (October 10, 2006);

•

Chase ignored the other points I raised about “opt outs” (stated as a means for
treating customers “fairly” in testimony before Congress);

•

“3.99% fixed” is still not the same as 3.99% plus an additional “finance charge”
of $10/month (or the alternative rate of 7.99%).

Therefore, the documentation trail clearly establishes that I was (and am) well within my
rights to assert that Chase lied before Congress, and lied to me.
Obviously, in light of the documentation presented here, any statements or assurances
given to account holders who are corresponding with Chase Executive Offices, even in
writing, should not be trusted. I’ll give Chase this much: its executives have got
tremendous moxie, treating customers this way while accepting “bail out” money.
I also find myself wondering why Chase is still marketing the “Freedom Card” (with a
$50 sign-up bonus at the time of this writing) while it is concurrently trashing that
product’s established customer base, including many people, who like me, have paid
responsibly and on time, honoring our end of the borrowing relationship.
How I do I know that so many of these account holders have been honoring their
obligations thus far? Simple: if account holders had not been doing so, Chase would
have already imposed an even more usurious 30-something percent rate on those
customers. No, this evil change in terms notice was only sent to people who were paying
responsibly, but at a low rate that Chase no longer felt like honoring (even though the
FED funds rate is at an historic low, near zero).
This letter, to be written in proper form, should close by stating my specific expectations,
which are as follows:
1) I expect Chase to honor its commitments made to me by its Executive Offices on
October 10, 2006, as promised. The 3.99% “fixed rate” will remain, with no additional
“finance charges” or other conjured up fees that substitute for finance charges. It shall
engage in no further trickery or game-playing with me or the accounts in my household.
2) I, too, “would like to offer an alternate option” to item one, to Chase: I am willing to
consider an “opt out” and otherwise being treated “fairly” as was portrayed in previous
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testimony before Congress, delivered by Chase executives. As they indicated in their
respective testimonies (which were similar, and I presume coordinated to deliver the
same message), I would close the account – myself – and continue to pay under the old
terms until the account is paid off (including the previous 2% of the balance monthly
payment calculation).
In either of the above instances, I expect to live my life without enduring any further
mental anguish, pain, or suffering, which has already harmed me, and my family.
Without attempting to be all inclusive, the primary tenets I will specify for the sake of
expediting this present letter is to indicate that all I want, is to be left alone by Chase
without fear of further changes, reprisals or retaliatory treatment, and I will continue to
pay, as I have been paying (faithfully, and on time).
3) As an academic who is charged with conducting research on an ongoing basis
(including research about credit cards and small businesses), I would strongly urge Chase
to cease and desist from the change in terms notice under the discussion here, or risk a
consumer backlash. Chase has not just harmed me, and can longer expect to simply settle
this matter with only me (and my immediate family). I demand that it make reparations
with its customer base and all affected accounts, and with the taxpaying public. I would
advise a similar approach as well with its own shareholders, since it is a public company.
Accordingly, I expect a retraction of its new “policies” and a written apology as indicated
in distributed press releases, visible to the public at large.
I acknowledge that the last item, number 3, is not necessarily a concern of the OCC (but
again, I am spelling out my expectations for a complete settlement of the matter).
Sincerely,

Dr. Robert J. Lahm, Jr.
(Electronic Signature)
Dr. Robert J. Lahm, Jr.

http://ChangeInTerms.com
Enclosures: Exhibits as noted
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The CAG .offers guidance, and assists consumers in resolving complaints about national banks .
and their subsidiaries. The CAG is not a consumer advocacy or-bank advocacy group. The
OCC is an administrative agency and we do not have jurisdiction to resolve contractual and
factual issues. We do not have judicial authority and cannot award damages in excess of a
bank's error.
While complaint processing times may vary, on average you should receive a written response
from CAG within 60 days after we have a complete file. Should you have questions, please
contact this office at the number listed below.
Sincerely,

Customer Assistance Group
Office of the Comptroller of the Currency
Customer Assistance Group
DBB/nbi

Customer.Assistance Group, 1301 McKinney Street, Suite 3450, Houston, Texas 77010-9050
Phone: (800) 613-6743, FAX: (713) 336-4301
Internet address: www.helpwithmybank.gov

This document has been altered from its
original form:
1. Yellow highlighting added to text passages.
The original Chase Card Services change in
terms notice remains on file, held
by Dr. Robert J. Lahm, Jr.

IMPORTANT NOTICE REGARDING CHANGES
TO YOUR ACCOUNT
We're sending you this notice to advise you of some new changes to your
credit card account. These changes will take place automatically and will
be effective with your January 2009 statement.
Here's a summary of the key changes:
• A new Account Service Charge of $10 per month will be applied to
your account.
• Your minimum payment due will increase from 2% to 5% of the
ending balance on your monthly statement. As a result, your
required monthly minimum payment will increase.
Important Your APRs will not be impacted by these changes.
Remember:
• If you are enrolled in Chase Automatic Payments and have
selected the minimum payment option, your minimum payment
will automatically be increased to reflect the new minimum
payment due changes.
• Also, if you have your payments sent to us automatically from
another bank, remember to adjust the amount for this new
minimum payment required to keep your account in good standing.
The key factors we considered when making these changes include the
current APRs and revolving balances associated with your account.
If you have any questions regarding these changes, please contact us by
calling the customer service number on the back of your card.
Below you'll find the official amendments to the terms of your Cardmember
Agreement. Please read all of the information and keep this notice for your
records.

1. AMENDMENTS TO YOUR AGREEMENT
These changes will be effective on or after the first day of your billing cycle
that includes January 1, 2009. They will apply automatically to current and
future balances on your account. Any other terms on your account not
described in this notice continue to apply.
a. ACCOUNT SERVICE CHARGE. The FINANCE CHARGES section of
your Agreement is amended to add the following new section:
Account Service Charge: Your account has a service charge, which
will be billed monthly (as stated in the Rates and Fees Table). This charge
is owed whether or not you use your account, and you agree to pay it
when billed. These charges are finance charges, and are added to the
balance for purchases on your account. The monthly service charge is
nonrefundable unless you notify us that you wish to close your account
within 30 days of the date we mail your billing statement on which the
service charge is imposed and at the same time, you pay your outstanding
balance in full. Your payment of the service charge does not affect our
INS13465
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Continues on next panel
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Continued from previous panel
right to close your account or limit your right to make transactions on your
account. If your account is closed by you or us, we will continue to charge
the service charge until you pay your outstanding balance in full and
terminate your account relationship.

FINANCE CHARGES AND FEES. The Finance Charges and Fees below
amend your Rates and Fees Table.
Service Charge - Finance Charge: $10 per month ($120 total annually)
b. MINIMUM PAYMENT. The portion of the Minimum Payment section of
your Agreement that shows your minimum payment calculation is amended
to read as follows:
Your billing statement shows your beginning balance and your ending balance
(the "New Balance' on your billing statement). If the New Balance is $10.00
or less, your minimum payment due will be the New Balance. Otherwise, it
will be the largest of the following: $10.00; 5% of the New Balance, or the
sum of 1% of the New Balance, total billed periodic rate finance charges, and
any billed late fees. As part of the minimum payment due, we also add any
amount past due and any amount over your credit line/credit access line.
!

2. ANNUAL RENEWAL NOTICE
The account service charge is billed to your account monthly whether or.
not you use your account, and you agree to pay it when billed. The charge is
$10 per month ($120 total annually), and it is a finance charge. The charge
is non-refundable unless you notify us that you wish to close your account
within 30 days of the date we mail your statement on which the charge is
imposed and at the same time, you pay your outstanding balance in full. If
you do this, you will not owe the last billed service charge; however, prior
billed service charges are non-refundable and must be paid to pay your
outstanding balance in full. Your payment of the service charge does not
affect our rights to close your account and to limit your right to make
transactions on your account. If your account is closed by you or us, we
will continue to impose the service charge each month until you pay your
outstanding balance in full and terminate your account relationship.

3. OTHER NOTICES
The principal factors we considered in amending your account include
the APRs and revolving balances on your account. The federal Equal Credit
Opportunity Act prohibits creditors from discriminating against credit
applicants on the basis of race, color, religion, national origin, sex, marital
status, age (provided the applicant has the capacity to enter into a binding
contract); because all or part of the applicant's income derives from any
public assistance program; or because the applicant has in good faith
exercised any right under the Consumer Credit Protection Act. The federal
agency that administers compliance with this law concerning this creditor
is the Office of the Comptroller of the Currency, Customer Assistance Group,
1301 McKinney Street, Suite 3450, Houston, TX 77010-9050.
If you have any questions about these amendments, please contact us
at the number on the back of your credit card, or write to Cardmember
Service, P.O. Box 15098, Wilmington DE, 19850-5098.
Chase Bank USA, N.A.
November 2008

Dr. Robert J. Lahm, Jr.

December 3, 2008
Mr. Gordon Smith
Chief Executive Officer
Chase Card Services
JP Morgan Chase & Co.
270 Park Avenue
New York, NY 10017-2070
Dear Mr. Smith:
Prior to his retirement and subsequent appointment as a director with The Cambridge
Group, your predecessor, Richard Srednicki, delivered testimony before the U.S. Senate
Committee on Homeland Security and Governmental Affairs, Permanent Subcommittee on
Investigations, chaired by Senator Carl Levin on March 7, 2007. The hearing was
convened to address the topic of “Credit Card Practices: Fees, Interest, and Grace Periods.”
I am presently serving in an academic environment, and as such I have developed research
interests on the subject of credit cards and small businesses. Indeed, I was (honored) to
testify myself on April 3, 2008, in another related hearing addressing “The Role of Credit
Cards in Small Business Financing” before the House Committee on Small Business
(http://DoctorLahm.com).
Because of my research and personal experiences, I happen to be more familiar than some
consumers with the practices of your industry, about which your predecessor spoke.
Unfortunately, I have now personally fallen victim of what can only be characterized as
unscrupulous business practices at the hand of Chase. I am sure you are familiar with the
distribution of what has been reported by the press (as yet another affront to consumers),
Chase’s recently distributed change-of-terms notices, this time raising minimum payments
from 2% to 5% of a an account holder’s outstanding balance; this is in addition to a new
finance charge of $10.00 per month (regardless of whether or not a balance is carried on
the respective account!).
For me, this translates to a new payment of almost $600.00 per month, whereas on my
most recent statement the minimum payment due had been $239.00 on a balance of
$11,959.65. At a salary level such as yours, such an increase would be meaningless (like
the automobile executives presently explaining their corporate jets), but on an academic’s
salary, this increase is a body slam. By the way, the majority of my personal debts are
associated with a decision that I made to attend graduate school and teach, trying to help
others, so “thanks a lot” for working to destroy my perfect credit record to date, despite the
personal sacrifices and long-term commitment that I have made. I have been aggressively
paying down what I thought were longer-term obligations for the past few years, so I had a
plan (which your policy changes have now derailed and turned into a train wreck).
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I also read with interest the Wall Street Journal article coverage about your change-interms notice: “While these customers cannot opt out of the new terms, she [Chase
company spokeswoman Stephanie Jacobson] says, they can pay off their balances or
maintain their current minimum payments in exchange for giving up their promotional
rates” (http://articles.moneycentral.msn.com/Banking/CreditCardSmarts/credit-card-ratesfees-marching-up.aspx?page=1).
A few points stand out:
1) For some time credit card companies have represented before Congress that they play
fair with consumers by giving them a chance to “opt out.” I recognize that the Federal
Reserve Board has visited the subject of opt-out opportunities and disclosures, but the
argument has been that supposedly card issuers are policing themselves. Obviously, that
self-regulating behavior on the part of Chase Card Services has ended with this recent
change-in-terms notice.
2) I am in possession of earlier correspondence (October 10, 2006) sent from Chase Card
Services Executive Offices (in reply to a letter I sent to JP Morgan Chase CEO, Jamie
Dimon), specifying the conditions under which I would “keep the 3.99% fixed promotional
rate,” which specifically, and in their entirety, were as follows: “we must receive monthly
payments by the due date on the billing statement and your balance may not exceed the
assigned credit limit.” I have met those conditions faithfully and fully. I wrote my
original letter after a colleague of mine was threatened (unprovoked and without cause – a
familiar scenario) by Chase, to preemptively establish that I would indeed protect my own
interests and that we, the public, including learned, hard-working, honest citizens, are
watching (in disgust).
3) It is clear as a bell that Chase’s intention is a cold and calculated ploy to raise interest
rates by forcing consumers into those rates in order to avoid a gargantuan monthly
payment increase, on top of additional finance charges (the aforementioned new $10.00 per
month charge was identified as a “finance charge” in your change-of-terms notice).
Putting items 1, 2, and 3, together, it is obvious that Chase misrepresented facts before
Congress, suggesting that only a few customers “may fall through the cracks”; that it
“cares deeply”; and works to assist families (Srednicki, March 7, 2007). Judging by
thousands upon thousands of negative horror stories on Internet blogs, complaint sites,
article sites, forums, and other venues (including examples cited by consumers in their own
testimony before Congress), Chase representatives are almost universally regarded as rude,
cold, belligerent, and deserving of burning forever in hell.
Chase certainly lied to me: “3.99% fixed” is not the same as 3.99% plus $10.00 per month
(whether or not the consumer carries a balance). (I think Chase made a strategic error in
calling the $10.00 a finance charge). Also, given that Chase has reportedly sent this same
notice under discussion to account holders who collectively owe “billions” (I have
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observed one estimate, that I would love for you to verify in future testimony suggesting
that 120,000 customers are involved in this current action), this constitutes further
evidence that there are far, far more people who are being pushed off a cliff than there are
“falling through the cracks.” Plotting to make repayment terms so onerous that account
holders cannot possibly keep the fixed rate that they were promised is unethical, at the very
least (and in my own case is not consistent with the requirements specified to me in the
aforementioned letter from Chase’s Executive Office).
As for any “solid, long-term relationship with every one of them [customers]” (Srednicki,
March 7, 2007), this is also, clearly, a lie. Beyond the easily found thousands of
complainants mentioned, I take exception to the claim that Chase may supposedly have
anything other than a hurtful relationship with my family. I assure you that as a result of
Chase’s unethical business practices and specifically expressed disinterest in keeping our
business (over a period of approximately twenty years, spanning six flawless accounts ,
two of which we closed by our request because of other mean-spirited and unwarranted
actions against my wife who was flatly told her business did not matter by Chase
representatives, including a supervisor), we have only fear and loathing in our hearts when
we think of the Chase brand and the way the credit card industry at large has been allowed
to conduct its larcenous affairs (effectively unfettered by regulators).
Finally, I strongly disagree with Comptroller Dugan (of the OCC) who suggested
avoidance of “the slippery slope of the government defining, prohibiting, or restricting
particular product terms” (http://www.occ.treas.gov/ftp/release/2007-104a.pdf, p. 8). In
my own testimony, I pointed out that language such as “we may change our terms at any
time or for any reason, or for no reason [emphasis added]” is certainly a clear indication
that credit card companies had every intention of doing so (i.e., they are setting a trap and
waiting to pounce). Consumers know that they are being treated with whimsical disregard
and without any sense of conscience by thugs whose rules are the same as those long
utilized by school yard bullies: “You have it, I’m bigger than you, I want it, and I’m taking
it from you.” There’s nothing “slippery” whatsoever about protecting people who have
done nothing wrong, and have met their obligations, from the likes of companies such as
Chase that plot and prey upon them (and/or their families), with obvious intent to extort
money through misrepresentation and deceptive business practices.
Sincerely,

Dr. Robert J. Lahm, Jr.
(Electronic Signature)
Dr. Robert J. Lahm, Jr.
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Dr. Robert J. Lahm, Jr.
400 Vista Lake Drive
Apartment 301
Candler, NC 28715-7176

Re:
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Chase Platinum MasterCard Account **** **** ****

Dear Dr. Lahm:
I am writing in response to your concerns addressed to Gordon Smith, Chief Executive
Officer at Chase Card Services. I appreciate this opportunity to assist you on behalf of
the Card Services Executive Office.
I understand that you are dissatisfied with the recent change-in~terms notification you
received. As you may know, the notice explained that beginning on the first day of your
billing cycle that included January 1, 2009, a $10.00 monthly service charge would be
assessed to the above-referenced account, and the minimum payment requirement
would be increased to the greater of 5% of the outstanding balance or 1% of the
balance plus applicable fees and finance charges. It also explained that you had the
option of closing the account and paying your current balance in full within 30 days of
the billing statement in which the first $10.00 is assessed to avoid the ~hange.
Dr. Lahm, we appreciate your position,and the feed,bac'k,.You have provided regarding
this change. As a credit card issuer, it may 'at times be necessary for us to make
changes that a Customer may find unfavorable; however, these changes allow us to .
remain competitive in the industry while offering the best value to our Cardmembers.
We would like to offer an alternate option that is available on your account. This option
includes changing the current promotional balance on your account to the fixed Annual
Percentage Rate (APR) of 7.99% until January 2011. This will allow you to maintain the
current minimum payment percentage and avoid the $10.00 monthly maintenance fee.
If you decide ·to accept this alternative, you may reach me directly at the telephone
number provided at the end of this letter.
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Please feel free to contact me, if you have any additional questions, and I will be, happy
to provide my assistance. I have enclosed my business card for your convenience. My
hours are Monday through Friday, 8:30 a.m. to 5:00 p.m. Central Time.
Sincerely,
For Her Privacy: Kathleen Klawunder's
Signature was erased in this document

Dawn Godes
Card Services Executive Office
1-888-622-7547, Extension 6897 or 4350
1-847-488-6897 (direct line)

cc:

Nancy Stoneman
Vice President
Mark Reuling
Senior Vice President

CHASE 0
Executive Office
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Dr. Robert J. Lahm Jr.
2223 Saint Andrews Drive
Murfreesboro, TN 37128-5869

Re:

Chase rv1asterCard Account

**** **,'r* ****

Dear Dr. Lahm:
I am writing in response to your concerns addressed to Jamie Dimon, Chief Executive Officer at
JPMorgan Chase & Co. I appreciate this opportunity to assist you on behalf of the Card Services
Executive Office.
Thank you for sharing your concerns regarding our decision to increase the Annual Percentage Rate
(APR) on the above-referenced account. While I recognize that you feel our actions were deceptive,
a change-in-terms notice was mailed to you in December 2005. This notice provided you with
advance notice of an increase in your APR to a variable rate of Prime + 11.990/0 for purchases a
variable rate of Prime + 15.99% for cash advances. The APR is based on the Prime Rate and may
'increase or decrease as the Prime Rate fluctuates. ·:This notice also provided you with the option to
close the account no later than January 23, 2006, if you did not wish to accept these new terms. I
have enclosed a copy of this notice for your review. Since the account remained open, the new
terms took effect.
Dr. Lahm, please note that the $20,500.00 balance transfer check that posted to your account on
September 7, 2006, will remain at the 3.99% fixed APR because promotional rates were excluded
from the change in terms listed above. Furthermore, our records do not reflect that you have a
purchase or cash advance balance. Based on this information, I have concluded that your account
has not been impacted since the change in the terms took effect.
Nonetheless, I certainly understand that you would like to see a change in our account policies and
procedures. Please be assured that I have forwarded a copy of your letter to management of the
appropriate department. However, I must advise you that our decision to change the terms of your
account was based in whole or in part on information obtained in a report from the consumerreporting agency, Experian. The reporting agency did not make the credit decision and is unable to
provide you with the specific reasons for our decision. At the time our decision was made, a
summary of your credit report indicated the following:
•
•
•

Too many revolving accounts with high balances
,. Proportion of bankcard barance too high
Bankcard balances increased too fast
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You have a right under the Fair Credit Reporting Act to know the information contained in your credit
file at the consumer-reporting agencies. If you feel there may be errors in your credit file, you may
wish to obtain a copy of your Credit Bureau Report and advise the agency reflecting the error. For
your convenience, I have provided information for the three national credit-reporting agencies listed
below:
Experian (TRW)
701 Experian Pkwy
P.O. Box 2002
Allen, TX 75013
(888) 397-3742
www.experian.com

Equifax Options
P.O. Box 740256
Atlanta, GA 30374
(800) 685-1111
w,vw.equifax.co'TI

TransUnion Corp
P.O. Box 2000
Chester, PA 19022
(800) 916-8800
www.transunion.com

Please keep in mind that future transactions will post at the variable rate of Prime + 11.99% for
purchases and Prime + 15.99% for cash advances. In addition, to keep the 3.990/0 fixed promotional
APR, we must receive monthly minimum payments by the due date indicated on the billing
statement and your balance may not exceed your assigned credit limit.
Dr. Lahm, my attempts to reach you by telephone have been unsuccessful. If you would like us to
review your account in an effort to return the purchase and cash advance Annual Percentage Rates
to the previous terms, please contact me within the next 30 days. At that time, we will request your
authorization to obtain a complete credit bureau report and in addition, request also that you provide
us with the following information at your earliest convenience:
•
•

Annual gross household income
Length and place of employment

When providing income information, you are not required to include child support, alimony or
separate maintenance, unless you wish the income to be considered in repayment of the debt.
In the meantime, I have requested that your name and address be added to our "Do Not Solicit" list.
However, since mail solicitations are processed well in advance, it is possible you may receive
additional offers within the next 90 days. Also, if you are receiving solicitations under any variations
of your name or address, please provide that information to me; and I will add those variations to our
"Do Not Solicit" list.
The Direct Marketing Association (DMA) provides a free service to people who do not wish to
receive marketing offers. You can register for this service by sending your requests, in writing, to the
following addresses:
Mail Preference Service
Direct Marketing Association
PO Box 643
Carmel, NY 10512

Telephone Preference Service
Direct Marketing Association
PO Box 1559
Carmel, NY 10512

E-Mail Preference Service
www.dmaconsumers.org/consumers/optoutform_emps.shtml
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Customer feedback is always welcome. We appreciate the time you have taken to share your
concerns and I regret any inconvenience you may have experienced. If you have any additional
questions, please contact me. My hours are Monday through Friday, from 9:00 a.m. to 5:30 p.m.
Central Time.
Sincerely,
For Her Privacy:Aisha McDonald's
Signature was erased in this document

Aisha McDonald
Card Services ExecutJve Office
1-888-622-7547, Extension 6813 or 4350
1-847-488-6813 (direct line)

cc:

Nancy Stoneman
Vice President
Mark Reuling
Senior Vice President
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Dear Mr. Dimon:
You may wish to know that a very negative customer experience between Chase and one
of my colleagues, which was recently related to me, influenced my decision to decline your
Identity Protection services (as per the enclosed letter). The matter pertained to a radical
interest rate increase, which occurred without provocation (no payments were missed or
late).
After researching your industry in the above regard, I have found that practices such as
these are commonplace. It also came to my attention that two (formerly named) First
USA/Bank One accounts (I now recognize the connection between these companies and
Chase), which are held under my wife’s name, were treated similarly. My wife’s accounts
were closed at her request after your representatives insisted on enforcing a change in
terms (specifying a – now familiar sounding – drastic interest rate increase), even though
she had done nothing wrong, either.
Between my wife and myself, I have now ascertained that we have six Chase-related
accounts, all of which are associated with a perfect payment history (this is also true of our
credit histories with all creditors, both consumer and commercial). The Chase-related
products consist of the following:
Two closed accounts referenced above in my wife’s name (with balances that are being
paid off); one account with a zero balance, in my wife’s name; two jointly owned accounts
(zero balances); and one additional account under my name, which I recently used for a
balance transfer to consolidate existing loans. The majority of my outstanding debts are
associated with attaining an advanced education, which most people would agree was for a
worthy cause, and a sound, long-term investment.
Although bullying honest, good-paying members of your customer base may be legal,
presently, it is despicable. Hence, you may consider this letter to be a “change in terms” of
my own:
I will continue to fulfill my payment obligations, but you have just created a consumer
activist. I am in the process of acquiring Internet domain names, which will be specifically
associated with efforts to thwart your industry’s unbridled abusiveness.
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After researching this issue thus far, it appears to me that your industry needs to be
regulated by lawmakers who are interested in the welfare of this nation’s decent citizenry.
The increasingly outrageous practices of your industry cannot be allowed to continue
completely unfettered by any sense of ethical practice. I will therefore strive to identify
and call attention to political figures that have been unduly influenced by the arguments
made on behalf of your industry. I recognize that your industry is unafraid of anything
besides regulation, and regulators are unafraid of anything besides public embarrassment,
brought about by negative media attention.
My colleague and her husband paid off her loan to Chase by using their home equity. In
the near future, I intend to pursue a similar course of action. Meanwhile, please rest
assured that despite your industry’s best efforts to extort fees and create a sub-prime
market for further profiteering, I do not intend to fall prey to predatory, “bait and switch”
practices.
While I recognize that you may or may not reply to this letter directly, please understand
that I will not be satisfied with anything less than a change in your industry’s practices.
We who are educated will not be bamboozled by the standard risk-based explanation that
your industry is using in order to engage in legalized loan sharking.
It’s a shame that the cadre of Ivy League MBA’s and lawyers that are employed by your
industry cannot think of something better, and more positive to do with their time besides
earning the distinction of being the most complained about industry of all (as per PBS,
quoting the Better Business Bureau). It’s also too bad that all of the “rising stars” that your
industry employs cannot figure out that there might actually be a competitive advantage in
creating a credit card company that treats people fairly, instead of engaging in trickery and
deception (buried in fine print).
This nation is at war. You should make it your company’s goal to become a positive
industry example by uplifting honest, hard working Americans and their families, instead
of destroying their credit histories, such that they can become economically oppressed and
exploited.
Sincerely,

Robert J. Lahm, Jr.
Enclosure: Chase Identity Protection Service letter
PS: I have not checked my wife’s credit report, but if the act of closing the two accounts
mentioned above (which she did of her own accord in retaliation for Chase’s bad behavior)
affected her negatively in any way, you can expect that I will defend her honor, sir.
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*IMPORTANT INFORMATION:
The use of the attached check or draft will constitute acharge against your credit account.
Promotional APR: When you use the first check, you will receive apromotional 0%
APR until the first day of your billing cycle that includes February, 1, 2007. For any
APR in this offer that ends after alimited duration, the APR on those transactions will
adjust to the APR applicable to that transaction as determined by your Cardmember
Agreement. When you use the second and/or third check, you will receive a
promotional 3.99% APR until the balance of the check(s) is paid in full.
Other APRs: The APR on all other transactions and balances on your account will
remain at the applicable rate in accordance with your Cardmember Agreement.
Transaction Fee Finance Charges: Afee of 3% (minimum $5; maximum $75) applies
to the amount of each transaction from this offer.
Right to Decline: If checks are part of this offer, checks that post after the void date
disclosed or that are made payable to us or one of our related banks or companies will
be declined. Under certain circumstances (for example, if your account is past due or
over limit, or if we reasonably believe that you will be unable or unwilling to repay the
balance or as described in your Cardmember Agreement), we may decline to process
your transaction, in which case you will be notified.
Payment Allocation: We may allocate payments to promotional and introductory
balances with low APRs before applying payments to higher APR balances. This
means the length of any promotional period stated in this offer may vary based on the
amount of your monthly payments and the APRs on other balances on this account.
Offer End Date: To take advantage of an introductory or promotional rate for any
promotional period stated in this offer (if applicable), the transactions from this offer
must post to your account by the posting date disclosed in this offer and your account

must not be in default. Transactions that post after the posting date ~or if your account is
in default will be charged the applicable non-promotional terms (for ~x:ample , APR' and
transaction fee) stated in your Cardmember Agreement or any subsequent change in
terms, or will be declined.
Default: Any introductory, promotional, or standard APRs are contingent on your
complying with the terms of your account. For example, if your payment on any account
or loan to us or any of our related banks or companies is not received by the date and
time your payment is due; if your account is overlimit; or if apayment to us is not
honored by your bank, the introductory, promotional, or standard APR offers may end
and the APRs on all balances on your account will adjust to the applicable rate and
become effective as determined by your Cardmember Agreement and any subsequent
notices of changes to your account terms.
Grace Period: Agrace period will not apply to transactions from this offer.
Two-Cycle Billing Accounts: If your account has two-cycle billing, in the first cycle (th
"Current Cycle") you carry aPurchase balance from the previous cycle, the APR appli
to such carried balance will be the Current Cycle's APR for Purchases.
Cardmember Agreement: For further details about terms or conditions on your ace
please refer to your Cardmember Agreement.
Other Items: Any special benefits of this offer apply to transactions from this offer
If you pay any disputed amounts you may lose your right to dispute them. This 0
not valid if your account has been converted to any other product type, such as
from a"co brand" or other "rewards" account. If applicable, only checks that
for your account are valid. Other offers may supersede this offer.
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